
 1 Bank Shop Manager February 2019 

 

 

Job Description 

 

 

Job Title Bank - Shop Manager Location Various Locations  

Directorate Income Generation Hours: Flexible 

Responsible to: Head of Retail  

Accountable to: Director of Income Generation 

Responsible for: 
Assistant managers, sales assistants, volunteers  
(dependant on shop location)  

 

 

Background information: 
 
At St Clare Hospice our vision is that every adult with a life limiting condition in our local 
communities should have access to palliative care services wherever and whenever they need 
them, so that they can make the most of every moment, no matter how long they have left to 
live.  Our many different services provide patients, their families and carers, with physical, 
emotional, social, psychological and spiritual support, at home, or here at the Hospice. 
 
St Clare Hospice is an independent charity, with most of the cost of our services met through 
donations and voluntary funding.  It costs over £4million a year to run all our hospice services, 
and we receive limited NHS funding, so the income generation directorate is responsible for 
fundraising most of this.  Individuals, schools, community groups, businesses, events, grant-
making trusts and foundations, and our eight shops help us to raise the money to keep going. 
 
St Clare Hospice generates income through its retail provision, including eight shops, a 
distribution warehouse, and e-commerce sales.  The portfolio of shops includes a large flagship 
and training shop in Harlow, charity shops carrying a range of merchandise (donated goods and 
new items), and specialist charity shops with a focus on a particular type of merchandise. 
 
The Shop Relief Manger will cover any shop in the absence of the shop manager through 
vacancies, annual leave or sickness, including the specialist shops.   
 

 

 

Job Summary: 
 

 To lead and manage our charity shop, ensuring efficiency, effectiveness and 
professionalism in the operational running of the shop, at all times.  

 To process donated goods from the general public, encouraging eligible donors to sign up 
for gift aid 

 To maximise profits from the sales of donated stock and new goods for St Clare Hospice.  

 To support the shop team by providing communication, leadership, support, guidance and 
direction in all aspects of their work/volunteering.  

 To ensure that all appropriate standards are met which includes information governance, 
data management, Gift Aid Compliance, health and safety and security. 
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Bank Shop Manager - Key Responsibilities: 
 

 Sell donated and new goods to the public to maximise profit for the Hospice, ensuring 
effective standards of merchandising and display of goods at all times.  

 Ensure all IT equipment including epos system is in full working order and to report any 
losses or damages in writing to Retail Support Manager. 

 Ensure St Clare Hospice remains the charity of choice for donating and shopping, by 
delivering excellent customer service at all times.  

 Provide day-to-day rota coverage for the shop for staff and volunteers. Support with the 
recruitment of staff and volunteers as required to ensure the shop is safe and efficient in all 
operations. 

 Manage, lead and motivate the staff and volunteers, providing regular meetings and 
ensuring completion of appraisals and objectives.  

 Ensure that staff and volunteers are adequately trained in all aspects of their work, including 
cash handling, customer service, manual handling, store promotion, pricing guidelines, 
display, merchandising, Health & Safety, information governance and all of St Clare 
Hospices associated policies and procedures.  

 Ensure donated goods are accepted, sorted and managed efficiently in line with St Clare 
Hospice policy and procedure.  

 Act as the main key holder for the shop in the event of an emergency call out, and be 
conversant with emergency procedures, to ensure that any emergency issues are dealt with 
effectively.  

 Take full responsibility for the shop security, including premises, stock, money and staff.  

 Organise and plan own workload and timetable, in consultation with the Support Manager 
and Head of Retail, to ensure all deadlines required are met on time.  

 Communicate with the Support Manager for the supply of donated and new goods stock, 
ensuring that adequate stock levels exist in the shop at all times.  

 To be aware of “high value items”, which may need special attention e.g. to select 
alternative avenues of sale such as specialist sales and auctions where the item would 
achieve a higher profit.  

 Control costs to ensure that any expenditure is only made with prior approval of the Retail 
Support Manager and as defined in retail budget.  

 Maintain a high standard of adherence to all St Clare’s Policies and Procedures.  

 Attend regular meetings and training sessions with the retail team to ensure good practice, 
underpinned by co-operative relationships and effective communication.  

 Working with the Retail Support Manager and Facilities Manager, ensure that the working 
environments are safe for staff, volunteers and members of the public. This includes 
monitoring and maintaining all aspects of Health and Safety in compliance with Health and 
Safety at Work Act 1979, day to day running of the shop and undertaking any risk 
assessments as appropriate.  

 Ensure that the premises are adequately maintained and secured, and to report any defects 
to the Facilities Manager as soon as possible.  

 Liaise with suppliers and contractors as necessary and required.  
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 Act as the main channel of information feedback between the Hospice and the retail 
volunteer work force, including dealing with any complaints or matters to be addressed.  

 Ensure completion of all mandatory training, and that required of your team. 

