
 

Position Title Data and Supporter Care Coordinator 

Location Coastguard New Zealand – National Office, Parnell, Auckland 

Position Type Permanent, Part-Time (32 hours) 

Purpose To process supporter data, provide supporter service, and contribute to 
reporting, analysis and stewardship activities. 

Reports to Fundraising Manager 

Functional 
Relationships 

Coastguard staff, supporters, volunteers and suppliers. 

 
 
COASTGUARD VISION AND MISSION 
 
Our Vision 
No boaties’ lives lost at sea 
 
Our Mission 
To be the ‘go to’ people for marine safety, education and search and rescue services 
 
ROLE OVERVIEW 
 
The Data and Supporter Care Coordinator plays a vital role in maintaining accurate records and 
ensuring our supporters have a positive and rewarding supporter experience. The role is responsible 
for maintaining accurate and up-to-date supporter and donation data in Coastguard’s Microsoft 
Dynamics CRM database, undertaking friendly and professional interactions with Coastguard 
supporters by phone, email and mail, and contributing to reporting and analysis of Coastguard’s 
fundraising programmes. 
 
The position will focus on individual giving activity, including Coastguard’s regular giving, appeals, 
newsletter and lottery programmes. 
 
 
RESPONSIBILITIES 
 

1. Donation processing 

 Set up and maintain regular gifts in Microsoft Dynamics CRM and payment systems. 

 Process fortnightly and ad-hoc donation payment runs. 

 Manage regular giving rejections activities including outputting data, retrying dishonoured 
debits and processing rejection activity outcomes. 

 Process other sources of donation and supporter data when required, including one-off 
donations, direct credits and survey responses. 

 
Performance criteria: 

 New regular gifts are set up accurately within 48 hours of receipt. 

 Payment run procedures are completed within 5 calendar days of payment date, and to a 
high degree of accuracy. 

 Rejections activities are completed on time. 
 
 



 

2. Supporter care and development 

 Respond to inbound calls and emails, answering questions or referring to other teams. 

 Proactively call supporters to thank them or to solve any issues with their donation. 

 Issue welcome packs, postcards and receipts, and coordinate small in-house mailings. 

 Support fundraising team by allocating calls and making notes in Microsoft Dynamics CRM. 

 Participate in supporter events and other stewardship activities as required. 
 
Performance criteria: 

 Interactions with supporters are warm and professional at all times. 

 Packs are issued on time and to a high presentational standard. 

 Supporter stewardship procedures are adhered to and interactions recorded on database. 
 
 

3. Data imports, exports and enhancements 

 Move data between databases, using Microsoft Dynamics CRM tools, Excel and other 
software to clean data for imports and exports. 

 Export segmented lists for use in fundraising campaigns, including direct mail and phone. 

 Follow agreed standards for the secure transmission of data. 

 Troubleshoot deliverability issues including bounced emails and goneaways. 

 Schedule and perform data cleaning and enrichment tasks. 
 

Performance criteria: 

 Imports and exports are carried out to a high standard, per Coastguard procedures. 

 Inaccurate or updated supporter data is entered into CRM within 48 hours of notification. 

 Data maintenance jobs are performed on time, methodically and to a high standard. 
 
 

4. Database processes and procedures 

 Follow or contribute to the development of procedures to ensure accurate and timely 
records are maintained in Microsoft Dynamics CRM. 

 Update or contribute to staff user guides, to ensure procedures are clearly defined and 
documented. 

 Contribute to database development projects as agreed with manager, including identifying 
gaps and efficiencies, suggesting improvements and testing new and existing processes. 

 
Performance criteria: 

 Outbound and inbound interactions are recorded in the database in the agreed format. 

 CRM user manuals and procedures relating to the role are up to date and written in clear, 
precise language. 

 
 

5. Reporting and analysis 

 Produce regular reports on Coastguard fundraising, supporters and finance using Microsoft 
Dynamics CRM reporting tools and Excel. 

 Compile and distribute reports on fundraising outcomes to agencies and suppliers. 

 Contribute to improving the content, presentation and accuracy of reports. 
 
Performance criteria: 

 Reports are completed accurately and on time. 

 Information is presented in an appropriate format for management and Board. 



 

 
 

6. Team work 

 Participate and work co-operatively as a member of the Fundraising and Communications 
team, and the wider Coastguard team when required. 

 Assist others to problem solve and meet their performance objectives. 

 In conjunction with the Fundraising Manager, show colleagues and volunteers how to use 
Microsoft Dynamics CRM and other fundraising systems. 

 Work collaboratively with office volunteers, providing direction, support and training. 

 Be involved in projects and/or project management as requested by the CEO, or Head of 
Marketing and Fundraising, in order to assist in the smooth operation of the Marketing and 
Fundraising Team. 
 
Performance criteria: 

 Contribution to team cohesion, productivity and effectiveness. 

 Manage small projects undertaken by office volunteers. 

 Assist with and answer ad-hoc queries from staff and volunteers, escalating issues to 
manager as appropriate. 

 
 
COMPETENCIES 
 

 A highly organized self-starter, able to work independently and as part of a team. 

 Outstanding attention to detail and highly accurate data entry skills. 

 A friendly and professional verbal and written manner. 

 Experience of using fundraising/sales/marketing databases, preferably Microsoft 
Dynamics CRM, and some understanding of supporter segmentation and direct 
marketing. 

 Excellent computer skills including in particular Excel data, analysis and reporting 
functions. 

 Good time management skills, ability to prioritize and complete tasks, and a methodical 
approach. 

 A positive team player with a proactive attitude. 
 
 

QUALIFICATIONS 
 

 At least three years’ experience in data handling and donation/sales/customer data 
processing in a non-profit or commercial organization. 

 At least two years’ experience of providing verbal and written customer/supporter 
service. 

 
OTHER ATTRIBUTES 
 

 Commitment to Coastguard’s values and mission 

 Good sense of humour 

 Good judgment 

 High level of professionalism   

 Desire to make a difference in the charity sector 
 



 

 


