[image: ]


Job Description
 
	Job Title: 
	Supporter Care and Community Coordinator (0.8 FTE)

	Reports to: 
	Community Fundraising Specialist (interim reporting line)

	Division:
	Fundraising and Engagement

	Department:
	Fundraising 

	Direct Reports:
	Nil 

	Location:
	HomeGround – 140 Hobson Street, Auckland (1010)



	Te Tāpui Atawhai - Auckland City Mission
Ko wai mātou Who we are

	Te Tāpui Atawhai Auckland City Mission supports Aucklanders in greatest need and is committed to upholding Te Tiriti o Waitangi as a core principle in achieving our organisational mission and vision.
Known as Te Tāpui Atawhai since July 2021, our Māori name symbolises our commitment to Tangata Whenua. We acknowledge that existing economic, health and social inequities for Māori are caused by breaches of Te Tiriti and the negative impacts of colonisation which are ongoing.
Our services have evolved as the city’s social needs have. We respond with care and compassion while advocating for a reality where there are enough suitable homes, enough access to nutritious food, and accessible health care for all people and their families. Since our doors opened more than 104 years ago, this has been our ‘why’. We offer support for however long and in whatever way needed – for some people that’s simply accessing one of our many services, for others it’s a complex journey with our full support. 
Te Tāpui Atawhai Auckland City Mission is committed to fostering a diverse and inclusive workplace where staff feel valued and respected. This is foundational to our mission, vision and values as a Tangata Tiriti organisation.



	Te Kaupapa o Te Tūranga - Position Purpose 

	The Supporter Care and Community Coordinator plays a pivotal role within the Fundraising and Reputation team, ensuring supporters of Auckland City Mission – Te Tāpui Atawhai experience exceptional care and engagement at every touchpoint. As the first point of contact for many donors and community fundraisers, this role provides timely, professional and warm communication that reflects the Mission’s values of Manaakitanga, Justice (Manatika), and Partnership (Rangapū).
This position supports both Mission-led and community-led fundraising initiatives by providing administrative, database and coordination support. It ensures that supporter communications, regular giving administration, fundraising enquiries and event details are managed efficiently and accurately, with all interactions recorded appropriately in Raiser’s Edge.
The role also contributes to the successful delivery of key Mission-led community events and programmes, including March Mission, The Cook Off, Auckland Angels and Feed it Forward. By strengthening supporter relationships, maintaining accurate data, and providing practical coordination support, this role helps grow sustainable community engagement and fundraising income to enable the Mission’s work.



	Ngā Kawenga Matua - Key Responsibilities 

	Supporter Care & Donor Communications

	· Act as first point of contact for incoming supporter and donor phone calls, providing professional, friendly and solution-focused service.
· Take primary responsibility for managing the communal fundraising inbox, responding to or forwarding enquiries appropriately and within agreed timeframes.
· Respond to general fundraising enquiries from individuals, schools, churches, community groups and corporate supporters.
· Communicate with regular givers regarding failed payments, credit card updates and payment changes, donation queries, thank you and stewardship calls, surprise and delight relationship-building calls
· Ensure supporters are thanked appropriately and in a timely manner, in line with donor care standards.
· Escalate significant or sensitive supporter matters to relevant team members as required.

	Fundraising Administration & Database Management

	· Maintain accurate and timely records in Raiser’s Edge, including logging donor communications, updating contact details, recording event participation, entering notes in accordance with agreed standards
· Provide fundraising administrative support to the Fundraising and Reputation team.
· Assist with receipting or donation administration support as required.
· Maintain confidentiality and ensure compliance with relevant legislation and Mission policies.

	Mission-led Community Event Support

	· Provide coordination and administrative support for Mission-led community fundraising events including March Mission, The Cook Off and Auckland Angels.
· Support event logistics including guest lists, communications, collateral, volunteer coordination and data management
· Assist with updating and maintaining campaign websites and peer-to-peer fundraising platforms (e.g., Funraisin and related platforms).
· Support the delivery of event supporter journeys in collaboration with the Community Fundraising Specialist.
· Demonstrate flexibility to work outside normal office hours, including occasional evenings and weekends, and additional hours during peak campaign and event periods to support successful delivery of events.

	Community-led Fundraising Support

	· Support the Community Fundraising Specialist in responding to and coordinating community-led fundraising events run by churches, community groups and schools.
· Provide resources, guidance and support to help community fundraisers achieve success.
· Ensure positive, relationship-focused communication with all third-party fundraisers.

