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St. Andrew’s Hospice 
JOB DESCRIPTION
	1. JOB IDENTIFICATION

	Job Title:                   Shopping Outlet Manager
Reports to:                Retail Business Development Manager
Department:              Fundraising / Retail
No of Job Holders:    1
Last Update:              Dec 23


	2.  JOB PURPOSE

	As the Shopping Outlet Manager, your primary responsibility is to lead and manage the day-to-day operations of our Shopping Outlet in alignment with the organisation's goals and values. Your role encompasses strategic planning, staff and volunteer management, customer service, and financial accountability, all aimed at maximising the outlet’s profitability and supporting our charitable initiatives.
The post holder will also provide supervisory cover for the Warehouse Manager as required.



	3. DIMENSIONS

	St Andrew’s Hospice is a registered charity providing specialist palliative care for patients with life-limiting conditions which require complex symptom management, and/or end-of-life care. It is Lanarkshire's only specialist hospice and provides multidisciplinary support for patients, their families and carers. The service is provided completely free of charge for the adult population of North and South Lanarkshire and is open to all without distinction of race, gender or creed. 

The Hospice is a Company Limited by guarantee and a registered charity and is required by guarantee and a registered charity and is required by separate and differing legislation to meet finance governance and regulatory requirements. 


	4.  ORGANISATIONAL POSITION
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	5.   ROLE OF ORGANISATION &  DEPARTMENT

	St. Andrew’s Hospice strives to provide a high standard of specialist palliative care to the people of Lanarkshire, encompassing human dignity and compassion and at all times respecting the value of human life. 

· Specialist Palliative Care is the active, total care of patients with life limiting disease and limited prognosis, which is delivered by a multidisciplinary team. It provides physical, emotional, social and spiritual support to patients, their families and carers. 

· St Andrew’s Hospice is open to all people aged 18 and over, served by NHS Lanarkshire, without distinction of race, gender or creed. 

· All services are provided free of charge to the patient. 

· Patients can be referred via any healthcare professional e.g. their GP/Consultant/District Nurse/Community or Hospital CNS etc. Patients/carers can self-refer to some outpatient and bereavement services
· Our core values are: Human Dignity, Compassion, Justice, Advocacy and Quality. 
The post holder will be responsible for managing the shopping outlet team of staff and volunteers ensuring that sales targets are achieved.
The Shopping Outlet Manager plays a crucial role in achieving the organisation's charitable goals by effectively managing the shopping outlet’s operations, fostering a positive team culture, and maximising financial contributions to support the community of Lanarkshire and the provision of palliative care services.
The role reports directly to the Retail Business Development Manager.




	6.  Key Result Areas

	· Responsible for the day to day management of the shopping outlet ensuring profitability is maximised and sales targets met.
· Develop and implement strategic plans for the shopping outlet, aligning with the organisation's overall mission and objectives. Identify growth opportunities, set targets, and establish action plans to achieve key performance indicators.
· Provide effective leadership to the outlet team, fostering a positive and collaborative work environment. Recruit, train, and manage staff and volunteers, ensuring completion of mandatory training and continuous development and alignment with the organisation's values.
· Oversee budgeting, financial reporting, and ensure the shopping outlet operates within financial targets. Monitor sales, Gift Aid, expenses, and profit margins, making informed decisions to enhance financial sustainability.
· Oversee the processing and merchandising of donated goods. Implement effective donation campaigns and initiatives to drive community involvement and support.
· Oversee the management of goods for sale, recycling and rotation of stock to maximise sales. Liaise with the Warehouse ensuring stock rotation and quality is achieved.
· Maintain high standards of customer service, ensuring a positive shopping experience for customers. Address customer enquiries and concerns promptly, fostering a positive relationship with the community.
· To work closely with the Warehouse Manager providing supervisory cover where necessary.
· Responsible for compliance with all statutory regulations concerning Health & Fire Safety at work, adhering to all protocols within your shopping outlet. Create a secure environment for staff, volunteers, and customers.
· Implement appealing and effective visual merchandising strategies to optimise the presentation of goods, attract customers, and enhance the shopping experience.
· Provide regular reports to senior management on the outlet's performance, including financial metrics, sales trends, and key achievements. Collaborate with other departments to ensure alignment with organisational goals.
· To oversee shopping outlet rotas and ensure the outlet functions at all times.

