
 

                                                                                                                          

  

 
 

JOB DESCRIPTION  
 

 
JOB DETAILS 
 
Job Title:  Supporter Experience Manager  
 
Salary:  £50,393 (grade 7) 
 
Base: Manchester, all roles are office based however there is some opportunity 

for occasional working from home 
 
Hours: 37.5 hours per week 
 
Contract: Permanent 
 
Holiday entitlement: Starts at 27 days per year, rising to 29 after 5 years and 33 after 10 years 

plus all statutory bank holidays. 
 
Pension scheme: All new starters are automatically enrolled in the workplace pension 

scheme subject to meeting the qualifying criteria. If you choose to opt out 
within the first month, any money that you paid into the pension scheme 
will be refunded in full. 

 

 
ORGANISATIONAL ARRANGEMENTS  
 
Accountable to:  1.  Deputy CEO 
 
Other Key Relationships: 1.  Marcomms team 

2. Team leads 
3. Wider charity fundraising team 

  
 

 
JOB PURPOSE 
 
The Supporter Experience Manager will lead the development and continuous improvement of 
supporter experience across the Charity, ensuring supporter needs, insight and feedback are 
embedded in planning, communications and journey design. They will champion an audience-
first approach, helping teams to deliver consistent, supporter-centred experiences across 
channels. 
 
The role will work particularly closely with the wider Marcomms team, especially the Direct 
Marketing Development Manager, while also liaising with colleagues across fundraising and 
data/operations to identify opportunities for improvement, strengthen collaboration and support 
organisational objectives.  
 
 

 



WHY THE CHRISTIE CHARITY? 

If you want to make a real difference to cancer patients and are ready to rise to the challenge of 
working for one of the most successful charities in the Northwest, this role could be for you.  

The Christie Charity is a vibrant, fast moving, energetic organisation with a passionate team 
and a fantastic reputation. This is an exciting time to join The Christie Charity as we embark on 
a period of transformational growth with the launch of key capital appeals enabling us to see a 
real step change in our income. We are looking for dynamic individuals to join our successful 
fundraising team at this exciting time. 

We are an independent charity and everything we do is geared to supporting the renowned 
Christie hospital to ensure that cancer patients receive the highest level of treatment and care 
and have access to world leading research and technology. We provide enhanced services 
over and above what the NHS funds.  
 
The Christie Charity operates from the same campus as The Christie NHS Foundation Trust. 
 

 
DUTIES AND RESPONSIBILITIES  
 

1. Lead on gathering and synthesizing supporter feedback and insight to inform supporter 

experience planning improvements. 

2. Manage the Charity’s annual supporter experience survey and ensure findings are used 

to shape planning and decision-making. 

3. Work closely with Marcomms and content colleagues to champion the voice of the 

supporter internally. 

4. Build and maintain clear picture of supporter experience across teams and channels, 

identifying themes, pain points, unmet needs and opportunities for improvement. 

5. Champion audience-first planning, ensuring supporter needs are reflected in 

campaigns, journeys and wider engagement activity. 

6. Facilitate cross-team conversations to support joined-up planning and the development 
of priority supporter journey improvements and oversee/contribute to the project 
management/supporter management of major appeals. 
 

7. Develop and embed supporter experience principles and help teams assess the impact 

of plans and projects on supporter outcomes. 

8. Input into briefs, communications and supporter-facing content to ensure they are clear, 

consistent, warm and supporter-centred. 

9. Review and support the implementation of supporter journey and communication 

improvements, acting as a connector between teams. 

10. Collaborate with relevant colleagues, including Digital Operations Manager, to inform 

work on workflow, automation and process improvements that enhance supporter 

experience. 

11. Define and monitor supporter experience measures, KPIs and trends, evaluating the 

impact of changes and making recommendations as necessary. 

12. Report on progress, themes, risks and opportunities to senior leaders and other 

stakeholders as required. 

13. Research sector trends and best practice to support innovation and continuous 

improvement. 



14. To take responsibility for own learning and for keeping up to date with all relevant 

charitable and legal issues to ensure all activities comply with legal requirements and 

are as effective as possible. 

15. To contribute to the efficient and effective running of the charity as a whole, to ensure 

departmental resources are maximised and business plan targets are met. 

16. To undertake any other duties appropriate to the grade of the post to help with the 

spreading of the workload and smooth running of the department. 

 
RISK MANAGEMENT 
 
It is a standard element of the role and responsibility of all staff of the Charity that they fulfil a 
proactive role towards the management of risk in all their actions. This entails the risk 
assessment of all situations, the taking of appropriate actions and reporting of all incidents, 
near misses and hazards. 
 

 
RECORDS MANAGEMENT/DATA PROTECTION ACT  

 
As an employee of the Charity, you have a legal responsibility for all records that you gather or 
use as part of your work within the Charity. The records may be paper or electronic. Employees 
must consult with your manager if you have any doubt as to the correct management of the 
records with which you work. 
  

 
HEALTH AND SAFETY REQUIREMENTS 
 
All employees of the Charity have a statutory duty of care for their own personal safety and that 
of others who may be affected by their acts or omissions.  Employees are required to co-
operate with management to enable the Charity to meet its own legal duties and to report any 
circumstances that may compromise the health, safety and welfare of those affected by the 
Charity’s undertakings. 
 

