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POSITION TITLE: 	Supporter Engagement Manager
DEPARTMENT:		Fundraising and Engagement
DATE:			February 2026
REPORTS TO:		The Head of Fundraising, Insights and Growth
FTE:				Full Time
LOCATION:			Richmond, Melbourne (Hybrid)

CBM AUSTRALIA
CBM Australia is Christian international development organisation with a focus on disability. We have more than 115 years’ experience developing proven community-based programs that help millions of people with disabilities benefit from real and lasting change. We work alongside people with disabilities living in the world’s poorest places to fight poverty and exclusion and transform lives. 

ORGANISATIONAL VISION
An inclusive world in which all people with disabilities enjoy their human rights and achieve their full potential. 

ORGANISATIONAL MISSION
CBM is fighting to end the cycle of poverty and disability.

GROUP/DEPARTMENTAL OBJECTIVE
Engage and mobilise the Australian public including CBM supporters through powerful storytelling, relationship building and partnerships with the sector, government and the community to generate vital income, support and action for our mission.

TRAVEL
This role may require occasional domestic travel to support program delivery, agency partnerships, and field visits. Interstate travel may be required from time to time.

SAFEGUARDING OF CHILDREN AND VULNERABLE ADULTS
CBMA is committed to the protection and safety of all children and vulnerable adults that come into contact with our organisation and programs. All staff are required to understand and comply with CBM Australia’s Safeguarding Policy and Prevention of Sexual Exploitation, Abuse and Harassment Policy, Code of Conduct and Safeguarding Behaviour Statement.

POSITION SUMMARY
This role leads CBM Australia’s supporter engagement and experience function, with strategic ownership of supporter satisfaction, Net Promoter Score, and voice of the supporter insights across the Fundraising, Insights & Growth team. Operating through the Supporter Relationships Team (SRT), the role drives personalised engagement programs, inbound supporter service operations, and systematic capture of supporter feedback to inform campaign strategy and product development. With accountability for team performance, service quality, and supporter experience metrics, the role develops and executes engagement strategies across retention, reactivation, and acquisition support while ensuring compliance with fundraising regulations and consent protocols.

RESPONSIBLE FOR
This role is responsible for CBM Australia’s supporter engagement and experience strategy, including ownership of supporter satisfaction measurement, Net Promoter Score programs, and cross-functional voice of the supporter insights that inform campaign strategy and product development across FIG. Operationally, the role leads SRT operations across inbound and outbound channels, team leadership and performance, call strategy development, external telemarketing partner management, and service quality standards. The role manages campaign data coordination with the Data & Insights function, oversees volunteer calling programs, and ensures compliance with fundraising regulations, Australian Privacy Principles, PCI standards, and supporter consent protocols.

REPORTS TO
The Head of Fundraising, Insights and Growth

SUPERVISES
Supporter Relationships Team (approx. 6 direct reports, plus volunteer callers)

This position operates as a senior functional manager with accountability for SRT operations, team performance, and cross-functional supporter experience and satisfaction outcomes. The Supporter Engagement Manager works to approved plans and strategies in close collaboration with the Head of FIG, and provides day-to-day leadership, coaching, and performance management to the SRT. The role works collaboratively with the Fundraising Manager, Acquisition & Growth Manager, and Regular Giving Lead to align SRT activity and supporter experience priorities with campaign activity, and with Data & Insights for segmentation, targeting, and performance analytics.

