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	Job Title: 
	Donor Care Coordinator

	Function: 
	Corporate Services 

	Reports to: 
	Database Manager

	Location:
	Wellington preferred; other locations considered.

	Last review date: 
	November 2026



Ngā hapori pakari. Ngā whānau māia. Ngā tamariki houkura.
   Strong communities. Confident whānau. Thriving children.

	Whānau Āwhina Plunket – who we are and what we are about 	



Whānau Āwhina Plunket is a charity organisation and the largest service supporting the health and wellbeing of tamariki under-five and their whānau in Aotearoa. We're proud to visit over 80% of all newborn babies in Aotearoa and to support pēpē, tamariki and their whānau.  
We aim to be a cohesive and effective national organisation grounded in evidence and best practice, with the needs of New Zealand whānau/families at the centre of everything we do.  

Our Whānau Āwhina Plunket Goals are:
Pae Ora: Healthy Futures: 
· Mauri Ora: Healthy babies and children
· Whānau Ora: Healthy confident families
· Wai Ora: Healthy environments and connected communities

We are on a pro-equity journey where we strive to give life to Te Tiriti o Waitangi principles of Tino Rangatiratanga, partnership, active protection, equity and options in our mahi/work to ensure healthy tamariki, confident whānau and connected communities.  
	Whānau Āwhina Plunket Values



In this role you will be expected to operate in a way that embodies and demonstrates Whānau Āwhina Plunket values as follows:    
· Māia – to be courageous and lean into discomfort and challenge as we walk the path of pro-equity
· Tūhono – to connect and stand in relationship in calm and safe spaces (āhuru Mōwai)
· Manaaki – to care, love, nurture, support and mana enhancing. Respects mana atua, mana tīpuna, mana whenua, mana tangata
· Māhaki – to be humble as we share our knowledge experience to understand and learn from each other and foster trust.


	Overview of the Fundraising Team


The core focus of the Fundraising Team is to generate external funding for Whānau Āwhina Plunket services in addition to contract revenue. This is achieved through best practice fundraising strategies, underpinned by story-led external and internal communications, excellent stakeholder engagement, creative marketing and brand positioning.

The Fundraising Team supports the services delivered to Whānau Āwhina Plunket customers through strategic use of a wide range of channels to support and inform New Zealand families, whānau and communities.

The Fundraising Team is a team of specialist high calibre fundraisers who are focussed on driving the revenue growth forward. You'll be part of a high performing team who deliver across several disciplines:
· Direct Mail
· Regular Giving
· Digital
· Major Donations
· Trusts and foundations
· Bequests
· Partnerships
	[bookmark: _Hlk193805524]Purpose of the Position


The Donor Care Coordinator plays a key role in creating a warm, responsive and positive experience for our supporters.

Working closely with the Database Manager and wider Fundraising Team, this role provides thoughtful supporter care, ensures donations and regular giving are processed accurately and on time, and helps ensure our supporter information is accurate and up to date.

Every supporter interaction is an opportunity to strengthen their connection with Whānau Āwhina Plunket. The Donor Care Coordinator works collaboratively with the Fundraising Team to listen to our supporters, understand what matters to them and identify opportunities to thank, recognise, surprise and delight them.

Through great supporter care, accurate processing and a willingness to share insights and ideas, the role contributes to stronger supporter relationships, loyalty and retention, and helps the team achieve our shared fundraising income goals.
	Key Dimensions of the Position 


Delegations:	The position’s full delegations are set out in the Schedule of Delegations and may be amended from time to time.
Functional relationships: 	To follow are the main positions that this role will coordinate with; they are not meant or intended to be exhaustive, exclusive or limiting:
	[bookmark: _Hlk76557923]Internal:
· Database Manager
· Wider Fundraising Team
· All remaining Plunket Business Units & Plunket people
	External:
· Supporters
· Volunteers
· Database suppliers
· Financial suppliers



