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	[bookmark: _GoBack]TITLE:  Global Salesforce Administrator

	TEAM: Transformation Delivery & IT
	LOCATION: UK (London or Remote) or any existing Save the Children International Regional or Country office worldwide.

	GRADE: CTR C; Mid-Senior Level
	CONTRACT LENGTH: Permanent
 

	CHILD SAFEGUARDING:
Level 2: either the post holder will have access to personal data about children and/or young people as part of their work; or the post holder will be working  in a ‘regulated’ position (accountant, barrister, solicitor, legal executive); therefore a police check  will be required (at ‘standard’ level in the UK or equivalent in other countries).

	ROLE PURPOSE: 

In Save the Children, we currently have a diverse landscape of Customer Relationship Management (CRM) platforms in use. With this project, we are looking to implement a Global CRM Template via Salesforce with a set of Global Shared Services for the benefit of our global movement. We will place an immediate focus on clusters of member countries that are using Salesforce CRM platforms, alongside member countries who are in the process of implementation projects, but acting independently. Through delivery of this project, we aim to streamline and offer a standardised Global CRM Template, accessible across our movement. We will look to offer a variety of Shared Services for CRM to help members maximise their ability to interact with their donors and to enhance our global fundraising capabilities while promoting collaboration and harmonisation between parallel implementation projects. This is a complex project with a high level of visibility and will require senior level engagement with stakeholders from across the movement. 

The Global Salesforce Administrator will enter the organisation while we design, develop and 
test our Global CRM Template as well as set up the Shared Service Model. We are looking for a proactive individual that can develop deep understanding of the end-to-end system functionality, manage and enhance our Salesforce platform, gather requirements and feedback and develop scalable best practice solutions. The Salesforce Administrator should enjoy all aspects of user management including support tickets, helping support Member Offices and Users to resolve problems, training, and designing solutions with member’s satisfaction.

With the implementation of the Shared Service Model, the Global Salesforce Administrator will be responsible for developing and maintaining existing & new modules of the core Salesforce CRM. The role will likely be partly responsible for 2nd line support and it is expected will move from the project team and in to BAU within 2024. 

The Global Salesforce Administrator may be required to deputise and support other Salesforce Administrators in our Member offices. The Global Salesforce Administrator will work closely with Member offices and centre based fundraising and reporting teams to provide reporting and analytical information to assist in the running of an efficient, effective and growing global CRM Centre of Excellence. 

The Global Salesforce Administrator will work with the Global Salesforce Product Owner and Product Development Manager as well as Member Offices to provide a reliable, scalable and performant Salesforce core solution to all members that participate in the shared service.


	SCOPE OF ROLE: 
Reports to: TBC 
Staff reporting to this post: No direct reports 

Role Dimensions: 
We are looking for someone with a good understanding of the Salesforce platform, who can understand both our current setup and our business objectives. The Salesforce Administrator should be comfortable with change management processes and governance, communicating, prioritising and managing all aspects of a Salesforce platform development work. 

The role holder will be requied to liase with stakeholders at all levels as well translate technical information into layman’s terms, clearly explaining design options and their potential impact.
The role will require working with internal IT teams, key stakeholders from across SCA including fundraising teams, C-Suite level management and external third party vendors.


	KEY AREAS OF ACCOUNTABILITY : 

