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Ronald McDonald House Charities UK keeps families close to their
child in a hospital far from home by providing free ’home away from
home’ accommodation, minutes away from their child’s bedside.

Eden-Olive's Story

www.rmhc.org.uk

After various tests, it was apparent that Eden had contracted a rare condition (1 in 4,500) called
Oesophageal Atresia, a condition that couldn’t be confirmed until after her birth.

On 12 September, Michelle was taken in for an emergency
C-Section. Eden-Olive was born five weeks prematurely,
weighing only 3lb 8oz. Doctors began testing the newborn
immediately and confirmed she was suffering with
Oesophageal Atresia and Tracheoesophageal Fistula, a
diagnosis that meant her oesophagus and stomach weren’t
connected. Consequently, being fed would cause her to
choke and turn blue, needing resuscitation.

Shortly after Eden was born, Michelle and Wes received
news that no family want to hear – that their newborn
daughter would require life-saving surgery.

Unfortunately, news had not been much better during Michelle’s pregnancy. During her 20-week scan,
doctors had concerns about Eden’s heart and liver and a few weeks later they discovered Eden had
contracted a rare condition called Absent Ductus Venosus, which meant that the blood supply was
bypassing the liver and heading straight for Eden’s heart.

At only two days old, Michelle and Wes watched their baby girl head into life-saving surgery. Eden
fought her way through the surgery. Afterwards, she was indefinitely hospitalised and began the long
journey of recuperation.

Both Michelle and Wes were so grateful for the comfort and support the Ronald McDonald House
Cardiff provided during the most difficult and troubling first ten months of Eden’s life. For them, it
became like a second home, with supportive and sensitive staff who were always aware of their
situation. Being able to live so close to Eden meant that they could focus on her health and not worry
about how they would get to the hospital, what hotel they would stay in or how much it would cost.

Michelle and Wes found ease in being able to speak to the other parents going through similar
experiences and taking part in activities run by staff to make life normal and fun in the House. They
especially enjoyed the Parents’ Pamper Evening. The House spirit and atmosphere brought the family
closer together and having a family room meant that Eden’s nine-year-old brother, Jesse, could come
and visit her!

Despite the complications during her recovery, we are pleased to say that after 318 nights in our
Cardiff House, Wes, Michelle and ten month old Eden-Olive left us to begin their family life back in
Barry, Wales. They have left the House with friends for life, a stronger family bond and just in time to
celebrate Eden’s first birthday!



Message from Jon Haward, 

Executive Director, 

Ronald McDonald House Charities UK
Hello,

Thank you for your interest in the role of Supporter Care & Resource Centre Assistant here at
Ronald McDonald House Charities UK (RMHC UK). I am excited to announce this vacancy
within our Supporter Care & Resource Centre as part of our Income Generation Team. This is a
new team as we continue to evolve our Income Generation Team structure and strategy. 

Keeping Families Close is at the heart of everything we do; we build and run Houses that
provide a ‘home away from home’ for families who have a sick child in hospital. To do this, we
recognise the importance of sustainable income generation, exceptional relationship and
supporter care, strong and effective communications and adherence to best practice. We are
looking for an organised and supporter focused individual to join our Supporter Care &
Resource Centre at an exciting time of growth for the Charity with the opening of two new
Houses in Oxford and Edinburgh.

This is a great opportunity for the right candidate; you will work closely with the all members of
the Income Generation Team, to facilitate the support requirements to ensure existing income
streams are maintained and improved. You will provide first class supporter care to new and
existing donors, as well as support to the wider Income Generation team.

The right candidate will be a strong team player with a flexible approach to work and be excited
at the chance to steward supporters in order to maximise their fundraising potential. This is the
perfect opportunity for an someone who has worked in a similar team for a national charity and
looking to bring their experience to a new challenge.

The Job Description and Person Specification will tell you about the role itself and detail the
kind of person we are looking for. Our web site (www.rmhc.org.uk) will tell you more about the
great work we do and the difference we make to the lives of families with sick children. 

If this opportunity excites you and RMHC UK is something you can wholeheartedly support,
then I very much look forward to hearing from you.

Yours sincerely,

www.rmhc.org.uk

Jon Haward
Executive Director
Ronald McDonald House Charities UK

http://www.rmhc.org.uk/
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Ronald McDonald House Charities was born out of the unlikely partnership of Dr Audrey
Evans, an oncologist at the Children's Hospital of Philadelphia, McDonald’s and the American
Football team, the Philadelphia Eagles.

