
GREENWICH & BEXLEY COMMUNITY HOSPICE 

JOB DESCRIPTION 

 

JOB DETAILS: 

 

Job Title:    Head of Retail  

 

Hours:     35hrs FTE 

Worked flexibly over 5 days, including  

Saturdays and Sundays 

 

Department:    Retail 

 

Accountable to:    Director of Income Generation   

 

Location: This role will require the postholder to work in any one of our 

locations across Greenwich & Bexley boroughs 

 

Staff management responsibility:  3 direct reports  

 

Budgetary Responsibility:  Retail budget 

 

 

JOB PURPOSE: 

 

To deliver the agreed retail strategy, through the effective leadership and management of people, 

resources and budgets.  

 

To drive the success of all the retail operations, increasing sales and profits from existing shops and 

identifying and opening new shops to deliver our strategic ambitions.  

 

To lead and inspire the retail team which covers circa 60 employees and circa 200-300 volunteers to 

deliver revenue and profit targets, establish and deliver exemplary standards of customer service and 

compliance with all statutory regulations. 

 

To manage Hospice shops, optimising sales and revenue generation. 

  

Key responsibilities 

1. Develop and grow Hospice retail business maximising sales and profitability in order to fund 

the charitable work of the Hospice 

2. Implement the agreed retail strategy to ensure sustainable income; Monitor and evaluate the 

implementation of the strategy, ensuring ownership by individual managers 

3. Working with Director of Income Generation to develop an annual business plan and budget 

for each shop including key performance indicators 

4. Regularly review the effectiveness of the retail operations, recommend and implement 

changes to maximise profitability 

5. Ensure all stores are efficiently and effectively managed, visiting them regularly, and 

monitoring their compliance with policy, procedure and standards 

6. Ensure an efficient and effective stock management and logistics operation, reviewing and 

changing systems as appropriate 

7. Responsible for regularly reviewing the recycling, rag and refuse operations, costs and income 

and making changes where necessary 

8. Monitor regularly all shop and central expenses and keep them to an authorised and 

acceptable level 

9. Analyse management information, including EPOS data, to manage performance and make 

informed decisions, taking appropriate action as required to reach and maintain retail sales 

budgets and net income contributions 



10. Co-ordinate and manage the retail property portfolio, including utilities, refurbs and rent 

reviews 

11. Working with the Maintenance team, ensuring ongoing rolling programme of maintenance, 

refurbishment and refreshment of existing retail units 

12. Ensure all Health and Safety procedures are understood and implemented by all employees 

and volunteers 

13. Manage relationships with major suppliers and contractors to ensure optimum value 

14. Maintain an up to date knowledge of the retail market and the activities of other charitable 

organisations to identify market gaps and new opportunities 

15. Develop, implement and evaluate new retail opportunities both store based and online that 

will support and achieve the growth targets, including bulk donations of new goods from 

businesses, seasonal new goods opportunities, pop up shops and other 

16. Promote all structured opportunities such as fashions shows, events and other shop based 

promotions 

17. Manage and develop processes to maximise income from the Gift Aid scheme 

18. Mentor, train and develop the retail team to exceed sales and profit budgets and excel in 

customer service; Lead and motivate direct reports to ensure that they deliver operational 

excellence through their teams 

19. Develop performance criteria, setting targets and challenging Key Performance Indicators for 

all shops and e-commerce, reporting performance regularly to the Director of Income 

Generation 

20. Create a framework of retail standards of excellence and ensure shops and e-commerce are 

managed and maintained to those standards 

21. Maintain up to-date policies and procedures, or develop where necessary, and ensure these 

are embedded across the shops operations 

22. Ensure all trading income is raised lawfully, with particular regard to data protection legislation, 

Charity Commission guidance and Fundraising / Charity Retail Association codes of practice 

and advise Director of Income Generation on emerging issues 

23. Ensure compliance with all relevant legislation  including Trading Standards, Health and Safety, 

fire and building regulations for the retail premises, ensuring annual inspections and training of 

all staff and volunteers 

24. Take overall responsibility of the recruitment, management and support of all retail team 

25. Working with the Volunteering Team, implement and manage an effective volunteer 

recruitment and retention programme 

26. In partnership with the Head of Fundraising identify, agree and deliver opportunities to 

increase income & profile across Retail & Fundraising customer bases; Role-model effective 

partnership working with the fundraising team 

27. Working with Marketing, develop and implement marketing strategy for stores, online/social 

media retail activities to maximise income generation and promotional opportunities 

28. Working with Marketing, ensure that our shops promote the key messages and care that    

Hospice provides to ensure there is enhanced awareness and understanding of Hospice as a 

local charity benefitting the communities we serve 

29. Provide a stimulating, supportive and safe working environment. Promote team building, open 

and clear communications, co-operation and appropriate networks of support for staff 

30. Build relationships within key stakeholders within the charity ensuring that the organisation 

supports the retail effort and the shops work with other departments of the charity and support 

our charitable aims 
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COMMUNICATION AND WORKING RELATIONSHIPS: 

 

Internal: 

Director of Income Generation 

Area Managers and Logistics Manager 

Shop Managers and Deputy Managers 

Volunteer Manager 

Finance Department 

Fundraising Team 

Marketing and Comms Manager 

External: 

Suppliers 

Customers 

 

Further Information 

Job Description – General Statements 

 

To be familiar with and adhere to all Hospice policies and procedures. 

