February 2007 
Dear Applicant,

Re: Supporter Care Officer

Thank you for requesting information about the above post.  This Application Pack contains:
· Job Description and Person Specification

· Abbreviated Terms and Conditions

· Guidance Notes on completing the Application Form

· Application Form Parts A – this part of the form will be used for short listing
· Application Form part B - Equal Opportunities Monitoring Form and Personal Details – this part of the form is detached by HR on receipt and will not be used for short listing or shared with recruiting manager(s)

If you would like to receive this application pack in a different format please contact us on the details below or call us on 0044 (0) 20 7793 4500 and ask for HR.

Please ensure that we receive your application form before the closing date which is 25 February 07. All applications must be sent to one of the following:

· Email: jobs@wateraid.org – please note that if you are returning the form electronically and unsigned you will still be bound by the declaration on the form, or

· Post: WaterAid HR dept, 47-49 Durham Street, London SE11 5JD – mark clearly that this is FAO HR and is ‘Private and confidential’ or
· Fax: 0044 (0) 20 7793 4545 – use cover sheet and mark clearly that this is FAO HR and is ‘Private and confidential’
Please remember to state clearly on your application the job title of the post you want to apply for.

Please note that due to the large response we will only be contacting short listed candidates. Feedback will only be offered to those candidates who attend interview. 

Faithfully,

Kim Reynolds
Human Resources Advisor
WaterAid Job Description

Job Title:

Supporter Care Officer
Reporting to:
Supporter Care Manager

Salary:

Grade 2

Location:

Vauxhall, London SE11
Purpose of Role:
1. To play a key role in delivering customer service excellence.

2. To support other teams/departments to achieve their objectives and targets.

3. To ensure that the organisation maintains and increases its supporter base and increases its fundraising income.
4. To provide a first class professional service and excellent customer care to all of the organisations’ supporters and potential supporters.

5. To be responsible for championing customer service excellence across the organisation providing the benchmark by which other teams will aspire.
Description of Main Tasks

1. To be the first point of contact for WaterAid’s supporters and potential supporters who contact us by telephone, letter or email in dealing with all complex and non-standard enquires, requests for information and complaints.

2. To log, track and report on all telephone and written communications from supporters.

3. To pilot and implement a programme of proactive supporter care initiatives which support the activities and objectives of WaterAid’s fundraising and campaigning departments.

4. To contact supporters who WaterAid wish to establish (or re-establish) a relationship with. To understand why supporters may have stopped giving to WaterAid and to offer alternative forms of support (financial or non-financial) to encourage these supporters to re-engage their interest in WaterAid.

5. To log, track and report on why supporters have stopped supporting WaterAid and to analyse these findings to gain understanding of how WaterAid can re-engage with these supporters.

6. To follow up all requests for information (such as from potential legators) to ensure we are proactively engaging with and winning these enquirers’ High Value support.

7. To share best practice with the rest of the team and the organisation as appropriate and to provide customer care ‘consultancy’ and support to other internal departments and teams in our areas of expertise.

8. To carry out regular internal customer and external supporter satisfaction surveys to establish the levels of service provided by the whole team and to find ways to improve and enhance the service we provide where and when we can.

9. To maximise available reporting systems in order to monitor and report on customer feedback and to use this information to support and influence other areas of the organisation.

10. To proactively seek ways to change or enhance Supporter Care processes and procedures and implement improvements as appropriate.

11. To work with the Supporter Care Manager to establish and set service standards for the Supporter Services department.

12. To develop strong working relationships with our key stakeholders in the organisation to ensure that we are supporting them appropriately and proactively in all aspects of Supporter Care.

13. Establish a bank of high quality supporter-focused communications for thanking of donations, dealing with enquiries and complaints. To monitor and amend in order to ensure information is up to date and appropriate.

14. To help devise and implement a programme of mystery shopping/calling the Supporter Relations and Supporter Care teams to quality check work.

15. To help devise and implement a programme of mystery shopping/calling WaterAid’s external 3rd party suppliers (fulfilment houses, telemarketing agencies etc) to ensure that they are producing a consistently high quality service to our supporters.