· Steer the project team on standard Salesforce functionality and data model as part of initial Global CRM Template design
· Work with Data lead and key stakeholders to define aspects of the standard fundraising data model, in line with out of the box Non Profit Cloud
· Work with project team to design and develop a Shared Service model 
· Develop new functionality or make enhancements to existing functionality as per business requirements.
· Ensure that all enhancements are signed off with agreed timescales 
· Business partner key stakeholders to capture new business requirements and prioritise for future development
· Providing ongoing support to Member users, resolving both business and technical issues– escalating issues where needed
· Provide system reports and address enquiries in accordance with business requirements
· Work with the system architect to ensure that the system design and changes are scalable,performance issues are diagnosed and solutions identified.
· Ongoing execution of upgrade and patch assessment and regression testing
· Manage resolution to all assigned support tickets using JIRA within the appropriate SLA
· Stabilise the use of Salesforce platform as Members go live.
· Identify continuous improvement processes; identify requirement, document requirement, configure, test and implement changes.
· Ensure that all designs and technical specifications are fully documented
· Maintain SOP, Configuration Workbook training documentation and knowledge base articles up to date.
· The post-holders maybe called upon by the Scrum team to help implement new functionalities or projects on an infrequent basis
· Proactively check all support ticket system queues and participate fairly within the global shared support model
· Ensure that vendor is engaged and meeting SLAs where appropriate in tickets that require vendor escalation
· Ensure data and user access is managed in accordance with GDPR principles to ensure best practice and compliance.
· Responsibility for participating in user regression testing where required



	BEHAVIOURS (Values in Practice)
Accountability:
· Holds self-accountable for making decisions, managing resources efficiently, achieving and role modelling Save the Children values
Ambition:
· Sets ambitious and challenging goals for themselves and their team, takes responsibility for their own personal development and encourages their team to do the same
· Widely shares their personal vision for Save the Children, engages and motivates others
· Future orientated, thinks strategically and on a global scale.
Collaboration:
· Builds and maintains effective relationships, with their team, colleagues, Members and external partners and supporters
· Values diversity, sees it as a source of competitive strength
· Approachable, good listener, easy to talk to.
Creativity:
· Develops and encourages new and innovative solutions
· Willing to take disciplined risks.
Integrity:
· honest, encourages openness and transparency; demonstrates highest levels of integrity


	QUALIFICATIONS  

Bachelor’s Degree in a relevant field such as IT (or equivalent by experience)


	EXPERIENCE AND SKILLS
Essential
· Salesforce Administrator certified (or equivalent experience) 
· Strong understanding of the business processes of a CRM, preferably Salesforce 
· All aspects of user and license management including new user setup/deactivation, roles, profiles, permissions, public groups, OWD, sharing rules
· Salesforce configuration changes, including (but not limited to): Flow, assignment rules, approval processes, fields, page layouts, record types, dynamic layouts, apps, actions, custom settings, mobile administration, dashboards and reports
· Sandbox environment management
· Identify unused or underutilised platform features
· Create a platform roadmap and define priorities, liaising with stakeholders
· Data quality management, using deduplication tooling and implementing rules and automation as needed.
· Proactive system maintenance including Security Reviews, Release Updates, Health Check, and Optimizer
· Knowledge of Salesforce backup solutions (native and third party eg Ownbackup) to ensure all data and meta data is protected, a robust data recovery process is followed.
· DevOps/release management experience
· User support tickets
· New user and ongoing user training and Technical documentation
· Ability to explain complex technical and non-technical information in a succinct and compelling manner to all levels of seniority
· Experience of working in an IT development role
· Strong interpersonal and communication skills
· Commitment to Save the Children values
Desirable 
· Proven experience in implementing and managing Salesforce Applications 
· Track record of administering & supporting applications in a complex global organisation 
· Knowledge of major cloud service providers, like AWS, Azure etc.
· Highly developed cultural awareness and ability to work well in an international environment with people from diverse backgrounds and cultures
· Experience of exposure to the non-for-profit sector and/or developing countries


	Additional job responsibilities:
The duties and responsibilities as set out above are not exhaustive and the role holder may be required to carry out additional duties within reasonableness of their level of skills and experience.

	Equal Opportunities 
The role holder is required to carry out the duties in accordance with the SCI Equal Opportunities and Diversity policies and procedures.

	Child Safeguarding:
We need to keep children safe so our selection process, which includes rigorous background checks, reflects our commitment to the protection of children from abuse.

	Safeguarding our Staff:
The post holder is required to carry out the duties in accordance with the SCI anti-harassment policy

	Health and Safety
The role holder is required to carry out the duties in accordance with SCI Health and Safety policies and procedures.
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