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Job Description
Title:


Supporter Engagement Assistant
Location: 
Hybrid

Reporting to: 
Supporter Stewardship and Experience Lead
Responsible for: 

Job Family:


Our Vision

Our vision is a world where dying with dignity, compassion and having choices is a fundamental part of a life

Our Mission

Our mission is to ensure all individuals facing the end of their life in Lincolnshire receive dignified, compassionate care when they require it and where they ask for it. 

Our Values

Aiming High

We reach for excellence and set the standard for others to follow. Celebrating individual and collective success and actively looking for ways to be even better.

Being Courageous

We push boundaries and provide challenge - standing up for what is right and supporting others to make a difference across all aspects of our work. 

Working Better Together

We recognise the power of community; building connections and relationships which help us make a positive contribution. Respecting and valuing all contributions - we are ONE team, united and inspired by our common purpose.

Having Heart

People are at the centre of all we do. We’re proud of our ability to work in tough situations with resilience, empathy and kindness.

Doing It Right

We are ethical, honest and use resources respectfully. Taking responsibility for our actions and doing what we say we’ll do - we challenge others to do the same.  

Job Purpose

The Supporter Operations Assistant provides flexible operational support across Individual Giving, Supporter Stewardship, and Fundraising activity, ensuring continuity of service, campaign delivery capacity, and resilience during peak periods, holidays, and staff absence.

The role acts as a trained cross-cover resource, maintaining supporter care standards, administrative accuracy, and campaign momentum across Legacy & In Memory, Community Fundraising, and Individual Giving operations.
Main Duties and Responsibilities
Supporter Stewardship & Individual Giving Support

· Support delivery of supporter stewardship activity (thank you letters, acknowledgements, onboarding packs, follow-ups).

· Assist with Regular Giving, Lottery, and appeal administration during campaigns.

· Support data entry, income processing checks, and supporter record updates in line with SLAs and GDPR.

· Handle basic supporter enquiries.

Cross-Cover & Resilience

Provide planned and unplanned cover for:

· Legacy & In Memory Assistant

· Community Fundraising Assistant

Maintain working knowledge of:

· In Memory administration processes

· Community fundraising support processes

· Key calendars, deadlines, and compliance requirements

Step into BAU tasks during holidays, sickness, or vacancies to protect delivery and supporter experience.
Campaign & Peak Period Support

Provide additional capacity during:

· Appeals (Spring, Autumn, Christmas, Torchlight Procession)

· Lottery pushes

· In Memory campaigns (e.g. Light Up a Life)

· Community fundraising peak moments

· Support mailings, fulfilment, supporter comms coordination, and admin-heavy activity.

· Assist with event or campaign supporter follow-up where required.

Operational & Team Support

· Work flexibly across Fundraising functions as directed by the Lead and IG Manager.

· Support the smooth handover of work between assistants to avoid single points of failure.

· Contribute to process improvement by flagging inefficiencies or risks.

· Maintain accurate records and audit trails to support compliance.

General Duties and Responsibilities
· Lead by example and ensure that behaviour is in line with the Core Values of the Trust

· All St Barnabas employees are required to abide by the Health and Safety at Work Act, attend annual mandatory training sessions and ensure that they comply with Hospice policies and procedures at all times.

· Employees must demonstrate commitment to their own personal development and are required to make a positive contribution to fundraising and raising the profile of the Hospice, locally and nationally.

· Strict confidentiality applying to all aspects of Hospice business must be observed at all times.

· To carry out any other duties as appropriate to the role and as required by Line Management.

Fire Marshall - please consider the required number of fire marshals needed within your work area and include the following duties should this position be required to fulfil the Fire Marshal role.

Health and Safety Representative - please consider the required number of health and safety reps needed within your work area and include the following duties should this position be required to fulfil the Health and Safety Officer role.

ADDITIONAL DUTIES
All employees of the St Barnabas Hospice Trust (Lincolnshire), St Barnabas Promotions Ltd. and St Barnabas Shops Ltd., all hereafter referred to as employees of “the Trust”, are expected to comply with the general duties detailed below:

Infection Control and Prevention

All employees of the Trust are required to:

· Maintain a clean and safe environment, minimise risks of infection, report infection control issues of concern to their line manager and attend mandatory infection prevention training.

· Work in accordance with their local infection control procedures and in adherence to the Code of Practice for the Prevention and Control of Healthcare Associated Infection as outlined in the ‘Health and Social Care Act 2008’.

