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ROLE PROFILE

	TITLE: Global Digital Supporter Engagement Specialist

	TEAM/PROGRAMME: Global Communications and Engagement Team
 
	LOCATION: 
UK or any existing Save the Children International Regional or Country office Worldwide.  The role will involve up to 10% international travel.

	GRADE: B Mid – Senior level
	CONTRACT LENGTH: Open ended 

	CHILD SAFEGUARDING:
Level 2: either the post holder will have access to personal data about children and/or young people as part of their work; or the post holder will be working  in a ‘regulated’ position (accountant, barrister, solicitor, legal executive); therefore a police check  will be required (at ‘standard’ level in the UK or equivalent in other countries).



	ROLE PURPOSE:
Save the Children is looking to significantly increase our digital engagement with new and existing supporters to achieve our programmatic and advocacy goals.

Both raising funds and engaging with our supporters through campaigning in digital channels are key to delivering to the strategy. 

Therefore, it is a priority for National Save the Children Member Organizations (internally called “Members”) to add to the expertise in the international team to support the growth in this channel. 
This role sits within the Global Digital Engagement Team, headquartered in London, which provides strategic support and specialist technical guidance to our 27+ Members in Asia, Europe, Latin America and North America. This team also focuses on reaching out to new audiences and engaging with them in non-member markets with a special focus on a list of key markets. 

This is a unique opportunity for an ambitious Digital Supporter Engagement Specialist with experience using marketing automation tools to join our international team and bring about a change in the way Save the Children attracts, inspires and engages our supporters, who are critical to achieve our ambitions for children.
The post is responsible for:
· Supporting Members to achieve significant sustainable unrestricted income growth through engaging with new and existing supporters in digital channels with a special focus on lead generation and donor conversion/retention through marketing automation.
· Lead the development and manage the implementation of new lead magnets (hand raisers, petitions, quizzes, other…).

· Engage with the Global Fundraising Hub to integrate digital with other channels such us Telemarketing, Donor Development, Legacies and Mid/Major Donors.

· During the development of global campaigns, work within the campaign cluster to ensure lead generation tactics and assets are included in the campaign plan.

· Be aware of the sector latest trends in supporter engagement and lead innovation in this area.

· Lead strategic projects as requested by the Digital Public Engagement. 
In the event of a major humanitarian emergency or during members of the team’s leaves, the role holder may be expected to work outside the normal job description and be able to vary working hours accordingly.

This role will involve the opportunity to travel to support the set up and development of lead generation and conversion programmes in new markets as well as more established fundraising markets. 

 

	SCOPE OF ROLE: 
Reports to:  Head of Digital Public Engagement
Number of direct reports: None 

Budget Responsibilities: Indirectly responsible for meeting lead conversion and existing supporters engagement expenditure and income goals in assigned countries, in line with agreed international growth targets.



	KEY AREAS OF ACCOUNTABILITY: 
Direct Support to Members: Support new and existing markets where there is a Save the Children Member as and when required. 
· Work closely with relevant Senior Leadership, Digital Leads and Regional Heads of Market Development to develop and implement strategies to engage with new supporters and maximise the value of new and existing supporters databases to Save the Children with a priority on driving smart restricted (CEF) and unrestricted income
· Help to develop and optimise lead generation and conversion campaigns

· Support members to optimize their supporter journeys in their marketing automation platforms
· Help to set up and test new initiatives 
· Work with Members to develop business plans or investment cases either for national senior management/board support and buy-in and/or international funding through our grant and loan schemes

· Provide with hands on one-to-one members support at member request

· Help to hire local digital specialists by feeding into job descriptions, written tests and being part of the interview panel. 

· Help to design and manage lead generation and conversion and supporter engagement processes, platforms and systems to create a best in class supporter experience and maximise income and influencing impact
· Provide expertise to maximise the return on investment in supporter engagement expenditure
· Provide expertise to develop efficient supporter online and offline integrated journeys.

