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Role Description
	Job Title:
Shop Volunteer (overview) 
	Location:
Hastingwood Road, Hastingwood, CM17 9JX
	Hours:
Ideally we are looking for people who can commit to at least one morning or afternoon per week.
	Team:
Retail Shop



	Reporting to:
	Shop Manager

	Accountable to:
	Shop Manager / Head of Retail 

	Key working Relationships:
	Shop staff members / other volunteers / general public



	About St Clare Hospice:
St Clare Hospice is a local charity and each year we care for hundreds of people across West Essex and the East Hertfordshire border. We provide free, compassionate care and support to adults with life-limiting illnesses, their families and carers.

It costs over £5 million each year to provide our vital services (including clinical and support services) and with limited NHS funding, we need to fundraise for most of this. The St Clare Trading Company runs 8 charity shops and all of the profits are passed directly to St Clare Hospice.

A salaried manager runs each shop but we could not operate without our dedicated teams of volunteers. By donating just a small amount of your time, you could help St Clare Hospice to continue being there for local families facing one of the most difficult journeys in life.



	The difference you will make:
Your support will help us meet our strategic aims of:
· Reaching significantly more people who are facing death, dying and loss in our local communities.
· Supporting our communities to become more resilient, to support each other and to remain independent for as long as possible.
· Seeking partnerships with other organisations to deliver better care for our patients.



	Summary of Role:-
Some of our volunteers assist mainly with the sorting of donated stock, or mainly with customer service in the front of the shop.  Others have responsibility for a particular type of stock e.g. children’s books, or bric-a-brac.  Others do a bit of everything depending on what is required.
The following attempts to outline all the things you could get involved with if you were able to assist with whatever was required.




	
 Key Tasks:-
Sorting donated items:
· Select a donated bag from the container, take out the contents and assess the sale ability of the items 
· If items are suitable for sale then: clean / steam clean the item if needs be, label them, add the Gift Aid number where appropriate, then put out for the shop floor.  
· If the items aren’t suitable for sale then place them in the relevant containers for recycling or disposal as per the shop’s system. 
· Some donated goods may be better sold at one of our other shops (e.g. designer labels at our ‘Scarlet’ shop in Buckhurst Hill, vinyl at our music and book store in Bishop Stortford, or high value goods on our E-Commerce site).  Put these items in the relevant place as per the shop’s system. 

Providing great customer service:
· Welcome everyone who comes into the shop with a ‘good morning / afternoon’ and a friendly smile.
· Allow shoppers time and space to look around but be attentive and ask them if they would like any help if they look like they need it.
· Assist customers to get things from the window display / shelves if they are unable to. 
· Answer customer queries in a polite and helpful manner. 
· Refer any compliments or complaints to the shift leader.

Serving customers at the till:
· Wrap any bric a brac or delicate items for the customer.
· Put the purchase through the till.
· Offer the customer a bag.
· Offer the customer a receipt and let them know about our exchange / refund policy.
· Let them know about any other products that may be of interest to them.
· Thank them for their custom.

Accepting donations and processing Gift Aid:
· Thank everyone who comes in to donate.
· Ask them if they are already signed up as a Gift Aid Donor. 
· If they are already a ‘Gift Aid Donor’ take down their Gift Aid number or their postcode and surname.  Find them on the system and print off the relevant bar codes.
· If they aren’t already a Gift Aid Donor then explain Gift Aid to them and encourage them to sign up (if eligible).
· If there is no Gift Aid to assign to the donation then record it as an anonymous donation.
· Take donations to the sorting room and put in the relevant pen for sorting. 
 
Merchandising - promoting the sale of goods through their presentation:
· Display merchandise in line with shop / managers system.
· Move all of the products on a display or shelf to the front so as to make them more prominent.
· Ensure all areas of the store are well stocked and well presented.
· If certain areas of the shop are looking depleted of stock, communicate this to the shift leader to see if more can be sourced.
· Ensure window display is updated on a regular basis.

Keeping the shop clean and tidy:
· For example washing up cups, replenishing tea, coffee and milk, putting tools away (pricing guns, ticket labels etc), emptying bins when full, sweeping the floor, and keeping communal areas like the kitchen and toilet clean. 

Any other duties requested by the shop manager / shift leader.



	The skills / experience / personal qualities you will need:
· Polite and helpful at all times when interacting with customers.
· Good at working as part of a team: gets on well with others, happy to help and support other team members.
· Also able to work independently when the role requires.
· Adaptable to change – willing to help with whatever needs doing in the best interests of the shop. 
· Willing to learn and follow guidance / processes.
· Will take the initiative and find things that need doing during quieter periods.
· Hard working.
· No prior retail experience is required.



	The benefits you can expect:
· Spend your time doing something that is worthwhile and rewarding. 
· Meet new people.
· Become part of a passionate team.
· Gain new experiences, and develop skills and confidence.
· Day to day support from a designated member of staff.
· Opportunities for progression if you wish to take on more responsibility.
· Help make a difference to local people living with a life-limiting illness.
· Travel expenses will be reimbursed when agreed in advance.
· You will become part of a wider team of over 200 shop volunteers across West Essex, and part of the 500 + volunteers who support St Clare’s vital work. You will therefore have access to events and communications tailored for volunteers.



	Other Matters:
· Work with in St Clare Hospice’s Core Values. 
                  Compassion
                  Integrity
                  Respect
                  Excellence  
                  Teamwork 
· If you are unable to fulfil your commitment please contact your volunteer supervisor to inform them
· Maintain strict confidentiality at all times
· Wear your name badge at all times
· Attend mandatory training and updates for health and safety issues and other training as appropriate
· Attend volunteer meetings and training sessions whenever possible
· Adhere and work within the hospice policies and procedures
· Adhere to the smoking policy
· Familiarise yourself and comply with the Health and Safety policy
· Understand and know the procedure of what to do in the event of a fire or an accident
· Please do not hesitate to ask if you are unsure of anything



	The time you will be asked to give:
· Ideally we are looking for people who can commit to at least one morning or afternoon per week. Each shop’s opening times can be found on our website:  www.stclarehospice.org.uk/shop/shops, but most of our shops are open 9am – 5pm, Monday – Saturday.  Some also open Sundays.



	The training and support you will be given will include:
· You will be supervised and supported day-to-day by the shift leader. 
· You will receive on-going guidance to learn all aspects of the role.
· You will have the opportunity for one-to-one catch-ups with the shop manager as and when required. 



	Location:
We have the following retail sites across West Essex and East Hertfordshire:

1. Bishop’s Stortford (CM23 3XH)
2. Buckhurst Hill (IG9 5BY)	
3. Debden (IG10 3SY)		
4. Epping (CM16 4AQ)	
5. Great Dunmow  (CM6 1AE)		
6. Harlow (CM20 2BJ)
7. Harlow ‘Scarlet’ (CM20 1HX)
8. Saffron Walden (CB10 1HD)
9. Our e-Commerce team are based at St Clare Hospice near Harlow (CM17 9JX)
Full addresses and other details can be found on our website: www.stclarehospice.org.uk/shop/shops 

Please be aware that roles won’t always be available in all of these locations all of the time.



	How to apply:
· Complete our short online application form here: http://stclarehospice.org.uk/join-our-team/volunteer-with-us/volunteervacancies/
· Visit one of our shops during opening hours: www.stclarehospice.org.uk/shop/shops
· [bookmark: _GoBack]Or contact Carolyn Johnson, Volunteer Development Coordinator by phone: 01279 773704 or email: volunteer@stclarehospice.org.uk
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