· Oversee the management of all new goods stock. Be responsible for new goods budget reporting to Retail Business Development Manager.

· To be actively creative in growing the business and the Community Connections, diarising all shopping outlet activity including promotions, sales events and all in store seasonal incentives.

· Ensure the Hospice Hub area is up to date and serviced. Ensure all marketing materials are available. Drinks/refreshment facilities are always available for customer use.

· To maintain the Retail Training Hub and ensure it is kept clean and in good working order for training courses to take place. To be aware of training hub diary and all events taking place in the building to liaise with the Retail Business Development Manager on all aspects of the Training Hub.

· Responsible for security of premises including all financial transactions and reporting to your line manager when security is in jeopardy. 
This list is not exhaustive. You may be required to carry out other duties within your capabilities as and when required. You may also be required within the Retail Portfolio to be seconded to a different location as agreed. This is flexible to meet the needs of the Retail Portfolio staffing structure at all times and to maximise performance in each retail outlet. 



	7.  OTHER

Ethos and Mission of the Hospice

Lead by example and uphold the mission and ethos of the Hospice and of the Religious Sisters of Charity- advocacy, compassion, human dignity, justice and quality.

Health & Safety

All employees must:

· Take care of their own safety and others who may be affected by their actions or omissions.

· Adhere to Hospice and Departmental Health and Safety Policies and use any equipment or personal  

       protective equipment provided to ensure safety.

· Co-operate with their managers to maintain safe systems and safe workplaces.

· Report any accidents/incidents or ill health, failings in premises equipment or personal 

· Protective equipment or personal protective equipment through the Hospice reporting system.
· Not interfere with any equipment provided to ensure Health & Safety.

· Not attempt to carry out tasks or repairs beyond their competence.

· Follow manual handling guidelines and principles, utilising all aids and attending yearly updates.

· The employee must attend and complete the full induction programme and appropriate 

· Mandatory training relevant to job role.
Annual Performance Development Review
The post holder will undertake their annual Personal Development Review (PDR)with the Retail Business Development Manager. The purpose of the PRD is to review how well the objectives of the role has been achieved in the previous year, assess progress towards the targets made at the previous PRD and set new targets. The PRD also explore how the individual has contributed to the achievement of the overall Hospice Strategy 
Effort & Environment skills

·  The role will involve walking and moving around department and to other destinations within the Hospice.

·  Occasional exposure to and having to deal with situations that can / are distressing, difficult or aggressive.

·  Dealing with a variety of professionals, and, on occasion, patients, carers and relatives who will have differing 
 needs and requirements.

·  Frequent requirement for concentration in an office environment.
General & Corporate Duties

Records Management / Data Protection

As an employee of the Hospice, you have a legal responsibility for the protection of all records (including patient health, financial, personal and administrative) that you gather or use as part of your work with the Hospice. The records may be paper, electronic, or audio, or x-ray images. You must consult your manager if you have any doubt as to the correct management of the records with which you work.

All employees are personally responsible for the quality of data entered by themselves, or on their behalf, on the Hospice data records (paper records) and must ensure that such data is entered accurately to Hospice data standards, in a timely manner to ensure high standards of data quality in accordance with the Hospice Data Quality and Clinical Record Keeping Policies.

To ensure data is handled in a secure manner protecting the confidential, and not disclose to any person, other than a person authorised by St Andrew’s Hospice, at any time during your employment with the Hospice any information acquired by yourself in relation to any patient including the identity of any patient or the medical condition or the treatment received by any patient. Ant information acquired about the patient’s relatives and circumstances will be similarly respected and will be confidential. Any breach of confidentiality by yourself may lead to disciplinary action being taken against you. This duty lasts indefinitely and will continue after you leave the Hospice employment. All employees must maintain confidentiality and abide by the Data Protection Act.

