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JOB DESCRIPTION

POST:			Supporter Care Officer Part Time (25 Hours per Week)

DIVISION:                          Fundraising
	
RESPONSIBLE TO:	Head of Fundraising Development & Operations

SALARY:	£18,079 - £20,259 Pro Rata


Children 1st, VISION and VALUES

Our vision is that children in Scotland will be safer, will grow up in strong, resilient families and will have access to early help and support when they need it. They will have their rights protected in all areas of their lives. Prevention of harm to children, stronger, more resilient families and communities, greater respect for children’s rights and strong partnerships and community engagement will be our measure of success. 

Our core values guide how each one of us works in our individual day to day job:

· Respect - Treating everyone with respect and fairness 
· Integrity - Being responsible and accountable
· Participation - Involving others in our work 
· Excellence – Striving for the highest possible standards


Job Purpose

The Supporter Care Team provides a ‘first point of contact’ for fundraising supporters of the charity. The team supports the rest of the fundraising department by processing payments, reconciling income, arranging for supporters to be thanked properly, ensuring data is accurate and up to date, and fulfilling supporter requests.

The purpose of the Supporter Care Officer role is:

· To provide excellent customer service and act as the first point of contact for anyone wishing to engage with Children 1st fundraising.
· Along with Supporter Care Team colleagues, to provide Monday-Friday phone cover for the Children 1st fundraising phoneline.
· To handle incoming queries and correspondence from Children 1st fundraising supporters.
· To process payments, manage regular donations and reconcile income alongside maintenance and continuous improvement of fundraising finance procedures.
· To ensure all gifts are thanked promptly and appropriately as instructed by fundraising teams and in accordance with our service level agreements.
· To capture and record data from a variety of sources, to enable Children 1st to build relationships with donors and supporters.
· To support the Database and Insight Manager ensuring that data is up to date, valid and secure. Supporting the process of payment validations.
· To support the deployment of payment methods to fundraising colleagues (e.g. card payment devices, collection tins)
· To control stock and fulfilment of fundraising materials on behalf of Children 1st fundraising.
· To provide fundraising and administration support to other Fundraising teams and functions as required.


Key tasks

· Manage switchboard calls, deal with enquiries and the processing of donations efficiently whilst communicating professionally at all times.
· Manage all enquiries via the various email inboxes and postal enquiries. 
· Donor care of Children 1st supporters. This includes selection of suitable thanking and fulfilment in response to donations and the successful handling of any donor enquiries, instructions, complaints and communication from donors by mail, phone, email and social media.
· Achieve the best possible outcome for Children 1st from each supporter contact. Promote and effectively communicate Children 1st’s various projects, funds and campaigns including the Gift Aid scheme.
· Responsibility for regular donation processing.
· Administration of income reconciliation processes.
· Recording of fundraising income on Raiser’s Edge fundraising database.
· Responsibility for producing regular reports from Raiser’s Edge fundraising database.
· Maintenance and contribution to the continuous improvement of fundraising finance processes.
· Assisting with maintenance of database standards and procedures and supporting the training of fundraising colleagues.
· Mail opening and reception cover on a rotational basis.
· To establish and maintain close working relationships with the Finance department and Fundraising colleagues and be a positive and resourceful member of the overall Fundraising team, working on behalf of Children 1st.
· To attend fundraising and/or administrative meetings as and when required.


Any additional duties will normally be to cover unforeseen circumstances or changes in work, and will usually be appropriate and compatible with the regular type of work. If an additional task or responsibility becomes a regular or frequent part of the job, it will be included in the job description in consultation with the post holder.


ADDITIONAL RESPONSIBILITIES

· To be committed and adhere to Children 1st vision and values.
· To comply with Children 1st code of conduct (All Children 1st staff) and Codes of Practice for Social Service Workers and Employers (specific to Children and Family Services Divisional staff). 
· To actively consider the involvement of children, young people and families with whom we work, in all areas of practice and to implement the Children 1st Participation Standards.
· To actively consider the involvement of volunteers in all areas of our work and to implement the Children 1st Volunteer Development Standards and Policy.
· To observe all health and safety requirements.
· To work within and promote policies in relation to Equal Opportunities and anti-discriminatory practices.
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PERSON SPECIFICATION

POST: Fundraising Finances Administrator

	AREA
	ESSENTIAL
	DESIRABLE


	
Qualifications
	
· Educated to a good level or equivalent work experience. Either of which should demonstrate good communication, numeric and time management skills.

	
Secretarial or Administration Qualification


	
Experience
	
· Experience of delivering a high standard of organisational and administrative practices
· Experience of working in an administrative role
· Experience of working as part of a small team
· Experience of databases and data entry
· Experience of dealing with telephone calls and written communication

	
Customer Service 
Fundraising and/or Supporter Care


	
Skills
	
· Excellent organisational skills including ability to prioritise workload and meet deadlines
· Proficient in Microsoft Office Word, Excel and Outlook 
· Excellent communication skills 
· Strong numerical skills – working with financial information

	
Knowledge of Raiser’s Edge (Fundraising Database)





	
Other
	
· Confident and friendly approach
· Able to use initiative and work with minimum supervision.
· Ability to adopt a flexible approach in response to new challenges
· Customer focused approach to all duties
· Enthusiasm and commitment
· A commitment to the principles of equal opportunities
· Commitment to Children 1st vision and values
· Commitment to and understanding of the principles of participation
· Understanding of and commitment to the principles of involving volunteers
· Commitment and promotion of equal opportunities and anti-discriminatory practices at work
· Awareness of personal responsibility in relation to health and safety
	
Knowledge of Data Protection and GDPR legislation
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