 Support the Retail Team by covering other shops when required and as directed by Retail 
Support Manager or Head of Retail 

 

Key working relationships: 
 

 Customers and donors – providing good quality customer service, support and information 
 Retail Support Manager and Head of Retail – to receive guidance, supervision and 

management.   
 Shop staff and volunteers – providing supervision, support and coaching 
 Kudos – Epos/Software provider Support 
 IT Manager – email and general IT support 
 Fundraising Team – to help you organise events 
 Communications team-promote events  
 Job Centre and Volunteer Service Manager – Volunteer Recruitment 
 Lottery Manager – Canvassing/Lottery support 

 

 

 

Scope 

Decision making level  Day to day decisions on the management of the shop, in 
line with agreed retail policies and procedures (e.g. staffing 
and volunteer rota; pricing; window displays; interpretation 
of agreed promotions, Health and Safety) 

Financial resources  Annual Shop Income target of c.£100,000-£150,000 pa 
(varies depending on the shop) including a net profit target 
of c.20%-35% 

 Till float. banking of income, petty cash & Credit Card 
Machine  

Other resources  Shop stock (donated goods, new goods) 
 Shop equipment (till, steamer) and consumables 

People management  Part time Assistant Manager 
 Recruitment and supervision of up to 15 regular volunteers  

Legal, regulatory and 
compliance responsibility 

 Ensure compliance within the shop with Health & Safety 
policy and procedures and consumer goods regulations  

 Ensure all Human Resources (HR) policies and practices 
are compliant with employment legislation. 

 Compliance of Retail gift aid processes and procedures in 
line with HMRC guidelines. 

 Adherence to the Data Protection Act 2018. 

 

General: 
The above is not an exhaustive list of duties and the post holder will be expected to perform 
different tasks as necessitated by the changing role within the organisation and the overall 
business objectives of the organisation, that are reasonable, requested by the post holder’s line 
Manager, department Director or CEO, and in consultation with the post holder. 
 
The postholder is required to: 

 Provide cover for colleagues as directed by the line Manager. 

 To produce work of a high standard at all times. 
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 Maintain confidentiality - the postholder may have access to confidential data on patients 
and services within St Clare Hospice.  Failure to maintain confidentiality may lead to 
disciplinary action and could ultimately lead to dismissal. 

 Participate in annual appraisal and personal development review 

 Keep themselves updated on all matters relating to Hospice policy. 

 Be suitably professional in appearance at all times. 

 Familiarise themselves with matters relating to health and safety management as they 
affect them personally in their work and/or the Hospice, reporting any potential risks to life 
or property immediately in accordance with the Hospice’s Health & Safety Policy and 
procedures.  They must use all equipment provided to undertake their role safely. 

 Refrain from smoking in patients’ homes and use the designated smoking area in Hospice 
premises 

 St Clare Hospice is committed to equal opportunities and valuing diversity for all present 
and potential members of staff and volunteers, patients and families, irrespective of gender 
(including gender reassignment), marital status, sexual orientation, race, colour, creed, 
religion, belief, nationality, ethnic origin, age, and disability, a positive diagnosis of HIV/AIDS 
or Trade Union membership.  Therefore St Clare Hospice expects its entire staff to 
understand, support, and apply this policy through their working practices, which requires all 
individuals to be treated with respect, dignity, courtesy, fairness and consideration. 

 

 

 

Signed (employer) 
 

 

Date: 
 

 

Signed (employee) 
 

 

Date: 
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Person specification 

 

 Criteria 

Knowledge, 
Qualifications and 
Experience 

 
Essential: 

 Good level of literacy and numeracy equivalent to GCSE or equivalent 
grade 4/C (pass) in English Language and Maths 

 Retail, sales or other commercial experience in a relevant field 

 Good knowledge of Bric-a-Brac, general knowledge of ladies wear, 
menswear, children’s wear and jewellery  

 Experience of staff supervision or leadership 

 Cash handling and budget management 

 Confident user of computers and sound knowledge of Word, Excel and 
Outlook 

 Interest in charity retailing 
 
Desirable: 

 Ideally previous experience of use of an EPOS system 

 Understanding of volunteering and the motivations of volunteers 

 Understanding of H&S in retail environment   

 Knowledge of the Fundraising Codes of Practice 
 

Skills and Abilities 

 
Essential: 

 Good organisational skills, including ability to plan and prioritise own 
workload to meet deadlines 

 Ability to problem solve and use own initiative 

 Good interpersonal skills,  including customer service skills, ability to 
deal with the public, liaise with donors, and build effective working 
relationships with volunteers 

 Good written communication skills, including ability to brief 
communications team on events publicity 

 Team player, and ability to work well as part of a small and wider team 

 Excellent attention to detail and accurate record keeping 

 Demonstrable merchandising and display skills 

 Ability to manage conflict constructively and sensitively 
 

Personal Qualities 
and Attributes 

 
Essential: 

 Commitment to equality and valuing diversity and understanding of how 
this applies to own area of work 

 Commitment to the aims and charitable objectives of St Clare Hospice 

 Committed to own continuing professional learning and development 

 Ability to use own initiative and work independently 

 Positive, self-motivated and driven to achieve results 

Other 
requirements 

 
Essential: 

 Flexibility to work weekends or as directed 
 
Desirable: 

 Current driving licence and access to vehicle to use for work purposes.       
 

 


