
 
 
 
JOB DESCRIPTION 
 
Post Title:    Retail Area Manager 
 
Responsible To:  Head of Retail 
 
Accountable To:  Director of Income, Media and Marketing 
 
 
Overall Purpose of the Role 
 
 To be a self-motivated, inspiring Manager, who is a great communicator, commercially astute, 

and can drive positive change.  You should be visionary in your approach and be motivational 
to help store Managers exceed. 
 

 To ensure the effective management of a portfolio of St Luke’s retail and warehouse premise, 
including the supervision of staff, and stock to provide a high quality retail service in relation to 
agreed performance targets. 
  

 To assist and support the delivery of the Retail Strategy. 
 

 To deliver initiatives and key trends that can help establish a retail chain for the future. 
 

 To assist in the setting of sales targets, maximising income and profitability of the St Luke’s 
retail chain. 
 

 Recruit, train, supervise and motivate Shop managers and their Deputies. 
 

 To ensure all appropriate standards of security and health and safety are met. 
 

 To ensure all aspects of people management are well managed in line with HR Policy and 
procedures. 

 
 To ensure all appropriate financial regulations, standards and procedures are followed 
 
 To ensure the experience of the customer within St Luke’s shops is of the highest standards. 

 
 To embed St Luke’s vales and behaviours and be an ambassador for them. 
 
 
Key Responsibilities 
 
1. Income & profit 
 
1.1 To support Shop Managers to maximise each shop’s sales and profit potential, through 

effective report analysing and delivering a high standard of service.  
 
1.2 To ensure each shop carries out correctly any agreed promotions and also features its own 

seasonal promotions, to achieve income and performance targets. 



 
1.3 To ensure that merchandise is clearly priced and monitor pricing levels to ensure a 

consistent level that will achieve maximum sales in accordance with current pricing policy. 
 

1.4 To keep all controllable expenses to a minimum level without loss of sales and to ensure that 
shop staff are aware of the importance of cost control. 

 
1.5 To work closely with rag merchants, dealing with unsaleable goods, to achieve best possible 

prices in accordance with current policy and local arrangements. 
 

1.6 To oversee the development of Gift Aid throughout the area. To drive Gift Aid conversion 
rates and ensure shops are actively promoting the scheme.  

 
1.7 To keep weekly and quarterly sales analysis of area and shop sales for discussion and action 

with the Head of Retail. 
 
2. Premises     
 
2.1 To ensure shops have a high standard of display, cleanliness and tidiness, and that they 

project a quality retail image. 
 
2.2 To ensure managers/deputies are aware of correct merchandising techniques and the 

importance of their implementation 
 
2.3  To ensure that shops are properly supplied with consumable items and to authorise 

purchase orders for all shop consumables, and deal with any queries arising from them. 
 
2.4  To provide information as necessary to comply with property maintenance procedures.  
 
3. Stock       
 
3.1 To support the Shop Managers in ensuring that each shop has sufficient saleable stock. 
 
3.2 To give training, support and guidance to Shop Managers on the generation of adequate 

supplies of donated stock. 
 
3.3 To monitor van collections/deliveries for your area.       
 
3.4 To assess the correct rotation of stock for each shop and ensure that an efficient rotation 

system is carried out in accordance with standard procedures.    
 
3.5 To monitor stock control and fast-tracking onto shop floor.    
 
3.6 To oversee and monitor the effectiveness of re-cycled stock.   
 
3.7 To ensure that each shop is not selling unauthorised stock.      
 
3.8 Carry out regular stock control measures on bought in goods to minimise wastage and 

maximise income generation. 
 
4. Management     
 
4.1 In line with St Luke’s policies and procedures, ensure that shops have the correct level of 

cover throughout the year, ensuring cover when and where necessary for annual leave or 
sickness.      

 



4.2 Ensure Shop Managers are consistently recruiting and inducting quality and reliable 
volunteers.   

 
4.3 To ensure staff overtime hours are kept to a minimum  
 
5.    People Management 
 
5.1 To ensure that shops have the adequate level of voluntary hours and salaried staff as agreed 

with the Head of Retail. 
 
5.2 To undertake a thorough and detailed recruitment, induction and training programme with 

new staff and ensure that this is completed and signed off as appropriate. 
 
5.3 To appraise staff in accordance with standard policies and procedures. 
 
5.4   To coordinate and co-facilitate regular meetings of shop teams for the purposes of training, 

communication and planning. 
 
5.5   To motivate Shop Managers to create and maintain their own efficient, well informed and 

highly trained teams of paid and volunteer staff.  
 
5.6   To ensure that all aspects of people management are well managed in line with the 

organisation’s HR Policy and procedures including recruitment, appraisals, disciplinary and 
absence management. 

 
5.7   To ensure that the necessary payroll and employment documentation is submitted accurately 

and punctually. 
 
5.8   To monitor and manage staff holiday requests and approvals to ensure that shops are 

properly staffed at all times. 
 
5.9   To appoint and supervise warehouse and van drivers in line with stock management needs, 

in accordance with standard procedures. 
 
5.10 Evaluate training needs of you area of responsibility and set personal development plans for 

each. 
 
5.11 Provide coaching and feedback to improve performance: whilst identifying and setting clear 

objectives for your area. 
 
5.12 Gain commitment to objectives from all line reports using an appropriate influencing style.  
 
5.13 Identify and act on opportunities and new initiatives, which may influence the retail strategy 

positively. 
 
