
[image: image2]

[image: image1.jpg]



[image: image3.jpg]



Recruitment Pack

Supporter Relations Manager
(11 month maternity cover)

Job Description – Supporter Relations Manager
	Place of Work:
	Vauxhall, London

	Band:
	D

	Reports to:
	Supporter Services Manager

	Manages:
	Directly manages 5.5 posts:
Supporter Relations Officer – Outsourced Partners

Supporter Relations Officer – Compliance and Process

Supporter Relations Advisors x 3.5


Introduction

The Supporter Relations team sits within the Supporter Services department and is a central support unit to WaterAid’s fundraising and campaigning activities. The team have overall responsibility in processing offline funds and non financial information on WaterAid’s supporter database and delivering a response handling service to the organisation through managing its fulfilment activities.

The team’s activities are critical to the organisations cash flow – as the team manages the whole process of receipt of donations, banking, right through to thanking. The Supporter Relations team ensures that WaterAid complies with the associated rules and regulations that relate to direct debit handling and claims (BAC’s) and gift aid management (HMRC). Supporter Relations are also responsible for that WaterAid benefits from maximising fundraising income through the Gift Aid scheme.

Job Purpose

To motivate, inspire and manage the team and WaterAid’s outsourced partners. 

To provide an effective and efficient service in management of WaterAid’s donation fulfilment requirements, the processing of funds and data. 

To ensure the delivery of an effective and accountable service to all supporters, maximising their loyalty and value generated from WaterAid’s fundraising and campaigning activities. The role is responsible for developing and ensuring the processes, resources and systems adopted are effective and meet the needs of the organisation’s fundraising and communication strategies and comply with relevant legislation.

Key accountabilities

1. Effectively lead, manage, coach and motivate the Supporter Relations team, ensuring each member of the team makes a full and effective contribution to the organisation.

2. Work with the Supporter Service Manager; the Database and Analysis Team Manager and Managers of the Supporter Development and National Fundraising teams to support the five year strategic plan; taking overall responsibility for managing the response handling of WaterAid’s activities.

3. Lead the Supporter Relations Team to continuous develop and improve the appropriate business processes and standards for the successful and efficient management of donations and supporter information.

4. Be accountable for the relationships with WaterAid’s outsourced partners to ensure the operational objectives are met; that they provide a cost-effective service without compromising quality; and service levels are achieved - performance is monitored and evaluated at regular intervals.

5. Responsible for the successful administration of all funds generated through the Direct Debit collection process, ensuring the management of these processes complies fully with the regulations on The Direct Debit Scheme and are achieved within set timeframes.

6. Responsible for the management and processing of all offline donation income and supporter information generated by WaterAid fundraising and campaign activities.

7. Directly line manage, coach and develop the Supporter Relations Officers and Supporter Relations Advisors, in line with WaterAid’s staff management policies and procedures; ensuring the team performs in line with their individual objectives and with the departments Key Performance Indicators (KPI’s).

8. Accountable for monitoring of expenditure income as set in the annual operating budgets; including monthly reporting and detailing variances to the Supporter Services Manager - first line approval of all invoices.

9. Taking the lead for ensuring that Gift Aid is maximised and promoted effectively through supporter communications, working with Database and Analysis and Fundraising teams to ensure declarations are valid and business processes meet Gift Aid audit requirements.

10. Responsible for developing excellent working relationships across WaterAid,  ensuring Supporter Services are adequately briefed and resourced to support on WaterAid’s activities in order to build supporter loyalty and satisfaction.

11. Play an active role in voluntary sector charity networks, maintaining and developing awareness of current legislation relating to Direct Debits, Gift Aid, PCI-DSS and Data protection. Ensure that WaterAid complies within legal and best practice frameworks. 

12. Lead the department in delivering a excellent level of supporter care through it’s back-office management of donations and information handling, identifying and delivering training needs and maximising supporter engagement.

13. To deputise as appropriate for the Supporter Services Manager; support in Supporter Services Department planning and team meetings and undertake other reasonable tasks as requested.

Person specification

Essential

· Degree or equivalent qualification or experience

· Line management experience

· Proven knowledge of the Direct Debit scheme / Gift Aid / PCI-DSS and Data Protection legislation

· Proven ability to manage relationships with external suppliers

· Demonstrable experience of developing and implementing new systems and business processes

· Strong project management and team working skills

· Proven ability to analyse data and complex information to inform evidence based decision making

· Excellent problem solving and communication skills (written and verbal)

· Strong numeracy and analytical skills

· Proven ability to work to a high standard and with an eye for detail, working under own initiative and overseeing multiple projects simultaneously

· Willingness to work effectively with others towards organisational objectives

· Proven ability to work constructively, including involvement of junior colleagues in decision making, delegation and empowerment of staff

· Commitment to WaterAid’s values and a working style that reflects these.

Desirable

· Good understanding of direct marketing / fundraising processes 

· Experience of preparing and managing annual plans and budgets

· Experience of Raisers Edge database

· Experience of using a complex customer database, understanding data sets and producing analysis reports

· Experience of new database implementation projects, data migration and new systems development

· Advanced IT skills in Word and Excel, with understanding of Access

· Qualifications (NVQ) in Customer Service

· Experience of delivering training to software users

· Empathy with overseas development issues.

Abbreviated Terms & Conditions
Salary 
Starting salary ranging from £29,218 pa to £30,207 pa
Location 
WaterAid, 47 - 49 Durham Street, London, SE11 5JD 
Working Hours 
Full time (minimum 35 hours per week). Core office hours are between 10.00am and 4.00pm.
Annual Leave 
25 days per year. This increases to 27 after four years’ service.  Plus UK public holidays.  
Contract Period 
The post is offered on a fixed term contract for up to 11 months to provide maternity cover within the team.
Probation 
The appointment is subject to the satisfactory completion of a six month probationary period.
Benefits 
Pension scheme (optional) with The Pension’s Trust. Non-contributory employer contribution of 5%. WaterAid can then match any employee contributions up to a further 5% of salary.


Interest free season ticket loan


Employee Assistance Programme (access to 24 hour free and confidential helpline)

Child care voucher salary sacrifice schemes 
Recruitment process

Closing date: 
Thursday 18 February 2010
Interviews: 

First interview 24 & 25 February 2010
To apply, please send us the following: 
1. A supporting statement of no more than two A4 pages with a summary of why you are applying, your skills and experience and how these are relevant to the role, how you meet the person specification requirements and what in particular you would bring to WaterAid. 

2. A copy of your current CV.

3. The names, positions and contact details of at least two referees, including your current or most recent employer. No contact will be made with any referee in advance of an offer being made, without your prior approval.

4. The completed equal opportunities monitoring form.  A copy can be found at the end of this recruitment pack.
5. Please let us know if you have any special requirements, should you be selected for interview.

Send your application to jobs@wateraid.org. 

We prefer to receive applications by email.  If this is not possible, please post your application to the HR Department, WaterAid, 47-49 Durham Street, London SE11 5JD or fax it to +44 20 7793 4994 under confidential cover, ensuring it will arrive by the closing date. 

Equal opportunities monitoring form
Please complete and forward this section of the pack with your CV and supporting statement. It will be separated from the rest of your application on receipt and will not be used for shortlisting or shared with the recruiting manager.

Where did you see this vacancy advertised? _______________________________

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

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
Are you a disabled person? 
□ Yes 

□ No

For office use only: Ref SRMFEB10
 
□ Short listed 
□ Appointed
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