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Position Description 

Position Title Donor Care Officer 

Portfolio Strategy and Engagement 

Area Fundraising 

Reports To  Donor Care Team Leader 

Organisational Purpose 

Our vision at the Brotherhood of St Laurence (BSL) is for an Australia free of poverty. 
Our purpose is to advance a fairer Australia through our leadership on policy reform, 
our partnerships with communities, and the quality of our service.  

Our organisation employs over 1,500 staff and is supported by 1,000 volunteers. We 
partner with governments, industry, and communities to address poverty across the 
nation. 

Our work is varied. We deliver services to build capability and confidence across the 
life course, from the early years, youth and employment, to services for people with 
disability and for older people in Australia. Our Op Shops and social enterprises are 
well known. So too are our services that support the financial wellbeing. We research 
the causes and effects of poverty and connect research, practice, and policy to 
advocate national, state, and local responses to poverty. 

BSL values diversity and inclusion with regards to our staff and the communities we 
serve. Our staff and volunteers come from diverse backgrounds, and we aim to create 
an inclusive working environment. BSL is committed to child, young people and 
vulnerable adult safety. We want all people to be supported, respected, safe, and 
empowered.  

Portfolio Purpose 

The Strategy & Engagement Portfolio is an enabling function that fosters collaboration 
and shared purpose across BSL functions by leading strategy, enabling innovation, 
leading public engagement, developing and nurturing strategic partnerships, and 
increasing our financial sustainability. 

The Fundraising Department within the Strategy & Engagement Portfolio is 
responsible for developing and nurturing strategic partnerships and increasing our 
financial sustainability. Key stakeholders include the community, donors, corporates 
and trusts and foundations, and corporates. 

Position Purpose 

The Donor Care Officer position focuses on providing excellent care to BSL supporters 
with the aim of enhancing engagement and retention efforts of current donors. The 
Donor Care Officer will also steer best practice communication and engagement of 
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new donors to BSL, to support the individual giving acquisition project, a key strategic 
priority for Fundraising. Their responsibilities will include serving as the initial point of 
contact for interactions with donors, processing and recording donations, and 
maintaining accurate data records.  

Key Responsibilities 

Donor Care 

• Provide high level customer service to donors and supporters through answering 
inbound phone calls in a polite, empathetic, and positive manner, while reinforcing 
the values of BSL. 

• Assist with the implementation of BSL’s donor retention strategy, providing 
proactive outbound donor care including thank you phone calls, conversations to 
retain regular givers and other communications for donors and members as 
directed by Portfolio Managers. 

• Monitor BSL’s fundraising/donor email inbox and respond to supporter queries in 
a timely, positive, and professional manner, ensuring that any requests are 
responded to in line with current processes, or directed to the appropriate area or 
person for further action.  

• Model a supporter-centric approach to all activities to deliver a positive supporter 
experience through every touchpoint, ensuring relationship over transaction as a 
key outcome 

• Input into Donor Care metrics for reporting monthly/quarterly outcomes for the 
Fundraising team 

• Ensure that donor information packs are up to date and well-stocked. 

• Support with donor-related activities and engagement as needed. 

• Adhere to the Fundraising Institute Australia code of conduct. 

Administration 

• Manage incoming mail, including sorting and processing donations in the CRM 
database, and making necessary bank trips. 

• Ensure data capture and supporter contact information and communication 
preference requests are actioned in a timely, accurate and efficient manner and 
maintain a high level of data integrity, including the processing of returned mail.  

• Maintain records for BSL’s regular giving program. 

• Manage and reconcile electronic banking files. 

• Ensure processing of all reporting in a timely manner. 

• Provide reconciliation reports for Finance as required 

• Support the coordination and delivery of fundraising events. 

• Support other critical processes across the team as required. 

• Carry out such duties as are within the limits of his/her skill, competence and 
training. 
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Teamwork and Accountability  

• Work collaboratively within teams to achieve common goals  

• Demonstrate a commitment to BSL’s quality framework and culture by participating 

in and promoting quality actions through continual improvement activities 

• In collaboration with Donor Care Team Leader, set goals and objectives to ensure 

outcomes are met. 

• Model BSL’s values and adhere to the Code of Conduct in everyday work practices 

• Maintain a safe work environment and ensure steps are taken to prevent unsafe 

work practices in accordance with BSL policies and procedures. 

• Other duties as required.    

Scope of Responsibility 

• Direct Reports: NIL 

• Indirect Reports: NIL 

 

Key Selection Criteria 

 

Career Experience: 

• Experience managing customer relationships with a diverse range of donors and 
other stakeholders. 

• A high degree of donor management database literacy. 

• A demonstrated application of attention to detail. 

• Well-developed interpersonal and communication skills. 

• Prior experience working in a fundraising department and an understanding of 
fundraising principles would be advantageous. 

• Experience coordinating and delivering events, preferably fundraising events. 

• An ability to handle multiple tasks and see them through to completion. 
 

Personal Qualities: 

• An ability to work with minimal supervision as well as being part of a team. 

• Excellent time management skills including the ability to work to deadlines. 

• Self-motivated, organised and a confident relationship builder who has a passion 
for having positive phone conversations with donors. 

• A commitment to maintaining and supporting child safety, equity, inclusion, and 
cultural safety.  

• Understanding of and empathy with the values and ideals of the Brotherhood of  

St Laurence  
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Qualifications/other: 

• Suitable administration qualifications or relevant experience. 

• Proficient computer skills particularly within the Microsoft Office suite of 
applications. 

• Experience using Microsoft Dynamics donor management software, or similar, will 
be highly regarded. 

Mandatory Employment Criteria  

• Proof of eligibility to work in Australia is required. 

• A satisfactory Police Check is required - BSL will support successful candidates in 
this process.  

 

The description of the position is a guide to the duties of the professional activities 
needed to undertake the position successfully. A review of the position description 
may occur and may be amended from time to time. 