A player for the Philadelphia Eagles had a daughter suffering from leukaemia, which prompted
the team to raise in excess of $100,000 dollars to support the hospital. Dr Evans and her team
were extremely grateful and shared her need for another $32,000 to fund the build of a house
where families of the children in the hospital could get proper rest, away from the ward.

McDonald's were using the Eagles players as part of an advertising campaign and offered to
donate the proceeds from sales of their 'shamrock shake' to help build the House. They asked
that the House be known as the Ronald McDonald House, and on 15 October 1974, the first
Ronald McDonald House opened its doors in Philadelphia, USA. From this date, Ronald
McDonald House Charities has spread across the world, forming new and independent
branches in over 50 regions and countries.

In the UK, Ronald McDonald House Charities was established as an independent charity in
1989. Our Houses not only provide families with accommodation, but with a space where they
can rest, cook and take time out from the hospital, so they can continue to stay strong for
their child. Children that require specialist medical care often have to travel long distances to
receive treatment. Our Houses are located next to specialist children’s hospitals, and we have
12 Ronald McDonald Houses in the UK.

RMHC UK: Who

are we? 

Our History
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RMHC UK: Who are we? 

We help families stay close to their children in hospital by providing free accommodation in
our homely and welcoming Ronald McDonald Houses. 

In an average year, we support over 6,000 families, providing a safe and supportive
environment right by the children's hospital. We save families more than £1,800 in out of
pocket accommodation expenses.
 
The best medical care for children isn’t always close to home. Families often find
themselves travelling long distances to get to their child’s hospital. In 2020, on average
families lived more than 70 miles from the hospital their child was in. 

A Ronald McDonald House is more than just a place to stay. We run free activities and
events to entertain siblings and bring families together. We are there for them during
difficult times and we are there to celebrate important milestones.

We believe that families together are stronger. And getting adequate sleep, food and time
away from the ward, allows parents to fully participate in their child’s medical journey.
Families can stay for as long as their child is in hospital.

McDonald's
 

One of our founding organisations, McDonald’s has supported the Charity in the UK since
the very beginning, in 1989. They display collection boxes in restaurants, hold fundraising
days and do so much more. 
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Job Description and

Person Specification

Job Title: 

Reports to: 

Location: 

Contract: 

Role Purpose: 

You will form part of our new Supporter Care & Resource Centre which sits within the heart of
fundraising at Ronald McDonald House Charities UK. This team will often be the first point of
contact to many of our supporters. As such this role will play an important job in ensuring
supporters receive a positive experience, and are guided to getting involved further, whether
through a challenge event, within their business or community, or to becoming a valued
individual giver. Providing front line responses to all fundraising teams within the Charity and
working collaboratively across departments to help achieve our aim of supporting families
during their child’s treatment in hospital.

Our supporters are passionate about keeping families close to their sick child. The post holder
will share this passion. A wide range of activities are carried out by the team and this is
reflected in the variety of tasks to be undertaken within the post. As a new team, the remit is
changing all the time and this post offers the postholder the opportunity to become part of,
and actively contribute to, the highly professional Income Generation Team. Flexibility and a
proactive approach to the role is critical.

Supporter Care & Resource Centre Assistant

Supporter Care & Resource Centre Manager

Flexible working between home and the Regional McDonald's
Office in Sutton Coldfield

Permanent. Full-time hours are 35 per week.
Will be required to work occasional weekends and evenings.

Salary: £22,000 per annum
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Responding to enquiries from supporters on the phone, by email, post 

Proactively supporting fundraisers and sponsored event participants to 

Maintain relationships with fundraisers to enhance their experience with RMHC UK and to
promote future fundraising support, enhancing the supporter’s journey
Administer all aspects of individual fundraising for RMHC UK, including follow up enquiries,
welcome emails, pre-event support, post-event follow up and acknowledgement
Entering new supporters, all enquiries, communications and supporter information
accordingly into the Charity CRM Database (Harlequin),