16. Ability to take ownership and responsibility for all areas of work within the team.
17. To deputise for the Supporter Care Manager as and when required.

18. To undertake any other reasonable tasks as advised by the Supporter Care Manager.

19. It is a necessity of this role to work unsocial hours – at least two to three times per week.
WaterAid Person Specification
Job title:

Supporter Care Officer

Reporting to:
Supporter Care Manager
Experience

	Essential
	Desirable

	· Proven experience in a front-line supporter/customer care role in a similar supporter/customer service environment 
	· Experience of working in a voluntary sector environment

	· Experience of working independently to defined targets
	· Telemarketing experience.

	· Proven track record of providing high quality service excellence in an office environment.
	· 


Knowledge and Skills

	Essential
	Desirable

	· Excellent written and verbal communication skills
	· A good understanding of marketing and fundraising practises and principles

	· Excellent customer/supporter care skills
	· Working knowledge of legacy marketing and administration

	· Excellent telephone manner
	· An understanding of data protection issues

	· Knowledge of MS office
	· Good working knowledge of customer database(s) such as Raisers Edge

	· Excellent organisational skills
	· Good project management skills

	· Lateral thinking problem solver
	· Good negotiation skills.

	· Self motivated with the ability to take initiative
	· 

	· Ability to generate and manage own workloads and work well under pressure and achieve deadlines.
	· 


Qualifications

	Essential
	Desirable

	· At least 5 GCSE’s or equivalent with English and Maths as essential.
	· Customer service qualifications ie NVQs.


Personal Qualities 

	Essential
	Desirable

	· Customer/supporter driven
	· Empathy with overseas development issues

	· Attention to detail with the ability to quality check own and others’ work
	· A commitment to WaterAid’s values and working principles

	· Ability to prioritise workload
	· 

	· Ability to deal confidently and effectively with all types of people using most appropriate types of medium
	· 

	· A positive and proactive approach
	· 

	· Ability to build rapport on the phone and engage with supporters
	· 

	· Strong team player – supports and enthuses team and colleagues about supporter care
	· 

	· Ability to talk passionately to supporters about our work, inspiring them to start/keep supporting us.
	· 


ABBREVIATED TERMS & CONDITIONS FOR UK-BASED STAFF
Supporter Care Officer 

Salary:

UK Grade 2 - Starting salary £23,560 - £26,562 pa.  Appointments are normally made at the beginning of the scale.  UK Grade 2 scale rises to a maximum of £30,053 pa.

Location:
WaterAid

47 - 49 Durham Street

London

SE11 5JD
Working Hours:

35 hours a week around core working hours of 10.00 am to 4.00 pm to be agreed on commencement with your manager.
Leave:

23 working days per year plus public holidays rising to 25 days after two years’ employment and 27 days after four years employment.
Contract Period:

The post is offered on a permanent contract.  
Probationary Period:

The appointment is subject to the satisfactory completion of a six month probationary period.

Pension scheme:

WaterAid will contribute to a Pension’s Trust personal pension scheme up to a maximum of 10% of salary when the employee contributes 5%.  Further details to be obtained from Finance upon joining. 
Other benefits:

Interest-free season ticket loan.
WaterAid has a "no smoking at work" policy in its offices.

February 2007
Guidance notes on completing the application form

Please read these notes carefully before completing the application form.

The purpose of completing the application form is to enable you to be short listed for interview.  Completed application forms are matched against the requirements set out in the person specification to create a shortlist.  
It is very important that you complete the correct application form as these are customised to each vacancy, please note that we do not accept curriculum vitae (CVs) unless specifically requested on website and advert.

If you would like to receive an application pack in a different format please contact jobs@wateraid.org with your specific requirements.

Completing the application form

You should study the job description and person specification carefully before completing your application form.  Whether you are short listed for interview will depend on how well you can demonstrate that you meet the criteria listed in the person specification. We will not make assumptions about your achievements and abilities so you must clearly state on the form how exactly you feel you match the listed requirements.

The following tips are designed to help you complete the application form as effectively as possible:

· Study all the information you have been sent about the job and the application form carefully before you begin to complete the form.  Ensure that you are clear about what you are being asked to do.

