Supporter Relations Coordinator
Permanent

This is an exciting time to be joining Bloodwise. Our new CEO has already brought new energy,
insight and ideas to the organisation and there is a real buzz as we look to the future building on all
the great work that has gone before. We are now looking for a proactive, positive and experienced
Supporter Relations Coordinator to join our supporter Relations Team and be part of supporting the
organisation to achieve its potential.
If this sounds like the role you are looking for and you feel you have the knowledge, skills and
experience we need, please apply with a covering letter setting out how you match the
requirements of the job specification and a CV by midnight on Monday 9th April 2018.
Interviews will be held on Tuesday 17th April.

About us
We're the UK's specialist blood cancer charity and our vision is clear: we’re here to beat blood
cancer and we’ve been working to do this since 1960.

We fund world-class research; provide information and support to patients and their loved ones;
and raise awareness of blood cancer. Since 1960 we have invested more than £500 million in blood
cancer research in the UK. Where we’ve invested, survival rates and quality of life have improved.

We’re proud to say that UK blood cancer research leads the world, thanks to the money we’ve been
able to invest because of our supporters and fundraising. But we still have so much more to do:
blood cancer is the 5th most common cancer and sadly it is the 3rd biggest cancer killer in the UK
claiming more lives than either breast or prostate cancer.

JOB DESCRIPTION AND PERSON SPECIFICATION
Job Title
Contract Type
Grade

Supporter Relations Coordinator
Full Time
Grade C (£23,266)

Location
Contract Length

Edinburgh
Permanent

MAIN PURPOSE
Our job is to help us stop people dying from blood cancer, improve patients’ quality of life and stop
people getting a blood cancer in the first place. You will be successful in your role if you are as
ambitious as we are about beating blood cancer.
Your role will be to provide fundraising and administration support across the Fundraising
directorate’s income generating activities. This involves providing outstanding customer service to
our supporters via telephone, email and mail. The Supporter Relations Coordinator is required to
balance their time between coaching, deputising in the Supporter Relations Manager’s absence and
managing supporter enquiries and registrations for fundraising appeals and campaigns, as well as
processing donations and sending thank you letters.
A high attention to detail, in addition to the ability to manage multiple priorities simultaneously, is
essential. The Supporter Relations Coordinator will be a skilled problem solver, resolving issues as
they arise by communicating effectively and efficiently with colleagues across the charity.
KEY RELATIONSHIPS
Reports to
Line management responsibilities
Key relationships

Supporter Relations Manager
N/A
Bloodwise Supporters, Supporter Relations
Team, Individual Giving, Finance, Regional Team,
Sports Team

MAIN RESPONSIBILITIES
• Develop and sustain warm effective relationships with our wide range of supporters, delivering
fundraising support to enhance our relationships and potential income
• Co-ordinate business as usual operations, including acting as the first point of contact for
supporters, dealing with written and phone enquiries promptly and politely, maintaining
accurate records and acting as an effective ambassador for the charity
• Provide regular contact with supporters via telephone, email and letter, producing engaging and
inspiring communications appropriate for each channel
• Manage supporter and income data, maintaining accurate records for the purpose of effectively
marketing future activity and ensuring each supporter is entered into the appropriate supporter
journey
• Work collaboratively across the charity to make the most of internal expertise, resources and
assets, maximising the impact on fundraising and awareness potential
• Provide support to the Supporter Relations Manager on a daily basis, ensuring all delegated
tasks are completed within SLA, and to the highest quality.
• Provide coaching feedback to team members to improve quality and productivity, liaising with
the Supporter Relations Manager on the outputs required.
• Act as the first point of contact for escalations and complaints as directed by the Supporter
Relations Manager, ensuring these are logged correctly, and responded to within the required
SLA.
• Assist the Supporter Relations Manager in SLA and KPI tracking and reporting

•
•
•

•
•

Contribute to continuous improvement by helping to establish systems, procedures and service
levels, to provide the highest levels of service to Bloodwise supporters.
Act as a support function for internal colleagues to answer queries on income, campaigns,
appeals and event registrations including running reports and looking up records.
Manage the full range of income processing systems and procedures, including:
o Receiving income, cash handling and banking in accordance with Bloodwise policies and
procedures.
o Coding and allocating donations in line with guidance, and ensuring proper
reconciliation of income.
o Manage the recording and reconciliation of income from third party service providers
including JustGiving, Virgin Money Giving and BTMy Donate.
o Handle supporter enquiries and issues relating to income including raising refunds as
required, answering queries and investigating arising issues.
Develop, amend and issue regular communications, acknowledgement and thank you letters to
supporters, checking these and ensuring they are accurate and consistent in tone and message.
Analyse supporter records to ensure accurate figures are provided both to supporters directly
and internal colleagues.