 

The post holder must be aware of and adhere to individual responsibilities under the 

Health and Safety at Work Act and identify and report, as necessary, any untoward 

accident, incident or potentially hazardous environment. 

 

The post holder may be required to work in and from any Hospice or associated 

Company premises. 

 

This job description is intended as an outline of the general areas of activity and will be 

amended from time to time in the light of the changing needs of the organisation.  It 

will then be reviewed in association with the jobholder(s)  

 

Confidentiality/Data Protection 

 

The post holder is expected to maintain the complete confidentiality of all material 

and information to which he/she has access and process and in particular the 

confidentiality of all personal data stored, in line with the requirements of the Data 

Protection Act and professional bodies.  Any requests for clinical information 

disclosure must be approved by Caldicott Guardian.  The post holder must, if required 

to do so, process records or information in a fair and lawful way. He/she must hold 

and use data only for the specified, registered purpose for which it was obtained and 

disclose data only to authorised persons. 

 

Corporate Governance 

 

The post holder must, at all times, act honestly and openly and comply with relevant 

corporate governance requirements, employment legislation, standards of business 

conduct, codes of openness and accountability. 

 

Equal Opportunities/Diversity 

 

The post holder must comply with and promote Equal Opportunities and accordingly 

must avoid any behaviour which discriminates against colleagues, potential 

employees, patients or clients on the grounds of sex, marital status, disability, sexual 

orientation, age, race, colour, nationality, ethnic or national origin, religion, disability, 

political opinion or trade union membership. 

 

Health and Safety 
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Under the Health & Safety at Work Act (1974), it is the responsibility of the post holder 

at every level to take care of his/her own health and safety and that of others who 

may be affected by his/her acts at work. This includes co-operating with the 

organisation and colleagues in complying with health and safety obligations to 

maintain a safe environment and particularly by reporting promptly and defects, risks 

or potential hazards. 

 

Code of Conduct 

 

The post holder is required to observe the following principles: 

• Make the care and safety of patients his/her first concern and act to protect 

them from risk 

• Respect the public, patients, relative, carers, staff and partners 

• Be honest and act with integrity 

• Accept responsibility for his/her own work and the performance of the people 

the post holder manages 

• Show commitment to working as a team member by working effectively with 

team members and the wider community 

• Take responsibility for own learning and development 

• In all actions undertaken have regard for the hospice reputation 

 

Flexibility 

 

The post holder is expected to work flexibly to be able to meet the challenges and 

opportunities of working within the Greenwich & Bexley Cottage Hospice. The post 

holder can be expected to work in and from any of the premises where business is 

conducted. 

 

Other 

 

The post holder is required to: 

• To work in accordance with the Hospice’s policies and procedures at all times 

• To adhere to the Hospice’s Confidentiality policy at all times, in particular 

ensuring that there is no breaches of confidentiality as a result of the post 

holder’s actions 

• To carry out duties that are commensurate with the grade of the post as 

directed 

This job description is a reflection of the current position and the post holder is 

expected to view it as a guide rather than an exact description of all duties and 

responsibilities. It may be subject to variation from time to time. Any variations will be 

made due to service requirements and will be made in consultation with the post 

holder. 

 

Person Specification 

 

 

 Essential Desirable 

Education and 

Qualifications 

• Relevant Degree or 

equivalent experience  

• Leadership qualification 

• Customer service 

qualification 

• EPOS trained 
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Knowledge and 

Experience 

• Strong understanding of 

basic charity retail 

principles and 

significant experience in 

charity retail 

management 

• Track record of 

successfully 

implementing a trading 

strategy and plan 

• Demonstrable track 

record of meeting and 

exceeding financial 

targets 

• Experience of recruiting 

retail staff 

• Experience of leading 

and motivating teams in 

a pressurised 

environment 

• Knowledge of Trading 

Standards Legislation 

• Knowledge of Retail Gift 

Aid systems 

• Project management 

skills particularly in a 

retail setting 

• Experience in a 

customer focused 

environment 

• Experience in 

controlling and setting 

budgets for a multi-site 

operation 

• Understanding of Profit 

and Loss accounting 

and influence of 

operating factors 

 

• Experience of developing 

and maintaining 

partnerships with businesses 

that donate stock for sale  
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Skills and 

Abilities 

• Great interpersonal skills 

with ability to 

communicate with 

diverse range of people 

• Excellent verbal and 

written communication 

skills  

• Computer literacy  

• High level numeracy 

skills 

• Ability to prioritise own 

workload 

• Excellent motivational 

skills 

• Ability to work calmly 

under pressure 

• Excellent customer 

service skills 

• The ability to work with 

volunteers and interact 

with the general public 

• Ability to resolve 

problems 

• Ability to use own 

initiative 

 

 

 

 

 

 
 

 

 

Job Description Agreement 

 

Post holder     Line Manager 

 

 

 Signature………………………………………Signature…………………………………  

 

 


