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JOB DESCRIPTION

1.
JOB DETAILS


Job Title: 


Online Specialist 

Salary:



Up to £23k

Hours: 


37.5 hours 

Department: 


Retail

Reports to: 


Area Manager

Tenure: 


Permanent
2.
JOB PURPOSE 

To be responsible for managing the day to day running of Rowcroft’s online sales platforms, budget, processes and procedures.

 
To take the lead on the further development and implementation of an online sales plan/strategy, with the objective to increase net income considerably.

The post holder will have responsibility for leading, motivating and developing a staff and volunteer team.
3.
DIMENSIONS
The post holder will have direct line management responsibility:

· 1 x Ecommerce Assistant
· Ecommerce volunteers




Associate Director of Retail

Area Manager










      Online Specialist





Ecommerce Assistant/Volunteers 
4. PRIMARY DUTIES AND RESPONSIBILITIES
Business Development
· To proactively contribute to the development and implementation of a sustainable online business plan to increase income from online sales, considering all opportunities and risks, and utilising resources effectively to achieve optimum results.

· To manage and monitor the Online budget and set KPIs where necessary.

· To identify opportunities for growth in sales and profit considering different sales platforms, stock acquisition and ensuring a competitive advantage in terms of sales strategies and customer service.

· To test new ways of working as appropriate and evaluate results continuously to learn and improve.
· To have a clear understanding of the Retail Strategy and how Online contributes to this.

People Management 
· To be responsible for providing effective leadership, management and communication to the Online team, managing all day to day activity.
· To be responsible for motivating, organising and promoting a positive working environment across the workforce.
· To be responsible for providing adequate training, monitoring staff performance, carrying out appraisals and dealing with any absence, grievance, capability or disciplinary issues, in line with HR policies and procedures.
· To actively lead and manage the recruitment and training of volunteers/work placements as appropriate.
Operational/Customer Service/Sales
· To maintain customer service of the highest level and put measures in place to ensure excellent customer service and standards are delivered at all times, so seller status and customer feedback status is protected.
· To monitor customer sales and trends and optimise sales accordingly.

· To be responsible for creating and implementing best practice and processes across the function, ensuring all customer or potential customer enquiries are responded to in a timely manner, 7 days a week.
· To manage online sales via marketplace sites e.g Ebay, Amazon etc
· To analyse overall product sales, considering profit margin, costs and channel performance to deliver optimum profitability.

· To undertake competitor analysis and benchmarking when necessary.


Reporting

· To collate the daily and monthly sales figures as required and monitor and analyse KPI data as necessary.
· To regularly analyse Rowcroft’s online sales performance and activity, providing 
recommendations regarding continued use of platforms to the management team, in order to assist with strategic planning and inform future business direction.
Dispatch

· To manage the team to pick and pack and process orders placed online within the set limits to ensure products are dispatched within the appropriate timescales.

· To oversee that all online items are stored safely in an organised way so protecting their value.

· To ensure that all daily orders are made on time, received and packaged ready for delivery to customers within a strict timeframe to dispatch.

· To negotiate with packaging and courier companies to ensure best prices are achieved and ensure that packaging is ordered in sufficient quantities to fulfil orders.

Education
· To actively maintain awareness of professional developments within your profession.

· To oversee and ensure colleagues are trained and understand policies and protocol in relation to online trading
Health & Safety/Security

· To be responsible for all Health and Safety policy and procedures, ensuring the safety and wellbeing of staff and volunteers.

Other Responsibilities:

In the absence of the Retail Business Analyst, the post holder will:

· Generate and distribute shop weekly income figures 

· Generate single ticket sale figures for Lottery office

· Provide first line EPOS support to Shop Managers 

· General upkeep of the EPOS system 
5.
COMMUNICATIONS AND WORKING RELATIONSHIPS

· Ecommerce Staff and Volunteers

· Associate Director of Retail

· Retail Area Manager

· Retail Business Analyst

· Distribution Staff and Volunteers

· Logistics Team

· All other retail and hospice staff

6.
KEY RESULT AREAS
· To contribute to the development and execution of the online sales plan/strategy
· To build a team of volunteers to support business growth
7.
MOST CHALLENGING PART OF THE JOB


(To be completed by post-holder)

8. AUDIT CLAUSE

All members of staff are expected to participate in audit assessments as appropriate.
9. 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.

10. 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:



[image: image2]
PERSON SPECIFICATION

	Attributes
	Essential
	Desirable

	Qualifications, special training and general intelligence
	· Good overall level of education including Maths and English

	· Degree or diploma
· Business development

	Knowledge and skills
	· Strong leadership skills with ability to develop good working relationships and a cohesive team.
· Commercially aware, results driven and can drive change.
· Commercial knowledge of trading on various online platforms and third party systems which allow multi-platform selling and pricing strategies.
· Analytical and well organised

· Sound commercial and editorial judgement.

· Excellent IT skills with proficiency in the use of MS Word, Excel/EPOS 
· Creative and compelling copy writing skills
· Excellent customer service skills.
· An understanding of manual handling issues.

	· General understanding of charity retail and the value of donated goods.
· Knowledge and understanding of effective ecommerce traffic drivers and marketing methods


	Experience


	· Proven experience of ecommerce, multi-channel management and executing operational plans in either a commercial or charity setting

	· Working with volunteers
· Experience of growing a business successfully


	Personal requirements e.g. communication, interpersonal
	· Passionate about ecommerce and customer experience

· Proactive, collaborative and demonstrates a high degree of team spirit and integrity.

· Positive, flexible, open minded and a test and learn attitude
	· Innovative and entrepreneurial

	Other requirements, e.g. Rotas
	· Willing and able to work weekends if required.
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