Supporter Services Administrator
Main purpose of job

· To provide the public face of WSPA to potential and actual supporters and those concerned about animal welfare, ensuring every contact has a positive experience of WSPA
· To develop and communicate an extensive knowledge animal welfare issues and WSPA’s work and policies, including where WSPA doesn’t work

· To process both enquiries and donations to agreed standards according to SLA, the Donor Charter, best practice guidelines and legal requirements
· To manage complaints, including identifying problems and gaps in the service and how to rectify them

Scope of job

Supporter Correspondence

· To manage the quality and delivery of customer correspondence to ensure every piece of communication meets the highest agreed standards therefore motivating support for WSPA.

· To collate the feed back from customers on the service provided in order to improve and/or refine the systems and copy used to deliver their responses.

· To ensure reporting on customer correspondence is accurate and effective in illustrating the appropriate statistics and trends in customer interest in and satisfaction with WSPA.
· To have an exhaustive knowledge of Data Protection regulations and other legal and best practice requirements to ensure the ongoing trust of WSPA customers.

Donation Processing

· To set up and amend Direct Debit Instructions, take Credit/Debit Card donations and process Cash, Cheque and Postal Order donations.

· To reconcile Daily Cash and produce appropriate donation fulfilment, and respond to any enquiries about donations or giving methods.
· To have an exhaustive knowledge of the Gift Aid scheme, Direct Debit processing and other forms of giving.

· To test processing systems, identify any gaps or problems and communicate these as appropriate.

Fulfilment

· To work closely with the Appeals & Direct Marketing team and fulfilment agencies to ensure that fundraising appeals are appropriately and efficiently followed up.  This includes writing acknowledgement letters as required.

· To manage Supporter Services volunteer requirement and workload.
· To ensure fulfilment agencies and the Supporter Services team are kept stocked with materials.

· To regularly assess the quality of fulfilment against agreed standards and objectives.

Role Development

· To identify customer expectations and to proactively assess WSPA services against those expectations.
· To communicate this to the team as appropriate with recommendations for solutions where a gap in the service has been identified.

· To develop a strong rapport with other teams within WSPA in order to advocate Supporter Services and enhance organisational buy-in to excellent customer care and to expand Supporter Services’ knowledge of WSPA and animal welfare generally.

Person Specification

Education

· Educated to A-level standard or equivalent
Experience

· Experience in a customer care environment
· Experience of resolving customer complaints

Skills and attributes

· Excellent written and oral communications skills, with the ability to write and evaluate both standard and bespoke enquiry responses.
· Attention to detail and ability to communicate against agreed objectives while remaining friendly and natural.
· Ability to prioritise and work alone under pressure during periods of peak workload.

· Ability to work in a team, supporting others and proactively sharing knowledge.

· Passionate about achieving a world where animal cruelty ends and animal welfare matters and able to convey this passion to supporters.
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