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	Donor Relations Manager

	Title:
	Donor Relations Manager

	Department:
	Donations Department

	Location
	Bradford

	Reporting to:
	Chief Executive Officer

	Responsible for – People:
	4


	Donor Relations Department

	The department is responsible for processing all donations to Orphans in Need while continually building excellent relationships with supporters of the Charity.


	Job Purpose

	The Donor Relations Manager will be responsible for managing the Donations Department and to ensure that the quality of donor relations is maximized.  You will ensure service level agreements are maintained and the effective processing of all different types of donations.  



	MAIN RESPONSIBILITIES/KEY DUTIES

	Donations Management

· To ensure the highest levels of customer service to all stakeholders at all times
· To ensure donation initiatives such as Gift Aid, Payroll Giving and pledges are implemented and processed accurately
· To abide by the Data Protection Act in all lines of work in the Donor Relations Department
· To implement donor strategies as instructed by the CEO and relevant department heads
· To manage and maintain the accuracy of the in-house donations system
· To develop and maintain a system for retrieving pledges

· Lead on all aspects of supporter donations relating to financial processing, recording, and responding to enquiries/queries

· To effectively support, manage and develop the Donor Relations Team to provide excellent customer service through a skilled, knowledgeable and motivated team

· Develop and maintain strong relations and communications with supporters, colleagues and external suppliers to meet the current and changing needs of the service

· Manage an efficient inbound, outbound and fulfilment administrative service (telephony, postal, email and web) to supporters relating to events, campaigns, donations and income processing and thanking in line with Orphans in Need procedures
· Develop, manage and maintain excellent relationships with supporters, including acting as a point of escalation from within the team in dealing with more complex queries

Administration Systems

· Develop and maintain all administration and processing systems within the Donor Relations Department
· Deliver, co-ordinate, manage and develop an excellent administrative and support service for new and existing Supporters

· Support in the implementation, maintenance and ongoing development of a supporter database

General
· To manage the Donor Relations team, ensuring tasks are delivered effectively and efficiently. 
· To carry out monthly one to one meetings with each member of the department 

· To create and develop departmental manuals on a regular basis
· Monitor, identify and report arising issues, developing solutions including interim communications and processes to minimise impact on the supporter.
· Collate, provide and analyse management, performance and financial information as required 
· Manage appropriate responses to complaints within guidelines, recording and reporting on these, and using complaints and their causes to inform future training and/or administrative processes where appropriate
· Effectively support and manage volunteers providing office and administrative support to the Supporter Relations Team
· To develop, implement and maintain the departmental plan and budget
· To remain up to date with the latest donor retention and relations strategies and implement those that are relevant.

· Any other duties commensurate with the accountabilities of the post




	Person Specification

	Donor Relations Manager 
Essential
Qualifications & Experience 

· Educated to degree level
· Experience of processing credit card, cash, cheque and web donations
· Experience of creating and maintaining administrative systems
· Proven experience of effective people management
· Significant experience working in a customer/supporter facing team 
· Experience of recommending and developing processes to support fundraising/marketing activity, based on collation and analysis of customer feedback
· Experience of managing complaints, including applying principles of good management, monitoring and reporting.
· Experience of creating and driving departmental work plans

Knowledge

· Knowledge of customer service standards
· Knowledge of the UK charity sector
Skills & Ability

· Strong numeracy skills

· Advanced communication and interpersonal skills

· Strong relationship building and negotiation skills
· Ability to use initiative effectively

· Highly organised

· Excellent planning, administrative, organisational and time management skills to deliver results.
· Accuracy and attention to detail.
· Flexible and adaptable approach, able to work independently and manage a team with minimal supervision.
· Pro-active and self-motivated
· Collaborative team player, willing to share knowledge and learning openly to create understanding and support
· Excellent IT skills including the MS Office suite and demonstrable proficiency in the use of Customer Relationship Management databases
· An ability to develop and refine business processes as required to solve arising operational issues
Commitment
· Commitment to the OIN’s mission, visions and values.
· Hard working and self-motivating.

Desirable
Qualifications & Experience 

· Knowledge of charity law and Inland Revenue regulations in relation to Gift Aid 



