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Position Description 

Useful Gifts Catalogue Representative 
 

Department 
Financial Operations and Supporter 
Services (FOSS) 

Location 
 (note any travel) 

Blackburn VIC 
(National Office) 

Reports To Supporter Services Manager Direct Reports None 

Type (casual, P/T, F/T) 
Casual – seasonal (Oct – Dec) 
Between 9am – 5pm, Mon – Fri 

Last Updated  September 2021 

Position Purpose  
Useful Gifts Catalogue Representatives work as part of a team, accepting incoming phone calls and handling 
enquiries from the public and/or Tearfund supporters. They also process phone and online Useful Gifts orders, assist 
with opening mail, and may provide relief support for the packing team as required. 

Position Accountabilities 

Accountability Outcome  

Tearfund Mission and Values 

This position furthers Tearfund’s mission and 
especially relates to Tearfund’s values of 
excellence, justice and commitment to people 
living with poverty. 

 

Excellent customer service that represents 
Tearfund’s Christian values and ethos to the public. 

 

 

Essential 

Key Role Duties 

1. Processing Useful Gifts orders 1. Enter mail and phone donations into Salesforce 
database with a high degree of accuracy and 
attention to detail 

2. Follow correct procedure to update supporter 
contact details and communications 
preferences 

3. Assist in opening and directing incoming mail 
as needed 

60% 

2. Answering incoming phone calls 1. Confidently and professionally answer 
incoming calls 

2. Assist supporters with enquiries, ensuring they 
are answered accurately and in a timely 
manner 

3. Direct calls for staff to the relevant staff 
members 

30% 

3. Relief packing of Useful Gifts orders or 
other administrative tasks as required 

1. Assist in packing Useful Gifts orders and 
donation receipts 

2. Follow up and complete any requests from 
supporters not yet actioned 

3. Ensure requests are finalised and all details 
are correct before orders are posted 

10% 

Organisational Citizenship 

1. Work collaboratively with team members, 
role model Tearfund’s Christian values and 
be a positive example for both supporters 
and Tearfund staff. 

1. Tearfund’s Christian values are demonstrated 
in interactions with Tearfund colleagues and 
supporters.  

Essential 

 

Position Requirements 
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Must Have o Commitment to Tearfund’s mission, values and ethos, enabling you to represent and 
communicate Tearfund’s identity and work to supporters 

o Confident and professional phone manner 

o Excellent administrative skills with close attention to detail 

o Sound computer skills and high keystroke accuracy 

o Flexibility and availability to work on mutually agreed days on a roster basis, in accordance 
with COVIDSafe settings.  

Highly Regarded o Experience using a database (especially Salesforce) 

o Experience in an inbound call centre environment 

Working Environment 

Tearfund’s Code of Conduct and policies set expectations for all of our staff. Everyone at Tearfund is responsible for 
workplace safety both in terms of their own behaviour and taking action to resolve safety issues they become aware of.  

Tearfund is committed to safeguarding children, the prevention of sexual exploitation, abuse and any kind of bullying or 
harassment. Tearfund uses child-safe recruitment and screening practices and requires staff to complete due diligence 
checks such as a Working With Children Check and/or National Police Check and to advise Tearfund of any changes to 
their circumstances in regards to Safeguarding related offences, during the term of their engagement.  

Useful Gifts Catalogue Representatives will at all times carry out their responsibilities with due regard to Tearfund 
Australia's Safeguarding Policies and Guidelines.  

Tearfund values diversity and each staff member is expected to demonstrate a commitment to gender equality. 

Key Position Relationships 
Internal External 

o Supporter Services Manager (Supervisor) and Team 

o Useful Gifts Catalogue Casual Team - 
Representatives and Packers  

o Members of the public and Tearfund supporters 

Tearfund Mission 

Tearfund Australia is a Christian development, relief and advocacy organisation responding to global poverty and 
injustice. 

Our vision is for a just and compassionate world in which all people have the opportunity to achieve their God-given 
potential. We will 

o Inform, challenge and empower Australian Christians to make biblically-shaped responses to poverty and 
injustice. 

o Support community-based Christian groups, churches and mission organisations around the world as they work 
holistically with poor communities in development, relief and advocacy. 

o Adhere to biblical teaching, and evaluate our work and attitudes in its light. 

o Maintain a low-cost administration regime in order to maximize the funds allocated to project partners 

Tearfund Values 

Tearfund Australia aspires to the following values: 

 

A commitment to the poor  

A commitment to the whole person 

A commitment to justice 

A commitment to prayer 

A commitment to relationships 

A commitment to participation 

A commitment to excellence 

A commitment to learn from others 

A commitment to collaboration 

A commitment to accountability 

 