· Make sure that your application is specific to the job you are applying for.  A standard application form, which you have prepared before, may not address all of the items in the person specification.

· Think about the extent to which you possess the skills and experience necessary to do the job.  You should then provide information about skills and experience which address all of the items in the person specification.  If possible, try to do so in the order in which they are listed.

· It may be helpful to do a rough draft of the form first so as to avoid mistakes and repetition.  
· Give examples of your skills and experience and write in a positive way.  Remember to write about those things which you have personally been responsible for.

· Make sure that you complete all sections of the application form.

· Select those aspects of your experience, skills and interests that are relevant to the job.  Remind yourself of your qualities and skills that you may take for granted.

· Remember to consider relevant skills and experience acquired outside of paid work - for example, experience gained from community or volunteer work, or in your leisure interests.

· When listing your previous jobs, ensure that dates are correct and in the right order, stating your most recent employment first.

If you have a disability, which makes writing difficult, it is possible that the application can be completed in a different way.  So please contact the HR team on + 44 (0) 20 7793 4500 to discuss this further.

We ask all applicants to declare whether they have a disability. The reason for doing this is to ensure we fulfil our commitment of interviewing all disabled applicants who fully meet the job criteria.
Equal Opportunities Monitoring form 

Please do not forget to complete the Equal Opportunities Monitoring form. WaterAid is committed to equal opportunities and whilst completing this form is not compulsory we would be grateful if you would assist us by filling it in as this is a way to monitor the effectiveness of our Diversity and Equal Opportunities Policy.  Please note that the information provided will be separated from the application, it will be kept confidential and will only be used for monitoring purposes. It will not be shown to members of the short listing or interviewing panel.
Sending your application

Please send the completed application form to HR by:

Email: jobs@wateraid.org – please note that if you are returning the form electronically and unsigned you will still be bound by the declaration on the form, or

Post: WaterAid HR dept

47-49 Durham Street

London SE11 5JD – mark clearly that this is FAO HR and is ‘Private and confidential’ or
Fax: 0044 (0) 20 7793 4545 – use cover sheet and mark clearly that this is FAO HR and is ‘Private and confidential’
You must ensure that the application form is returned by 5 pm on the closing date and keep a copy for yourself. We do not accept curriculum vitae (CVs) unless specifically requested on website and advert.

Unfortunately due to the large volumes of applications that WaterAid receives we are not able to offer feedback to those unsuccessful at application stage.
Responsibilities

Please remember that you must:

1. Complete all relevant application documents 

2. Send us your application before 5 pm on the closing date

3. Notify us of any special requirements prior to interview and that you are eligible to work in the UK

4. Complete Interview Expenses claim forms

5. Request feedback after interview

PART A - APPLICATION FORM – (this part of the form is used for short listing)
Data Protection Act 1998

Any data about you will be held confidentially and will only be used for recruitment to the post below, and for employment monitoring purposes, though this data will be kept anonymous. If you are unsuccessful, your application will be destroyed after 12 months and if you are successful, the relevant information will be kept as part of your employee file.

Position applied for______________________________________________date_______________

Name(s) ________________________________ Surname _________________________________

Please use the space below to describe how your experience, skills, knowledge and qualities make you suitable for appointment to this post. Please use sub headings according to the selection criteria in the person specification provided in this pack.

Remember that we will be short listing based only on the information you provide and on your ability to meet the selection criteria described in the person specification for this post. 

Please refer to the Guidance notes on completing the application form provided in this pack. You can list experience and knowledge gained from current and previous employment, voluntary work and any other activities which you consider relevant to this post.

Results and achievements
Please continue on a separate sheet if necessary
Qualifications / Training
Schools, Colleges, University etc.:

	Qualification/results 
	Institution

	
	


Other relevant training / qualifications:

	Course
	From
	To
	Details

	
	
	
	


Current professional membership

	Membership 
	Body 

	
	


Please continue on a separate sheet if necessary
Employment
Present or most recent employer: (if appropriate)
	Name and address of employer
	

	Dates employed 
	From:
	
	To:
	

	Your Job Title
	

	Summary of duties and record of achievements in your current role
	

	Current / most recent salary
	

	Reason for leaving
	

	Notice Required
	


Other employment / experience (most recent first) 