· Work with local markets to identify, engage and manage external partners and suppliers
· Support on and monitor performance of the investment in supporter engagement across markets

· Build preparedness plans to respond to emergencies with a specific focus on email/SMS marketing and the retargeting of existing supporters.

· During the development of global campaigns, be the linking person between Members and SCI department/Global Units to maximize the opportunity of engaging with existing supporters through digital channels
· Engage with the Global Fundraising Hub to integrate digital with other channels such us Donor Development, Legacies and Major Donors.

· Engage with the Advocacy and Campaign team to develop political petitions and supporter journeys related to them in support of our Global Campaigning work.

Strategic coordination with Market Developers (in the Global Fundraising Hub) and Fundraising Directors:  Work alongside Member Growth Regional Heads of Market Development and Fundraising Directors in key markets to identify needs, gaps and opportunities.

· Identify needs, gaps and opportunities

· Follow up on actions to drive forward programs and deliver to targets

· Evaluate programmes and suggest continuous improvement

· Other support as requested.

Global campaigns and moments. During the development of global campaigns, work within the campaign cluster to ensure lead generation tactics and assets are included in the campaign plan
This work would include:

· Feed in the campaign plan

· Lead the development and manage the implementation of new lead magnets (hand raisers, petitions, quizzes, other…) 

· Lead the development and manage implementation of supporter journeys (email and donation/sharing/thank you page copywriting)

· Provide members with toolkits to set up effective lead conversion journeys

Skill Sharing: Create closer links and greater dialogue between digital supporter engagement stakeholders. 
· Help agree and establish global standards, principles, governance and risk management 
· Create closer links between markets and encourage a globally aligned approach 
· Lead on any skill sharing event or initiatives to build digital capacity across the membership

· Identify successful individual initiatives that have potential to be successfully scaled in other markets and share them with these markets 

· Respond to requests for information from members on lead generation and conversion as appropriate

· Coordinate peer to peer exchange of expertise and promote talent management opportunities across the movement

· Coordinate between markets in the event of an advocacy emergency.
Knowledge Management: Provide a central point for knowledge management and sharing to improve the expertise and quality of supporter engagement across Save the Children. 
· Work with the Member Growth Data Analyst and all participating fundraising markets to collect, analyse and disseminate results for a bi-annual benchmark to key stakeholders. Complete the exercise on behalf of selected members
· Help to establish shared digital KPIs and benchmarks (both internal and external)

· Create centralised collation and dissemination of best practice across the membership

· Organise skill shares and other opportunities to share best practices 

· Responsible for keeping up to date the knowledge sharing platform on the international intranet 

· Best practices and experience from across Save the Children is easily accessible

· Optimised digital assets and approaches can be shared

· All members know that these materials exist and know how to access them

· Develop “How to guides”

· Oversee the development and creation of a tool kit of key materials needed to start and scale up lead generation and conversion programs.
· Identify successful individual initiatives that have potential to be successful in other markets and share them with these markets. 
Supplier Management: Ensure the most cost effective and results-focused deals for Save the Children. 
· Support in agency selection and oversight. Advise on negotiations and optimization of the relationships. 

· Support in marketing automation technology selection and contract development

· Work with Members to negotiate global contracts and SLAs where favourable to do so

· Manage relations with global partners and suppliers. 

External focus: Ensure that Save the Children is staying abreast of channel developments and optimising the channel for the organisation. 

· Be the international expert on existing supporters digital both internally and externally in order to share key learnings with markets who could benefit from that knowledge

· Keep up to date with relevant trends and use of the channel in the commercial and non-for-profit sector and harness this to inspire and bring about advances in Save the Children’s lead generation and conversion programmes.

