Job

Changing the world

with women and girls Description:

Supporter Contact Manager

.

Eva and Hellen, are members of]
oketa \Women’s and Girls Centre
the Imvepi refugee settlement, Uganda.
The trio work as a voice for women in
their community.



Thank you for your interest in learning more
about positions at ActionAid UK.

ActionAid UK is an independent charity and member of Action Aid International,

a global federation working for a world free from poverty and injustice. ActionAid UK
focuses on women and girls because the denial of their rights is a grave injustice and
one of the principal underlying causes of poverty worldwide.

Our vision

We believe in the individual and collective power of women and girls
to create a just and fair world. A world imagined by social movements,
particularly feminist and indigenous movements, centred around the
care and wellbeing of people and the planet. A world in which women
and girls, in all their diversity, can achieve their goals, fulfil their rights
and define their future.

We are looking for employees who share our passion to fight gender inequality and will ensure
women, girls and their movements are at the heart of our work. You would be joining at an
exciting time as we launch a new 2025-2028 strategy which sets out our vision, mission and
approach, implemented through the four strategic goals below.

Champion women'’s rights Build political and popular support
organisations and feminist for fair and just systems
movements driving systems change

Decolonise our systems and practices to tackle
the root causes of inequality and injustice

Strengthen global Re-envision and create
solidarity networks equitable ways of working

Equity is central to our mission and values: we recognise and address disparities based on
socioeconomics, gender, sex, age, sexual orientation, faith, race, ethnicity and disability.

We particularly welcome applications from people of colour, individuals from working class
backgrounds, with disabilities, and experience of working with women'’s rights organisations or
movements in Africa, Asia and Latin America, to enrich the diversity.



About ActionAid

ActionAid UK is a member of the ActionAid Federation, a federation of 43 national
organisations with a presence in 71 countries worldwide. Globally, we want to see
a system that is fair and just for all, that starts from a foundation of human rights,
peace and security, balance with the rights of the natural world.

In the UK, our primary role is to raise funds to support the work of Federation
members who work with over 3,000 partner organisations including social
movements, youth networks and women'’s rights organisations to tackle
inequality and injustice in their communities.

While a lot of ActionAid UK’s work is supporting the Federation’s humanitarian and
development work through raising much needed funding, this isn’t the whole story.
We also tackle the root causes of global inequality and injustice by influencing UK
Government commitments and policies on a range of interlinked issues including
climate justice, decent and dignified work, fair public services, peace and security
and an end to violence against women and girls. For more information, please find
our latest annual report here.

The teamEerhirid ActionAid’s
Girl-led Research Project
spending time together.

-



https://actionaid.org/
https://www.actionaid.org.uk/sites/default/files/2024-07/ActionAid%20UK%20Annual%20Report%202023.pdf

Operational / External Title: Senior Safeguarding Specialist

Role Title: Supporter Contact Manager

Date of JD Review: |September 2026

Department: Supporter Operations

Team: Supporter Contact

Tenure: Full Time / Fixed Term (18 months)

Band & Range:

Band D

Location:

Chard/office based

Reports to:

Head of Supporter Operations and Fundraising Compliance

DBS check required:

Yes [DBS Roles]

Role requires travel:

Yes- Limited: Occasional to UK offices

Budget Holder No
Direct Reports: Yes
Indirect Reports: No
Dotted line reports:  |No
Does This role No

International require
Travel:

INTERNAL: All Fundraising & Communications teams, Supporter Administration and
Payments, Child Sponsorship, Individual Giving Finance, IT, Digital, Head of Internal
Audit, Head of Fundraising & Compliance, Brand, Policy, Senior Safeguarding

Specialist

EXTERNAL: Supporters and potential supporters of any aspect of ActionAid’s work,
Agencies, Regulatory Bodies



https://actionaidglobal.sharepoint.com/:x:/r/sites/UKPeopleTransformationCulture/_layouts/15/guestaccess.aspx?e=7kZcV0&share=EUgFB5TeGiZIlTl_Pjm4OwwBO4_5Yoz_JyySqwU0M7-PaA

Purpose Of the Role:

To manage the Supporter Contact team to deliver a sector-leading, multi-channel contact centre
service to existing and potential supporters, facilitating excellent supporter response
management to ensure that potential supporters are welcomed and their on-going relationship
managed to a high quality in line with our Every Supporter Matters ethos and AAUK’s values,
objectives and Feminist leadership principles.

Main Accountabilities:

Supporter Contact Operations

« To manage core Supporter Contact services for all contact with potential
and existing ActionAid UK supporters, including inbound and outboard
phone calls, emails, SMS and social media, and for the immediate follow up
work including data entry, sending standard emails, ordering letters and
ordering basic fulfilment.

e To manage the team to deliver increased supporter commitment and value
by using a range of communication methods to engage with supporters and
encouraging increased value through upselling, obtaining Gift Aid and
improving opt in rates.

« Tolead on cross departmental projects to improve processes and
operations within the Supporter Contact and wider Fundraising teams.

« To keep up to date with ongoing brand development to ensure that
Supporter Contact are using on-brand messaging.

« To continuously develop the quality frameworks and knowledge of the team,
via on-the-job support, internal/external training.

« To provide regular campaign and strategy specific reporting to enable
increased supporter value and engagement.

« To keep abreast of the external environment to suggest ways for AAUK to
develop a sector leading contact function, including the effective use of
technology such as webchat and WhatsApp.

