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Job description

Job Title: Supporter Care and Data Officer

Location: Remote in the UK (homebased) with occasional travel
Managed by: Fundraising Operations and Supporter Care Manager
Hours: 28 Per week

Contract: Part Time, Permanent

Salary: FTE: £23,850 per annum

At Cruse, our strategy, sets out our charity’s plans to grow our income and build on our
expertise and unique position in the sector. We provide expert bereavement and grief
information and support, and our charity has been supporting people for over 65 years. We
support adults, children and young people across England, Wales and Northern Ireland,
through our national services, over 80 local branches and online information about grief and
bereavement.

Job purpose

You will be responsible for ensuring the best possible supporter experience for our donors
and fundraisers, proactively improving processes and ways of working. Working within the
Fundraising Operations and Supporter Care Team and reporting to the Fundraising
Operations and Supporter Care Manager, the Supporter Care and Data Officer will deliver
excellent customer care to our supporters, responding to enquiries, and thanking supporters
to help drive income and show them how valued they are to Cruse Bereavement Support.
You’'ll work with the fundraising CRM to ensure and maintain the quality of information
available and support the Commercial Income Team (c25% of time) with administrative tasks.

Key responsibilities

e Managing supporter enquiries, via email, phone and post including taking donations
over the phone and sending out information as appropriate.

e Data entry of all postal and branch donation income received.

e Adding of online supporter fundraising pages information onto a CRM platform.

e Manage fundraiser reports, keeping individuals up to date on activity as required.

e Keeping accurate and up-to-date supporter records including supporting with data
cleansing actions.

e Writing and sending out thank you cards and letters, and any additional information
as required.
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e Supporting Community and Events Fundraisers, including sending out materials.

e Supporting the Digital Engagement Officer with all acquisition and retention, In
memory and lottery supporter care tasks

e Working in partnerships with third parties to fulfil orders for merchandise for
supporters and volunteers as required. Managing courier booking.

e Work with the Commercial Team to schedule training courses and workshops. For our
public courses, this will involve scheduling and managing courses through the online
booking platform, monitoring booking levels and dealing with admin queries related
to these bookings

e Work closely with the internal and external trainers to understand their areas of
expertise and manage their availability for both group and public courses.

e Manage the Training inbox to allocate emails to the appropriate team member, or step
in to reply to clients when required.

e Support the Commercial Team with invoicing requests.

e Any other ad-hoc activity as required.
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Person specification

The following outlines the qualities, skills, and experience we seek in the successful candidate.

As you prepare your application, we encourage you to provide clear, well-evidenced examples

demonstrating how you meet the criteria. This will allow us to assess your suitability for the

role effectively.

Essential

Desirable

Qualifications & Experience

Experience of working within a busy team
and delivering work to a high standard and
tight timelines

Experience of working in fundraising or in
a face paced environment

Handling enquiries both on and offline on
various platforms

Providing excellent supporter/customer
experience

Keys Skills and Expertise

An ability to build relationships with a wide
range of stakeholders such as colleagues,
supporters and volunteers

Some knowledge of data protection
required and GDPR

Excellent organisational skills and ability to
work to deadlines and re-prioritise workload
effectively

Ability to work on own initiative and as part
of ateam

Strong IT skills, including competency using
the Microsoft Office 365 Suite, CRM systems
and video conferencing

Key Competencies & Attributes

Flexible, ambitious, self-motivated and
enthusiastic

Ability to function well in an environment
where bereavement issues are constantly
under discussion

Willingness to be flexible and help in any task
that furthers the aims of the charity

Working in the charity sector with a
passion for the cause
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EDI commitment — Demonstrates a deep
understanding and dedication to equality,
diversity, and inclusion within the workplace

Self-motivation, autonomy & team player —
Works independently while responding to
evolving priorities with agility and will actively
contribute to a cohesive and motivated
workplace culture

Every role serves as an ambassador for our
mission, championing the charity and
inspiring others to support and engage with
our fundraising efforts

Values-driven approach — Consistently
demonstrates behaviours aligned with

organisational values
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