To reconcile regular donations on the CRM Database and to process any amendments to
regular donations including renewals, cancellations and upgrades, update supporter records
(e.g. address changes, mailing preferences) and create new supporter records as necessary
Support the management of fundraising from platforms such as JustGiving and Facebook
Fundraising.
Collate and run reports to ensure all new supporters are captured and responded to in a
timely fashion
Manage fundraising materials and ensure fundraising stock is up to date; and supply to
fundraisers where applicable 
Process Legacy, Community, Corporate and Individual Giving response requests and new
campaigns as agreed within specified SLA’s 
Scan all Gift Aid forms once processed and other communication onto the CRM ensuring the
relevant document goes on to the correct record
Manage travel booking for the Income Generation Team
Undertake general administration for the department
To work effectively focusing on team objectives and assisting other team members during
periods of peak activity 
Ensure all data is handled in line with GDPR and Fundraising regulations.
Support with other reasonable tasks or responsibilities under the direction of the line
manager

and providing a response as necessary within specified SLA’s; using 
existing templates where available

promote RMHC UK and maximise current and future fundraising opportunities

Run reports for donations received via our website and independently, allocate to relevant
teams and thank donations based on agreed levels 

Key Responsibilities:

Main Relationships:

All Income Generation team, RMHC UK Operations Teams, RMHC UK Management teams,
RMHC UK support teams (Marketing & Communications, Finance & Data, etc.), external
fundraisers and supporters of the Charity
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Effective verbal and written skills, with a fluent writing style, good knowledge and practical
use of the English language (essential)
Excellent verbal communication and phone manner and confident in communicating with a
wide range of people at all levels (essential)
Excellent time management and organisational skills including a high degree of personal
initiative and responsibility, with the ability to manage multiple tasks simultaneously and to
work to deadlines (essential)
High level of reliability and professionalism in approach to work (essential)
Strong team worker and motivator of self and others. Someone who will support, inspire and
encourage collaboration amongst colleagues, but is also happy to work autonomously in a
remote setting (essential)
Close attention to detail, a very high level of accuracy (essential)
Able to act with tact, diplomacy and confidentiality and deal with sensitive issues (essential)
Ability and experience of using databases or similar systems (desireable)
Willingness to work variable hours including some evening and weekends when needed to
fulfil commitments (desireable)

Things We All Do:
Respect diversity and work diplomatically with a variety of different audiences
Show cultural and interpersonal sensitivity, working well with each other
Promote the Vision, Mission and core values of Ronald McDonald House Charities UK
Attend and assist at Ronald McDonald House Charities UK events and activities

Skills and Abilities:

Knowledge and Experience:

Experience of working in an administrative or customer care environment
Good working knowledge and experience of using standard IT equipment and Microsoft
Office including Word, Excel and Outlook
Experience of high-quality data entry and attention to detail
Evidence of provision of high-level administrative support to an organisation
Strong team player with exceptional inter-personal skills and able to engage with a range of
stakeholders

Person Specification

Essential:

Knowledge of Data Protection Legislation, GDPR and fundraising regulations
Experience of working with a public fundraising charity, ideally with a health and or children
focus
Experience of working in an office environment

Desired:
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Summary of Benefits

Package
We are able to offer the successful applicant a highly competitive salary
and benefits package. 

Pay

Hours of Work

Holiday

Employee
Discount Scheme

Service Awards

Private Healthcare

Pension Scheme

Training and
Development

£22,000 per annum

35 hours per week

28 days (Plus Bank Holidays) increasing by 2 days after
three years’ service.

You will have access to a discount through Rewards
Gateway; this includes discounts on some menu items
from McDonald’s Restaurants Limited and discounts
from a wide variety of High Street and online retailers.

To celebrate major service anniversaries, we give all
staff vouchers which can be used at a number of High
Street and online retailers.

We give all staff, their spouse or civil partner and any
dependent children up to the age of 25 free
membership of a private medical care scheme.

RMHC UK offers a Stakeholder Pension Plan to all
salaried employees. This pension plan includes a
minimum of cover of 1x annual salary life assurance.

We aim to create a learning environment that enables
all our employees to be proficient in their job and to
feel that they make a valuable contribution to the
Charity’s overall achievement. You will be able to
request time to train or to undertake accredited
programmes leading to a qualification, or, for
unaccredited training, request assistance to help you
develop skills related to your job.
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Closing date: Wednesday 30 June 2021

A CV
A cover letter 

Applications should be sent to: 
RMHC.Recruitment@uk.mcd.com

The closing date for applications is midnight on Wednesday
30 June 2021 

Please enclose:

All applications will be considered immediately after the
closing date and candidates informed if they have been
shortlisted for a first-stage interview to be held provisionally
on Tuesday 6 July 2021.  

Interviews will be conducted virtually by Bhav Borhara,
Supporter Care & Resource Centre Manager and Vanessa
Simmons, National Community Fundraising Manager. A
second round of interviews will be held in person on 
 Wednesday 14 July 2021.

How To Apply