MAIN ACTIVITIES
· Own the supporter satisfaction and Net Promoter Score measurement program, including survey design, implementation, analysis, and presentation of findings and recommendations to FIG leadership and broader stakeholders
· Lead the voice of the supporter function across FIG, synthesising supporter sentiment and feedback from SRT interactions, HelpScout email themes, social media community, complaint patterns, and campaign feedback into regular reporting that informs product development, campaign strategy, and value proposition design
· Act as the supporter experience champion across FIG, reviewing supporter journeys, identifying friction points across channels and touchpoints, and advocating for supporter-centric improvements in campaign design and delivery
· Lead, coach, and develop the Supporter Relationships Team, setting clear performance expectations, conducting regular coaching sessions and performance reviews, and ensuring appropriate staffing and scheduling across varied working arrangements 
· Oversee inbound supporter service operations across phone, email (using the HelpScout platform), and social media community, managing service KPIs including grade of service, response times, first call resolution, and supporter satisfaction scores 
· Develop and implement call scripts, conversation strategies, and engagement frameworks for retention, reactivation, acquisition support, churn prevention, and major donor cultivation campaigns 
· Manage telemarketing campaign operations including campaign setup, data briefs, call attempt parameters, and Rapport CMS configuration; coordinate campaign data requirements with Data & Insights including monthly and weekly data drops 
· Coordinate outbound calling programs aligned with broader FIG activity, including warm campaign support, arrears recovery, reactivation programs, regular giving conversion, and ad hoc campaigns such as tax time and Christmas 
· Manage the external telemarketing partner relationship, including campaign oversight, inbound overflow coordination, call quality assurance monitoring, performance reporting, scripting, and invoicing 
· Champion supporter experience across all SRT interactions, contributing to supporter satisfaction and NPS (or similar) targets; manage complaints, escalations, and sensitive caller situations with appropriate protocols
· Develop systematic processes to capture, document, and share voice of donor insights from SRT interactions, contributing supporter feedback to inform product development, campaign strategy, and value proposition design 
· Drive innovation and technology adoption to enhance team effectiveness, including telephony platform management, AI-enabled quality monitoring, auto-dialler evaluation, and CRM workflow optimisation 
· Coordinate volunteer calling programs, ensuring volunteers are trained, supported, and integrated into campaign activity 
· Partner with the Fundraising Manager, Acquisition & Growth Manager, and Regular Giving Lead to align SRT activity with campaign calendars, audience strategies, and supporter lifecycle priorities 
· Manage SRT operational budgets and ensure compliance with fundraising regulations, PCI standards, privacy legislation, and supporter consent protocols

KEY SKILLS/QUALITIES
· A minimum of 3–5 years' experience leading telemarketing, contact centre, or supporter engagement teams within a fundraising or customer engagement environment 
· Proven track record managing both inbound service operations and outbound campaign delivery 
· Demonstrated experience in team leadership, coaching, and performance management across varied working arrangements 
· Experience managing external telemarketing or contact centre partners, including performance monitoring, call QA, and contract management 
· Experience in campaign operations including data management, scripting development, and telephony/CRM platform administration 
· Experience in supporter experience or customer experience management, including satisfaction measurement, and NPS programs
· Strong understanding of fundraising compliance, Privacy Principles, PCI standards, and ethical standards 
· Strong analytical skills with the ability to translate supporter feedback, satisfaction data, and call insights into actionable recommendations
· Experience in financial analysis and budget management for operational teams 
· Results oriented with strong planning, organisational skills, and attention to detail 
· Excellent communication skills — verbal and written 
· A natural coach and people leader with the ability to motivate, develop, and inspire team members 
· Telemarketing, contact centre, or supporter engagement management experience (essential) 
· Fundraising or NFP sector experience (essential) 
· CRM platform experience, e.g. Blackbaud, Salesforce
· Business, Marketing, Communications or related qualification (desirable) 
· Commitment to and ability to demonstrate and display CBM Australia's values and behaviours 
· Enthusiasm for the mission of CBM Australia and alignment/comfort with being part of a faith-based organisation

INTERNAL CONTACTS
Head of Fundraising, Insights & Growth, Fundraising Manager – Retention & Lifecycle, Acquisition & Growth Manager, Regular Giving Lead, Data & Insights Lead, Data & CRM Analyst, Fundraising Specialist – Retention & Events, Marketing and Communications team, Finance (invoicing), ICT, Volunteer Coordinator, and key staff across Fundraising & Engagement.

EXTERNAL CONTACTS  
External telemarketing partner (currently Unity4), telephony/teleworker technology providers, CRM account managers, training providers, and fundraising compliance bodies.
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