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JOB DESCRIPTION 

 
Post: Head of Retail Business Development 
  
Department: Retail  
 
Line Manager: Director of Finance  
 
Accountable to: Director of Finance  
 
Hours: 37.5 hours per week to be worked flexibly in accordance with the needs 

of the service 
 

Salary: £50,000  
    
 
Overview of Role 

The Head of Retail Business Development, together with the Chief Executive Officer (CEO), 

the Senior Management Team (SMT) and other senior colleagues, has strategic 

responsibility and oversight for the delivery of the overarching Retail function through our 

existing and planned Retail estate. The post will also play an integral part through feeding 

back to Mountbatten’s Board of Trustees via the Retail Advisory Group. 

This role is responsible for creating, developing and implementing a Retail strategy that 

meets and exceeds three core aims; 

- Maximise the income and profit sustainability of the Retail estate, through the 

effective development and management of the people, resources, budgets and 

supply chain, as well as identifying and successfully opening new premises as part of 

the Mountbatten 2020 strategy. 

- Create a potential ‘new model’ for some Mountbatten shops that include public 

education and engaging of the local community in the work of the hospice, including 

the sharing of information, service delivery, bereavement support and explore a new 

revenue stream through a food/beverage – led proposition. 

- To provide overarching responsibility and leadership for the active development of 

the retail workforce, defining values-based development of all staff and, in 

conjunction with the Head of Volunteer Development, volunteers in the Mountbatten 

Group, to reach their full potential and become ‘Ambassadors’ for Mountbatten, 

through a robust organisational approach to workforce development  
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Key Tasks  
 

• Overall responsibility for performance management of the Retail shops including, 

profit, community engagement, fundraising and local awareness. 

• Line management of the Area Retail Managers (Isle of Wight and Hampshire), including 

individual performance appraisal and active monitoring of performance against role 

descriptions and competency framework  

• Co-ordinate and manage the retail property portfolio, including acquisitions, closures, 

leases, utilities, refurbishments and rent reviews, engaging professional advisors 

including agents, surveyors and solicitors as appropriate. 

• To produce processes and procedures and initiatives for Retail staff, including efficient 

and organised stock room systems, stock generation, saleable stock and effective 

distribution to ensure each all sites maximise income reduce costs and achieve agreed 

targets 

• Liaise with the SMT and the Retail Advisory Group to provide timely reports and 

information as required to allow the SMT to achieve their strategic objectives. 

• Support to implement and deliver the local budget setting processes utilising this 

information to ensure accurate and sustainable financial management as well as 

resource modelling across the whole of the Retail Estate. 

 
Professional Responsibilities  

• Ownership of the Retail Business Development strategy, exploiting opportunities to 

deliver the wider impact of the charity through the “shop front” of our retail portfolio, 

producing forecasts of income and expenditure, making proper provision for 

procurement, refurbishment and planned maintenance.  

• Keep abreast of new developments in the community and retail aspects of Hospice, 

End of Life and wider charitable, health and social care sectors, benchmarking the 

Estate’s performance against competitor and sector averages.  

• Identify future delivery models which demonstrate high quality and effective use of 

resources developing the overall strategy to drive continuous improvement. 

• To work closely with the SMT to promote and maintain productive external relations 

with the media, local community, NHS and other important bodies to ensure that 

Mountbatten maintains its reputation as a high-quality provider. 

• To deliver a change programme with the shop managers to ensure shops translate 

and have specific responsibility to deliver the scope of the strategy that embeds 

systemic change across the Retail estate. 

• Work proactively to deliver activities in a planned way, pre-empting risks and issues 

whilst recognising and capitalising on opportunities. 

• Promote and represent services at all levels throughout the organisation and build 

strong and productive cross-divisional relationships to ensure organisational 

resources are focused on supporting Services and that evidence, insights and data 

from Services inform our engagement, fundraising and influencing work. 
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Education and Training Responsibilities  

 

• To support, develop and deliver training and development, as appropriate, to support 

organisational priorities and strategic objectives. 

 
Key Relationships  

The postholder will develop internal and external networks and partnerships which support 

the Retail estate in the delivery of the Mountbatten 2020 strategy, working in collaboration 

with other parts of the organisation, including Finance/Fundraising, Catering, Clinical 

Service, Communications and Education Services teams. 

This role will deliver key strategic change programmes and projects impacting on service 

delivery in selected shops – including delivering and realising the benefits from our 

community engagement programme and growth of the estate, as Mountbatten Group grows 

the reach of its information and patient services. 

 
 

Other Responsibilities 

 

The postholder will possess excellent interpersonal skills and will form positive relationships 
with peers, clinicians, and wider stakeholders.  They will have a creative energy, from 
conceptual thinking to final output with demonstrable experience of pushing boundaries and 
evolving services, ensuring that Mountbatten maintains sustainable, high quality and efficient 
services through: 

• The creation and implementation of the Retail Business Development strategy, with 

excellent project management of events and people and cost management to ensure 

best value and achievable targets. They will put a positive customer experience at the 

heart of our approach. 

