
JOB DESCRIPTION

Reports to:	 Head of Fundraising 

Location:               Scottish SPCA HQ in Dunfermline and/or remote working as agreed

Hours:		  Full time (35 hours per week)

Salary:		  £32,000-£35,000

Overall Purpose of the role
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JOB TITLE:	

  Supporter Experience Manager 

The Supporter Experience Manager will plan and lead the implementation of excellent supporter experiences across 
the Scottish SPCA. The role will work cross-departmentally to facilitate the transformation of supporter journeys and 
improve the experience for supporters across all of our touchpoints in the organisation. 

As the Scottish SPCA launches an ambitious 10-year vision including an ambition to increase income by £3 million 
annually by 2032 this role plays a critical function in driving income and instilling increased loyalty from communities 
across Scotland. 

Key Responsibilities 

Leadership & Strategy

•	 	With support from the Head of Fundraising develop, implement and manage the Supporter Experience Strategy 
and the associated budgets ensuring that all KPIs are met and delivering the highest quality of supporter experience 
to our donors ensuring they feel part of our family. 

	
•	 Contribute, and share expertise, to shape the wider fundraising strategy and organisational strategy where 

appropriate 
	
•	 Embed animal welfare knowledge into our stewardship activities giving supporters meaningful touchpoints to 

contribute to our mission and vision
	
•	 Keep up to date with the latest developments organisationally, and in the wider sector anticipating future demands 

of core functions and implementing innovative solutions to meet these needs. 
	
•	 Develop a collective organisational understanding of who our supporters are and upskill colleagues’ to ensure they 

provide them with a supporter journey which best meets their needs.
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People Management

•	 	Model the Society’s values – Commitment, Compassionate, Collaborative, Adaptable, Professional and Expert – in 
your leadership approach to drive a high performing culture, team engagement and donor engagement through 
effective communication and by giving and receiving regular feedback. 

	
•	 Manage the Supporter Experience Team building and developing a strong team of professional and highly 

motivated supporter stewardship specialists. 
	
•	 Develop, maintain and role model excellent internal collaboration skills within the department across income 

streams and with relevant departments such as MarComms and Customer Experience

Supporter Experience
	
•	 	Audit and process map existing supporter care and experience processes ensuring that these are efficient and take a 

supporter-centred approach 
	
•	 Implement robust processes and systems to ensure accurate and efficient recording of income 
	
•	 Develop supporter experience standards across all income streams ensuring a consistent, relationship-driven 

approach to all of our fundraising
	
•	 Evaluate the efficiency and efficacy of stewardship activities and explore new opportunities to improve service and 

increase donor loyalty
	
•	 Manage our third party suppliers in telephony, print and other areas ensuring performance management, and high 

standards of supporter experience 
	
•	 Work with the Individual Giving and Campaigns Manager to deliver supporter journeys that allow for identification, 

analysis and progression of high value prospects 
	
•	 Work with Income Generation colleagues to test and pilot new methods of engaging supporters across all income 

streams

Data Analytics & Insight
	
•	 	Work with the Database Manager to upgrade and modernize our database ensuring it holds the data we need to 

deliver the best supporter experience and meets our aim of creating a single supporter view
	
•	 Work with the Fundraising team and other colleagues where appropriate to identify gaps, implement improved 

data collection, data interpretation and analyse fundraising activities to make recommendations which drive 
continuous improvement 

	
•	 Conduct and analyse our annual Supporter Survey and quarterly focus groups 
	
•	 Maintain and develop a suite of dashboard reports using TABLEAU looking at performance aligned with our strategy 
	
•	 Extract insight from our raw data and communicate this insight using tools such as data visualisation to clearly 

inform and influence decision-making and insight 
	
•	 Champion data governance within fundraising and ensure all third party suppliers uphold our supporter experience 

standards. 
	
•	 Act as a first point of contact for complaints, compliments and feedback ensuring we have a robust system for 

collecting and recording these. 
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Person Specification 

Area Essential Desirable

Qualifications & Experience •	 Experience working in service 
design, design thinking, customer 
experience or innovation

•	 Passionate about a brilliant supporter 
experience 

•	 Experience working in the third 
sector 

•	 Experience of conducting 
customer or supporter research 

Knowledge •	 Comfortable facilitating workshops 
and/or delivering training

•	 Experience using customer or 
supporter insight to shape projects 
and make decisions  

•	 You will have experience of 
improving processes and reporting 
to contribute to more effective 
operational performance. 

Experience of human-centred design 

Skills •	 Be curious, pro-active and solutions-
focussed 

•	 Can bring others along with your 
positive approach and great 
communication skills 

•	 Embrace challenges and able to 
adapt as you learn 


