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Manager of Mission Delivery
Sacramento, CA
Full-Time/Exempt

At Make-A-Wish®, we are more than a great place to work — our work is life-changing. Together, we create life-changing wishes for children with critical illnesses. Nearly 40 years ago the inspiration for Make-A-Wish began with one little boy's wish to be a police officer. Today, together with our volunteers, donors, staff and supporters, our chapter has granted more than 10,000 life-changing wishes across the 28 counties we serve and transformed countless lives. 

The Role 
The Manager of Mission Delivery is responsible for overseeing the day-to-day coordination of wish operations and supporting the successful execution of wishes from qualification through granting. This role leads and coaches a team of wish coordinators and intake staff, ensuring families receive compassionate, timely, and high-quality service throughout their wish journey. 

This leader serves as a primary resource for staff, helping troubleshoot challenges, remove barriers, and ensure operational consistency while fostering a collaborative and supportive team culture. The Manager of Mission Delivery reports to the VP of Mission and maintains a caseload to remain closely connected to the family experience.

What You’ll Do
· Mission Operations
· Monitor and support the progression of wishes through the wish pipeline
· Ensure timely completion of wish milestones and documentation
· Identify and address barriers that may delay wish progression
· Provide guidance to staff regarding policy, procedures, and best practices
· Assist in managing high-priority or complex wish situations
· Team Leadership & Support
· Directly supervise Wish Coordinators and other designated mission staff
· Provide ongoing coaching, mentorship, and development opportunities
· Support onboarding and training of new team members
· Conduct regular one-on-one meetings and performance coaching
· Foster a collaborative, positive, and family-centered team environment
· Encourage shared accountability and teamwork across the department
· Quality of Experience
· Ensure wish families receive exceptional service and communication throughout the wish process
· Support staff in navigating sensitive family situations with empathy and professionalism
· Reinforce standards related to communication, timeliness, and customer service
· Review wish cases for quality, consistency, and compliance with chapter and national guidelines
· Caseload Contribution
· Manage a moderate caseload of wishes
· Conduct wish discoveries and support direct wish granting activities
· Maintain strong relationships with wish families, volunteers, and medical partners
· Model best practices in wish delivery and family engagement
· Process & Continuous Improvement
· Identify opportunities to improve workflows and team efficiency
· Partner with leadership to implement process improvements
· Maintain accurate records and reporting within Salesforce and other systems
· Support data integrity and operational compliance efforts
· Cross-Functional Partnership
· Collaborate with volunteer, program, development, outreach, and finance teams to support wish fulfillment
· Assist with special projects, events, and mission-focused initiatives as needed
· Promote a One Team, One Goal approach across the chapter

What You Bring
· 3+ years of nonprofit, program management, customer service, or related experience
· Prior supervisory or team leadership experience preferred
· Strong organizational and project management skills
· Ability to manage multiple priorities in a fast-paced environment
· Exceptional interpersonal and communication skills
· Demonstrated emotional intelligence and ability to navigate sensitive situations
· Strong problem-solving and decision-making abilities
· Experience working with children and families preferred
· Proficiency with Microsoft Office and CRM systems; Salesforce experience preferred

What Success Looks Like
· Wishes move efficiently through the pipeline with minimal delays
· Staff feel supported, engaged, and equipped to succeed in their roles
· Families consistently report positive and meaningful wish experiences
· Team members demonstrate strong collaboration, accountability, and communication
· Operational processes are followed consistently and accurately
· The mission team maintains high standards of service while adapting to changing needs and priorities

What We Offer 
· Salary range: $70,000–$80,000 annually
· Full-time, exempt with comprehensive benefits
· Hybrid work model with three in-office days per week at The Wishing Place in Sacramento
· 401(k), vacation, sick leave, and paid holidays
· A mission-driven culture where your work truly matters

Join Us 
We are more than a great place to work - our work is life-changing. We are fueled and guided by our values, and by the inspired people who bring those values to life every day. We are committed to building an inclusive, welcoming environment where every team member can thrive. We respect and ensure equal opportunity, regardless of race, religion, ethnicity, national origin, age, gender identity, sexual orientation, disability, or any other legally protected characteristic.
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