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Introduction 
All We Can envisions and works 

towards a world where 

every person’s potential is fulfilled.  

Our purpose 

All We Can helps find solutions to poverty 

by engaging with local people and 

organisations in some of the world’s 

poorest communities to end the suffering 

caused by inequality and injustice. 

What we do  

Change happens when we all work together. 

To do this we: 

 Support and strengthen local partners 

– organisations, churches, emerging 

initiatives and inspiring individuals that 

share our vision and values – to 

implement effective and sustainable 

solutions with some of the world’s 

poorest and least served communities 

 Respond to humanitarian crises with 

emergency relief and help communities 

to be better prepared for disasters 

 Engage in global education to inform, 

challenge and motivate people to take 

a stance against poverty and injustice.
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Supporter Care Officer 
 
Job Description 
 

Location: Methodist Church House, 25 Marylebone Road, London, NW1 5JR 

Purpose: As part of the Public Engagement Team, the Supporter Care Officer will proactively lead on 

data management at all giving levels with regards to All We Can’s supporter database and providing an 

excellent level of supporter care.  

Responsible to: Direct Marketing and Supporter Care Manager 

Relationships: 

Internal: 

1) All We Can staff 

2) All We Can trustees 

3) Office volunteers 

External: 

1) Supporters, donors and enquirers: 

 Individuals, including church ministers and volunteer co-ordinators and speakers 

 Representatives of Churches, Circuits and Districts 

 Funding bodies (both private and public) 

 Representatives of overseas or UK partner organisations 

 Main tasks and responsibilities 

Main tasks and responsibilities 

1. Donations and Gift Aid processing  

a) Record, analyse and acknowledge income received from multiple sources according to procedures 

and within agreed service levels. 

b) Generate receipt letters relevant to a range of donations from All We Can supporters, and work with 

the Direct Marketing and Supporter Care Manager and the Public Engagement Team on improving 

the way donations are acknowledged. 

c) Co-ordinate the system for administering Gift Aid declaration forms and Gift Aid envelopes; 

following up on donations which have not been gift-aided. 

d) Work with the Finance & Administration Team to manage gift administration, reconciliation, run 

reports and queries.  

e) Co-ordinate the processing of Direct Debits including setting up and logging on Raiser’s Edge, 

reconciling donations across CAF and Raiser’s Edge, trouble shooting, sending out updates and 

letters, and supporting the Direct Marketing and Supporter Care Manager in monitoring growth and 

attrition rates for regular giving.   

f) Co-ordinate the day-to-day processing of resource requests and record dispatch on Raiser’s Edge 
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2. Maintain and operate the supporter database 

a) Act as the Public Engagement Team’s first point of contact in the office for Raiser’s Edge queries  

b) Run database queries and provide one-off reports and ongoing analysis of income (as recorded on 

the Raiser’s Edge system) as requested by members of the Public Engagement Team and the Senior 

Leadership Team. 

c) Input information into the database pertaining to supporters, logging responses to campaigns and 

appeals, and ensuring that records are corrected and updated on a regular basis. 

d) Work with Direct Marketing and Supporter Care Manager in maximising the use of the database and 

the quality of supporter data for a variety of purposes. 

e) Liaise with the Finance & Administration Team in reconciling donations recorded on the financial 

system and Raiser’s Edge, as far as is possible and use your experience of data cleaning, selections 

and segmentation. 

f) Keep the supporter database (The Raiser’s Edge) up to date, and maintain supporter database 

documentation  

g) Advise  and help fulfil data extraction and segmentation requests to communicate with different 

supporter groups including producing mailing lists and helping to support the email marketing 

programme  

h) Support the Direct Marketing and Supporter Care Manager in shaping and implementing database 

related policies and procedures including those related to data privacy and help deliver training and 

improvements.  

i) Support the implementation of the acquisition, retention and upgrade strategies and supporter 

journeys in relation to the database segmentation and fulfilment – towards building loyalty with 

supporters  

j) Report on KPIs and analysis of activity and income to provide valuable and actionable learning from 

our fundraising and marketing activities including managing dashboards  

k) Create and maintain a process manual for All We Can staff and volunteers usage of Raiser’s Edge for 

key actions and ensure adherence to processes to maintain consistency of data 

l) Maintain an up to date knowledge of fundraising regulations and data privacy including consent, Gift 

Aid submissions and record keeping  

 