PERSON SPECIFICATION
Skills knowledge and experience
Essential
1 Experience in providing excellent customer / supporter service
2 Highly skilled administrator, proficient when using Microsoft Word, Excel and Outlook
3 Be flexible, adaptable and open to change
4 The ability to communicate with a wide range of personalities – from staff, to event
participants, to in-memory supporters to individuals affected by blood cancer
5 Ability to work on own initiative and multi task, with a can do approach
6 Passionate about providing supporters with the best service possible, and able to inspire others
to do the same
7 Well organised and able to manage own workload, prioritise and problem solve in a fast paced
environment
8 A confident leader, able to train and coach team members
9 Experience of complaint handling
Desirable
1 Experience deputising in manager’s absence
2 Experience of working with a database or CRM system for searching and recording details,
reporting and analysing data
3 Recent experience of coaching and motivating others through periods of change

Things we all do
• Attend and assist at Bloodwise events and activities as required (NB this involves evening and
weekend work)
• Be an effective ambassador for Bloodwise at any activity you attend
• Develop an in-depth understanding of our work
• Do any other reasonable things your manager needs you to do

The team organagram
Now you have read about the role, to help you get a better feel of where it sits in Bloodwise
here is a simplified organagram.

Chief Executive

Research &
Patient
Experience

Fundraisiing &
Marketing

Finance

Organisational
Effectivness

Patient Services

Finance

Regional &
Supporter
Relations

Individual
Giving

HR & L&D

Research

Office Services

Sports

Partnerships &
Philanthropy

CRM & Data

Marketing &
Communications

Digital

ICT

Policy &
Campaigns

Planning &
Performance

Shortlisting and interviews
Bloodwise is an equal opportunities employer and we are committed to ensuring all
applications are treated fairly. All applications are subject to our shortlisting process; so if
you’re shortlisted we will contact you and invite you to attend an interview. We’ll also tell you
if there will be any skills tasks to complete as part of the recruitment process.
If you don’t hear from us 2 weeks after the closing date, your application has not been
successful.

For further information about us
See our website https://bloodwise.org.uk/

The good stuff working at Bloodwise
Apart from all the hard work we do, there are some really good benefits to working at
Bloodwise:
Annual Leave

Personal Development

Entitlement is 25 days per year rising to 26 days
after 2 years’ service then 27 after 4 years
service; we will usually close the office between
Christmas and New Year which our trustees gift
as an additional holiday.
Time Off In Lieu

Development is really important to us and there
are a variety of options available to staff at
Bloodwise.

Interest free season ticket loan

We strongly encourage everyone to help with
some activities outside of normal working hours.
For this you can earn and claim TOIL.
Pension

We pay for the ticket and you repay the money
out of your monthly salary.

When you join us we’ll automatically enrol you
onto our pension scheme, which is run by Aegon.
This can be increased through length of service.
Employee Assistance Programme

You can exchange money per month from your
gross salary for childcare vouchers.
Ride2work scheme

Offers support information, expert advice and
specialist counselling to help you prepare for
life’s predictable milestones.
Life Assurance

This allows you to obtain a new bike to use to
ride to work. You can then repay it through your
salary.
Refreshments

Although we don’t like to think about it, should
something happen to you while working for
Bloodwise we have life assurance for staff.

On each floor in head office there’s a kitchenette
with tea, coffee, sugar, milk and plates, bowls and
cutlery.

Childcare vouchers

Our location
Our Edinburgh office is located at 111 George Street, Edinburgh, EH2 4JN. There are bus and
tram stations close by on Princes Street, just a few minutes’ walk from the office:

