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JOB DESCRIPTION

1.
JOB DETAILS


Job Title: 


Shop Manager 

Hours: 


12 Months Fixed Term Contract

37.5 hours (5 days over Monday to Sunday 
some Bank Holidays may be required)

Department: 


Retail

Accountable to: 

Retail Area Manager
Accountable for:
Assistant Manager/Shop Assistant/Volunteers

Tenure: 


Permanent
2.
JOB PURPOSE 

To effectively manage the shop, to maximise income and profitability and to maintain standards.
To act as an ambassador for Rowcroft, ensuring the shop is presented to the highest standards and reflect the brand values of Rowcroft Hospice.

3.
DIMENSIONS





Associate Director of Retail






Retail Area Manager 






      Shop Managers






     Assistant Managers







       




       Shop Assistants
4.
ORGANISATION CHART


See attached.




5.
PRIMARY DUTIES AND RESPONSIBILITIES
Sales and Profit
· To develop and manage a competent team of staff and volunteers to ensure every opportunity is taken to increase sales, raise the ATV (average transaction value) and to convert browsers into buyers.

· Planning your shop floor layout in accordance with sales data, maximise sales and control costs, in order to achieve the agreed financial targets using data from the Kudos system.

· To have a commercial understanding of financial reporting, with the ability to be proactive in implementing changes within the store to increase turnover/profit. 

· To ensure that all Rowcroft’s administrative and financial procedures are followed, including banking, EPOS reconciliations, stock orders and Distribution returns. 

· To promote the public image of Rowcroft through excellent customer service and good practice.


Customer Care
· To lead by example; training, developing and monitoring all staff and volunteers, to consistently exceed customer expectations.
· To actively promote Gift Aid on donated items, ensuring that the customer is informed of the current Gift Aid legal requirements and the new donor details are accurately input into the Kudos system.

· To ensure that you and your team have a passion and thorough knowledge of Rowcroft Hospice and act as ambassadors and customer service champions at all times, delivering a consistently warm and friendly customer experience. 

Team Management
· To manage, motivate, direct and develop Assistant Managers, Shop Assistants and retail volunteers to achieve the set KPI’s (Key Performance Indicators).

· To anticipate and manage resources, inline with peak trading periods. 

· To train staff and volunteers on the shop’s Gift Aid procedures, ensuring the Gift Aid Policy is adhered to.
· To develop and lead a team of staff and volunteers, ensuring they all contribute to creating a friendly and welcoming environment. 
· To carry out the weekly and quarterly H&S Inspection Report, notifying any potential problems or maintenance required.

· To carry out the annual Fire Safety Risk Assessment Inspection Report. 

· To complete the on-line Mandatory Training, as and when required. 

· To work closely with the Voluntary Services Co-Ordinator to recruit, train and develop volunteers as and when required, ensuing the level of volunteers-v-the needs of the shop are maintained. 

· Communicate Rowcroft Hospice policies and procedures effectively and regularly to the shop Volunteer team.


Stock Control and Merchandising

· To lead in merchandising and displaying products, using creative and commercial acumen, in order to achieve sales targets and create interest.

· To engage fully with the Rowcroft Retail Distribution Centre on requesting relevant stock for your target audience (smart stocking).

· To adhere to best practice regarding all stock items, recognising the need to secure best value-v-location (shops/eBay/auction houses, etc).

· To ensure effective and accurate stock control to maximise income and profitability.

· To promote and maintain the brand standards of Rowcroft Hospice.

Cash Handling and Security

· To ensure the safest possible environment for all staff and monies by observing the rules and procedures defined by Rowcroft Hospice Retail Department.
· To adopt a judicious approach to the security of stock, buildings, equipment and consumables in the care and ownership of Rowcroft Hospice at all times.

· To check all transactions accurately – cash, credit cards, credit notes.

· To take ownership of and investigate all till discrepancies.

Health & Safety

· To maintain a safe working environment for all customers and volunteers, ensuring that all Health and Safety regulations as set out by Rowcroft Hospice are adhered to at all times.