3. Supporter care and volunteers  

a) Act as first point of contact for general enquirers to All We Can, handling incoming post, emails and 

telephone calls, and visitors to the office 

b) Supervise volunteers engaged in administrative tasks for the team including processing Gift Aid 

envelopes and sending out of resources and Extraordinary Gifts 

c) Provide cover for other staff responsible for supporter care in times of absence or significant 

workload, particularly in telephone answering, processing payments, receiving donations and 

handling incoming enquiries. 

d) Provide support for the Churches and Volunteers team including managing requests for All We Can 

speakers, liaising with volunteer speakers, supporting Co-ordinators and assisting on events  

e) Provide support and supervision to the overall Supporter Care function, including supporting and 

advising the Team Administrator and Donations Administrator on incoming queries  

f) To continually be part of reviewing and informing the supporter experience, based on insight from 

direct supporter engagement and to assist in the development of professional and personalised 
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supporter responses.  

g) Responsible for developing and drafting thank you letter templates for each new appeal and 

updating the general temples including drafting ‘special letters’ for larger gifts and for Senior 

Leadership Team response 

h) Collect and communicate relevant stories, trends and activities from supporters to the wider team 

where appropriate  

i) With other members of the Public Engagement Team, undertake a range of administrative tasks 

related to Supporter Care. This workload increases significantly when there is a humanitarian aid 

disaster. 

 

4. Direct marketing and fundraising  

a) Support the delivery of All We Can’s direct marketing fundraising programme under the guidance of 

the Direct Marketing & Supporter Care Manager, lead on projects and support the delivery of direct 

marketing activities as identified by the DM&SC Manager  

b) Arrange mailings to supporters, including data selection and liaison with mailing house and support 

day to day management of external agencies including briefing designers, print and production 

partners, overseeing copy and artwork development and liaising with data consultants where 

necessary 

c) Under the supervision of Direct Marketing and Supporter Care Manager, lead on the production of 

resources, supporter updates, and reprints as required, including written communications to keep 

supporters updated on the projects that they support. Proof-read documents and materials on behalf 

of other staff  

d) Keep stock of fundraising and marketing materials, liaising with management and organising for 

reorders of materials where required, and securing the most cost effective means for dispatch of the 

materials  

e) Assist the managers in the Public Engagement Team in designing and printing fundraising materials 

such as donation forms and posters  

f) Support the development of specific areas of the direct marketing portfolio, including legacy 

marketing, in memory giving, and sponsored events  

g) To lead on and develop sponsored events, including the British 10k, providing support and 

encouragement to supporters as they prepare for sponsored events and in their fundraising  

h) Update the content on web pages when required within the Public Engagement Team’s remit  

i) Support the Communications Team and Digital and Data Manager with online communications 

(including social media) during busy campaign periods and at events by sourcing and developing 

content along with writing and scheduling posts and developing targeted adverts and appeal 

messaging  

 

5. Other  

a) Provide administrative support to relevant team meetings and activities as required  

b) Attend team meetings and other meetings as appropriate  

c) Any other reasonable duty consistent with the responsibilities of the post as requested by your 

manager or a member of the All We Can Senior Leadership Team  
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6. Corporate responsibilities  

a) Ensure familiarity with and adhere to All We Can’s policies and procedures and keep informed of all 

cross departmental activities  

b) A commitment to All We Can’s vision, mission and values, and accepting of its identity as an 

international development, relief and advocacy organisation actively engaged with the Methodist 

Church  

c) Stay up to date with our overseas partnerships, emergency responses, and programmes and other 

activities   
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Your Team: 

The Public Engagement Team is thriving and hosts a lot of 

talent and the potential to grow our mission. 

 
 

 
Director of Public 

Engagement 
 

 
 
 

Direct Marketing 

and Supporter 

Care Manager 

 
Comms and PR 
Manager 

Churches and 

Volunteers 

Manager 

 

Philanthropy 

Manager 

 
Digital and Data 

Manager 

 
 
 

Supporter Care 
Officer 

 

 
 
 

Team 

Administrator 

Comms 

Assistant/Intern 

Churches and 

Volunteers 
Officer 

 

 
 

Public 
Engagement 

Officer 

 
 
 
 
 
 

Meet the Team here: 

allwecan.org.uk/staffteam 

 
 
 
 
 
 
 
 

 
  

Donations 

Administrator 

(PET) 

https://www.allwecan.org.uk/about-us/who-we-are/staff-team/
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Team Structure 
 
 

 
Trustees 

 
 
 
 

Chief Executive 
Overall organisation strategic development, leadership and management, AWC senior representative, SPO Lead, Operational & HR Lead, PE Oversight, 

