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JOB 
DESCRIPTION 
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KEY INFORMATION 

 
 

 Job Title and Code Department/Team Location 

Senior Supporter Experience 
Manager (BDCH6406) 

 

Income Generation Directorate Battersea London - Hybrid 50% 

   Salary & Grade Hours Duration 

£55,352 per annum, Grade B2  35 hours per week, but we’re 
always happy to discuss flexible 
working, part-time hours and job 

share arrangements 

Permanent  

 

ABOUT THE ROLE 
 

Battersea is two years into an exciting phase of innovation and 
transformation as part of a five-year strategy to be here for every dog 
and cat. With increased investment in income generation, we have 
recently expanded our team to drive the growth necessary to achieve our 
organisational goals. Our fundraising team connects the journey of the 
animals in our care to the wider public, demonstrating how their 
contributions enable us to support every dog and cat.  This is an 
opportunity to play a pivotal role in the implementation of our new 
strategy.   

This role leads the ongoing development and implementation of 
Battersea's Supporter Experience strategy, creating relevant and 
engaging supporter experiences that build loyalty, increase long-term 
value and support income growth. Working across Public Fundraising 
and the wider Income Generation directorate, the role is responsible for 
shaping supporter journeys, embedding supporter-centred approaches 
and using insight, data and technology to continuously improve 
engagement, retention and supporter value. 
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RESPONSIBILITIES 

 Estimated 
% time 

Lead the development and delivery of Battersea's Supporter 
Experience strategy, ensuring supporter experiences strengthen 
engagement, loyalty and lifetime value, including: 

• Defining, designing and continuously optimising end-to-end 
supporter journeys, welcome programmes and lifecycle 
communications across products, channels and audiences. 

• Embedding supporter experience principles, audience 
insight and behavioural understanding to create relevant and 
personalised supporter experiences. 

• Identifying opportunities to improve supporter lifetime value 
through retention, cross-sell, upgrade and next-best-action 
strategies across Income Generation. 

30% 

Lead the development of insight and performance frameworks 
that measure, evaluate and improve supporter engagement, 
loyalty and long-term value, including:  

• Developing and monitoring strategic measures of supporter 
experience across emotional, behavioural and financial 
indicators. 

• Working with strategic partners and internal stakeholders to 
strengthen supporter loyalty and maximise lifetime value. 

20% 

Lead and develop the Supporter Experience Team, to deliver high-
quality supporter experiences and create a culture of continuous 
improvement, building a positive, inclusive and high performing 
team culture. 

20% 

Lead on the strategic development of supporter experience 
capabilities, ensuring Battersea's systems, technology and ways 
of working enable increasingly personalised, insight-led and 
efficient supporter engagement, including:  

• Defining future supporter experience requirements and 
translating these into CRM functionality, automation and 
personalisation capabilities. 

• Working collaboratively with Digital, Technology, Data and 
Income Generation teams to shape future supporter 
journeys and improve organisational capability. 

20% 



SENIOR SUPPORTER EXPERIENCE MANAGER  6 

• Driving the adoption, optimisation and continuous 
development of CRM, marketing technology and supporter 
data capabilities. 

• Identifying opportunities to leverage innovation, AI and 
emerging technologies to enhance supporter engagement, 
operational efficiency and decision making. 

Develop, monitor and manage accurate budgets/forecasts and 
strategic plans to support the delivery of supporter experience 
objectives, including: 

• Managing supporter experience and retention 
communication budgets, forecasts and expenditure in line 
with organisational processes. 

• Providing forecasting and performance information to 
support planning across Public Fundraising. 

10% 

 

The above job description is intended to be an outline of the duties and responsibilities for 
this role. This is not an exhaustive list, and it is likely to change over time. You may be 
expected to undertake other duties that are commensurate with this role and grade. 

 



SENIOR SUPPORTER EXPERIENCE MANAGER  7 

PERSON SPECIFICATION  
ESSENTIAL  
• Proven experience of developing and delivering supporter experience, 

retention or customer engagement strategies that improve loyalty, 
supporter value and long-term income. 

• Demonstrable understanding of the application of test and learn 
approaches to improve supporter experiences and outcomes. 

• Demonstrable contribution to the shaping and optimising of CRM, 
marketing technology and data capabilities to enable personalised 
supporter experiences, improve organisational effectiveness and 
maximise supporter lifetime value. 

• Strong analytical skills and experience of using segmentation, profiling, 
insight and behavioural data to understand audiences and inform 
decision making. 

• Proven ability to influence stakeholders at all levels to deliver 
supporter/customer-focused change and put supporters/customers at 
the heart of thinking, planning and delivery. 

• A track record of successfully motivating, leading and developing high 
performance teams, including setting clearly defined objectives and 
managing performance. 

 

DESIRABLE 
• Demonstrable understanding of the application of Direct Marketing 

principles in a fundraising environment.   

• Knowledge or experience of Salesforce database and CRMA 
(Analytics). 
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HYBRID WORKING POLICY 

We operate a hybrid working policy, with our office-based employees 
splitting their time between site based and home working. We believe this 
enables our office-based employees to maintain the benefits of home 
working, while allowing for collaboration and interaction with our animal-
facing colleagues and maintaining a connection to our cause. As such, 
you’ll be expected to work in our Battersea office for at least 50% of your 
working week.  
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POSITION IN THE TEAM 
 

 

 

 

 

 

Director of Income 
Generation

Head of Public 
Fundraising

Senior Supporter 
Experience Manager

Senior Supporter 
Experience 

Officer

Supporter 
Experience 
Officers x2

Senior Individual 
Giving Manager

Regular Giving 
team x 9 

Direct Marketing 
team x 5

Legacy & In 
Memory team x 6

Senior Events & 
Supporter Led 

Fundraising Manager

Supporter Led 
Fundraising team x 

5
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YOUR 
APPLICATION 
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KEY DATES 

                   

Closing Date                                        Interview Date 

28th July 2026, 11.59pm First round (online) - 5th August 2026 

Second round (in person, it may include a task) - 11th  
and/or 12th August 2026 

 
 

APPLICATION PROCESS 
 Submit your application 

After the closing date, hiring 
managers screen 

applications 

If you are shortlisted for an 
interview, you will receive an 

invitation to interview via 
email 

Interview / Assessment 

If you are unsuccessful on 
this occasion, you will be 

informed via email 

2nd Round Interview / 
Assessment (if applicable) 

If you are successful, you will 
be contacted to be offered 

the role. 