Please include experience relevant to this post together with a record of results and achievements.
	Name and address of employer
	

	Dates employed 
	From:
	
	To:
	

	Your Job Title
	

	Summary of duties and record of achievements in your current role
	

	Reason for leaving
	


	Name and address of employer
	

	Dates employed 
	From:
	
	To:
	

	Your Job Title
	

	Summary of duties and record of achievements in your current role
	

	Reason for leaving
	


	Name and address of employer
	

	Dates employed 
	From:
	
	To:
	

	Your Job Title
	

	Summary of duties and record of achievements in your current role
	

	Reason for leaving
	


Please continue on a separate sheet if necessary
PART B - EQUAL OPPORTUNITIES MONITORING FORM (this part of the form will be detached by HR on receipt and will not be used for short listing or shared with the recruiting managers)
Post applied for_____________________________________________ Date ___________________
Where did you see this vacancy advertised? _____________________________________________

WaterAid is committed to equal opportunities, and whilst completing this form is not compulsory, we would be grateful if you would complete it as way for us to monitor the effectiveness of our Equal Opportunities Policy which aims to eliminate discrimination on the grounds of age, sex, marital status, ethnic origin and religious beliefs. Please note that the information provided on this form will be separated from the application form on receipt, it will be kept confidential and will only be used for monitoring purposes. It will not be shown to members of the short listing or interviewing panel.

Ethnic Origin 

A - White



□ British 

□ Irish  



□ Any other White background please specify ___________________________________________
B - Mixed 



□ White & Black Caribbean


□ White & Asian
□ White & Black African
□ Any other Mixed background please specify ___________________________________________
C – Asian
□ Indian

□ Pakistani

□ Bangladeshi

□ Any other Asian background please specify ___________________________________________
D – Black 
□ Caribbean

□ African



□ Any other Black background please specify ___________________________________________
E – Chinese or other ethnic group

□ Chinese 

□ Any other please specify ________________________________________
Sex 


□ Male

□ Female 


Marital status

□ Single

□ Married 

□ Divorced 


□ Widowed 

□ Partner 




Faith / Religion
□ Sikh

□ Buddhist

□ Christian 


□ Hindu 

□ Muslim 

□ Jewish 

□ None 



□ Other please specify ____________________________________________________________
Age 


□ under 20

□ 20-24

□ 25-29



□ 30-34

□ 35-39

□ 40-44 

□ 45-49



□ 50-54

□ 55-59 

□ 60-64

□ 65 +

Disability

The Disability Discrimination Act (1995) states that a person has a disability if he/she has a physical or mental impairment, which has a substantial and long-term adverse effect on her or his ability to carry out normal day-to-day activities. Long-term means has lasted, or is expected to last, for 12 months. 
Would you describe yourself as having a disability? 


□ Yes 

□No

_________________________________________________________________________________

For office use only:
□ Short listed 

□ Appointed 
Personal details
	Post applied for 
	
	Date of Application
	


	Surname
	
	First Names:
	


(Ms/Miss/Mrs/Mr/Other) please specify
	Address
	

	Post Code
	

	Telephone no.
	Home
	
	Mobile 
	

	Personal Email 
	


If you are not available on your personal contact details, please provide us with alternative numbers/email and let us know if we need to be discreet ___________________________________

_________________________________________________________________________________

Do you need a work permit to work in the UK?


( Yes 

( No

Please give dates of when you are unable to attend interview. We cannot undertake to avoid these dates but will try to do so. 
_________________________________________________________________________________

Please tell us below what arrangements, if any, would be needed if you are invited to interview.
_________________________________________________________________________________

Referees (one should be your current or most recent employer)

Please note that any job offer is subject to satisfactory references. We will only seek references for the successful candidate unless otherwise advised.
	
	Referee 1
	Referee 2

	Name
	
	

	Job Title
	
	

	Address
	
	

	Post Code
	
	

	Email address
	
	

	Tel no.
	
	


Declaration 

I confirm that the information provided on this application form is true and correct. 
	Signed
	
	Date:
	


Please note that if you are returning this form electronically and unsigned you will still be bound by the declaration when we receive your application electronically. 

















1

