


Job description 

Job title: 	Income and Engagement Operations Administrator

Reports to:	Income and Engagement Operations Manager
Department:	Legacy and Income and Engagement Operations 
Directorate:	Income and Engagement

Our vision
A future free from arthritis.

Our mission
We won’t rest until everyone with arthritis has access to the treatments and support they need to live the life they choose with real hope of a cure in the future. 

To deliver our mission we invest in world class research, deliver high quality services and campaign on the issues that matter most to people with arthritis.  We have developed an ambitious five-year strategy, complimented by our research strategy to help us achieve our vision and mission.

Our values 
We are United, Compassionate, Inclusive and Brave in all that we do.

Income and Engagement (I&E) Directorate
The Income and Engagement directorate drives action across audiences to transform awareness of arthritis, build the charity's profile and develop a strong, active and loyal community of support. The directorate brings together traditional fundraising streams, earned income opportunities and strategic communication planning to maximise engagement with our supporters to deliver on our goal to be a sustainable organisation. 
We are responsible for brand, marketing, communications and content together with targeted income propositions. Alongside putting people with arthritis at the centre of our work, we use insight, evidence and a test and learn approach to create and refine everything we do.  We are fortunate that 80% of our supporters are made up of people living with arthritis. We inspire and motivate people and partnerships to get us nearer to our shared vision of a future free from arthritis.

Job purpose 	
To ensure an accurate and timely flow of donation income and supporter data into our core systems, enabling accurate financial reporting, and an excellent supporter experience, whilst supporting growth and innovation across the organisation to drive impact for people with arthritis. You'll also handle both internal and external enquiries via email and phone, making sure the right information is getting to the right people quickly and escalate promptly any issues that you come across. 

Main duties	
· Maintain high standards of administration - complete administrative tasks accurately, and within agreed timescales, ensuring records, correspondence, and documentation are up to date and audit-ready.
· Deliver outstanding customer service – provide a professional, empathetic and responsive service, ensuring every interaction is positive, seamless and leaves supporters feeling valued.
· Respond to enquiries – manage a wide range of supporter and colleague queries via phone, email and other communication channels, providing accurate information and resolving problems promptly.
· Process donations accurately – handle, online, telephone and other donation transactions efficiently, ensuring all payments are processed accurately, securely, and in line with organisational procedures.
· Handle complaints effectively – investigate and resolve complaints with sensitivity and professionalism, identifying appropriate solutions and escalating as necessary in accordance with organisational policies.
· Manage personal data securely – Process, update, and maintain supporter records in accordance with data protection legislation and organisational policies, ensuring data accuracy and confidentiality.
· Code and reconcile income – Accurately code donations and other income streams to the correct teams, campaigns, or cost centres, supporting financial reporting and reconciliation.
· Escalate risks and complex issues – Identify issues requiring further investigation or specialist support, escalating them promptly while maintaining clear communication with supporters and colleagues.
· Collaborate across teams – work closely with colleagues across fundraising, finance, data, and the wider organisation as required to ensure a consistent, co-ordinated service that delivers a smooth, efficient, and continually evolving supporter experience.
· Drive continuous service improvement – identify opportunities to improve processes, systems and customer journeys, contributing ideas that make the supporter experience more efficient, intuitive, and effective.
· Embrace, embed and deliver the organisational values, commitments, and culture throughout all activity.
· Ensure all designated training is completed and all activity is delivered in line with organisational policy and practice.
· Embrace a safeguarding culture where everyone has responsibility for the safeguarding and wellbeing of vulnerable adults and children.
· Undertake any other duties as appropriate to the role and organisational requirements.

Key stakeholders and relationships (internal/external)
· Legacy and I&E Operations team.
· Third party supplier customer service team.
· Data team.
· Public Fundraising team.
· Finance Administration team.

End of job description. Person specification on following page.

Person specification

Experience and knowledge
· Demonstrable experience in a customer service or administration role, delivering excellent service across all channels.
· Strong understanding of administrative and financial processes, with keen attention to detail, problem solving skills, with the ability to work under pressure and prioritise workload whilst identifying opportunities to improve processes and customer experience.
· Knowledge of data protection and confidentiality requirements, and experience in maintaining accurate records and using a customer relationship management system (CRM) to manage supporter data.
· Evidence of continuing professional development (CPD) or relevant workplace training in areas such as customer service, data protection, or CRM Systems.

Skills
· Adaptability, resilience, and organisational skills to manage and prioritise personal workload to meet deadlines.
· Confident communication skills, to build rapport and respond empathetically to a wide range of enquiries.
· Ability to maintain a calm, positive, and professional approach in a busy supporter-focused environment.
· Proactive attitude to identifying opportunities for improvement in systems and processes.
· High level of accuracy and attention to detail.
· Experience using CRM databases, Microsoft Office, and online payment systems.
· Natural collaborator.

Desirable experience, knowledge and skills	
· Experience of working for a charity in a supporter facing role.
· Experience of using Charity CRM.
· Knowledge of arthritis and the work of Arthritis UK.
· A recognised qualification in Business Administration, Customer Service, or similar (e.g. National Vocational Qualification (NVQ) Level 2/3 or equivalent) .

Criminal Record Check

Arthritis UK is committed to keeping children, young people and vulnerable adults safe from harm. We will undertake safer recruitment practices and relevant checks applicable for the role. 

This role DOES NOT require a Criminal Record check.

End of person specification.
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