	Feed it Forward Programme Coordination

	· Coordinate the Feed it Forward programme including responding to online enquiries, providing guidance on available resources and options, supporting key supporters throughout their fundraising journey
· Maintain accurate records of Feed it Forward participants and activities.
· Identify opportunities to strengthen supporter engagement within the programme.

	Health, Safety, Compliance & Culture

	· Work collaboratively across Fundraising, Finance, Marketing and Communications teams.
· Undertake other reasonable duties to support the Fundraising and Reputation team.
· Uphold high standards of confidentiality, data security, and compliance with relevant legislation.
· Act within Mission policies, Code of Conduct, and ethical fundraising standards.
· Demonstrate commitment to Te Tiriti o Waitangi and uphold the Mission’s values of Manaakitanga, Atawhai, Rangapū and Mana Tika, Mana Ōrite.
· Engage respectfully and empathetically with supporters and stakeholders from diverse backgrounds.
· Comply with Health and Safety policies and contribute to a safe working environment



	Ngā Whēako – Ngā Tohu Mātauranga 
Qualifications, Experience, Knowledge and Skill Requirements 

	The skills, experience and knowledge outlined below may be obtained from many different experiences.  For example, from paid work, voluntary work, work undertaken within your Marae, Church, or from specific iwi/whānau responsibilities.  The list below outlines transferable skills, knowledge and experience we are seeking for this role.
If qualifications are required for the role, they are also outlined below.  If no qualifications or preferred qualifications are outlined, we will consider equivalent experience for the role.

	Ngā Pūkenga Nui - Essential 
	Tūranga Motuhake - Role-specific  

	1. Proven customer service experience (minimum 2–3 years), ideally in a donor, supporter or client-facing environment.
2. Strong written and verbal communication skills, with the ability to engage warmly and professionally by phone, email and in person.
3. High level of accuracy and attention to detail, particularly in data entry and record keeping.
4. Experience using CRM/databases (preferably Raiser’s Edge or similar fundraising database).
5. Excellent organisational and time management skills, with the ability to prioritise competing tasks and meet deadlines.
6. Ability to build rapport and maintain positive relationships with a diverse range of stakeholders.
7. Proficiency in Microsoft Office Suite (Word, Excel, Outlook) and confidence learning new digital platforms.
8. Ability to handle sensitive and confidential information with discretion and professionalism.
9. Strong problem-solving skills and the ability to respond appropriately to enquiries and issues.
10. Commitment to Auckland City Mission’s values, including Manaakitanga, Justice (Manatika), Partnership (Rangapū), and a demonstrated commitment to Te Tiriti o Waitangi.

	1. Experience managing shared inboxes and high-volume enquiries, ensuring timely and appropriate responses.
2. Experience supporting regular giving programmes, including managing failed payments, updating payment details and stewardship calls.
3. Working knowledge of fundraising administration processes, including receipting, donation processing and supporter journeys.
4. Experience supporting fundraising events, including logistical coordination and supporter communications.
5. Familiarity with peer-to-peer and digital fundraising platforms (e.g., Funraisin, Givealittle, Grassrootz or similar).
6. Experience updating website or campaign content (basic CMS knowledge desirable).
7. Ability to coordinate support for community-based fundraising initiatives, including supporting schools, churches and community groups.
8. Experience maintaining accurate CRM notes and ensuring compliance with privacy and auditing requirements.
9. Confidence making proactive stewardship calls to thank and engage donors, including “surprise and delight” relationship-building calls.
10. Experience coordinating supporter programmes (e.g., Feed it Forward or similar community campaigns), including guiding participants and maintaining engagement.



	
Haere Mai - Why join us? 


	Cultural Respect: Be part of an organisation that values and integrates te ao Māori into its core values and operations.
Career Growth: Access to professional development and internal career progression opportunities.
Supportive Environment: Engage with a diverse network of colleagues and participate in culturally enriching events and activities.
Tō Mātou Kaupapa Our Mission: We provide immediate relief and pathways to long-term wellbeing for people in greatest need, through connection and access to kai, kāinga and hauora.
Tō Mātou Kitea Our Vision: A Tāmaki Makaurau where everyone can thrive. 
 OUR IMPACT STATEMENTS 
· Homelessness is brief, rare and non-recurring with affordable and healthy homes a reality for every person in Tāmaki Makaurau.
· Everyone has access to enough good kai to sustain themselves and their whānau needs.
· Health care is accessible for all, including people living with the effects of colonisation in Aotearoa, trauma, mental unwellness and substance abuse.
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