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Position Description 

Reception/Administration Officer 
 

Department 
Financial Operations and Supporter 
Services (FOSS) 

Location Blackburn, VIC 

Reports To Supporter Services Manager Direct Reports N/A 

Type Part Time (0.8) Last Updated June 2022 

Position Purpose  
 

The aim of the Reception/Administration Officer’s work is to contribute to the strategic objectives of the Finance 
Operations and Supporter Services department. This is achieved through the excellent customer service and 
administration support to Tearfund staff and supporters. 

Position Accountabilities 

Accountability Outcome  

Tearfund Mission and Values 

This position furthers Tearfund’s mission and 
especially relates to the values of excellence, 
collaboration and accountability. 

That Tearfund’s public facing and supporter 
responses represent Tearfund’s Christian identity 
and values, is effective, demonstrates great 
customer service and strives for best practice in line 
with Tearfund’s values and ethos. 

Essential 

Reception 

First line reception for external telephone calls, 
web enquiries, mail, and central inbox emails 

 

Initial point of contact representing Tearfund’s 
Christian identity to supporters, churches, 
volunteers and other Tearfund contacts.   

Calls and emails are answered promptly and 
pleasantly in a way that reflects Tearfund’s 
Christian identity and values. Messages and 
enquiries are responded to during the call where 
possible, and otherwise taken and passed on 
accurately. 

Requests are acted upon immediately and owned 
until resolved. Feedback is responded to in a timely 
manner, and recorded accurately in line with 
complaints and learning review processes.  

All Tearfund central inbox emails are processed 
efficiently within the same day. 

30% 

Front desk customer service Visitors to Tearfund Reception are greeted and 
assisted in a friendly and professional manner 

Supporter Services Administration 

Entry of new and updated supporter details into 
supporter database (Salesforce). 

Supporter details are entered and maintained to a 
high standard of accuracy. 

Change requests (such as contact updates, mailing 
preferences) are completed daily. 

25% 

 
 
 
 
 
 
 
 
 
 
 
 
 

Process and review of donations in Salesforce Donations are entered into Salesforce efficiently 
and accurately. 

Online donation data is reviewed and edited where 
appropriate (such as duplicate record clean up; 
response to supporter comments). 

Administrative support as required Ad hoc administrative support tasks as directed by 
the Supporter Services Manager or FOSS Director. 
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Accountability Outcome  

Mail Management 

Collect, open and distribute incoming mail Mail is collected and distributed daily 

15% 

Pack and send supporter correspondence Receipts and resources are packed and dispatched 
in a timely manner. 

Where appropriate, personalised correspondence 
is prepared and sent in response to supporters, 
and recorded in database records. 

High level of attention to detail to ensure accuracy 
of receipts and other items before sending. 

Prepare outgoing mail for collection Mail is counted and statement form prepared 
ahead of daily mail collection from office. 

Office Administration Support 

Ordering of office supplies under direction from 
the Supporter Services Manager 

Staff have a reliable supply of relevant stationery 
items and amenities. 

Supplies are kept organised and accessible. 

15% 

Coffee machine maintenance Staff coffee machines are regularly maintained 
between service periods (training provided). 

Organise and liaise with maintenance and 
cleaning contractors as required, under direction 
from the Supporter Services Manager 

Contractors are sourced promptly and with due 
consideration to cost. 

Regular servicing schedules are maintained for 
relevant equipment. 

Cleaning is monitored for high standards. 

Warehouse Organisation 

Maintenance of warehouse space (including use 
of walkie stacker – no special licence required, 
full training provided) 

Warehouse is kept in a tidy and safe state. Walkie 
stacker is used according to safety instructions. 

10% 

Light to moderate manual handling of 
warehouse stock 

Manual handling is conducted following good safety 
principles 

Volunteer Coordination  

Recruit and induct new Supporter Services 
volunteers as needed 

Volunteers receive appropriate induction and 
training 

5% 

Oversee Supporter Services volunteer task 
allocation and supervision 

Volunteers are scheduled and supervised for 
administrative tasks as required. 

Volunteers are supported, provided with meaningful 
work, which matches their skills and interests. 

Contributions of volunteers are recognised and 
celebrated. 
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Accountability Outcome  

Organisational Citizenship 

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

Tearfund’s values are lived out.  Stakeholders 
experience excellence in engagement. Models a 
‘One Tearfund’ approach to work. 

Across role Participate in the Christian spiritual life of 
Tearfund. 

Be prepared to lead staff devotional with biblical 
reflection as part of a roster. Participation in annual 
Staff Gathering. Participate in corporate prayer and 
provide prayer support to Tearfund People 
(supporters, volunteers and staff) as appropriate. 

Position Requirements 
Must Have o Strong commitment to Tearfund’s mission, values and ethos 

o Ability to comfortably articulate Tearfund’s Christian values and identity as a frontline 
representative 

o Experience working with Australian Christian community and ability to understand and 
communicate Tearfund’s Christian identity with supporters, churches and volunteers. 

o Outstanding interpersonal skills – approachable and able to relate well to a range of different 
people 

o Warm, confident and professional phone manner 

o Excellent oral and written English communication skills 

o Proactive team player – a high level of initiative who can take responsibility for own work 

o Organised, with a high level of accuracy and attention to detail 

o Confident computer skills, including MS Office and Google suite 

Highly Regarded o Experience in reception, customer service, or inbound call centre environment 

o Experience in using a database (especially Salesforce) 

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.  

The Reception/Administration Officer 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 Positive working relationship with all members of the 
Financial Operations and Supporter Services 
department, and all Tearfund staff in general 

 

o As the first point of contact for Tearfund and with the 
Australian Christian community of supporters, the 
Reception/Administration Officer will be professional, 
polite and act in ways that affirm Tearfund’s identity 
and values in all interactions with the public 

o Positive relationship with Tearfund partners and 
volunteers. 
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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 

As a faith-based Christian organization, Tearfund Australia seeks to adhere to biblical teaching and evaluate work and 
attitudes in its light. Consequently 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 

 