Infection Control

All staff are expected to adhere to current infection policy and procedures as appropriate to their role and responsibilities in their work setting.

Hospice Policies 
The Hospice operates a range of policies, e.g. Human Resources, Clinical Practice. All Hospice employees 

must observe and adhere to the provisions outlined in these policies. Failure to do so may result in instigation 

of the Hospice’s formal policies and referral to outside bodies as appropriate.

Equal Opportunities 

The Hospice provides a range of services and employment opportunities for a diverse population. As a Hospice employee you are expected to treat all patients/customers and work colleagues with dignity and respect irrespective of their sex, race, disability, sexual orientation, age or religion.

The Hospice may take ‘reasonable adjustments’ to the post/work place in order to facilitate the employment of individuals with a disability. These adjustments will be in line with the requirements of the Disability Discrimination Act 1995.

Disclosure of Criminal Background

St Andrew’s Hospice is required to check with Disclosure Scotland the possible criminal background of staff and volunteers who apply to work with vulnerable patients. If it is a requirement of the post that such a check be undertaken, successful applicants will be asked to complete and sign a Disclosure Form giving permission for the check to take place.

Having a criminal record will not necessarily bar an applicant from working with the Hospice. This will depend on the nature of the position and the circumstances and background of offences. Please note applicants refusing to sign the form will not be progressed further.

Any other duties within the framework of the post

The post holder may be required to undertake any other duties and responsibilities which are deemed appropriate to the grade. Where the duties and responsibilities may change in the light of experience and developments within the service the job description will be reviewed in conjunction with the post holder.

Safeguarding the Welfare of Children, Young People and Vulnerable Adults

All employees are expected to adhere to the Hospice’s Policies and Procedures in relation to Safeguarding Children and Vulnerable Adults and to undertake the appropriate level of mandatory training in this area.

Working with Volunteers

Volunteers are a vital resource to the Hospice and it is the responsibility of all staff to treat them with respect and value their contribution appropriately. The post holder will lead on volunteers therefore will be expected to act as a role model for all staff in working with volunteers.  

Smoking Policy 

St Andrew’s Hospice operates a No Smoking Policy within the Hospice Buildings, vehicles and grounds.

Standards of Business Conduct – Declaration of interest

All Hospice employees should be impartial and honest in the conduct of their official duties and should not abuse their official position for personal gain or advantage. Employees must not engage in outside employment which may conflict with their official Hospice work or be detrimental to it. It is, therefore, Hospice Policy that employees will not be permitted to undertake business activities or other work where Hospice considers that this is incompatible with its interests without seeking prior written authorisation from the relevant manger/director, who will be responsible for judging whether a conflict has arisen.

Employees must ensure that they are not placed in a position which risks or appears to risk conflict between their interests and their Hospice duties and to declare any relevant interests either on starting work or on acquisition of the interest.  


	7a. EQUIPMENT AND MACHINERY

	The post holder is required to have a good level IT stills and a good working knowledge of office equipment 
including desktop pc or laptop. 

	7b.  SYSTEMS

	The post holder is required to have knowledge and experience of utilising the system (or similar) below: 

· Microsoft Office 365 package (including Outlook, Teams)

· SMI HR Database – storage of staff and volunteer HR records  
· Datix -Accident & Incidents/Risk Management Database 
· EPOS – Electronic Point of Sale 



	8. ASSIGNMENT AND REVIEW OF WORK
The post holder will be responsible for prioritising their own workload in line with the Retail Strategy with guidance and discussion with the Retail Business Development Manager.

Review of work is carried out through annual PRD, 6 monthly reviews, regular meetings and monthly reports to the Retail Business Development Manager.


	9.  DECISIONS AND JUDGEMENTS

The post holder is expected to function with a degree of autonomy and initiative seeking guidance from the Retail Business Development Managers as required.

The shopping outlet manager will be expected to have the necessary planning and initiatives in place to maximise sales communicating these to their line manager.



