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JOB DESCRIPTION

Job Title:

Supporter Care Administrator
Responsible to:
Head of Fundraising 
Salary:


£22,500 - £23,500

Location:

5 Trinity Street, London SE1 
Hours of work:
Full time – 35 hours per week. 
MISSION 

USPG is the Anglican mission agency that partners churches and communities worldwide in God’s mission to enliven faith, strengthen relationships, unlock potential and champion justice. 

VALUES

We are faithful: We seek to be faithful to the call of Jesus Christ and to our vocation to serve the churches and communities of the Anglican Communion in mission since our foundation in 1701. 

We are radical: We seek to respond to the challenge of working for the Kingdom of God. In pursuit of that radically inclusive vision, we are willing to ask questions, to take risks and to reflect theologically on our broken world, and upon our own work as we seek to challenge injustice.  

We stand in solidarity: We seek to participate in God’s mission in solidarity with those from our partner churches in ways that cherish and honour their dignity and agency as they give voice to their response to God’s call in the life of their churches, communities and nations.

We respect context: We seek to work across cultures for the benefit of all people, regardless of ethnicity, gender, sexuality, disability, age or beliefs. We recognise that this commitment involves humility, and a willingness to learn and be changed.

Background: 
USPG has developed a new organisational fundraising strategy in which this role is central. We are looking for a motivated individual to be the first line of contact for USPG and provide fantastic customer service to our supporters. 

Job Purpose: 
This role will work closely with the wider fundraising team to deliver fantastic supporter care to all USPG donors and supporters. The post holder will be the first port of call for all incoming emails, phone calls and letters. They will work with the Individual Giving and Church Campaigns manager on developing and delivering supporter journeys for all USPG supporters as well as ensuring all donations are thanked and batched in a timely manner. 
This is a fantastic opportunity to help develop new fundraising and supporter care processes and to feed into the wider fundraising strategy. 
The post holder will be expected to work in close collaboration with others across the organisation and will enjoy working in an innovative creative environment. 
Responsibilities:

· To be the first port of call for all incoming post, phone calls and emails
· To be responsible for thanking all supporters and managing a welcome journey – ensuring that effective processes are in place
· To work closely with the Individual Giving and Church Campaigns officer to thank donations to our Partners in Mission and Eco-Justice fundraising products 
· To process all donations ensuring there is a programme of continuous improvement for donations processing
· To work with the Head of Fundraising on our legacy fundraising programme 
· To ensure Raisers Edge Database is accurate and up to date and to provide the data for all outgoing fundraising and communication mailings
· To look after the USPG donation forms
Operational Responsibilities
	30% Supporter Care

	10%
	· To be the first point of contact for all USPG supporters and to deal with all enquiries appropriately

· To handle and record both supporter satisfaction levels and complaints


	10%
	· To advise enquirers and colleagues on the availability of resources and order the resources from the mailing house

· To ensure sufficient stocks of resources are available at USPG’s head office


	10%
	· To respond to general correspondence from supporters

· To answer the main telephone line dealing with queries and re-directing calls as appropriate


	20% Thank you and welcoming

	
	· To be responsible for thanking supporters and delivering a welcome process for new supporters. 

· To thank all fundraising donations made to USPG

· To thank and support Churches for our PIM and Eco-Justice fundraising products


	25%  Donations Processing

	
	· To handle the processing of donations 

· Regularly run income reports

· To be responsible for making incremental improvements to donations processing ensuring processes are efficient and automated where possible
· To make sure donations are allocated to respective projects and funds.

· To assist the finance team to reconcile all donation income between Raisers Edge and sage on a monthly basis.

· To assist auditors by providing supporting documentation for donations during year end audits.

· To manage and create the donation forms on Raisely 

· To deliver the admin processes for our legacy givers



25% Raisers Edge and data policy 

	20%
	· To update and maintain supporter records on the Raisers’ Edge database

· To write and run queries and reports for USPG mailings and monthly KPI Reporting 

· To provide Raisers’ Edge training for colleagues as required

· To manage any mail returns and change in data protection consents 

	5%
	· To keep up to date with GDPR and other legislation, policy and good practice with regard to fundraising, and to ensure adherence to this.


Other: 

· To attend USPG events 

· To assist with the opening of the incoming post 

· To undertake other duties as agreed with the line-manager, particularly those arising from the implementation of the fundraising strategy. 

Person Specification

This form shows which criteria are essential and which are desirable for the job.  They have been ticked as appropriate.

E = essential criteria.  The job cannot be done without them.

D = desirable criteria can help the job to be done more effectively.

Skills, Abilities and Competencies

	
	E
	D

	To have worked in a customer or supporter care environment
	
	●

	Experience of working with CRM databases (preferably Raisers’ Edge) to input data, run reports and queries


	
	●


Personal Qualities

	Has excellent communication skills both over the telephone and in writing
	●
	

	To be able to steward and support fundraisers and volunteers in their fundraising activity


	●
	

	Ability to report and analyse levels of supporter satisfaction and complaints through monthly. KPI’s
	
	●

	To have a high attention to detail to ensure that all communications and the database is accurate and up to date.
	●
	

	To have experience of developing administrative or financial processes to increase efficiency
	
	●

	Flexible and able to work well under pressure and to deadlines
	●
	

	An understanding of the Anglican Church and Communion, with particular reference to the Church of England; the Church in Wales; the Scottish Episcopal Church and the Church of Ireland at parish level
	
	●

	An understanding of fundraising principles and GDPR
	●
	

	Knowledge of how social media, can be used to proactively engage with supporters 
	
	●


This appointment is subject to safer recruitment procedures. 

Applications must be sent to Elizabeth Thomas, elizabetht@uspg.org.uk by 9am on 16th January,  using the application form at www.uspg.org.uk/jobs  CVs will not be accepted. 

Interviews will take place on 27th January 2021. 
Informal discussions about the role are encouraged with Sian Wilkinson-Iles Head of Fundraising, USPG sianw@uspg.org.uk 
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