Safeguarding Children, Young People and Vulnerable Adults

The Trust is committed to safeguarding and promoting the welfare of children, young people and vulnerable adults.  All staff and volunteers are therefore expected to behave in such a way that supports this commitment.  For further details please refer to the 'Safeguarding Vulnerable Adults Policy and Procedure' and to the 'Safeguarding Children Procedure'.  Should you have any concerns about any child or vulnerable adult that you encounter in the course of your St Barnabas duties, please report these to your line manager and / or to the Family and Carers Support Services team.  

Health & Safety

All employees are responsible and accountable for ensuring that:-

· They work safely in accordance with any relevant and appropriate training, safe systems of work, procedures and/ or rules in force in their workplace.

· They co-operate with the Trust in matters of health and safety and take care of their own health and safety and do not endanger other by their acts or omissions

· They wear and use, at all times, the appropriate personal protective equipment provided and use all safety devices, guards etc. provided to make safe any plant and equipment.

· They immediately report defective equipment /machinery onto the Trusts maintenance helpdesk system, and isolate the equipment so that it cannot be used. Once the situation is safe then the line manager must be informed.

· They immediately report any unsafe acts or conditions using the Trusts dedicated reporting system and bring it to the attention of their line manager.  

· Report any ongoing unsatisfactory responses of maintenance or safety issues to the Health and Safety Manager.

· Maintain their working and welfare environment in a clean and tidy condition.


Additionally, Line Managers are responsible for:-

· Ensuring health and safety is implemented within their area of responsibility Completion of departmental safety policies which show the procedures in place to ensure the health, safety and welfare of employees

· All statutory notices and employers liability certificates are displayed in a prominent position within the workplace

· Good standards of housekeeping are maintained in the workplace

· All health and safety policies and guidance notes are disseminated extensively throughout their area of responsibility

· Records are kept and maintained of all training undertaken by staff under their control.

· All persons working on Trust premises are inducted to the area and are informed of the workplace hazards and attend mandatory training

· Any defects or hazards, which they do not have the ability or authority to deal with are reported to their superior

· Ensuring procedures are in place for prompt reporting of incidents and faults

· All investigations into reported accidents, incidents and near misses are carried out without delay and appropriate action is taken to prevent a reoccurrence by either immediately remedying the defect or implementing control measures to prevent the situation from deteriorating or reoccurring.

· Attend regular meetings with their staff to discuss their health and safety concerns.

Whilst the aim of the Trust is to promote a co-operative and constructive view of Health & Safety, all staff must be aware that a wilful or irresponsible disregard for safety matters may give rise to disciplinary proceedings.

General Policies, Procedures and Practices

All employees of the Trust are expected to comply with all Trust policies, procedures and practices and are responsible for keeping up-to-date with any changes to these.

Duty of Candour


All employees of the Trust are required to:


· Be honest, open and truthful in all their dealings with patients and the public and ensure that organisational and personal interests are never allowed to outweigh the duty to be open, honest and truthful.  

· This supplement to your job description should be regarded as an additional guide to the duties you are required to perform and is not intended to be definitive or restrictive in any way and does not form part of the contract of employment.

This supplement to your job description should be regarded as an additional guide to the duties you are required to perform and is not intended to be definitive or restrictive in any way and does not form part of the contract of employment.
This job description is not exhaustive.  It will be subject to periodic review and may be amended following discussion between post holder and employer.

Person Specification

Role:


Supporter Engagement Assistant


Accountable to:


E - Essential
D – Desirable

	Criteria
	Essential / Desirable

	Educated to degree level or equivalent experience
	Essential

	Experience delivering and growing individual giving programmes
	Essential

	Experience managing a lottery or similar income stream
	Essential

	Understanding of mid-value donor cultivation (£500–£999) and uplift strategies into the Major Donor pipeline (£1k+), aligned to strategic KPIs
	Essential

	Experience managing staff and delivering KPIs
	Essential

	Strong grasp of GDPR, Gift Aid, and Gambling Commission rules
	Essential

	Proficiency in CRM (Donorfy or similar) and email platforms (e.g. Mailchimp)
	Essential

	Proven project and budget management skills
	Essential

	Creative and data-driven approach to campaign planning
	Essential

	Confident communicator and motivator of people
	Essential

	Commitment to the values and mission of St Barnabas Hospice
	Essential
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Signed for and on behalf of the Trust


Dated

DateStamp
I declare that I have read the Job Description and Person Specification and confirm that this is an accurate and fair description of the role.

Signed

SignedByEmployee


Signed by Employee

Dated
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