
AOTEAROA

Job Title Telefundraising Manager

Contract Type Permanent full time

Department/Team Fundraising

Reports to Fundraising Director

Direct Reports Telefundraising Performance Coach, Senior Team Leader,
Telefundraising Team Leaders.

Key Relationships People & Culture team, Data & Insights team, Fundraising Managers,
Product Owner, External relationships as required.

PURPOSE OF THE ROLE

The Telefundraising Manager is responsible for the strategic leadership and successful day to
day operation of our Telefundraising programme. They are responsible for ensuring that we are
reaching our overall Telefundraising KPIs in the three strategic areas of fundraising which are
recruiting new supporters, maintaining continued support, and upgrading the support of existing
donors. This role oversees the resourcing, workflow, and performance of the team, including line
management of the Telefundraising leadership team.

The ideal person for this role has experience in individual giving fundraising, and proven
leadership experience in a sales and target driven contact centre environment. This person will
be passionate about the supporter experience and ensuring that our team is consistently
providing exceptional interactions for our supporters.

ABOUT THE TEAM

The Telefundraising team is made up of Telefundraisers who are based in the Auckland office,
and a network of remote Telefundraisers across the country. The team is part of the Fundraising
Department which is made up of the following other teams Philanthropy, Data & Insights,
Supporter Relations, and Digital Marketing.

Our vision as a fundraising team is to deliver to our supporters inspiring experiences of
Greenpeace and our campaigns to truly engage them. We align our fundraising activity with
core Greenpeace campaigns, to ensure we create maximum campaign impact.

ABOUT GREENPEACE
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Greenpeace Aotearoa is an independent environmental campaigning organisation. Our mission
is to protect Earth’s ability to nurture life in all its diversity. Our power is in collective action.
Together we challenge the power of big polluters and corporate influence. And we work together
to drive systemic change, to transform the ways we feed and fuel our world to ones that work
with nature, and not against it.

People power is at the heart of our campaigning and fundraising. We don’t accept donations
from government or business. This means we are entirely funded by the generous donations of
our individual supporters (and a small amount of foundation income). Our power as an
organisation comes from the fact that when we advocate for the wellbeing of the environment
we do so with the support of tens of thousands of supporters.

Greenpeace Aotearoa is committed to honouring Te Tiriti o Waitangi, and respecting tino
rangatiratanga. As such, we are collectively responsible to keep Te Tiriti front of mind and
identify ways that we can uphold our commitment to honouring Te Tiriti in our work.

ROLE RESPONSIBILITIES

Strategic Leadership

● Lead,  develop and implement the strategy for all Telefundraising Programmes, including
responsibility for income growth and programme expenditure.

● Provide the vision and leadership required to maximise the potential of the
Telefundraising programme, including maximising ROI and lifetime value.

● Responsible for maintaining and improving the supporter experience across all of
Telefundraising.

● Responsible for robust quality assurance processes and ensuring all team members
adhere to our Telefundraising best practices.

● Maintain accurate reporting and analysis functions in order to facilitate effective
management of the programme.

● Work with the Data & Insights team to ensure accurate reporting and reconciliation
practices.

● Work with the Fundraising Director to prepare annual budgets and set targets for the
Telefundraising programme.

● Ensure that campaign information and materials being distributed to telefundraising
teams are accurate, timely and presented in an appropriate manner.

● Ensure organisational story and messaging alignment within Telefundraising and ensure
Telefundraising tells these stories in an inspiring and engaging way.

● Contribute to the international Greenpeace discussions on Telefundraising.

