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AMNESTY INTERNATIONAL ITALY – JOB DESCRIPTION 
 

Job title: Retention Senior Officer  
 
Purpose of the role: implement, monitor and improve the telemarketing strategy; manage the 
production process of the direct mailing program. 
 
Department description: to remain independent most of our income is from individuals and private 
foundations. We ensure growth and retention for an engaged and dynamic supporter base. 
 
Unit description: maximize donors’ lifetime value through tailored communication cycles and specific 
retention actions through the following media: Direct mailing, email marketing, telemarketing, Donors 
Service.  
 
Main functions 
The role involves, but is not limited to, the following functions: 
1. Manage and develop the whole telemarketing program for existing donors (one off and regular), in 

line with AI donor development strategy. 
2. Determine KPIs, implementing tools and procedures for analysis; monitor call centers results in 

terms of quality and quantity, both for acquisition and development campaigns, to monitor 
telemarketing activities and supervise call centers’ work. 

3. Ensure an effective and appropriate training to call center operators in order to support the 
achievement of results and a continuous learning approach. 

4. Manage the direct mailing production, in line with the designed communication cycle for existing 
donors (one off and regular), to ensure an effective and respectful communication. 
 

Main responsibilities 
In collaboration with other workers the holder of this position will have these responsibilities: 
1. Support the role of Head of Donor Development Unit in the implementation of an impactful and 

effective telemarketing strategy. 
2. Collaborate with the Donor Service Officers in order to ensure high quality support for inbound 

activities (donor care), provided by external suppliers. 
3. Look for new, reliable and effective external suppliers (call centers) for acquisition campaigns, in 

collaboration with the Head of F2F Unit, the Head of Digital Unit and the Head of Donor 
Development Unit.  

4. Collaborate with the Middle Donor Officer, to develop a middle donor journey program. 
 

Budget responsibility: 
No 
 
Main relationships 
Reports to: Head of Donor Development Unit 
Coordinate roles: intern and volunteers 
 
Other relevant relationships: 
Establish and manage effective communication with Face to Face and Digital Unit. Liaise with FTF in-
house consultants and professionals in order to achieve program results. 
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Organizational competencies 
The Competency Dictionary of Amnesty International Italy focusses on “how” we work rather than on 
“what” we do, by defining behaviours expected of a group of workers cooperating to achieve a common 
objective. 
1. Focusing on outcomes: ability to achieve stretching goals and realise business benefits, using the 

simplest way to deliver results. 
2. Supportiveness: managing and supporting team members in order to achieve common results. 
3. Analysis and decision making: diagnose problems, provide innovative solutions and make logical, 

timely decisions. 
 

Technical knowledge 
1. Exceptional knowledge of telemarketing main activities and KPIs together with deep knowledge of 

direct mailing issues (postal fares, printing process). 
2. Excellent skills in executing call center operator’s training. 
3. Highly proficient in MS Office (Excel in particular), fluent in Italian and English language. 

 
Equality statement 
Equality and diversity are core values and staff are expected to work to promote a constructive and 
thoughtful approach so as to shape an organization where the work of others is enhanced and 
respected. 
  
Conflict of interest 
Any public or other activity, affiliation or support to groups, organizations, personal associations or any 
other factors which may generate a real or perceived conflict of interest with the principles of Amnesty 
International (specifically independence and impartiality), raise a security problem, or otherwise 
prevent the achievement of the set goals or the carrying out of assigned functions, must be indicated 
immediately. 
 
Date: 15/01/2017 
 
  
 
 
 
 
 
Any change, addition, omission or other alteration of the present Job Description will be made after 
contacting the worker and will be communicated by written notification.  
 

  

Giovanni Rufini 
Country Director 
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