
 
 

Medecins Sans Frontieres Australia 
 

Job Description 
 
 

 
Position   Supporter Relations Officer – (Donor Facing) 
 
Reporting to  Supporter Relations Manager 
 
Supervising  Nil 
 
Status   Permanent / Full-time  
 
 
Overall Responsibility 
 
Médecins Sans Frontières is the world’s leading independent organisation for medical humanitarian 
aid. We offer medical assistance to populations in distress, to victims of natural or man-made disasters 
and to victims of armed conflict, without discrimination and irrespective of race, religion, creed or 
political affiliation.  

Because we wish to remain independent 100% of our budget comes from private sources in Australia. 
Every day more than 33,000 Médecins Sans Frontières field staff provide assistance to millions of 
people caught in crises around the world. We have offices in 21 countries supporting these teams, 
including our office in Sydney.  

In 2016 Médecins Sans Frontières Australia recruited and facilitated the departure of almost 200 
Australian and New Zealand field staff. In addition, approximately 105,000 monthly givers and over 
50,000 occasional givers donated in excess of AUD $82 million to the work of the movement. 

The Supporter Relations Representative - (Donor Facing) is responsible, to perform critical donor 
facing tasks between our organisation and its current and potential supporters. 
 
The Supporter Relations Department has recently undergone a comprehensive review and the roles 
within the team have been revised to ensure that our supports receive the best possible care and 
service.  
 
As a result of this review, the team has been split into two specialist groups, one performing 
administrative tasks, and the other performing donor facing activities where this role sits. There are 
three Supporter Relations Representatives - (Donor Facing) and one Donor Retentions Coordinator in 
the donor facing team. 
 
The Supporter Relations Representative will mainly accept ownership for effectively handling 
supporter phone calls and emails to address all requests, issues, complaints and inquiries keeping 
supporter satisfaction at the core of every decision and behavior.  
 
The tasks and duties below will be shared on a rotational basis between all three Supporter Relations 
Representatives. 
 
 
 
 
 
 

http://resources.workable.com/customer-service-representative-job-description


 
 
 
 
 
 
 
Main Tasks / Duties 
 

 Answer and promptly resolve supporter phone calls including, donations, general queries, 
cancellations, refunds and problem resolution 
 

 Handle and resolve supporter related mail, e-mail and complaints in a timely manner  
 

 Actively seek to grow and develop a current understanding of MSF in Australia and globally in 
order to give supporters the best possible service 

 

 Assist with keeping email templates current and up to date  
 

 Perform all data entry with accuracy and efficiency  
 

 Work with the Donor Retention Coordinator to retain supporters wishing to end their support   
 

 Attend and positively contribute to the Supporter Relations team meetings and all other general 
meetings 
 

 Build positive and collaborative relationships with staff across the organisation  
 

 Actively participate and contribute in regular call coaching  
 

 Assist the Admin team as required  
 

 Ensure general Supporter Relations and volunteer work areas are kept tidy and in compliance with 
PCIDSS and Audit guidelines  

 

 Undertake such other activities as may be required by the Supporter Relations Manager 
 
 
 
Selection Criteria  
 
Essential  
 

 Excellent communication skills both written and oral  
 

 Experience with major database systems, as well as overall strong computer literacy 
 

 Ability to apply a high level of attention to detail 
 

 Ability to work as part of a team and autonomously 
 

 Ability to perform data-entry in an accurate and timely manner 
 

 Willingness to provide feedback on the efficiency of the supporter service process 

 A high level of empathy to the needs of supporters  

 Vibrant, friendly, proactive and approachable personality with the experience to use initiative and 
sensitivity to ensure that every supporter contact provides a positive experience and impression  
 

 
Desirable Selection Criteria  
 

 Experience with Raisers Edge database 