· To take reasonable care for the Health and Safety of themselves and others who may be affected by their acts or omissions at work.
· To complete the online Mandatory Training as and when required.


General

· To ensure the highest standards of housekeeping are delivered consistently.
· If applicable, cleaning down kitchen including cleaning out fridge/freezer, microwave, coffee machine, sweeping and mopping floors, emptying bins. 
· To attend training courses as required to meet the requirements of the post.

· To be aware of and monitor other charity shops and developments in your local area.

· To ensure the security of the premises, stock, cash and product at all times.

· To be prepared for lone working on occasions.

· To be accountable for your own development review process, seeking out opportunities to learn new skills.

· Situations may arise that require the post holder to perform other duties or tasks as may be reasonably requested by Rowcroft Hospice. 
· The post holder will be expected to attend Quarterly Management Meetings, notice of which will be given.
6.
COMMUNICATIONS AND WORKING RELATIONSHIPS

· Customers

· Volunteers

· Associate Director of Retail

· Retail Operations Manager

· Retail Distribution Manager

· Business Analyst

· Shop Managers, Assistant Managers and Shop Assistants
· Hospice staff 
7.
KEY RESULT AREAS
· To proactively contribute to the success of the Retail Department.
· To effectively manage and lead a team of retail volunteers in order to achieve the set targets and overall standards of the shop.
8.
MOST CHALLENGING PART OF THE JOB


(To be completed by post-holder)

9.
AUDIT CLAUSE

All members of staff are expected to participate in audit assessments as appropriate.

10.
INFECTION CONTROL CLAUSE

Infection Control is everyone’s responsibility.  All staff, both clinical and non clinical, are required to adhere to the organisation’s Infection Prevention and Control Policies and make every effort to maintain high standards of infection control at all times, thereby reducing the burden of Healthcare Associated Infections including MRSA.

 
All staff employed by Rowcroft Hospice have the following key responsibilities:

 

· Staff must decontaminate their hands prior to and after direct patient care or contact with the patient’s surroundings;

· Staff members have a duty to attend mandatory infection control training provided for them by the Hospice;

· Staff members who develop an infection (other than common colds and illness) that may be transmittable to patients have a duty to contact Occupational Health.

11.
PERSON SPECIFICATION 


(Please see attached)

12.
JOB DESCRIPTION AGREEMENT

This job description is subject to review.  The post may include other duties and responsibilities as determined by the recruiting manager in consultation with the postholder.  

The post is subject to Rowcroft Hospice Foundation Ltd Terms and Conditions of Service.

Postholder’s Signature:




Date:

Head of Department’s Signature:



Date:

PERSON SPECIFICATION
	Attributes
	Essential
	Desirable



	Qualifications, special training and general intelligence
	· Good standard of education.

· Be commercially aware of the High Street and have a keen interest in/knowledge of the latest fashion trends and retailing.
· Have a full understanding of what is meant by exemplary customer service and evidence of delivering this consistently.

	· Previous experience of merchandising.



	Knowledge and skills
	· Commercial understanding with ability to implement changes to increase profit.

· Understanding of your customer base and target audience.

· Creative and effective visual merchandising techniques.

· Excellent organisational and time management skills.

· Ability to delegate work with the ability to lead and motivate staff and volunteers to achieve results.

· Competent IT skills (including email).

	· Experience of cash handling.

· Knowledge of EPOS.

· Knowledge of charity retail sector.

· Knowledge of clothing brands/ labels, accessories, vintage/retro.



	Experience


	· A strong retail background, with experience of successful retail management; evidence of achievement of sales against target, stock management and control. 

· Staff/volunteer performance management and appraisal.

	· Previous experience of retail management in a charity retail environment.
· Experience of working with computerised EPOS systems.

· Working with volunteers.



	Personal requirements e.g. communication, interpersonal
	· Confident and effective communicator.
· Personal resilience and ability to respond to change.

· Passionate, with a ‘can do’ attitude.

· Ability to move/lift bags of donated goods/furniture when necessary.
· Flexibility.

· Ability and willingness to travel around the allotted area
	· An understanding of Gift Aid.

· An understanding of manual handling issues.
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