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The Shakespeare Hospice

Job Description

Job Title: 



Retail Operations Manager

Reports to:
 


Head of Income Generation
Hours :



Full time to be worked flexibly as

required

Location:

Office based at The Shakespeare Hospice (TSH), Shottery. Travel to the Hospice’s retail outlets, retail events and meetings will be necessary.
Key Relationships

Head of Income Generation
Head of Finance
Voluntary Services Manager

Income Strategy Trustee Committee

Volunteers

Direct Reports 

Shop Managers

On Line Sales Co-Ordinator
Overall Job purpose

To manage chain of 7 retail shops across South Warwickshire and North Cotswolds. 

Support the Head of Income Generation with the implementation of the Retail strategy. 
Manage and monitor the income and expenditure budgets. 

Responsible for the day to day operational management.

To provide leadership and support to shop managers, staff, and volunteers. 
Key responsibilities

· Manage, monitor and evaluate the overall strategy for Retail, delivering project milestones and financial targets.

· To implement the Retail strategy with annual detailed action plans that deliver annual growth in income.

· Prepare and implement the annual Retail budget in collaboration with the Head of Income Generation and Head of Finance.
· To achieve agreed shop sales, Gift Aid targets and maximise our retail profit through effective cost control.

· Generate quality donated goods through stock generation initiatives.

· Support the business planning and risk assessment of any potential projects.

· Project manage the development of new Retail outlets including refurbishment, lease negotiations and recruitment of staff.

· Supervise the development of on-line sales.

· Research potential, innovative income streams to provide opportunities to generate new sources of sustainable funds.
· Regularly review high street mainstream and charity retailers to ensure that TSH Retail offering is current and, where appropriate, cutting edge.

· Attend meetings and provide managerial reports to the Senior Management Team and the Income Strategy Committee as required.
· Work with the Heads of Department to ensure that a consistent and accurate marketing strategy is adopted to promote the work of the Hospice.
· Contribute to the strategic direction and overall development of services of the Hospice.
· Participate in the implementation of policies and procedures to ensure compliance across the Hospice.
· Maintain own professional development and keep abreast of new initiatives and best practice in Charity Retail.
· Undertake any other duties required by the Chief Executive or Head of Income Generation, which fall within the scope of the post.
Management

· Provide effective leadership, line management and motivational support to the Retail team members.

· Promote team building, sharing best practice and co-operation, ensuring Retail managers work as part of a whole team concept.

· To ensure that Shop Managers and staff maintain a high level of customer service at all times.

· In conjunction with Voluntary Services Manager, to ensure sufficient numbers of quality volunteers and placements are recruited and trained.

· Respond to all customer complaints in a timely fashion.

· Manage the annual retail budget and be responsible for monitoring and controlling expenditure, working closely with the Head of Finance.
· Manage the Hospice retail outlets ensuring effective financial control, taking corrective action where required.

· To visit all shops regularly to ensure that they are being managed effectively and efficiently and in accordance with the agreed procedures.

· Undertake regular inspections of the interior and exterior of shop premises and to advise the Head of Income Generation of maintenance and Health & Safety requirements.

· To ensure that all shops handle personal data appropriately and that Data protection guidelines are adhered to at all times.

· Ensure efficient and effective stock management, for both Bought In and Donated items.
· Negotiate with suppliers on bought in goods and all services.

· To be responsible for the development, implementation and maintenance of TSH retail Health & Safety Policy & Guidelines in all shops, following appropriate training. 

· Ensure all retail outlets provide a safe and secure working environment, adhering to Health & Safety regulations.

· Ensure compliance with trading standards and other legal / statutory requirements.

· Ensure retail managers are aware of all relevant legislation and are kept up to date with developments at The Shakespeare Hospice.

· To ensure that all cash and security controls / procedures are adhered to by shops, regularly actioning appropriate checks to include all shop systems, paperwork – investigating, reporting and taking appropriate action on all discrepancies in a timely and professional manner.

