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	JOB TITLE:
	Supporter Care Officer

	RESPONSIBLE TO:
	Supporter Care Manager

	BASED FROM:
	Hybrid with two days per week at Head Office in Saunderton

	CONTRACT:
	Permanent, Full-time

	WORKING HOURS:
	35 hours per week



PURPOSE OF THE ROLE:
The Supporter Care Officer role sits within the Supporter Services team, which forms an integral part of the Individual Giving team, within the Marketing Communications Department at Hearing Dogs for Deaf People. 
Working alongside another Supporter Services Officer and managed by the Supporter Care Manager, you will support the delivery of our Individual Giving programme, specifically in support of our Puppy Sponsorship Scheme. 
The delivery of exceptional supporter care across multiple channels lies at the heart of the Supporter Care team and forms an integral part of the Individual Giving retention strategy. 
In many instances, you will be the first line of enquiry either by telephone, email, social media, or letter (and occasionally face-to-face) for Hearing Dogs’ supporters.
Building good internal relationships within our Charity is an important part of this role as you will be working with various teams.

KEY TASKS OF THE ROLE:

Stewardship
· Present a professional, positive, and proactive approach to supporter care and adherence to best practice regarding stewardship and supporter engagement.
· Be proactive in stewardship process improvement and development, maintaining up-to-date guidance notes for areas of your work.
· Ensure all interactions with supporters are logged in the CRM system and where appropriate passed on to the relevant team(s) in a timely manner.
· Use KPIs and SLAs to track, measure, and report on performance to ensure supporter care consistently meets our high standards.









Puppy Sponsorship      

· Process telephone, post and email enquiries/donations regarding and related to the Puppy Sponsorship Scheme, and ensure that all queries are responded to and resolved within recommended stewardship guidelines and timeframes for the team.
· Assist with maintenance of Puppy Sponsorship data on the Charity’s CRM to ensure supporter records are up-to-date and accurate, flagging any issues to the Supporter Services Manager.
· Promptly action any tasks set via the CRM system.
· Learn other aspects of Puppy Sponsorship activity and process as required, to support the wider team, and ensure that high standards of supporter care are maintained at all times, particularly noting pinch points in the team calendar.
Appeal Data & Fundraising Activity
· Prepare data for Puppy Sponsorship updates and build email communications.
· Assist with the production and cleaning of mailing files to support fundraising appeals, raffles, lotteries, and other products.
· Provide additional support to the other areas of the Supporter Services team, learning processes as necessary at times of increased fundraising activity and to ensure supporter care standards are adequately maintained during holiday periods.

Additional Requirements
· Be able to talk knowledgeably and enthusiastically about our work, specifically the Puppy Sponsorship Scheme.
· Conduct yourself in a professional manner at all times.
· Treat all supporter personal information according to GDPR requirements. 
· Adhere to the Hearing Dogs Equal Opportunities statement and polices. 
· You will occasionally be required to perform other tasks, such as working at Charity events where Puppy Sponsorship is being promoted, which fall outside of your usual working hours.
General Requirements of all staff:
· Ensure GDPR and PECR regulations are adhered to at all times.
· As a charity, Hearing Dogs has a large network of volunteers based at both our training centres and spread nationwide. As such, you may be involved in working with and/or supervising volunteers in this role. 
· To undergo training to a set level of deaf awareness and communication as required by the charity. 
· Carrying out any other reasonable duties requested by your manager.
· Demonstrates strong brand knowledge and ability to apply organisational brand framework and story effectively.



PERSON SPECIFICATION

	Criteria
	
Attributes

	
	Essential 
	Desirable

	Qualifications and Training

	Qualifications (GCSE equivalent) in Maths and English 
	British Sign Language qualification 

	Previous Experience

	Administration experience, particularly within a customer relationship database (CRM)

Experience of working in a customer service environment
	Experience of working with people with Hearing Loss



	Skills/Abilities/
Knowledge 


	IT competency with all Microsoft packages

Excellent ability to communicate effectively both verbally and in writing, showing good attention to detail


	Awareness of Hearing Link and Hearing Dog range of services

Experience of working within the voluntary sector

	Attitude and Approach 

	Customer-centric approach to ensure all supporters have the best possible experience of our Charity 
 
Work well with a range of people

Recognise and embrace the role in an energetic and positive way

Approaches the role with a balance of kindness and fairness


	An ability to accurately ‘read’ a given situation and make decisions based on non-verbal feedback 

Welcome feedback and create opportunities for reflection 



	Personal Attributes 

	Professionalism

Diplomacy and tolerance

Ability to work effectively under pressure

Committed to achieving the Charity’s goals, self-directed  

Can demonstrate a creative and flexible approach 

Approachable and responsive to team members
	



This post is exempt from the Rehabilitation of Offenders Act 1974. This is in relation to the Protection of Children and Vulnerable Adults. Applicants will therefore be required to disclose all convictions (spent and unspent), cautions, warnings and reprimands and any relevant non-conviction information. The successful candidate will be required to undertake a Criminal Records Bureau Disclosure Check under the terms of the Police Act 1997 (Part V). 

	DBS Level Required
	BASIC


 
For operational reasons, the Charity reserves the right to transfer you to alternative duties. For this reason it is a condition of employment that you are willing to do so, if requested, from time to time.
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