Goodwill

Industries of the Greater Chattanooga Area

JOB TITLE: Donor Development & Experience Manager

FLSA STATUS: Exempt REVIEWED BY: Shelly Goodin
ORIGINALLY WRITTEN: 1/12/2026 UPDATED:

REPORTS TO: COO LOCATION: DC
CEO/PRESIDENT APPROVAL: Gena Weldon DATE: 04/07/2026

Starting Salary: $50,000
To Apply: Careers at Goodwill Chattanooga

POSITION PURPOSE

The Donor Development & Experience Manager is a strategic and hands-on leader responsible for
developing, managing, and sustaining the donation acquisition ecosystem that fuels Goodwill
Industries of the Greater Chattanooga Area’s Donated Goods Retail (DGR) business.

This role leads community-based donation acquisition strategies across the organization’s territory by
building strong external partnerships and overseeing multiple donation channels—including
stand-alone (satellite) attended donation centers, community events, strategic partners, and
reverse-logistics relationships.

In addition, this position provides direct leadership for all Attended Donation Center (ADC) locations
and ensures organizational consistency in donation intake standards and processes at retail stores,
working collaboratively with store managers to maintain alignment, quality, safety, and donor
experience across the enterprise.

JOB FUNCTIONS

Strategic Donation Acquisition & Community Partnerships

¢ Develop and execute a territory-wide donation acquisition strategy aligned with organizational
DGR growth goals.

o Identify, cultivate, and manage strategic community partnerships (corporate, nonprofit,
municipal, faith-based, housing, and logistics partners) that generate sustainable donation
streams.

e Design and oversee donation acquisition channels, including:

o Stand-alone (non-retail-attached) ADCs
o Community donation events and drives


https://www.goodwillchatt.org/careers

o Reverse logistics and bulk donation partnerships
e Represent Goodwill as a trusted community partner and steward of donated goods, reinforcing
brand trust and mission alignment.

ADC Leadership & Operational Oversight

e Provide direct leadership, coaching, and accountability for all Attended Donation Center (ADC)
employees and operations.

o Ensure consistent donor experience, safety practices, and intake standards across all ADC
locations.

o Establish, document, and enforce ADC operating standards in coordination with Operations,
Safety, and Retail leadership.

e Monitor ADC performance and address staffing, scheduling, training, and compliance needs
proactively.

Enterprise Donation Process Consistency

e Provide organizational oversight of donation intake processes at retail stores, ensuring
consistency, efficiency, and compliance.

o Collaborate with store managers to align donation workflows, signage, donor engagement
practices, and material flow expectations.

o |dentify process gaps and partner with Operations, Logistics, and Retail leadership to improve
donation flow and quality.

Data, Performance, and Continuous Improvement

e Monitor donation acquisition KPIs (volume, donor mix, channel effectiveness, average donor
value).

o Use data and field observations to adjust strategies, improve donor experience, and optimize
donation flow.

o Contribute to budgeting, forecasting, and planning related to donation acquisition and ADC
operations.

KEY KNOWLEDGE AND EXPERIENCE

Strengthen Strategic Expectations

o Demonstrated experience leading donation acquisition, community partnerships, or
external-facing operations within a nonprofit, social enterprise, or mission-driven retail
environment.

o Working knowledge of in-kind donation programs, donor stewardship principles, and public
trust responsibilities.

e Understanding of how donation intake directly impacts retail inventory flow, revenue, and
operational efficiency.



Strengthen Leadership & Operational Balance

e Proven ability to lead both field-based operations and relationship-driven strategy.

o Experience managing geographically distributed teams or multiple sites preferred.

o Ability to set standards, coach leaders, and ensure consistency without direct line-by-line
control.

Data & Systems Awareness

o Comfort using data, dashboards, and reporting tools to assess performance and guide
decisions.

o Experience collaborating cross-functionally with Retail, Logistics, Marketing, Finance, HR, and
Operations teams.

