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Reports to: MND Connect Manager

Job purpose
 

Job description
Job title: Online Communities Lead

Hours:

Salary:

Location:

Contract:

37 hours per week

£39,200 per annum

Home-based with occasional travel to Northampton

Permanent

Lead the development and day-to-day
delivery of our online peer-support services
and oversee online volunteer management.

This role ensures safe, accessible, person-
centred community spaces for people
affected by MND. You will also work closely
with the Digital Engagement Manager and
MND Connect Manager to ensure
consistent safeguarding standards and
coordinate on issues that cross public and
community channels.

– Working closely with stakeholders to
ensure growth in reach and impact of
existing online peer support services for
people affected by MND, with a strong
focus on ensuring equity of access.

– Collaborating with colleagues in data
protection, safeguarding, and digital teams
to ensure that the online community
follows organisational standards.

– Working with stakeholders to identify
opportunities that help reach underserved
communities, while continuously working
to enhance the user experience, ease of
use and accessibility of our online peer
support services.

– Leading and coordinating all aspects of
volunteer activity, specifically remote and
online community support volunteers,
ensuring they are well supported.
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Main responsibilities
 – Take ownership of the forum platform as the

primary administrator, managing day-to-day
configuration and working with technical
colleagues on security and performance
issues.

– Partner with the digital team on the
development of the forum, ensuring the
platform meets user needs and identifying
opportunities for improvement.

– Responsible for managing relationships with
external agencies or third-party suppliers as
required for the delivery of our online
communities.

– Ensure the service can continue operating if
things go wrong, with appropriate backup
plans and processes.

– Develop external relationships to support
industry knowledge, actively learning from
good practice in online peer support service
delivery.

– Lead content moderation,
conflict/complaints handling and crisis
response within the community, using
escalation protocols. Make autonomous
operational decisions within delegated
authority.

– Responsible for handling safeguarding
concerns within the peer-support forum and
volunteer interactions.

– Work with colleagues to maintain legal and
regulatory compliance (including GDPR and
Online Safety Act requirements), contributing
to policy development and ensuring day-to-day
practice aligns with organisational
requirements. 

– Own the service specification, ensuring the
service operates in line with required policy
and process.

– Responsible for the effective growth and
development of the online peer support
services.

– Advocate and represent the organisation and
the community members, striving to balance
meeting the needs of the organisation and the
service users.

– Responsible for leading and managing a
team of online/digital/virtual support
volunteers through: 

Creating, developing and maintaining
strong and effective relationships with
volunteers providing leadership, support,
coordination and motivation as required.

Proactively manage the recruitment,
selection and induction of volunteers.

Enabling effective two-way communication
and information flow between volunteers,
staff and the wider Association.

Identifying and resolving support issues by
responding to and working directly with
people with/affected by MND where
appropriate.

– This role does not manage public facing
digital marketing or social media channels.
Responsibility for those channels lies with the
Digital Engagement Manager.

– Undertake any other task relevant to the job
purpose and ensure that all functions
performed reflect the Associations mission
and core values.
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Essential criteria
 – Experience of managing online community

platforms and tools including forums and data
dashboards.

– Good working knowledge of data security,
GDPR, and awareness of Online Safety Act
requirements, with experience of applying
these in practice.

– Experience in managing conflict, complaints
and crisis situations, including using content
moderation, safeguarding and issue escalation
protocols.

– Ability to analyse online community data and
metrics and contribute to service activity and
impact reporting.

– Experience in communicating effectively and
empathically, including representing an
organisation externally and amplifying the
voices of community members.

– Volunteer or employee management,
including remote management, with ability to
coach, mentor and develop others.

Desirable 

– Understanding of a person-centred support
approach and accessibility requirements for
digital services.

– Experience of improving or developing online
services, including identifying user needs and
working with others to implement changes.

– Experience of working with external
suppliers and agencies.

– Experience working in a health charity or
peer support context.
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