PPT Oversight, Board Liaison, MCB Relations, Church Can & Consultancy Oversight 

Exec Oversight with MCB 

 
 
 

 
Director of Finance 

& Governance 
All Finances & accounts, 

weekly payment processing 
& admin, Governance 

support & advice 

Director of Public 
Engagement Lead on All 

Fundraising, Marketing, 
Churches/ Volunteer/Public 

Engagement, 
Communications, Global 

Education & any advocacy 
work 

Director of Programmes 
Strategic leadership and oversight 

of partner management, 
MEL, Capacity Building Lead , 

institutional strengthening church 
engagement, impact assessment 

and systems, Institutional Funding 
Bids & Donor Liaison 

 
 
 
 
 

Office Manager 
GDPR, ICO, Finance 
Admin, Board Admin, 

HR, SPO Deputy, General 
Office Management & 

Operations 

Direct 
Marketing 

& Supporter 
Care Manager 

DM, Donor 
Mngmt, RG, 

All office 
volunteers 

Churches & 
Volunteer 
Manager 
(North) 

Events, PE, 
FR&M, Oversight 

of resource 
development & 

distribution 

Philanthropy 
Manager 

Major Donors, 
Trusts & 

Foundations, 
Corporate 

Partnerships 

Communications 
& PR Manager 
Communications, 

Brand, Press Liaison, 
Web Master, Social 

Media Administrator, 
Humanitarian Aid 

Coordination (20%) 

Grants & 
DRM Support 

Manager 
Multi-Country 

support (also PIMS 
interaction), HA 
support, Grants 

Management, Exit 
Nepal & Burundi 

MEL 
Manager 

India, 
Cameroon, 

Church Can, 
All MEL 

Principal 
Advisor        

Church Can 
Leading the 

external 
advisory & 

consultancy 
services for 
Church Can, 
initially with 
MCB/WCR. 

 
 
 

 

 

Supporter 
Care  

Officer 
Supporter 

Care, Raiser’s Edge 
and data insights 

Gift Aid and 
support DM  

 
 

Churches & 
Volunteer 

Officer 
(South) 

Events, PE, FR&M 

 
Communications 

Intern 
One year 2018-19, 
additional comms 

 
 

Country 
Coordinators 
x6 in various 

countries 
Not strictly 

employees pivotal 
to PPT & part of 

team. 

 
Partnership 

Manager 
Uganda (x5 

partners), Malawi 
(4 partners) , Sierra 
Leone, Compliance 
for Inst Funding & 
bid development. 

 
 

Data & Digital Manager (PET/PPT) 
PIMS, Raisers Edge, Digital Cohesion & 
Processes, Partner engagement, Partner church/ 
supporter engagement, Digital FR & Marketing 
lead, Online Giving 

Capacity 
Development 

Manager 
CD for all partners, 
Zim (5 partners), 

Ethiopia (5 
partners), PIMS 

oversight 

  
 
                                                                 

                                                                                                              Team Administrator 
Cross functional & focused support to whole AWC: Fundraising processing 40%, Finance processes & Invoice processing,       

General Office & Operational  support 20%, PPT Support 40% 

 
 

OPERATIONS PUBLIC ENGAGEMENT   PROGRAMMES & PARTNERSHIPS    CONSULTANCY

Public 

Engagement 

Officer 

Coordinate & 

develop all 

resources for 

public engagement 

 

Donations 

Administrat

or (PET) 
Donations 

processing 

and supporter 

care 
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Supporter Care Officer  
 
Personal Specification 

Attributes Essential Desirable 
Method of 

Assessment 

Education 

and training 

Good literacy and numeracy skills   A/I/W 

Proven 

abilities 

Significant knowledge of donor 

databases and data entry 

processing  

Experience of processing 

income from a variety of 

sources 

A/I 

Proven ability in a customer or 

supporter facing role on the 

phone, face-to-face and by email 

To  be comfortable relating 

to Christian groups and 

individuals, as well as other 

staff 

A 

Ability to interpret and analyse 

data with strong numeracy skills  

Significant experience using 

Excel spreadsheets  

A/W 

Proven ability to work effectively 

and enthusiastically in a team 

Willingness to take on new 

challenges and 

responsibilities 

A/I 

Special 

knowledge 

and skills 

 

 