Other Responsibilities

· Abide by all Hospice Policies and Procedures.
· Undertake all mandatory training as required.
· Participate in annual appraisal and personal development review

· The post holder must familiarise themselves with matters relating to Health & Safety Management, as affecting themselves, their department and the Hospice as a whole.
· Promote the hospice vision and values at all times

This is an outline Job Description and is subject to review in consultation with the post holder according to the needs of the service.
General Responsibilities and Obligations of all employees; 

Policies and Procedures

The post holder is required to have a good understanding of and to comply with all

relevant Hospice policies, procedures and guidelines. Any contravention of Hospice policies or procedures may result in disciplinary action.

Volunteers
The Hospice recognises the valuable contribution that volunteers make, and we expect all employees to be able to support and work effectively with our volunteers.

Confidentiality and Data protection
It is a requirement of employment with The Shakespeare Hospice that all staff must comply with the obligation of confidentiality relating to personal information that could identify individuals.  The Data Protection Act 1974/1998 safeguards the handling of information held in both electronic and manual filing systems and it is the duty of all staff employed by the Hospice to uphold the principles of the Act, adhere to the Hospice policies and to maintain strict confidentiality at all times.

Infection Control
All employees of the Shakespeare Hospice must be aware of infection prevention and control policies and are expected to follow them at all times. Any breach of infection control policies which places patients, visitors or colleagues at risk may result in disciplinary action.

Equality & Diversity
The post-holder must at all times carry out his/her responsibilities in line with the Hospice’s Equality & Diversity Policy.

Health & Safety
Employees must be aware of the responsibilities placed upon them under the Health and Safety work Act 1974, to ensure that the agreed safety procedures are carried out to maintain a safe working environment for patients, visitors and colleagues. The post holder is required to conform with the Hospice policies on Health and Safety and Fire Prevention, and to attend related training as required.

Safeguarding Vulnerable Adults and Children
It is the duty of all staff working for the Hospice to safeguard children and vulnerable adults and undertake safeguarding training at an appropriate level.

Code of Conduct
Employees are required to represent the Hospice in a positive light and embody the corporate identity in appearance, demeanour, values and ethics.

Other

· Promote the work of the Hospice, reflecting the Hospice vision and values.

· Attend mandatory and relevant training as identified by the Hospice/Line Manager.

· Participate in the appraisal process annually.

· Undertake any other duties commensurate with the post.

Review of Job Description
This job description is an outline of the key duties and responsibilities of the role and is not intended as an exhaustive list. The job description may change over time to reflect the changing needs of the service. The post holder may be required to undertake other duties that could reasonably be considered commensurate with the post.
This job description is subject to periodic review and may be changed/updated following consultation with the postholder(s).
The Hospice operates a No Smoking Policy 
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THE SHAKESPEARE HOSPICE

Retail Operations Officer
PERSON SPECIFICATION  

The successful candidate will need to demonstrate:

	CRITERIA
	E or D =

Essential or Desirable
	Assessed:

A = Application form

I  = Interview

T = Test at Interview

	WORK EXPERIENCE
	
	A
	I
	T

	Retail management experience – at least 3 years
	E
	√
	√
	

	Experience in charity retail 
	D
	√
	√
	

	Experience of managing a team remotely
	D
	√
	√
	

	Experience of working with volunteers in a retail setting
	D
	√
	√
	

	Experience of motivating direct reports and volunteers
	E
	√
	√
	

	Experience of managing an income and expenditure budget effectively
	E
	√
	√
	

	Experience of working within a customer/supporter orientated environment
	E
	√
	√
	

	QUALIFICATIONS/KNOWLEDGE

	English and Maths GCSE’s or in a relevant subject, or appropriate experience
	E
	√
	√
	

	Retail NVQ 2/3
	D
	
	
	

	IT Literate
	E
	√
	√
	

	SKILLS AND ABILITIES

	Excellent communication skills – both written and verbal. 
	E
	√
	√
	

	Able to work on own initiative and within a team
	E
	√
	√
	

	Ability to work well in a target driven environment 
	E
	√
	√
	


	Ability to motivate others to achieve sales/ targets. 
	E
	√
	√
	

	Excellent planning and organisational skills
	E
	√
	√
	

	Numerate – ability to manage a budget and report on variances
	E
	√
	√
	

	Flexibility – enthusiastic and flexible attitude 
	E
	√
	√
	

	Car driver – travel to the retail outlets, meetings, etc
	E
	√
	√
	


Signature: __________________

Name: ____________________

Date: _____________________
�
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