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JOB DESCRIPTION
	Job Title:
	Database and Supporter Care Officer

	Company:
	Self Help Africa 

	Department:
	Fundraising

	Contract Type:
	Permanent – Full Time 

	Hours of Work:
	37.5 hours

	Benefits
	7% Employer Pension, 26 Days Holiday, Contribution towards Private Health Care, 

	Salary
	£23,000 - £26,500 per annum 

	Location:
	Shrewsbury, United Kingdom

	Reports to:
	Fundraising Campaigns Manager 

	Purpose
	To deliver excellent data management and financial administration to the fundraising team and provide high-quality supporter care to donors within the UK. 

	Key Responsibilities:

	Database Management:

· Create and maintain contact records, ensuring supporter information is kept up to date by recording changes to mailing preferences, gift aid eligibility and contact details etc. 

· Database maintenance and housekeeping e.g. identifying and merging duplicate records, removing or archiving redundant data, adhering to GDPR protocols.

· Support data-driven e-mail marketing, through the creation of Lists and Data Extensions on Salesforce Marketing Cloud, to segment audiences and deliver more relevant/targeted content to e-mail subscribers.

· Provide data support and insight for Direct Mail appeals, including the creation of mailing lists and use of mail merge.
· Use of Dataloader for bulk import of data - to insert, update or delete Salesforce records.

Finance Administration: 

· Efficiently process and reconcile incoming donations, received daily by post, online and phone. Bank cheques and cash on a weekly basis, and process credit card and CAF donations.

· Record all donations to Salesforce, ensuring the accurate coding of income to the correct source and supporter.

· Prepare Direct Debit submissions on a monthly basis. Administer new Direct Debit Instructions. 

· Produce monthly and quarterly reports demonstrating fundraising income received against budget, to inform the management team and support accurate forecasting. 

· Scan and upload credit card statements and invoices for payment by the Finance team. 

· Record and reconcile petty cash expenditure. 

· Assist the Finance team in the reconciliation of all income received, responding to any queries.

Supporter Care:

· To be a first point of contact for the Fundraising Department, answering the phone and meeting and greeting people who arrive to the office.

· Respond to enquiries from supporters, prospective supporters and volunteers via telephone, e-mail and post, maintaining excellent supporter relations. 

· Ensure timely and appropriate acknowledgments, using both standard and bespoke correspondence. 

· To adhere to administrative procedures to ensure the delivery of a high-quality service which is compliant with all relevant legislation, policies, regulations and guidelines

· Regular Giving: 
· Assist with the ongoing stewardship of Regular Givers - monitoring monthly attrition rates and responding to cancellations. 
· Identify prospects for upgrades, and the methods by which to approach them. 

Office Administration: 

· Order office stationery and fundraising supplies, as required. 
· Co-ordinate general office maintenance, as required.

· Arrange accommodation for staff travel to Shrewsbury. 



	Key Relationships:
	Internal

· Fundraising Campaigns Manager UK (line-manager)
· Head of Fundraising UK

· Database & Business Intelligence Manager 
· Fundraising Team UK/Ireland 
External

· Self Help Africa supporters and donors

	Qualifications/Other Requirements
	Essential
· Relevant qualifications from a Further Education institution. 
· Excellent planning, administrative, organisational and time management skills, to deliver and cope with a busy workload.
· Strong customer service and interpersonal skills. 
· Strong analytical and data interpretation skills.
· Experience of processing and managing data.
· Excellent keyboard and numeracy skills, with a high-level of accuracy and attention to detail.
· Excellent knowledge of the Microsoft Office package, especially Excel.
· Excellent written and verbal communication skills (English).
· Enthusiastic and positive attitude; flexible, adaptable, and able to work independently.  
· Commitment to Self Help Africa’s vision of an economically thriving and resilient rural Africa.
Desirable 
· Office/administration experience in a busy environment, preferably in fundraising or marketing. 
· Working knowledge of marketing/relationship CRM databases, such as Salesforce.
· Knowledge of email marketing systems, such as Salesforce Marketing Cloud. 
· Educated to degree level.
· Knowledge of any of the following could prove beneficial, but will not be essential to the role: VBA, PowerQuery, MS Access, SOQL, SQL.
· First Aid Certificate.


	Competencies
	· Managing yourself – Holds an awareness of own abilities and areas for development; adapts and uses abilities to work well with others and to help achieve objectives
· Communicating and working with others – Uses the most appropriate channel to share information with others both inside and outside Self Help Africa; adapts the message to meet the communication needs of the audience.
· Delivering results – Systematically develops plans towards achieving Self Help Africa’s objectives and delivers on commitments; uses appropriate techniques to help achieve agreed objectives
· Planning and decision-making – Systematically develop plans towards achieving Self Help Africa’s objectives and delivers on commitments; makes clear, informed and timely decisions appropriate to role, in the interests of Self Help Africa and those we work with.



SELF HELP AFRICA IS AN EQUAL OPPORTUNITIES EMPLOYER
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