Knowledge and experience in 
operating donor databases/CRM 
systems   

Significant experience using 

Raiser’s Edge  

A/I 

Experience working with financial 

processes including gift 

administration, Gift Aid, 

reconciliation and running reports 

and queries  

 A/I/W 

Good interpersonal skills, 

including a friendly telephone 

manner and the ability to build 

relationships with  donors and 

supporters  

Understanding of the 

supporter journey and the 

importance of donor care 

A/I 

Excellent oral and written 

communication skills  

 A/W 
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Method of Assessment:  A – Application Form, I – Interview, W – Written exercise, P – 
Presentation, G – Group exercise, Q – proof of qualification (certificates or transcripts) 
  

Proficient in computer skills, 

including use of Microsoft Word, 

Excel, Outlook and PowerPoint 

Strong leaning to digital 

processes to improve 

productivity 

A/I 

Experience working within a 

fundraising/ marketing 

environment  

 A/I 

A systematic, organised and 

planned approach to work and 

strong attention to detail 

A solutions-based approach 

to problem solving  

A/I/W 

Able to work under pressure, plan 

and manage time effectively and 

prioritise a range of varied tasks 

effectively 

Proven experience of multi-

tasking and work in a fast 

paced environment. 

A/I/W 

Special 

qualities 

 

Commitment to All We Can’s 

vision, mission and values, and 

accepting of its identity as a faith 

based international development, 

relief and advocacy organisation 

actively engaged with the 

Methodist Church 

A demonstrable interest in 

international development 

and/or the charity sector   

A/I 

Self-motivated, able to work on 

own initiative, while working as 

part of a small team 

 A 

Reliable, adaptable and flexible  A/I 

Sensitive to the complexities of 

cross-cultural communication 

 A/I 

 A willingness to undertake extra 

training as appropriate  

 A/I 
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Supporter Care Officer  

Terms and conditions 
 

Term of Appointment: Permanent position. 
 
Hours of Work: The normal hours of work will be 7 hours a day (35 hours per week), with core 
office hours being 10.00 to 16.00, Monday to Friday with an hour’s lunch break.   Payment for 
overtime is not given but employees are entitled to time off in lieu by agreement. 
 
Starting salary: £24,000 per annum according to experience  
 
Holiday Entitlement: 25 days per annum, plus Bank Holidays and an extra three days at Christmas 

and New Year. Additional leave is also awarded after 2 years (3 days) and 5 years (2 days) 

continuous service. 

 

Other Benefits: Life Assurance, Childcare Vouchers, Cycle to Work Scheme and Employee 

Assistance Programme, Critical IIlness/ Income Protection Insurance, Confidential Counselling 

Service, TOIL, Enhanced Maternity / Paternity / Adoption and Parental Leave, Dependents and 

Bereavement and Special Leave, Volunteering Time Off Scheme, flexible working hours and 

working from home options. 

 

Sick Pay: Entitlement in accordance with All We Can’s terms and conditions of employment. 

 

Pension: All We Can operates a Group Personal Pension (GPP) scheme, with a minimum 

contribution of 6% employer and 3% employee that all employees are eligible to join. Full details 

will be provided at the commencement of employment. 

 

Probationary Period: Appointments are made subject to the satisfactory completion of a 

probationary period, normally six months. 

 

DBS (Disclosure and Barring Service): The appointment is subject to a Disclosure and Barring check, 

please see application form for full details 

 

Season Ticket: Season ticket loans are available after the satisfactory completion of the 

probationary period.  

 

Health and Safety: The post holder will be subject to All We Can’s Health and Safety policy. 

 

Equal Opportunities: The post holder will be subject to All We Can’s Equal Opportunities policy. 

 

Physical Conditions: Office accommodation in an open plan office based at Methodist Church 

House, 25 Marylebone  Road, London, NW1 5JR
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Applications  
 
Applications should be sent by email to jobs@allwecan.org.uk and must be received 
by no later than midday on 21 February 2020 and interviews will be held on the 6 March 2020. 
 
Your application should be on the application form downloadable from the All We Can website 
– see www.allwecan.org.uk/jobs . 
 
Applications will be reviewed on an on-going basis and interviews of strong candidates may be 
conducted before the advertised date. Early applications are strongly recommended. 
 
The successful candidate will be expected to take up the post of Supporter Care Officer as 
soon as is reasonably possible. 
 
For enquiries/further details please contact: Patti Tobin at p.tobin@allwecan.org.uk 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

All We Can, 25 Marylebone Rd., London NW1 5JR UK 
jobs@allwecan.org.uk I www.allwecan.org.uk I +44 (0)20 7467 5132 

 
All We Can is the operating name of the Methodist Relief and Development Fund, a charity registered in England and Wales, number 291691 