DIRECT REPORTS

e Yes

PERFORMANCE MEASURMENT AND VALUE BASED
BEHAVIORAL EXPECTATIONS

Performance will be assessed not only by the completion of job functions, but by alignment with
Goodwill’'s Mission, Vision, Values, and Guiding Principles, as well as demonstrated behaviors that
support our organizational culture. Key performance indicators include:

Performance Will Be Evaluated Based On:

e Donation Acquisition Results
o Growth in donation volume and quality across all channels
o Performance of stand-alone ADCs and community acquisition efforts
o ADC Operations & Leadership
o Consistency of donor experience, safety, and standards across ADCs
o Employee engagement, retention, and operational readiness
e Enterprise Alignment
o Consistency of donation intake processes across ADCs and retail locations
o Effective collaboration with store managers and operations leadership
¢ Partnership Effectiveness
o Strength and sustainability of community and reverse-logistics partnerships
o Data & Continuous Improvement
o Use of data to improve performance and inform decision-making
o ldentification and implementation of process improvements

Value Based Behavioral Expectations (Core Values)

In addition to the performance indicators listed above, the Donor Development & Experience Manager
is expected to consistently model value based behaviors below while leading ADC operations, donor
experience standards, community partnerships, and continuous improvement efforts.



People

Sets clear expectations and supports ADC team members with coaching, training, and timely
feedback; addresses performance issues promptly and respectfully.

Creates a consistent, welcoming donor experience across all locations by reinforcing customer
service standards, signage/flow expectations, and problem resolution practices.

Partners effectively with Retail, Logistics, Safety, HR, and Marketing to align donation intake
practices and remove barriers impacting teams and donors.

Builds trust with community partners through responsiveness, professionalism, and shared
accountability for mission impact and donor stewardship.

Integrity

Models ethical stewardship of donated goods by enforcing acceptance standards, protecting
donor trust, and ensuring appropriate handling and disposition of donations.

Maintains transparency with leaders and partners by communicating constraints and changes
early; escalates issues appropriately and promptly.

Ensures compliance with organizational policies and safety requirements across all sites;
corrects unsafe or non-compliant practices immediately.

Uses data and reporting responsibly ensuring accuracy of KPIs, documentation, and
operational reporting used for decisions and accountability.

Commitment

Demonstrates ownership of donation acquisition results by setting targets, executing plans, and
holding self and teams accountable for volume, quality, and performance.

Prioritizes mission and DGR outcomes by aligning field activity, partnership development, and
resource allocation to organizational goals.

Leads with consistency across locations ensuring staffing, training, and operational readiness
are maintained to support donor needs and peak periods.

Follows through on commitments with internal stakeholders and external partners; ensures
agreements, events, and ongoing donation streams are executed as planned.

Continuous Improvement

Uses KPI trends and field observations to identify root causes (donor flow, staffing, safety,
intake quality) and implements corrective actions with measurable outcomes.

Standardizes best practices across ADCs and retail intake points by documenting processes,
training leaders, and auditing adherence.

Improves donor convenience and experience by testing and refining donation site layout, traffic
flow, hours, event execution, and partner-based donation models.

Builds scalable donation acquisition channels by evaluating partner performance, renewing
what works, and discontinuing or redesigning low-value activities.

WORK ENVIRONMENT

Humidity or Wet conditions (non-weather-related) X

Extreme Cold (non-weather-related)

Extreme Heat (non-weather-related)

Moving Mechanical Parts X

Never Occasional Often Constant




Risk of Electrical Shock or Radiation

High or Precarious places

Fumes or Air borne Particules X

Toxic, Caustic Chemicals or Hazardous Waste X

Outdoor Weather Conditions X

Work with Explosives X

Noise X

Standing

Walking

Sitting X

Reaching

Stooping, Kneeling, Crouching, Crawling

Speaking, Listening X
Lifting, Climbing, Balancing X
Visual Requirements X
Repetitive Hand Movements X

Other (please identify): Normal Office and Warehouse Environment

DISCLAIMER:

| have read (or have had read to me) and understand the job description for this position
at Goodwill Industries of the Greater Chattanooga Area. | understand that this description
provides a general overview of the duties, responsibilities, and qualifications required for
the position. This job description is not intended to be all inclusive.

| acknowledge that this job description does not constitute an employment contract and
that my employment is at-will, meaning either | or Goodwill Industries of the Greater
Chattanooga Area may terminate my employment at any time, with or without cause or
notice, as permitted by law.

| understand that reasonable accommodation may be made to enable individuals to
perform essential job functions. Additionally, | acknowledge that job duties and
responsibilities may be modified at the discretion of the organization to meet operational
needs.

Please CHOOSE ONE (1) of the following:



| certify | can complete all the essential job functions stated within the job description
without reasonable accommodation.

| certify | can complete all the essential job functions stated within the job description
with reasonable accommodation.

By signing below, | confirm my understanding of the job expectations and agree to perform
the duties to the best of my ability.

Employee Signature Employee Name Print Date
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