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JOB DESCRIPTION

JOB TITLE:  Reception and Supporter Administrator

This role plays a vital part in supporting the Income Generation team to deliver exceptional fundraising activities and supporter experiences. You will support our main Hospice Reception and provide excellent service for families and supporters. You will give administrative and operational support across campaigns, events, donation processes and retail and volunteering activities. Working closely with colleagues and volunteers, you will help maintain accurate systems, coordinate resources, and act as a key link between departments to achieve Claire House’s fundraising goals.

PART 1: JOB PROFILE 

1. Main Purpose of Job 
· Work flexibly within a centralised admin team, supporting fundraising, volunteering, and retail functions as priorities shift. 
· Participate in the implementation of process improvements and automation, adopting new systems and ways of working as required. 
· Maintain a professional presence at reception, ensuring that volunteers are supported to achieve their tasks. 
· Support the wellbeing of colleagues by contributing to a positive, sustainable team culture. 
· Be open to trialling new approaches, adapting to organisational change.

2. Position of the role in Claire House 
The jobholder reports to the Reception and Admin Manager

3. Main Duties and Responsibilities
Reception & Front-of-House (30%)
· Deliver an excellent reception service to all families, visitors, supporters, and staff, ensuring a positive and professional experience.
· Manage visitor logs/systems, issue badges, and maintain a welcoming, tidy reception area.
· Handle telephone and email enquiries efficiently, directing queries to the appropriate departments.
· Coordinate and train reception volunteers, ensuring adequate cover and high standards of service.
· Organise and assist with meetings, tours, and events as required.

Administrative Support (30%)
· Deliver high-quality administrative assistance for campaigns, events, hospice tours, and other Income Generation activities.
· Assist with planned communications and ensure supporters receive accurate and relevant Claire House messaging.
· Coordinate online and offline donation processes, monitor and action requests from fundraising inboxes, and maintain accurate CRM records.
· Prioritise and delegate tasks to volunteers, providing training to enable them to deliver exceptional service aligned with Claire House values.
· Ensure a positive experience for all visitors and supporters, manage office operations including stock control, merchandise, and postal services.
· Act as the primary contact between Fundraising, Retail, Volunteering and other departments such as Care and Central Support Services to support seamless collaboration.
· Manage stock checks, supplies, and general office resources.
· Represent the charity at events as and when required. When activity is on weekends or in the evening, time off in lieu (TOIL) will be given.

Retail Administration (20%)
· Reconcile shop paperwork and forward monetary documents to the finance team.
· Manage retail tip passes, complaints process and incident reporting.
· Support retail marketing activities, including poster creation and calendar management.
· Collate weekly wages and monthly reporting.
· Collate monthly utilities reads from shops and process related invoices accordingly.

Volunteer Administration (20%)
· Respond to volunteer enquiries, process applications, and support onboarding/offboarding processes including printing ID badges, DBS, reference and license checks.
· Maintain volunteer records and assist with stewardship and communications.


General Claire House Requirements
The post holder must act at all times in a professional and responsible manner and have due regard to confidentiality and Health & Safety legislation.
This is an outline job description and should not be regarded as an inflexible specification.  Responsibilities will be reviewed periodically in line with service priorities and duties may change or new duties be introduced after consultation with the post holder.  As a term of your employment, you may be required to undertake such other duties, such as link roles, and/or hours of work as may reasonably be required, commensurate with your general level of responsibility with the organisation, at your initial place of work or at any other of the Claire House establishments.
DBS level: Standard
Our working premises are no smoking areas.






Person Specification
Job Title: Reception & Supporter Administrator

	
Criteria
	
Essential
	
Desirable


	Qualifications & 
Special Training & Education
	· Good general standard of education (GCSEs including English and Maths, or equivalent).
	· Relevant administrative or IT qualifications desirable.


	Knowledge & Experience
	· Demonstrable experience in administrative, reception, or customer-facing roles.
· Experience in coordinating volunteers or managing tasks within a team setting.
· Competence in using CRM systems and Microsoft Office applications (Word, Excel, Outlook).
	· Previous experience in fundraising or within the charity sector. 
· Familiarity with data protection and GDPR compliance in a fundraising context. 


	Skills & Abilities
	· Strong organisational and administrative skills with the ability to manage multiple priorities. 
· Excellent communication and interpersonal skills to engage supporters, volunteers, and colleagues effectively.
· Ability to work independently and as part of a team.
· Proven ability to deliver outstanding customer service in a professional environment.
· Ability to work collaboratively across teams and build positive relationships.
· Attention to detail and accuracy in handling data and financial processes.
	· Ability to contribute ideas for improving supporter engagement and operational efficiency.

	Personal Qualities
	· Positive, enthusiastic, and professional attitude.
· Flexible, adaptable, and proactive approach.
· Commitment to confidentiality and organisational values.
· Ability to engage and build relationships with a diverse range of people.
	

	Special Circumstances / Additional Requirements
	Willingness to work flexibly, including occasional evenings or weekends.
	Driving licence desirable.
DBS check may be required
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