« To manage the day-to-day handling of supporter feedback, ensuring it is
highlighted to the team for team learning, and dealing with any complaints,
escalating serious complaints upwards. To provide excellent support to the
Head of Supporter Operations for any complaints that need escalation.

o To participate in Supporter Operations management meetings to ensure
that the department runs as one large team in the most cost effective and
efficient way

« To write or work with others to update supporter facing and compliance
policies as required, ensuring that all relevant supporter legislation is
adhered to, referring



to guidance from the Fundraising Regulator, Information Commissioner’s
Office (ICO) and other relevant codes of practice

Work to support an ‘Every Supporter Matters’ ethos, ensuring that individual
supporters’ needs are fully considered in each communication and contact
point and that we adhere to our Treating Donors Fairly policy to ensure
robust safeguarding processes.

Commitment to taking a Digital first approach to fundraising planning,

campaign execution and ways of working

Strive to achieve positive transformational change in all aspects of the
Fundraising programme to support the Fundraising strategy

People Management & Supervision

To line manage Supporter Contact staff, assisting the team to achieve an
exceptional service by recruiting talent, ensuring the right skills and tools,
having regular 1:1’s focusing on performance, objective setting and
development, and pro-actively managing any sickness absence and
performance management issues. To ensure that the team operates in the
most cost effective and efficient way, meeting and exceeding its KPIs.

To lead the development, implementation and monitoring of team plans and
budgets, ensuring that plans support AAUK’s strategic and operational
objectives, and that both qualitative and quantitative team activities and
performance indicators are reported.

To encourage the team to be proactive in building excellent team
relationships with all internal and external supporter contacts and key
stakeholders including other AAUK teams, AA International affiliates and
associates, the International Secretariat and ActionAid supporters,
encouraging interaction between staff from different offices to foster
effective working relationships and effective communication of future plans
and expectations.

To ensure ActionAid’s feminist leadership principles are a key guide to how
the Contact team operates.

To foster a positive, ambitious, flexible and supportive culture within the
team so that team members are able and willing to work across all areas
and channels of contact, to ensure that departmental staffing needs are
met.

To drive continuous improvement in all aspects of communication with
supporters, including encouraging team members to contribute
improvement ideas.

To manage the team during an emergency, ensuring that the contact centre
is fully able to handle increased levels of demand, seeking assistance from
volunteers and ensuring that quality standards are maintained.



To ensure the team fulfils all reporting requirements including Fundraising
Regulator returns and quarterly complaints reports to Trustees.

Systems, policies & processes

To manage the telephony and other relevant systems in liaison with
Supporter Administration and IT delivering a new and emerging technology
for the department

Use the CRM system to carry out the above tasks, following business rules,
guidance and training provided by ActionAid UK.

To partner with all supporter facing teams across AAUK to ensure all
processes between teams are working effectively.

To develop and update policies relevant to supporter satisfaction or
compliance to ensure that AA maintains best practice in these areas.

To manage systems to regularly deliver useful contact centre performance
data and provide insightful analysis and regular reports on contact centre
performance.

EXPERIENCE, KNOWLEDGE & EXPERTISE

Essential Criteria:

Commitment to AA’s vision, mission and values, including a commitment to
feminist principles, safeguarding, and working in an organisation committed to
working for the rights of women and girls.

Commitment to AA’s values of Equality, Diversity & Inclusion and upholding the
values of becoming an anti-racist decolonised INGO.

ActionAid UK is committed to preventing any form of sexual harassment,
exploitation, and abuse (including child abuse and adult at-risk abuse) and
responding robustly when these harms take place. We expect all ActionAid UK
Staff and ActionAid UK Associated Personnel to share this commitment.
Commitment to continually improving your digital skills and knowledge within the
working environment.

Previous experience of managing a team

Experience of high-quality delivery within a multi-channel contact centre or
service

Significant experience in a customer care role handling supporter interaction via
phone, webchat, email, SMS and social media

Experience of managing suppliers delivering multichannel supporter contact,
telemarketing (inbound and outbound) services

Understanding of IT infrastructure relevant to contact centres including telephone
configuration and call routing

Knowledge of integrated relational databases appropriate for multi-channel
customer contact

Experience of working within a quality framework



https://www.actionaid.org.uk/about-us
https://www.actionaid.org.uk/about-us/people-and-culture/how-we-practise-feminism-at-work

e Ability to lead, manage, motivate, coach, train and inspire a team

e Able to empathise and deal with sensitive topics (e.g. Child Sponsorship,
Legacies) and emotional individuals

¢ Ability to work to deadlines, under pressure on own initiative

o Excellent verbal and written communication skills

e Strong interpersonal skills, including the ability to deal effectively and sensitively
with external customer and supporters

e Able to illustrate a commitment to the cause and values of ActionAid

e Experience dealing with challenging (e.g. abusive and aggressive) behaviour on
phone and digitally

e Excellent written and spoken English

Desirable Criteria:

e Experience of living and working in the “Global South”, especially regions where we are
funding programmes & projects

e Experience of working for an INGO

e Experience in direct marketing

e Experience of implementing quality frameworks

e Experience of International Development

e Experience of Child Sponsorship

e Understanding of Direct Debits and Gift Aid

e Commitment to feminist principles in the workplace

e Knowledge of Microsoft Dynamics

Click here for ‘My Feminist Behaviours’

This role profile sets out the current duties of the post that may vary from time to time without
changing the character of the job or the level of responsibility entailed. However, all role profiles are

regularly reviewed and updated accordingly in line with organisational needs.


https://www.actionaid.org.uk/about-us/people-and-culture/how-we-practise-feminism-at-work

ActionAid
33-39 Bow“ng Green Lane @ACtIOﬂAIdUK f ACt|OnA|d UK X @ACt|0nA|dUK
London EC1R 0BJ

ActionAid is a charitable company limited by guarantee and registered in England and Wales (Company
X ) number 01295174). England and Wales charity number 274467, Scottish charity number SC045476.
actionaid .org.u k Registered Office 33-39 Bowling Green Lane, London EC1R 0BJ.



