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	1. JOB DESCRIPTION


	IDENTIFICATION OF JOB

	

	Job Title
	:
	Supporter Care & CRM Manager 

	Team
	:
	Fundraising and Membership

	Working Base
	:
	Jacobs Wells Road

	Responsible to
	:
	Head of Fundraising 

	Responsible for
	:
	 Staff and Volunteers involved in Membership Administration

	Overall Purpose of Job
	:
	To develop an excellent supporter care experience for all our donors across AWT and manage and champion the use of the CRM database. 

	Main Responsibilities


	:
	· Identify, segment and engage through a wide variety of communication channels to help build meaningful relationships with our members whilst maximising fundraising income.
· Day-to-day delivery of plans to support data management, communications and reporting, including compliance with GDPR and fundraising regulations.

· To manage, develop and deliver the Trust’s supporter care and stewardship programme
· To build strong and lasting relationships with our members including recruitment of new donors and memberships through meaningful and engaging appeals 

· To prepare engaging donor/membership communications (written, verbal, online)
· To oversee the administration of donations to help maintain effective and accurate reporting processes through the CRM

· To ensure that Gift Aid by donors is maximised 
· To liaise with the finance team on monthly income reconciliation 
· To be the main point of contact for all CRM queries, reports, functionality requirements etc

· To embed and manage the ThankQ database to deliver supporter journey, analyse data and increase voluntary income

· To ensure data compliance and data integrity of the CRM including coding donations, donor information and activity
· To ensure compliance with Institute of Fundraising Code of Practice and the Fundraising Regulator.
· To ensure the membership recruitment team are fully supported.

	2. JOB SPECIFICATION


	Management and Supervision


	:
	The Supporter Care & CRM Manager is responsible for Staff and Volunteers involved in Membership Administration 

	Accountability and Resources


	:
	High accountability- this role will enhance the supporter experience through the effective use of the CRM system, improve membership offering processes for data analysis and insight to increase income. 

· Membership recruitment: enhance existing channels, explore new opportunities and diversify activity
· Liaise with the in-house team of events-based membership recruiters to increase memberships
· Work with the Head of Fundraising to attract and recruit a more diverse population to AWT
· Membership Retention: review and enhance the existing membership offer and mailing programme; manage development activity to include telephone campaigns and develop recognition
· Supporter Development: develop the supporter journey to include nature experiences, fundraising appeals, events and partnerships
· Database: embed, develop and manage ThankQ to optimise insight and supporter engagement, to improve reporting and analysis and increase voluntary income.
· Develop robust systems and procedures, as well as a suite of evaluation tools to analyse supporter care journeys, inspiring and empowering employees across the Trust
· Strategy and Budgets: engage in annual planning and deliver the agreed strategy; set and adhere to income and expenditure budgets to include budget variance reporting and quarterly reforecasting
· Wider environment: Keep abreast of changes in the Fundraising sector and adhere to best practice guidelines
· Part of the Fundraising team, this role is embedded in a professional, experienced team with a commitment to supporter experience and stakeholder engagement


	Job Impact
	:
	· The Supporter Care & CRM Manager will have a key impact on income generation across the trust via membership recruitment and retention initiatives

· Maintaining the CRM database and championing its use across the trust ensuring a high standard of data management will help enable AWT to continue to grow and deliver its charitable aims 


	Independence and Judgement


	:
	· The Supporter Care & CRM Manager is supported by the Head of Fundraising. Collaborative working is central to the working culture at AWT

· A high level of independent working is expected with the ability to prioritise and progress key tasks within a busy workload 

	People and Contacts


	:
	· This role requires a good communicator with the ability to connect with people at all levels, inside and outside of the Trust
· The ability to build strong relationships across the Trust to develop best practises utilising the CRM. Co-ordinating and developing the approach to supporter care and supporter experience for fundraising and supporter engagement 
· The Supporter Care & CRM Manager is encouraged to build professional links with other Wildlife Trusts to share activity, build peer support networks and maximise knowledge and experience transfer
· Identify and liaise with external suppliers such as telephone fundraisers to include contracts, SLA’s and high-quality outputs


	Creativity and Innovation
	:
	· This role offers potential for creativity and innovation to develop an inspiring supporter journey and membership experience

· There is an ongoing requirement to integrate with other managers to gain insight into existing audiences and explore potential for reaching prospects through digital communications

	Working Conditions


	:
	· Full time (37 hours per week) 

· Permanent 
· This role is based at the Jacob’s Wells Road Office in Bristol, but some regional travel may be expected
· Occasional evening and weekend work as necessary (TOIL awarded)




	3. PERSON SPECIFICATION


	Job Title
	:
	Supporter Care & CRM Manager 


	Team
	:
	Fundraising and Membership


	
	
	

	Experience


	:
	· An undergraduate degree or equivalent experience (D) 

· Minimum of 3 years’ experience working in a fundraising, membership or direct marketing function (E) 

· Developing and implementing a supporter journey, using data to inform fundraising and marketing activity (E) 

· Managing a mailing programme with annual value of £500k+ (D)  

· Experience of supporter/membership/customer recruitment and retention(E) 

· Using digital in a membership/supporter context (D) 

· Managing external suppliers to schedule and budget (E) 

· Communicating an environmental/wildlife cause (D) 

· Planning and developing annual strategy (D) 

· Delivering successful fundraising appeals (E) 

· Coordinating production of publications (D)

· Experience of ThankQ or similar CRM database (E) 

· Experience of complying with best practice and charity legislation (E)

· Line management (E)


	Competence, Knowledge & Skills
	:
	· Analytic mindset, confident with data and its application in a supporter context (E) 

· Organised, with good attention to detail and an efficient approach (E) 

· Fluent in Microsoft Office (E) 

· Creative, flexible, innovative approach (E) 

· Able to set and adhere to annual income and expenditure budgets, including variance reporting and reforecasting (E)  

· A ‘completer-finisher’ temperament  
· Professional and confident communicator face to face and by telephone with people at all levels (E) 



	Personal Qualities
	:
	· Ambitious, entrepreneurial and professional (E)

· Collaborative team player (E)
· Pro-active, can-do attitude with ability to prioritise a busy workload (E)
· Supportive of the aims of The Wildlife Trusts (E)
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