• An innovative and well-co-ordinated approach to the planning, continuous 

improvement, and adaptation of the operating model, with the focus on developing 

integrated, practical and realistic delivery plans with clear goals and objectives. 

• Building, maintaining, inspiring and nurturing a strong, integrated ethos with regards to 

service delivery, acting as a bridge between the current operating model and growth 

opportunities 

• Proactively scanning the environment for gaps and opportunities to create new 

interventions to support Mountbatten’s mission and vision, benchmarking against 

industry and wider sector models. 

• Provision of analysis and feedback to senior management on what is and is not 

working in terms of income generation, community engagement/awareness, service 

delivery and fundraising. 

• Contribute to the leadership, planning and policy formulation of the organisation as a 

whole, including the direction of travel to meet our organisational strategic objectives. 

• Ensure good public relations, promoting Mountbatten’s interests, and listening and 

responding appropriately to the view of the local communities we serve, so that 

Mountbatten remains the number one charity across the catchment area. 
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GENERAL 
 
All Employees Are: 
 

• Required to abide by the Health and Safety at Work Act 

• Required to attend mandatory and refresher training annually 

• Required to respect confidentiality applying to all Mountbatten matters 

• Required to work within Mountbatten policies and procedures 

• Required to participate in and contribute to team meetings 

• Required to cooperate and liaise with departmental colleagues  

• Required to adhere to the Data Protection Legislation and General Data Protection 
Regulations in all aspects 

• Required to provide a new DBS Certificate every three years in line with the Disclosure 
and Barring Policy and Procedure 

• Expected to promote, at all times, Mountbatten’s philosophy and uphold the  
Mountbatten core values 

• Expected to demonstrate at all times a commitment towards equality and diversity 

• 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 
Mountbatten 

 
 
 

OUR VALUES 
 

We care about what we do. We appreciate that people are different and we are kind and 

compassionate to our patients and families, to our local community and to each other 

 

We are experts in our field. We are professional at all times, aspiring to be the best that we 

can be in everything that we do 

 

We are innovative and bold. We respond quickly and creatively to the changing needs of our 

society within the scope of our human and financial resources 

 

We respect our community. We exist for our local population, now and into the future, and we 

believe that we can achieve more together by working in partnership with others 

 
This role profile is not exhaustive, and all employees are expected to undertake 
additional reasonable duties as requested.  The profile will be subject to periodic review 
and may be amended following discussion between the post holder and employer. 
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PERSON SPECIFICATON  
 
Head of Retail Business Development 
 

Attributes E D 
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Educated to degree level or able to demonstrate the equivalent experience 
✓  

Relevant professional qualification  
✓ 

 

Relevant professional body membership  
✓  
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Experience of and commitment to continuous organisational improvement and the ability to act as a 

change agent 
✓ 

 

Experience in delivering significant sales and profit growth across multiple sites, ideally in a charity 

retail context 
✓ 

 

Knowledge of service design, re-design and evaluation in a multi-site setting ✓  

Experience of working with the third and independent sectors and the ability to articulate clearly the 

added value of their expertise 
✓ 

 

Knowledge of health and social care provision and clear understanding of the environment within 

which the NHS, local authority and voluntary sector work 

 
✓ 

Organisational development across the healthcare/hospice sector  ✓ 

Change and project management; leading innovation in an entrepreneurial environment ✓  

A track record of developing new business models from inception to delivery in a Retail environment ✓ 
 

A broad understanding of the operational, economic and financial environment for the charity sector 

and experience of working within charity retail 
✓ 

 

Experience of leading and managing projects to successful completion ✓  
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Ability to build consensus, persuade, negotiate, influence and to make balanced judgements ✓  

Ability to engage and generate options and build commitment to solutions  ✓  

Ability to resolve highly complex problems in relation to programme delivery ✓  

Ability to manage conflict and sensitive issues to achieve positive outcomes ✓  

Ability to move between big picture and detail ✓  

Ability to work as part of a team, building strong working relationships to enable flexible, solution 

focussed working practice 
✓ 

 

Able to deliver accurate and reliable work within deadline with competing priorities ✓  

Able to work on own initiative, demonstrating motivation and commitment to organisational Mission 

and Values 
✓ 

 

Ability to quickly establish and maintain credibility ✓  
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Excellent influencing and interpersonal skills with experience of operating at a senior level with an 

external audience, engaging and influencing a variety of stakeholders 
✓ 

 

Strong communication skills, including oral, written and presentation skills ✓  

Effective planning and project management skills with the ability to set and work to deadlines ✓  

Good commercial acumen with experience of delivering against targets ✓  

Highly developed analytical and judgemental skills relating to data analysis  ✓ 

Pragmatic and solution orientated ✓  

Flexible, adaptable and comfortable with ambiguity ✓  

O
th

e
r 

Clean Driving Licence and use of a vehicle with insurance for work related activities ✓  

Adoption of the Mountbatten Groups Values in all aspects of working life, acting as a role model  ✓  

Willingness and ability to contribute and support organisational fundraising activities  ✓  

Professional with positive attitude, drive and enthusiasm for role ✓  

 