Programme Management

● Take overall responsibility for the day to day operations, management and co-ordination
of all Telefundraising programmes to ensure they are maximising performance and cost
effectiveness and meeting forecasts for results.
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● Oversee the reporting and target setting for the telefundraising team.
● Overall responsibility for the coordination of calling data delivery in line with the budget.
● Ensure the teams are meeting and exceeding Key Performance Indicators and targets
● Oversee the development and maintenance of effective training and coaching

programmes as delivered by the Telefundraising Performance Coach.
● Responsible for the development of well targeted and inspiring calling scripts.
● Ensure effective performance management procedures are in place.
● Manage external relationships as required, such as agencies and suppliers.
● Responsibility for the timely and accurate administration of telefundraising payroll.

Team Management

● Responsibility for staff performance management.
● Provide clear direction, ongoing support and development opportunities for all direct

reports.
● Conduct regular meetings with all line reports to effectively oversee work and ensure

they are on target to meet their various personal and programme objectives.
● Conduct regular performance reviews with direct reports.
● Assist in preparing annual strategic plans and in refining these down to achievable

work-plans.
● Using the organisation’s communication platforms, develop and maintain communication

practices to ensure excellent communication and connection across the whole team.

Recruitment and Retention

● Work closely with the People & Culture team on the recruitment of all new
Telefundraisers, ensuring staffing levels are at budgeted levels.

● Ensure effective onboarding and training processes are developed and optimised for all
staff.

● Work with the Telefundraising leadership team and People & Culture team to implement
strategies to make Telefundraisers feel an integrated part of Greenpeace.

Telefundraising Systems
“Super User” of Telefundraising systems including, but not limited to the cloud based call centre
solution with responsibility for,

● Appropriate user access and control measures,
● Ensuring processes are aligned with system functionality and service needs,
● Liaising with the system provider where there are issues or to request customisation,
● Use system data to regularly monitor the effectiveness of the systems.

ROLE REQUIREMENTS

Knowledge and Skills
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● A passion and commitment to Greenpeace mission and values.
● Awareness and understanding of the Treaty of Waitangi in New Zealand society.
● High level knowledge and experience in telefundraising.
● Excellent team leadership and people management skills.
● Demonstrated budgeting (preparing, presenting, monitoring) skills.
● Presentation and reporting skills.
● Proven ability to write effective phone based persuasive communication.
● Experience in planning and organising a hybrid work place.
● Experience in sales and negotiation, ideally in a phone based environment.
● Proven ability in managing the responsive needs of a fast paced call centre.
● Demonstrated experience in leading, coaching, and developing a team.
● Knowledge and understanding of the NGO sector would be an advantage.
● Experience with engagement platform systems.
● Excellent time management skills.

Experience

● Tertiary marketing or management qualification or equivalent industry experience.
● Work experience in a management or supervisory telefundraising role.
● At least five years’ experience of managing a small contact centre or sales operation

(approx. 20 staff).

GENERAL

● From time to time undertake any other duties as directed by their manager to contribute
to the overall aims and objectives of Greenpeace Aotearoa.

● Employees will be expected to perform any duties reasonably requested by the
employer.

● Participate in office and other meetings in the department or all staff meetings.
● Take part in cross-functional project teams as required.

WORK ENVIRONMENT

● Primary place of work is Mt Eden, Auckland.
● Remote and flexible working arrangements as per current organisational policy.
● Normal working hours are 12:15 - 20:45, Monday to Thursday, and 12:15 - 18:15, Friday.

Flexibility to work outside these hours with notice is required.

Health and Safety

● Ensure all volunteers and contractors in the team are aware of and adhere to GPAo
health and safety policies, processes and procedures.

● Participate in health and safety training as required.
● Actively identify and report, in a timely manner, any hazards in the work area, or in the

work area of the team.
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● Work with a health and safety representative to put in place appropriate actions to
manage the risk(s) created by the identified hazard(s).

● Actively raise and discuss health and safety matters in a timely manner.
● Comply with the requirements as set out in applicable health and safety legislation.
● Demonstrate understanding of health, safety and legal issues relating to direct actions.

The role description is subject to review to reflect changing circumstances, and in consultation
with the role holder, may be amended from time to time.
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