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This is a key role within the Charity, as you will often be the first person to thank a
supporter after they have made a donation. As a valued member of the fundraising
team, you will help build strong relationships from the very beginning of each
supporter’s journey.

Over the coming year, we will continue to grow our fundraising programme and
strengthen our engagement with supporters and University Hospitals
Southampton (UHS) staff. As we do so, it is vital that every donor receives an
excellent experience, with thoughtful care and stewardship from the outset, and
this role is central to making that happen.

If you feel inspired by our mission and believe you could help us achieve even more
for our patients, we would be delighted to hear from you.

Welcome
Thank you for your interest in the role of
Supporter Care Assistant at Southampton
Hospitals Charity. We are delighted that you are
considering joining us at such an exciting time for
the Charity. 

Everything we achieve is made possible through
the generosity of our supporters and donors and
providing them with excellent care is at the heart
of all we do. That is why this role is so important.

Daisy Board
Legacy and In-Memory Manager



To Think Big
We will make a

significant difference
to patients and
their families.

Our intention

To Think Local
We will become

Southampton’s health
charity of choice.

To Think SHC
We will be a

best-in-class NHS
charity, delivering

for supporters.

About the Charity
Who we are
Southampton Hospitals Charity works to improve the care and services provided
by University Hospital Southampton NHS Foundation Trust. We make grants to
support with improving patient care, clinical outcomes, the hospital environment,
and pioneering research.

Our incredible supporters enable us to make a difference to thousands of patients
every year. Our mission is to raise funds to support world class healthcare at
University Hospital Southampton NHS Foundation Trust, and we work to ensure
that donations have a real impact for patients, staff, and families.

Our vision

Our mission

Our vision is for Southampton to be a city of good health, enabled by outstanding
medical care and innovative world-leading research.

Our mission is to deliver grant programmes that are instrumental in driving
outstanding clinical care and outcomes for patients accessing hospital and community
services.



Modernising patient and
family environments

Our work 
so far

Some of our most impactful work involves
refurbishing and creating dedicated patient
and family spaces across the hospital.
These projects help create modern,
comfortable, and welcoming wards, clinical
spaces, waiting areas, and relatives’ rooms.

Supporting patients in
and out of hospital
We are committed to supporting holistic patient
care, including patient wellbeing and prevention
and early intervention initiatives that promote
long-term health and independence.

Research and innovation
From research into new treatments for children with
cancer, to exploring the connection between diabetes and
liver disease, and investigating how artificial intelligence
can support better diagnosis and treatment of patients, we
are committed to supporting groundbreaking research and
innovation, helping to develop new ways of working and
better treatments for patients.



Job and role description
Job title: Supporter Care Assistant
Reports to: Legacy and In-Memory Manager
Direct reports: No direct reports

Role purpose

Southampton Hospitals Charity is looking for an organised and motivated Supporter
Care Assistant to join our team. We are committed to excellent stewardship, so
every supporter feels valued and confident that their gift is making a difference. 

As the first point of contact for many of our donors, you will play an important part in
delivering a consistently high standard of customer service.

In this role, you will look after our supporter care inbox, responding to a wide range of
enquiries, from questions about donations to more sensitive concerns, with
empathy, care and efficiency. You will also help to process incoming post, making
sure donors receive the right thanks and acknowledgement for their support.

Working across our different income streams, you will help us deliver thoughtful,
well-planned stewardship. You will use our CRM, to keep records accurate, up to date
and compliant, ensuring preferences are recorded and that every supporter is looked
after appropriately.

You will bring strong attention to detail, a willingness to learn, and experience of
providing excellent customer support. If you are passionate about fundraising and
the impact a charity can make, we would love to hear from you. This role is an
important part of delivering our ambitious strategy to grow our income, reach and
impact.