	10.  MOST CHALLENGING/DIFFICULT PARTS OF THE JOB

· Reaching decisions on complex employee casework where the outcome may not be straightforward or popular. Creative thinking may be required to find the right solution 

· Managing priorities efficiently- having to prioritise competing demands on both the post holder and their team time and resource. 

· Dealing daily with confidential and /or sensitive information while maintain professionalism 

· Negotiating across the whole organisation including advice to employees within the Hospice and those based across our retail portfolio 

· Dealing with HR and volunteering issues objectively, sensitively and in a professional manner in an environment where staff are also close colleagues.

· Ability to challenge manger to review decisions in line with good HR/employment   law practice 

· The requirement to keep up to date with employment and data protection legislation and relevant changes when working as a sole practitioner.
11.  COMMUNICATIONS AND RELATIONSHIPS

The post holder will be expected to communicate effectively with staff, volunteers and other colleagues within the retail team. This may involve explaining detailed sales plans and initiatives, fostering support and enthusiasm from your team to maximise sales potential. 
Having key responsibility for managing customer complaints, the post holder should display a good level of communication and de-escalation skills.
Internal

· Staff and volunteers.

· Work closely with other colleagues in the retail team including the Warehouse Manager.
External

· Members of the public
· Local community networks to promote the outlet
12. PHYSICAL, MENTAL, EMOTIONAL AND ENVIRONMENTAL DEMANDS OF THE JOB

Physical

· Good IT skills

· Accepting and processing of donations
· Movement of sales goods and organising shopping outlet

Mental 

· The nature of the post requires the ability to deal with a range of activities during a typical working day.

· Balancing short-term and urgent pressures 
· Frequent, unpredictable, interruptions

Emotional

· Occasionally dealing with sensitive staff and volunteer issues
· Potential distressing situations with customers who have a hospice connection
Environmental 
· Working in a busy retail outlet with frequent unplanned interruptions and competing demands
· Working to tight deadlines and target, having to prioritise work plan to meet deadlines. 

13.  KNOWLEDGE, TRAINING AND EXPERIENCE REQUIRED TO DO THE JOB

 Qualifications

· Educated to HND level or equivalent experience
Extensive:

· Experience in retail management
· In-depth knowledge of operational requirements in a retail setting 

· Well-developed written, oral and interpersonal communication skills

· Experience in developing and implementing sales strategies

· Proven track record in achieving sales targets

· Proficient in the use of Microsoft Office and databases

· Able to work autonomously

14. JOB DESCRIPTION AGREEMENT

A separate job description will need to be signed off by each jobholder to whom the job description applies.
      Job Holder’s Signature:                                                                            Date:
Head of Department Signature                                                                  Date:




PERSON SPECIFICATION

	Attributes

	Essential
	Desirable
	Method of Assessment

	Education/

Qualifications


	Qualified to HND level in retail management or equivalent experience

	
	Application 

	Experience


	· Retail Team leadership – motivating & developing staff / volunteers.
· Retail track record of delivering to targets & budgets.

· Strong financial acumen. 

	
	Application / interview

	Skills and Knowledge


	· Excellent Numeracy skills
· Understands the financial aspects in retail setting
· Creative & forward thinking

· Clear communicator

· Good organisation and prioritisation skills
· Confident with Microsoft Office (outlook, teams)
· Proficient use of EPOS or similar point of sale package

· Knowledge of Health & Safety regulations in retail environment


	· Understands the Ethos of the Hospice

· Manual Handling 


	Application / interview

	Aptitudes
	· Able to manage own workload & without supervision
· Excellent team working skills

· Excellent interpersonal skills & ability to deal with people on all levels

· Flexible / ‘can do’ approach 

· Self-starter who is adaptable and able to work independently


	
	Application / interview


Gift Aid 


Volunteers








Volunteers





Head of Fundraising





Retail Business Development Manager 





Deputy Retail Managers





Shop Managers





Volunteers





Shopping Outlet Manager








Warehouse Manager








Facilities Assistant





Retail Team Support Officer








Retail Gift Aid & Data Assistant








Shop Team Leaders





Warehouse Drivers








Warehouse Admin Assistant








Volunteers








PAGE  
4