 
CONFIDENTIALITY AND INFORMATION SECURITY 
 
As a Charity employee you are required to uphold the confidentiality of all records held by the 
Charity. This duty lasts indefinitely and will continue after you leave the charity employment. All 
Information which identifies individuals in whatever form (paper/pictures, electronic data/images 
or voice) is covered by the Data Protection Act 2018 and should be managed in accordance 
with this legislation. 
 

 
 
CHARITY POLICIES 
 
The Charity operates a range of policies, and all employees must observe and adhere to the 
provisions outlined in these policies. 
 

 
EQUALITY, DIVERSITY AND INCLUSION 
 
The Charity is committed to advancing equality, diversity and inclusion for all our staff. We want 
to ensure that everyone who works at the Charity or uses our services is welcomed, valued and 
treated with dignity and respect.  
 



It is your responsibility to understand and work in line with the Charity’s equality, diversity and 
inclusion policies. You should value others and treat everyone you meet at work with fairness, 
dignity and respect at all times and uphold their human and other rights. 
 

 
INFECTION CONTROL 
 
You have a responsibility to comply with The Christie NHS Foundation Trust policies for 
personal and patient safety and for prevention of healthcare-associated infection (HCAI); this 
includes a requirement for rigorous and consistent compliance with Trust policies for hand 
hygiene, use of personal protective equipment and safe disposal of sharps. Knowledge, skills 
and behaviour in the workplace should reflect this. In The Christie Charity you will at times be 
asked to operate on the hospital site and as such you will have a responsibility to comply with 
this policy. 
 
Please note that The Christie site is a non-smoking site. 

 

 
 
Date Prepared:  
 
Prepared By:  
 
Agreed By:        
 
Employee’s Name and Signature:     Date: 
        
Manager’s Name and Signature:     Date: 
 
Date Reviewed: 
 
Reviewed By:  
 



PERSON SPECIFICATION 
 

The person specification should set out the qualifications, experience, skills, knowledge, personal 
attributes, interests, other requirements which the post holder requires to perform the job to a  

satisfactory level. 
 

 

Job Title:  Supporter Experience Manager 

  
Essential Criteria 

 
Desirable Criteria 

 
Method of 

Assessment 

Qualifications Degree level education or comparable 
experience  
 
Post graduate level qualification or 
comparable experience 

Professional qualification in 
fundraising, customer 
experience, marketing or 
management. 
 

Application/ 
Certificates 

Experience Significant experience in supporter, 
customer, donor, membership or stakeholder 
experience management 
 
Developing and implementing supporter 
journeys that improve engagement, retention 
and lifetime value 
 
Managing supporter enquiries and 
complaints across multiple channels 
(telephone, email, online and social media) 
 
Using CRM systems and supporter 
databases to manage relationships and 
analyse performance 
 
Account management of external suppliers 
 
Analysing supporter feedback and data to 
drive service improvements 
 
Managing service quality frameworks and 
performance metrics 
 
Managing projects and delivering 
improvements within agreed timescales and 
budgets 
 
Working collaboratively across teams to 
achieve organisational goals 
 
Experience of managing or mentoring staff 
and/or volunteers 

Marketing experience 
 
Experience working within a 
charity or not-for-profit 
organisation 
 
Understanding of digital 
fundraising channels and 
campaigns 
 
Use of Raiser’s Edge NXT 
 
 
 
 

Application/ 
Interview 
 
 
 
 
 
 
 
 
 

Skills, 
knowledge & 
competencies 

Understanding of the charity sector and the 
importance of supporter engagement in 
fundraising success 
 
Knowledge of supporter care principles and 
best practice in customer experience 
 
Understanding of fundraising supporter 
journeys, stewardship and donor retention 
 
Knowledge of data protection legislation and 

 Application/ 
Interview 
 



 

 

confidentiality requirements, including GDPR 
 
Understanding of diversity, equity and 
inclusion principles and their application to 
supporter communications and services 
 
Excellent communication skills, both written 
and verbal 
 
Strong interpersonal skills with the ability to 
build positive relationships with supporters, 
colleagues and external stakeholders 
 
Ability to place supporters at the heart of 
decision-making and service design 
 
Strong analytical skills with the ability to 
interpret data and identify trends and 
opportunities 
 
Excellent organisational and project 
management skills 
 
Ability to prioritise competing demands and 
manage a varied workload 
 
Skilled in developing processes and 
identifying opportunities for continuous 
improvement 
 
Ability to manage sensitive situations and 
resolve complaints professionally and 
empathetically 
 
Proficient in Microsoft Office applications and 
CRM/database systems 
 
Full UK driving licence and access to a car 
with business insurance 
 
Able to work occasional unsocial hours 

Personal 
attributes 

Passion for the charity's mission and values 
 
Empathetic and supporter-focused approach 
 
Highly motivated with a proactive attitude 
 
Resilient and adaptable in a changing 
environment 
 
Strong attention to detail 
 
Collaborative team player with a positive and 
inclusive working style 
 
Committed to delivering high standards of 
service 
 
 

 Application/ 
Interview 


