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DEVON WILDLIFE TRUST
APPOINTMENT OF 
MEMBERSHIP & SUPPORTER 

DEVELOPMENT ASSISTANT (TEMPORARY)



INTRODUCTION
Devon Wildlife Trust (DWT) is a charity that exists to protect and enhance Devon’s wildlife and natural environment.  It has a membership base of approximately 17,000 households, the majority of these make membership payments by Direct Debit on an annual or monthly basis.  These members provide the unrestricted income that enables DWT to fulfil its aims and objectives in areas where other income types can be difficult to achieve.  

This new post has been created to provide additional temporary support to the Membership & Supporter Development team.  The next 12 months will be a busy time for the team as they lead the implementation of a new Customer Relationship Management (CRM) system across DWT.  This post will backfill some of the team’s administrative processes to ensure a continued high standard of customer service during this period of change.

________________________________________________________________________

THE ORGANISATION

Devon Wildlife Trust (DWT) is a charity that exists to protect and enhance Devon’s wildlife and natural environment.  It has 80 staff, 50 nature reserves, 350 regular volunteers and a turnover of approximately £4million.  It has eight offices including its headquarters at Cricklepit Mill.  
DWT is one of 47 Trusts which together make up The Wildlife Trusts, a national partnership of independent local Trusts active in all aspects of wildlife conservation.  DWT is one of the larger Trusts.
Essentially, all the partners manage high wildlife value sites, collect species and habitat data, give advice to owners and managers of sites of high conservation value, make the case for conservation when key decisions are being taken and, where possible, encourage people to experience and value wildlife.  To help unify the partnership, all this work is carried out under the banner of Living Landscapes and Living Seas.

What is new about Living Landscapes and Living Seas is the scale of the thinking.  Past approaches were fragmentary and diffuse.  The new approach works on a larger (‘landscape’) scale bringing to bear all the essential skills listed above in one co-ordinated endeavour.

DWT’s work is divided into three directorates.

The Conservation & Development Directorate includes Conservation Advocacy, Land Management and Business Development.  

The Conservation Advocacy team promotes and supports the sustainable use of Devon’s natural resources, covering the advocacy and strategy component of the Living Landscapes and Living Seas work.  It has a core staffing essentially dedicated to engaging with the county conservation networks, influencing new development and keeping up with the thinking behind and approaches to nature conservation.  Most of our Education resources are based in this team working with schools across the county.

The Land Management team works to secure the management of Devon’s key wildlife sites for optimum biodiversity, covering the conservation land management and advice component of the Living Landscapes work. It has a core staffing primarily dedicated to working on DWT’s nature reserves but also includes an expert in Advisory work.  

The function of the Business Development team is a new and growing area of DWT’s work. Its goal is to generate non-fundraised income and project manage significant internal development initiatives.  

DWT’s flagship species conservation projects; Devon Greater Horseshoe Bats and the River Otter Beaver Trial also sit within this directorate.

The Conservation & Development Directorate also maintains oversight of the Devon Biodiversity Records Centre, a partnership venture whose purpose is to achieve and maintain comprehensive, up to date and rigorous information on the state of Devon’s natural environment, particularly wildlife habitats and species.

The Resources & Marketing Directorate includes the Fundraising, Communications, Membership and Supporter Development, Finance and HR and Central Services teams.

The Fundraising team is responsible for securing financial (and sometimes material) resources and managing DWT’s relationship with funders.  This includes membership, grants from funding bodies and corporate sponsorship. 

The Communications team is responsible for promoting DWT and its work; securing contact, in effect.  It covers publications, media, interpretation, the web and events.

The Membership and Support Development team are responsible for recruiting and support our members.

The Finance and HR and Central Services teams support the smooth running of the organisation and the latter includes governance and volunteering.