[bookmark: _Hlk78309357][bookmark: _Hlk76558061][bookmark: _Hlk76554750]Accountabilities 
Supporter Care and Engagement
· Provide warm, timely and professional care to supporters through phone, email, mail and other agreed channels.
· Manage supporter enquiries from first contact through to resolution, ensuring supporters feel heard, valued and cared for.
· Monitor the supporter inbox and telephone line, responding to or referring enquiries appropriately within agreed timeframes.
· Respond to complaints and sensitive enquiries with empathy and sound judgement, ensuring supporters feel heard and use feedback as an opportunity to strengthen their experience with us.
· Take the time to understand supporter needs and preferences and ensure these are accurately recorded in the fundraising CRM.
· Proactively connect with supporters through welcome, thank-you and other stewardship activity, including calls, communications and acknowledgements, helping to build stronger relationships and improve supporter loyalty and retention.
· Work collaboratively with Fundraising Team members to recognise, thank, surprise and delight supporters at appropriate points in their relationship with us.
· Share supporter feedback, insights and emerging themes with the Fundraising Team so we can continually improve the way we engage with and care for our supporters.
Donation and Regular Giving Processing
· Complete donation processing accurately and within agreed timeframes, including data entry, mail processing, banking, receipting, coding and reconciliation.
· Process regular giving payments and imports, including direct debits and failed or declined payments.
· Communicate warmly and respectfully with regular givers when payment details need updating or an issue needs to be resolved.
· Complete appropriate checks and reconciliations to make sure donations are processed and allocated correctly.
· Investigate and resolve discrepancies, working with colleagues and external suppliers where required.
· Meet financial, audit, risk and money-handling requirements and raise concerns promptly when something does not look right. 
Data Quality and Fundraising Systems
· Maintain accurate and up-to-date supporter, donation and interaction information in the fundraising CRM.
· Carry out regular data-quality checks and correct or escalate issues that could affect supporter care, fundraising communications, financial processing or reporting.
· Maintain supporter preferences, exclusions, deceased records and other information important to ensuring we communicate appropriately with our supporters.
· Complete regular imports and other agreed data-loading and preparation activities.
· Support data queries, reports and extracts as required, communicating any limitations or concerns clearly.
· Follow privacy, security, data-handling and record-management requirements.
· Help maintain clear, practical processes and documentation that support consistent ways of working.
Collaborative Fundraising Support
· Understand our fundraising campaigns, appeals and supporter journeys so supporter conversations are informed, relevant and connected to our wider fundraising activity.
· Work effectively with colleagues and suppliers to ensure supporter requests, commitments and follow-up actions are carried through.
· Support fundraising campaigns and appeals through accurate administration, processing and agreed data-preparation activities.
· Contribute ideas and observations that could improve supporter engagement, loyalty, retention and fundraising outcomes.
· Balance regular responsibilities with changing campaign priorities and work together with colleagues when the team needs additional support.
· Support volunteers involved in fundraising and supporter care activities by providing information, guidance, resources and practical assistance to help them carry out their role effectively.
Continuous Improvement
· Use supporter feedback, recurring enquiries and processing issues to identify and suggest practical improvements to communications, processes, systems and ways of working.
· Work with the Database Manager and relevant Fundraising Team members to test, implement and document agreed improvements.
· Share knowledge and contribute to a team culture of collaboration, learning, accountability and excellent supporter care. 
What Success Will Look Like
· Supporters feel heard, valued and cared for, and receive warm, accurate and timely responses.
· Supporter enquiries and complaints are managed through to resolution.
· Donations and regular giving payments are processed accurately and on time.
· Supporter records, preferences and interactions are complete and up to date.
· Supporter feedback and relevant insights are shared with the Fundraising Team.
· Opportunities to recognise, thank and delight supporters are identified and acted on collaboratively.
· Processes are followed consistently, with risks and errors identified and addressed promptly.
· The role contributes positively to supporter retention, fundraising campaigns and shared income goals.
· Colleagues experience the role as responsive, collaborative and solutions-focused.
· Practical improvements are identified, documented and implemented.
Health & Safety 
· Manage own personal health and safety, and takes appropriate action to deal with workplace hazards, accidents and incidents.
· Ensures safety for own and others at all times and observes health and safety practices in all workplace activities.
· Understand the responsibility individuals and their manager play in health and safety.
· Team training is up-to-date and all team members can demonstrate actions in an emergency that are specific to the workplace and are designed to keep individuals safe.
· Comply with relevant safety legislation, policies, procedures, safe systems of work and event reporting.
· Identify and report all incidents, accidents, and near misses in accordance with policy.
Position Description and Scope of Duties 
The job holder is expected to perform such other duties as can reasonably be regarded as incidental to the position description, and such other duties reasonably within their experience and capabilities as may be from time-to-time assigned following consultation. 

Once appointed a programme of work will be developed with the appointee that will set out the specific tasks and time frames to achieve the key deliverables for this position. Progress will be monitored through Whānau Āwhina Plunket’s performance and development programmes.

	
Person Specification



Skills & experience
· At least two years’ experience in customer service, supporter care, administration or a related environment.
· A genuine commitment to providing warm, respectful and positive supporter experiences.
· Strong written and verbal communication skills, including a warm and professional telephone manner and writing style.
· The ability to listen, understand an enquiry and take ownership of it through to resolution.
· Strong data-entry skills and excellent attention to detail.
· Experience using a CRM or similar system.
· Good numeracy and confidence working with payments, financial information and reconciliations.
· Strong organisation and time-management skills, with the ability to balance routine work and changing priorities.
· Sound judgement and discretion when dealing with personal information, financial records and sensitive situations.
· Confidence using Microsoft 365 and an openness to learning new systems and tools.
· A practical and positive approach to problem-solving and improving the way we work.
· A collaborative approach, with a willingness to share information, support others and contribute to team goals.
· Curiosity about fundraising, our supporters and what helps build long-term supporter relationships.
· Initiative and perseverance, with the confidence to work independently while knowing when to ask for help.
· A high level of integrity and commitment to privacy, confidentiality and the appropriate handling of supporter and financial information.
Desirable
· Experience working or volunteering in the not-for-profit or fundraising sector.
· Understanding of direct marketing, regular giving, supporter stewardship or supporter journeys.
· Experience processing donations, direct debits or other financial transactions.
· Experience preparing, checking, importing or transforming data.
· [bookmark: _Hlk515627068]Experience with Raiser’s Edge NXT, Omatic+, Raisely or other fundraising and donation-processing systems.
I have read and understood the above position description and accept all the above responsibilities incorporated herein.




_________________________________		___________________________	
Donor Care Coordinator                      			Date 



__________________________________		____________________________

Database Manager 					Date
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