Main responsibilities
Supporter care and administration

Manage the supporter care inbox, responding to enquiries, feedback and
complaints in a timely, professional and compassionate way.
Process donations and supporter information accurately, following agreed
procedures and ensuring acknowledgements are issued promptly.
Maintain high-quality supporter records on the CRM, capturing key details and
preferences and ensuring data is accurate and up to date.
Support stewardship activity by preparing and sending thank-you communications
and helping to deliver supporter journeys across in memory and legacy income
streams.
Process and thank donations received via post, sign posting to colleagues using
our CRM when appropriate.
Lead on the processing and thanking of campaign income as a result of our
fundraising appeals and campaigns.
Work closely with colleagues to resolve queries and continuously improve the
supporter experience, identifying themes and suggesting practical improvements.

Supporter communcations and relationship building
Provide friendly, clear and consistent communication with supporters by email,
telephone and post.
Handle sensitive conversations with care, including bereavement-related enquiries
and in-memory giving, signposting to colleagues where needed.
Supporting the IMO and Legacy Manager to identify and fulfil key touch points in the
supporters’ journey to enable donations and assist in providing communications as
the need arises.

Teamwork and collaboration
Work closely with colleagues across the charity to share information, resolve
queries and ensure supporters receive a joined-up experience.
Contribute to a positive, supportive team culture by being approachable,
dependable and willing to help where needed.

Supporter care compliance
Support the accurate input and maintenance of supporter data, ensuring records
are updated promptly and consistently.
Follow data protection and fundraising compliance requirements, including
recording consent and communication preferences.



Person specification

Experience in a customer service or supporter care role, responding to a range of
enquiries with professionalism and empathy.
Experience of processing and recording information accurately, following agreed
procedures and meeting deadlines.
A strong understanding of what excellent stewardship looks like, with a focus on
supporter satisfaction and retention.
Confidence using IT systems, including Outlook, Word and Excel, and experience
of working with a CRM or database (or the willingness to learn).
An awareness of data protection and confidentiality, and the importance of
recording consent and preferences accurately.

Knowledge and experience

A friendly, approachable communication style, with strong written and verbal skills.
Confidence handling a variety of conversations, including sensitive or emotional
enquiries, while staying calm and professional.
Strong attention to detail and a commitment to getting things right first time.
Able to prioritise and organise a busy workload, adapting to changing demands.
Comfortable working independently, while also enjoying being part of a supportive
team.
A positive, solutions-focused approach and a genuine desire to help supporters
have the best possible experience.

Skills, abilities, and behaviours



Terms of appointment
and how to apply
Reports to: Legacy and In-Memory Manager
Salary: £28,000
Hours: 37.5 hours per week
Contract: Permanent

For an informal discussion about the role please contact Daisy Board, Legacy and In-
Memory Manager via daisy.board@southamptonhospitalscharity.org.

To apply, please send the following to recruitment@southamptonhospitalscharity.org:
Your CV (no more than three sides).
A supporting statement (no more than two sides) that sets out why you think this role
is the right move for you and how you meet the knowledge and experience criteria.

Closing date: Sunday 21 June 2026
Interviews: w/c 29 June 2026

Benefits of working here
Between 5% and 10% matched pension contribution.
27 days paid annual leave (plus bank holidays), pro-rata according to contracted
hours.
Generous enhanced maternity, paternity, and adoption leave schemes, alongside
statutory entitlements.
Access to Occupational Health support.
Employee benefits package via Vivup.

How to apply

This role is required to be fully on site.

Pattern of work

Place of work
Your week will be split between the following locations: Ocean Village Innovation
Centre, 4 Ocean Way, Southampton SO14 3JZ, and Southampton General Hospital.,
Tremona Rd, Southampton SO16 6YD.



Southampton Hospitals Charity is a charitable company
limited by guarantee, registered in England and Wales
(Company No: 15421829, Charity No: 1206909).

Registered Address: Southampton Hospitals Charity,
Mailpoint 135, Southampton General Hospital,
Southampton, SO16 6YDle
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