The Commercial & Operations Directorate oversees the delivery of large-scale projects including Working Wetlands and the Northern Devon Nature Improvement Area Project.  The Facilities team also sits within this directorate.
It also incorporates DWT’s trading subsidiaries; Devon Wildlife Enterprises Limited (DWE) and Devon Wildlife Services Limited (DWS).  DWE’s work focuses mainly on providing wildlife consultancy services, but it has also taken on work in other areas such as interpretation.  DWS is the operator of Seaton Jurassic, our flagship Visitor Centre in East Devon.
DWT strives always to build and maintain a high profile in the County.  It raises and manages well over two million pounds a year and engages with a range of external 
organisations.  It has a membership of around 31,000 and works extensively with volunteers, some of whom are organised into Local Groups around the County.

DWT has its headquarters at Cricklepit Mill Visitor Centre in Exeter.  It owns Woodah Farm in the Teign valley and Meeth Quarry Nature Reserve where it bases its nature reserves operations and stages events.  It also owns a property at Cookworthy near Holsworthy which provides office and storage space for its activities in the northern part of the County and another small office facility at Marsland in the extreme North West.  DWT also has a presence at Wembury Marine Centre and two further offices in Exeter.

DWT achieved Investor in People standard in 2000 and continues to maintain it, the most recent review having taken place in 2013.  DWT has also achieved the Investor in Volunteers standard.

DWT strives to be an equal opportunities employer.
THE JOB 
1. Job Purpose 
To provide support to the Membership & Supporter Development team ensuring all new member processes are completed accurately, within agreed timescales and that high levels of customer care are maintained. 
2. Dimensions 
· This post is a part-time (22.5 hours per week) temporary role based at Cricklepit Mill.

· Member of the Membership & Supporter Development team which is part of the Resources & Marketing Directorate and will be line managed by the Supporter Care Co-ordinator.

· The post holder has no line management responsibility.

· The post holder has no budgetary responsibility.

3. Principal Accountabilities
The most important tasks that the post holder will be expected to undertake in his/her day to day work are: -

· Process new membership requests, including setting up memberships on the database and sending out welcome packs within agreed timeframes;
· Import and review the weekly data file provided by our membership recruitment agency sending out confirmation letters to new members within agreed timeframes;
· Frequently checking, throughout the day, the supporter care team inbox and responding to the many emails/orders that come in as appropriate;
· Process merchandise orders from our website, such as our adopt an animal scheme;

· Ensure regular adoption scheme updates and renewal letters are sent out;

· Ensure membership renewal and reminder letters are sent out;

· Recording responses to our membership exit survey and ensuring any comments/queries are dealt with appropriately;

· Maintain very high customer care levels and ensure that all member communications (phone, written and face to face) are to a very high standard;
· Provide general team administrative support as required.

In the course of delivering this work the postholder will need to have regard to: -
· The need to act as champion for DWT’s standards and values;

· Be willing to undertake other tasks as reasonably requested.

4. Person Specification 
	
	Essential
	Desirable

	Skills & attributes
	Excellent IT skills including Microsoft Office
	European Computer Driving Licence

	
	Ability to work on own initiative
	

	
	Flexible attitude to work, able to work as a member of a team
	

	
	Organised and able to prioritise work
	

	
	Excellent communication skills both written and verbal
	Confident and able to deal with a varied group of people

	
	Committed to delivering a high standard of customer service
	

	Knowledge & qualifications
	GCSE Standard English & Maths
	NVQ in Business Administration

	
	
	Knowledge of wildlife nature conservation in Devon

	Experience
	Experience of working with databases and/or spreadsheets


	Previous experience of working within an organisation that runs a membership scheme

	
	Experience of customer service and/or working with the public
	Experience of working with and/or supporting volunteers

	
	
	Experience of supporting public events


5. Reporting Structure

6. Working Relationships

Internally the postholder will work closely with:

· Colleagues within the Resources & Marketing Directorate 

· Membership team volunteers

Externally the post holder will work with:

