
 

Position Description 
Donor Services Officer 
 
REPORTING TO Donor Services & CRM Manager 
WORK LOCATION: 60 Leicester Street, Carlton, Melbourne 
GRADE: 3 
SALARY (FTE): $62,459 per annum pro rata 
STATUS: Permanent, part-time  
HOURS: 22.5 hours per week (Days can be negotiable) 
 

WHO WE ARE 

The Australian Conservation Foundation is Australia’s national environment organisation – over 
700,000 people, creating a world where forests, rivers, people, and wildlife thrive.  For more than 
50 years, we’ve been protecting the web of life across our continent, from the Kimberley to the Reef 
and down the Great Dividing Range to Tasmania’s forests. 

We bring together people from community, government, and business.  Our supporters advocate 
against pollution and destruction, and for our living world.  We hold decision makers to account.  
We champion big ideas and find common ground with unlikely partners.  We are proudly 
independent, non-partisan and funded by donations from our supporters. 

THE ROLE 

Reporting to the Donor Services & CRM Manager, and working within the Donor Services team in 
Fundraising, you will be responsible for liaising with supporters including donors, members and 
advocates, providing exceptional customer service and timely resolution of queries, updating 
records and entering all donor communications, income and response actions on our fundraising 
CRM. 
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HOW THE ROLE CONTRIBUTES TO THE ORGANISATION 

The Donor Services team sit within the Fundraising department at ACF. Collectively we are 
responsible for revenue generation through regular giving, cash donations, bequests, grants, and 
membership fees. 

By providing outstanding donor support, this role plays an important function in facilitating the 
acquisition, retention, and development of donors.  This will enable the organisation to deliver on 
our financial and environmental goals through stable income generation.  
 

RESPONSIBILITIES 

This position will focus on providing excellent customer service to inbound callers to ACF as well as 
responding to email queries and processing income for appeals, general donations, and events. 
Data hygiene is a key focus of this position to ensure communication with our donors is accurate.  

Customer service 

• Answering calls and responding to emails from supporters and the public in a polite, 
empathetic, and positive manner, while reinforcing the values of ACF. 

• Respond to queries and requests regarding donor support of ACF and informing them about 
the organisation and fundraising objectives. 

• Manage ACF’s donor email accounts and respond to supporter queries in a timely, positive, 
and professional manner, ensuring that any requests are directed to the appropriate area or 
person for further action. 

• Provide outbound customer service, including calls and communications for membership, 
fundraising and other programs/campaigns as directed by Manager.  

Processing income 

• Ensure all income is banked efficiently including income from unsolicited donations, appeals, 
events, bequests, major donors, regular gifts, community fundraising and online income.  

• Reconciliation of batch processing and lodgement of deposits both manually and 
electronically ensuring secure procedures are followed.  

Data Integrity 

• Ensure data capture and supporter contact information are actioned in a timely, accurate and 
efficient manner and maintain a high level of data integrity. 

• Assist with regular data hygiene integrity, checking and cleaning of data as needed. 

• Ensure all payment and supporter information are securely stored and maintained in 
accordance with PCI DSS standards and ACF’s Privacy Policy.             

Other 

• Contribute to the development and maintenance of the Donor Services user documentation. 

• Contribute to the wider fundraising department’s strategy and targets through active 
participation in fundraising meetings and other activities or projects as required. 

• Observe the safe working practices and as far as you are able, protect your own and others’ 
health and safety. 

• Other duties as requested by manager. 
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HOW PERFORMANCE IS EVALUATED 

The performance of this role will be evaluated through an annual Performance Appraisal to be 
conducted by the Donor Services & CRM Manager. Key Performance Indicators are negotiated 
with the manager on an annual basis, informed by the Fundraising Strategic Plan, Program Plans, 
and ACF’s Annual Plan. 

KEY SELECTION CRITERIA 

1. Planning and Organising: Sets clearly defined objectives and priorities and operates 
accordingly, reviewing and adjusting as required; Identifies processes, tasks and resources 
required to achieve a goal; Establishes systems and procedures to guide work and track 
progress; Recognises actual and potential barriers and finds effective ways to deal with them. 

2. Customer Focus: Listens to customers; Actively seeks to meet customer needs; Seeks ways to 
improve services; Committed to delivering high quality outcomes for clients. 

3. Service Excellence: Identifies and responds to donors’ underlying needs; Looks beyond the 
obvious to provide outstanding levels of service; Constructively deals with issues that arise in 
a timely manner. 

4. Communication: Communicates in a clear and interesting way; understands the target 
audience and the objectives; uses feedback to refine communication. 

5. Initiative and Accountability: Proactive and self-starting; seizes opportunities and acts upon 
them; takes responsibility for own action. 

6. Integrity: Works effectively with high degree of autonomy and accountability; self- motivated 
and can demonstrate initiative. Takes responsibility for own action, treating all people with 
dignity consistent with ACF values 

 

 


