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Job Description

Job Title: 
Outbound caller (part time)
Team:

Oxfam Contact Centre team
Reports to:  
Contact Centre Team Leader 
Department: 
Marketing
Location:
Oxfam New Zealand Auckland office
BACKGROUND

Oxfam New Zealand is part of a global organisation dedicated to overcoming poverty. In a world rich in resources, we believe that extreme poverty is an injustice that can be overcome.

Working with people caught in extreme poverty in many overseas regions, we provide practical support to achieve essentials such as safe water, basic education and a reliable food supply. And when natural disasters or conflicts strike, Oxfam is there, not only to save lives but to help communities recover. We also ensure there are lasting solutions by advocating for change to the structures and policies that keep communities in poverty.
Oxfam New Zealand has an ongoing annual income of around $10 million. More than half of the annual income is donated by around 20,000 financial contributors amongst the New Zealand public. The Outbound Callers play an essential part in growing Oxfam’s support base, directly enabling more assistance to families living in extreme poverty.
The Oxfam Contact Centre is a team of four part-time staff, and forms an important part of the Supporter Relations Team.  The primary role of the Contact Centre is to have direct, outbound phone contact with Oxfam supporters by phone, inform them of the work Oxfam is doing and encourage them to increase their support for our work by either joining the regular giving programme, Oxfam + me, or by increasing the amount they already donate. 
JOB PURPOSE
To engage and keep supporters informed about Oxfam’s work, provide quality services to regular supporters of the Oxfam+Me programme, meet ongoing performance targets and properly record the outcome of calls on the Oxfam marketing database. 

PRIMARY RESPONSIBILTIES
	Call organisation
	· Make outbound calls as scheduled by the Team Leader from the data supplied from Oxfam’s Marketing database (Raisers Edge).
· Meet fundraising and quality targets as established by the Team Leader.
· Ensure outcomes of each call are accurately recorded on the Raisers Edge database. 



	Upgrade calling
	Upgrade the targeted amount of supporters to increase their regular contribution to Oxfam. This involves:
· Calling existing supporters to thank them for their support. 
· Inspiring supporters about Oxfam’s recent work.
· Informing supporters of the difference they can make by increasing their contribution to Oxfam’s giving programmes.


	Conversion calling
	Sign up targeted Oxfam supporters to the Oxfam+Me regular giving programme. This includes:
· Calling supporters that have supported Oxfam e.g. by giving one-off gifts.
· Informing the supporter about Oxfam’s recent work.
· Informing the supporter of the difference they can make by joining Oxfam’s regular giving programme, Oxfam+Me.
· Obtaining sign ups on the phone via credit card or paperless direct debit.


	Lapsed supporter calling
	Restart targeted supporters to give to Oxfam on a regular basis. This involves:

· Calling supporters who have previously contributed to Oxfam but no longer do so.
· Thanking the supporter for their previous support. 
· Informing the supporter about Oxfam’s recent work 
· Inspiring the supporter of the difference they can make by rejoining Oxfam’s regular giving programme.
· Obtaining sign ups on the phone via credit card or paperless direct debit.



 

COMPETENCES

Qualifications, experience and knowledge
· Proven success in a telephone fundraising (or telesales) environment 
· Experience of handling personal and confidential information

· Experience of working in a target driven environment 

· Experience of using Microsoft Excel and databases is preferred

Professional skills

· Good general computing skills including accurate data entry

· Excellent telephone communication skills
Personal Attributes

· Outgoing personality
· Active team member
· High level of attention to detail

· Enthusiasm, confidence and maturity

· Sensitivity in dealing with supporters and their individual needs

· A commitment to the ideals and values of Oxfam
HOURS

This is a part time role, working 5.00pm to 8.00pm for two evenings per week, normally Tuesdays and Thursdays. 
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