· DWT’s Members, Supporters and visitors to Cricklepit Mill

· Membership recruitment agency

· Database provider

7. Key Challenges
· Import and process the weekly data file provided by our membership recruitment agency.
· Process new membership joining forms from our website. 
· Process merchandise orders such as our adopt an animal scheme from our website.
· Ensure membership renewal and reminder letters are sent out as required.
· Frequently checking, throughout the day, the supporter care team inbox.
________________________________________________________________________
BRIEF SUMMARY OF TERMS OF EMPLOYMENT

DWT is committed to providing the best terms and conditions of employment that it can and arrangements which promote an appropriate work/life balance for its staff.  It has adopted some arrangements which can help staff to achieve their preferred balance such as part-time working, flexibility in working hours, a time off in lieu system and flexible leave arrangements.  

· Length of contract: the post is being offered as a fixed term contract until 31 December 2020.

· Location: the post is based at Devon Wildlife Trust, Cricklepit Mill, Commercial Road, Exeter,  EX2 4AB
· Salary is £15,664 to £16,325 (pro rata) on Grade Support of DWT's salary scale.  
· Working hours are 22.5 hours a week, flexitime, the parameters of which are Monday – Friday flexible bands 0800-1000 and 1500-1900, core time 1000-1200 and 1400-1500, a minimum of 30 minutes lunch break.
Attendance may occasionally be required at evening meetings; no overtime will be payable but time off may be taken in lieu under DWT’s authorised overtime system.
· Holidays:  25 days (pro-rata) a year of paid leave including 3-4 days to be taken between Christmas and New Year so that DWT’s office remains closed throughout.
· Travel: all reasonable travel costs incurred as part of the job will be reimbursed within DWT's approved rates.
· Benefits:  DWT contributes 5% of salary to a personal pension scheme (following a three month postponement period).
· Probationary period:  The appointment will be subject to a three-month probationary period.
· Notice period:  during the probationary period, notice will be one week by either party.  On satisfactory completion of the probationary period this will increase to one month by either party.

· Privacy notice: DWT is committed to protecting the privacy and security of your personal information. A full copy of DWT’s privacy notice can be obtained from our website (in the downloads section of the advert for this post).
________________________________________________________________________
RECRUITMENT PROCESS
DWT’s recruitment and selection process aims to select the applicant whose qualifications, experience, knowledge and abilities most closely match the requirements of the post as set out in the Person Specification.  
How to Apply

To apply for this post please complete the attached application form and send to Hannah Andrews at the address below or alternatively e-mail your application to jobapps@devonwildlifetrust.org.  This should be accompanied by a covering letter of not more than two sides of A4 which you should use to demonstrate how you meet the requirements of experience, knowledge and skill as set out above.  You may submit a CV but the application form must be completed in full.  Please mark your letter ‘private’.

Please note that we can only accept applications in Microsoft Word or PDF format.

The deadline for receipt of applications is midnight on Sunday 17 November.  

Interviews

Interviews will be held on Thursday 28 November.  It is hoped that the successful candidate will be able to take up the post in January 2020.
The interview panel is normally made up of two or three people.  The purpose of the interview is to allow us to ask questions to expand on the information which you have provided on your application form so that we can make a judgement on the extent to which you meet, or exceed, the selection criteria for the post.  We aim to do this objectively and fairly and the questions we ask will be specifically aimed to test the selection criteria. 
In order to provide us with as much information as possible about each candidate’s abilities we may ask you to carry out a job related selection exercise.  You may be asked to prepare this beforehand, in which case we will send you details prior to the interview date or to carry out the exercise on the interview day.  

If selected for interview you will be required to present documentary evidence to confirm qualifications identified in your application.  These will include your Degree (or similar qualification) and any other qualifications you hold related to this post.

We regret that, for financial reasons, we are unable to respond to all applicants individually.  If you have not heard from us by Monday 25 November please assume that we will not be calling you for interview.   
Thank you for your interest in Devon Wildlife Trust.
Director of Resources & Marketing





Membership & Supporter Development Team Leader





Supporter Care Co-ordinator





Membership & Supporter Care Assistant





Membership & Supporter Care Assistant
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