HR will start your onboarding 
process, which will include 

reference checks 

If you are unsuccessful 
following the interview, you 
will be informed via email.  

You may request for 
interview feedback from our 

HR Team 
For full details on the 

application process, please 
visit our How To Apply guide. 

https://careers.battersea.org.uk/Battersea/HowToApply
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COMPLETING YOUR 
APPLICATION 
The information below is provided to support you with completing your 
application.   

Our application forms will ask you for:  

• Employment History  

• Educational History (which is non-mandatory)  

• A supporting statement of no more than 1000 words and/or  

• Responses to short-answer questions   

The statement and short-answer responses are a very important part of your 
application. This is your opportunity to showcase your knowledge, skills and 
experience, and how this relates directly to the person specification for the 
role.    

Please provide specific examples where possible and demonstrate your key 
achievements. You might also consider referencing Battersea's key values in 
your application (for more on these values, please see the ‘Life at Battersea’ 
document).  

Once your application is complete, we encourage you to provide your diversity 
monitoring information.  Whilst this is entirely voluntary, completing this 
information will form part of an anonymised data set to help us understand, 
measure and take action to ensure our processes are inclusive. Your 
information will remain confidential, be held in line with GDPR requirements 
and will not be used to determine whether you are shortlisted for any role(s) 
you apply for.  
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ACCEPTABLE USE OF AI 
 

At Battersea, we value expertise. We recognise each candidate that applies to us will 
have a range of expertise they can offer us, so we want to hear about this in your own 
words. We understand the support that generative artificial intelligence (AI) software 
can offer but it can also lead to numerous applications presenting as generic and 
impersonal. This makes it difficult to gain understanding of your unique experience.   

To best showcase yourself, we encourage you to write your responses without the 
assistance of AI. If you require the use of AI software to aid in completing your 
application, we ask you use the generative responses as a prompt for writing your 
answers and avoid copying and pasting. You must also ensure the information 
presented in your application accurately reflects your experience.   

If you are successful to the interview stage of the recruitment process, we ask that 
you follow the below guidelines on the use of AI at interview stages:  
 

Acceptable use:   

• Researching sector trends, company information, or general interview tips  
• Practicing interview questions with AI tools to improve communication skills  
• Using AI to support with structuring your responses  

 

Please do not:  

• Submit AI-generated responses as your own during the interview  
• Use AI to impersonate or misrepresent your experience or skills 
• Use AI tools during real-time interviews 
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DIVERSITY AND INCLUSION 
OUR COMMITMENT  
We are committed to providing a welcoming and inclusive experience for 
all employees, volunteers and trustees and those hoping to join us. We 
operate an anonymised shortlisting process and actively seek to ensure 
our process is fair and equitable for all.  

We understand the value of diverse voices, perspectives, and 
experiences to help us deliver even more for our dogs and cats, and we 
welcome applicants from all sections of the community.  

WORKPLACE ADJUSTMENTS  
As a Disability Confident Committed Employer, we will also ask about any 
adjustments you may need at the application and/or interview stage. And, 
if you are offered a role with us, we’ll talk to you about any workplace 
adjustments you may need to help you perform at your best. If you would 
like to talk more about this, please contact 020 3887 8341 or email 
jobs@battersea.org.uk  

 

mailto:jobs@battersea.org.uk
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REQUIREMENTS FOR 
WORKING AT BATTERSEA  
Please note that all offers of employment require:  

• References deemed satisfactory by Battersea  

• Proof of eligibility to work in the UK. For details on which 
documents can be used to certify your right to work, please refer to 
Prove Your Right to Work 

• Candidate to be at least 18 years old of age at the start of the 
employment 

 

 

DATA PROTECTION  

The information you provide in your application will be used by Battersea 
Dogs and Cats Home to assess your suitability for the role you have 
applied for.  

Any special category information (such as information relating to 
ethnicity or sexual orientation) you choose to provide will only be used by 
Battersea to monitor and report on diversity and equality of 
opportunities. The provision of this information is entirely voluntary and 
will not be used in determining whether you are shortlisted for the role 
you have applied for.   

Further information about how we protect and use your personal data is 
set out in our Job Applicant Privacy Notice or contact our Data 
Protection office at DataProtection@battersea.org.uk   

 

https://www.gov.uk/prove-right-to-work
https://www.battersea.org.uk/about-us/jobs/battersea-dogs-cats-home-battersea-job-applicant-privacy-notice
mailto:mailto:DataProtection@battersea.org.uk
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BATTERSEA DOGS & CATS HOME 
4 BATTERSEA PARK ROAD 
LONDON SW8 4AA 

+44 (0) 20 3887 8341  
JOBS@BATTERSEA.ORG.UK 

Battersea is a charity registered in England and 
Wales (206394) 

Patron HRH The Duchess of Cornwall GCVO 
President HRH Prince Michael of Kent GCVO 