	BEHAVIOURS (SCI Values in Practice) 
Accountability:

· holds self accountable for making decisions, managing resources efficiently, achieving and role modelling Save the Children values

· holds the team and partners accountable to deliver on their responsibilities - giving them the freedom to deliver in the best way they see fit, providing the necessary development to improve performance and applying appropriate consequences when results are not achieved.

Ambition:

· sets ambitious and challenging goals for themselves and their team, takes responsibility for their own personal development and encourages their team to do the same

· widely shares their personal vision for Save the Children, engages and motivates others

· future orientated, thinks strategically and on a global scale.

Collaboration:

· builds and maintains effective relationships, with their team, colleagues, Members and external partners and supporters

· values and champions diversity, sees it as a source of competitive strength

· approachable, good listener, easy to talk to.

Creativity:

· develops and encourages new and innovative solutions

· willing to take disciplined risks.

Integrity:

· honest, encourages openness and transparency; demonstrates highest levels of integrity



	QUALIFICATIONS 

· University degree in Marketing, E-Commerce or other relevant professional qualification or experience

· Chartered Institute of Marketing (CIM), Institute of Fundraising (IoF) or Institute of Direct Marketing (IDM) qualifications or overseas equivalent would be an advantage.



	EXPERIENCE AND SKILLS:
Essential

· Demonstrable experience designing and implementing lead generation and conversion programs (ideally within an international NGO). Proven success in delivering these programmes with demonstrated financial results.

· At least 1 year experience working at an international level.

· Experience of working in an advisory role with a diverse range of seniority levels and markets
· Solid knowledge and experience in email marketing and marketing automation at international level

· Proven project management skills delivering complex projects on time and on budget with a strong knowledge of all the financial aspects of digital fundraising/marketing including analysis of costs/income, ROI, conversion and attrition data and all other relevant KPIs 

· Knowledge of budgeting, planning and performance management of digital fundraising/marketing

· As well as technical expertise, an ability to describe complex or technical issues using terms a non-specialist can clearly understand.

· Capacity to build and maintain excellent relations and to work effectively in a multicultural and multi-ethnic environment respecting diversity

· Experience of working in a support role to a diverse range of fundraising markets

· Strong personal, organisational and self-management skills; with an ability to lead and work in teams and motivate others

· Ability to think critically, objectively, analytically and strategically, solve problems quickly and show initiative

· An assertive and persuasive negotiator

· A self-starter using initiative to see opportunities to achieve objectives in this role 

· Excellent communications skills, both written and verbal

· Strong IT skills particularly in Microsoft Word, Excel, Power Point and Outlook
· Ability to articulate the work of Save the Children with passion

· A willingness to travel to support members directly or to relevant events as required.
Desirable

· A solid understanding and experience of integrating digital with offline campaigns, especially Telemarketing. 
· Experience selecting and training external call centres and developing in-house telemarketing teams for lead conversion.
· Solid understanding and experience developing and optimizing lead generation websites.

· Solid understanding and experience developing multichannel supporter journeys.

· Solid understanding and experience using marketing automation platforms. 

· Solid understanding of web and CRM analytics.

· An understanding of working within a strategy to assess and make operational decisions

· An understanding of, or experience of, working within a team with knowledge management and skill sharing responsibilities equivalent in scale and focus to this role 

· Fluent in English with excellent writing and speaking mandatory, additional language skills such as Spanish would be an asset



	Additional job responsibilities

The job duties and responsibilities as set out above are not exhaustive and the post holder may be required to carry out additional duties within reasonableness of their level of skills and experience.

	Equal Opportunities 

The post holder is required to carry out the duties in accordance with the SCI Equal Opportunities and Diversity policies and procedures.

	Health and Safety

The role holder is required to carry out the duties in accordance with SCI Health and Safety policies and procedures.

	Child Safeguarding:

We need to keep children safe so our selection process, which includes rigorous background checks, reflects our commitment to the protection of children from abuse.

	Safeguarding our Staff:

The post holder is required to carry out the duties in accordance with the SCI anti-harassment policy
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