5.14 Use effective written and verbal communication to convey objectives and feedback to line 

management. 
 
5.15 Demonstrate that these objectives have been well understood and the recipients are 

equipped and able to achieve the desired results within the agreed time scales.  
 
5.16 Produce relevant reports and assessments as required.  
 
6. Finance and Administration     
 
6.1 To develop and monitor management information to ensure maximum income/minimum 

expenditure.    



 
6.2 To monitor Petty Cash systems on a regular basis and keep expenses to an acceptable 

authorised level.   
 
6.3 To keep records and analysis of shop sales to identify market trends.   
 
6.4   To submit monthly claims for travel and other expenses accurately.  
 
6.5   Be an advocate in implementing any new EPOS operating systems including new ways of 

working. 
 
7. Budgets      
 
7.1 To control all income/expenditure budgets of the shops within your area. 
 
7.2 To monitor and evaluate variance analysis: sales per linear ft, profit per stock type, average 

selling price, Gift Aid Conversion and other St Luke’s key performance indicators. 
 
7.3  Set collaborative budgets with managers. 
 
7.4  Recommend new sites by carrying out foot fall counts and producing robust business cases.  
 
7.5  Develop regional awareness of competitor activity and report relevant initiatives 
 
8. Shop Acquisition    
 
8.1 To assist with establishing retail premises, working with the Head of Retail, Facilities 

Manager and Marketing Department, as defined within the Retail Strategy.      
 
8.2 To order (in consultation with Head of Retail) shop supplies to agreed procedures.    
 
9. Communications and Public Relations     
 
 Working with the Marketing and Fundraising departments to: 
 

- Publicise shops, via traditional and social media platforms. 

- enhance St Luke’s image through a professional retail service, ensuring that all queries 
about St Luke’s services are answered promptly and information held in the shop is up 
to date  

- maintain good relations with the public, trade councils, landlords and neighbouring 
retailers     

 
10. Security    
 
10.1 To ensure that all staff are security conscious and are following the correct procedures.  
 
10.2 To inform relevant bodies where there has been, or there is suspicion of, a breach of any 

security procedures. 
 
10.3 To carry out till checks regularly in all shops, including a percentage of till Z reads and take 

appropriate action where necessary.      
 
10.4 To visit all shops regularly to ensure that they are being managed effectively and efficiently 

and in accordance with St Luke’s guidelines.  
 
10.5 To record shop visits in the Area Managers Visit Report and to document findings and 

relevant actions for each Manager as required. 



 
10.6 Ensure that regular security and annual health and safety audits are carried out within the 

given timescales.  
 
 
Other Responsibilities 
 

a. Work closely with the Head of Retail to ensure any issues within your area of 
responsibility are resolved quickly and effectively. 

 
b. Undertake any other appropriate duties required to achieve performance targets and 

realise the full potential of the shops. 
 

c. To attend meetings for the purpose of training, communications and planning as 

reasonably required, which may include overnight stays where necessary. 

d. To ensure that any allocated motor vehicle used by retail staff is maintained to the 

proper standard which enables a Retail Area Manager to carry out the job effectively and 

that the value of St Luke’s Hospice investment is protected. 

e. To fulfil whatever mutually agreed additional duties are deemed necessary, 

commensurate with role and pay band. 

f. To have sufficient knowledge of the activities and policies of St Luke’s Hospice to be able 

to answer reasonable queries from staff and members of the public or make a referral as 

appropriate 

General 

All St Luke’s employees are: 
 
 Required to abide by the Health & Safety at Work Act. 

 
 Required to attend mandatory training annually. 

 Required to respect confidentiality applying to all St Luke’s areas. 

 Required to work within St Luke’s policies and procedures. 

 Required to comply with St Luke’s no smoking policy. 

 Required to participate in and contribute to team meetings. 

 Required to co-operate and liaise with departmental colleagues. 

 Expected to demonstrate a commitment to their own development, to take advantage of 
education and training opportunities and develop their own competence. 

 Expected to support and encourage harmonious internal and external working relationships. 

 Expected to make a positive contribution to fundraising and raising the profile of St Luke’s. 

 

 

 



 

Our Values 

The Board and Executive agreed St Luke’s organisational values in 2015 ensuring they reflect our 

culture and what we want to achieve together. We have four simple values which set out how we 

work together to achieve success at St Luke’s.  

No matter what area of St Luke’s we work in and no matter who we work for, we are committed 

to the following ways of working: 

 Compassionate 

 Dignified 

 Inspired 

 Pioneering 

Values are really important throughout every team here at St Luke’s, we are all responsible for 

ensuring our values are displayed and to ensure they form a core part of everything that we do at 

St Luke’s. They influence our behaviours, our language, the way we interact with each other as 

employees and also as human beings.  In bringing our values to life, we have created a booklet 

entitled ‘The Little Pink Book’ which supports all of us at St Luke’s in helping us to put our values 

into action through our behaviours every day.  

We expect staff to familiarise themselves with our values and the expected behaviours, and to ask 

if they feel these conflict in any way with their roles. These values and behaviours will be used as 

a reference in our day-to-day working lives, and how we respect St Luke’s and those associated 

with it. 

Please note – as with all roles, it is likely that there will be a need to amend and adapt 
the purpose, responsibilities and reporting associated with this role as the 
organisation changes in the future. The job description is therefore a living document 
and will be reviewed from time-to-time, in discussion with the post-holder. 
 
Date agreed: January 2020 
Review date: January 2021 


