
  

   

   

 

Job Description 

Job title:  E-Commerce Manager 

Department:  Innovation and Enterprise - Retail 

Reporting to:  Head of Retail 

Salary:   £46,000 per year 

Hours:   35 per week 

Location:  Based in London 

Contract type: Permanent 

 

Aim and influence 

• Deliver E-Commerce objectives as part of the implementation of the Crisis Retail strategic plan, 

owning the delivery of all financial and operational KPIs 

• Lead and develop an engaged and motivated team across all areas of e-commerce including 

warehouse operations and customer experience  

• Influence and develop the e-commerce strategy for Retail including member and volunteer 

training; marketing and supporter engagement; and supplier partnerships
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Organisational chart 

 

 

 

 

 

 

 

 

 

 

 

 

Please note structure is subject to change 

Job responsibilities 

• Own P&L for e-commerce including income targets, delivery of KPIs and management of costs to 

deliver annual plan and budgets based on organisational steer and robust analysis of 

performance  

• Co-ordinate all e-commerce activity including customer experience and operations  

• Lead, nurture and develop E-Commerce Co-ordinator to support all elements of e-commerce 

activity, ensuring they are efficient, motivated and focussed on delivery, and learn and develop in 

the role 

• Lead and motivate warehouse team to deliver listing and operations targets to support income 

generation across online sales channels 

• Collaborate with and brief other central teams on e-commerce activity and manage internal SLAs 

(Supporter Services; Marketing; Digital; IS)  

• Direct process of getting physical gifts live to support the Christmas campaign on the Crisis.org.uk 

Shop To Stop Homelessness website. Manage external fulfilment with designated supplier and 

sign off all customer experience implementation on and offline.  

• Co-create digital marketing plan with Retail Marketing Manager and Marketing and 

Communications teams to deliver acquisition and retention activity across relevant marketing 

channels; define insight requirements to understand user behaviour and audience strategy for e-

commerce  

• Compile reports and analytics data and perform regular analysis to inform activity planning and 

communicate to Retail and Enterprise management team 

Head of Retail

E-Commerce 
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E-Commerce Co-
Ordinator

E-Commerce 
Operations 
Manager

E-Commerce 
Operations 

Assistant Manager

Fulfilment Co-
Ordinator
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• Liaise with digital teams to define optimal user experience and supporter journeys on 

Crisis.org.uk and all e-commerce platforms (internal and external). Ensure that our e-commerce 

offer positively reinforces wider Crisis strategic aims, Crisis’ online presence and brand.  

• Work with Training and Volunteering teams to devise digital / e-commerce volunteer roles and 

training   

• Own relationship with third party marketplaces and devise strategic approach to channel 

management for online sales 

• Manage delivery of pop-ups and collaborations for e-commerce in conjunction with Head of 

Retail and Retail Marketing manager 

• Collaborate with the Head of Retail and Logistics team to ensure enough appropriate stock is 

sourced for continual business growth  

General responsibilities 

• Actively encourage and support member involvement within Crisis 

• Develop an understanding of homelessness and Crisis’ aims 

• Follow Crisis policies and procedures, including health and safety 

• Carry out other reasonable duties that may be required 

• Able to travel to anywhere within Greater London. Travel to other locations may be required. 

 

Person Specification 

Essential 

1. Experience of managing an E-Commerce business, ideally for a charity, high street retailer or 

fashion retailer, and capable of managing and motivating a cross functional team to deliver 

creative solutions for E-Commerce requirements 

2. Proven ability to use research, insight, and analysis to drive activity and achieve results. 

Commercial focus with deep understanding of e-commerce KPIs 

3. Experience of planning and briefing digital marketing campaigns to generate profitable customer 

acquisition and brand engagement across all key marketing channels 

4. Demonstrable ability to work effectively, with project management, budget management and 

communication skills, and experience of writing effective creative and communications briefs 

5. Familiarity with website creation and management tools, including content management 

systems and design tools 

6. Significant influencing skills with the ability to engage diverse stakeholders and build 

relationships at all levels across the organisation. 

7. Proven decision-making ability with the drive to achieve results 

8. Strong independent judgement in managing external organisations and individuals. 
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Desirable 

9. Commitment to Crisis’ purpose and values including equality and social inclusion  

10. Familiarity with Agile software development process 

11. Experience of working with volunteers and delivering positive social impact 

We encourage applications from all sections of the community and particularly from people who have 

lived experience of homelessness. 

 

 

  



E-Commerce Manager Job Pack, April 2021  

 

  

Supporting your application 

Thank you for your interest in working for Crisis.  

Before you apply, please take a moment to read through the frequently asked questions below which 

are designed to support your application and help you understand our recruitment processes. 

The person specification requires a qualification or experience that I do not have. Is it still worth me 

applying? 

The person specification has the key knowledge, skills, experience or behaviours needed to carry out 

the job successfully and you will be scored based on any information you provide. If you don’t quite 

meet the criteria, for example if you have an understanding of something rather than experience of 

doing it yourself, you may still pick up points for explaining your understanding or how you might 

approach it. However, some of the person specification points, for example specific qualifications, 

are critical to the role so if you don’t meet those requirements, you are unlikely to be shortlisted.  

Can I apply by sending my CV? 

Occasionally we accept CVs and a covering letter but only if this is requested in the advert for the 

post. We don’t accept speculative applications or hold CVs on file. 

What should I do if I can’t complete an online application? 

If you would like to apply in a different format, for example in a Word document, because you are 

unable to use the online process, please contact the Recruitment Team jobs@crisis.org.uk It is 

helpful if you provide details of your requirements or suggestions about how we might best support 

you to apply so that we’re able to consider alternatives. 

How can I maximise my chance of being shortlisted? 

It is important that you complete all sections of the online application form to ensure that the 

recruiting panel understand your interests, skills, behaviours, knowledge and experience.  

Shortlisting is mostly based on the information you provide in the assessment form section.  

Support your statements with specific examples that show how you meet each of the person 

specification points. You may wish to use the STAR approach: 

S or T – Situation or task 

Describe the situation or the task that you had to complete. It could be something from your 

previous employment or personal experience – just make sure it’s relevant. Given enough detail for 

the person shortlisting to understand what was involved 

A – Action 

mailto:jobs@crisis.org.uk
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Describe the action you personally took to resolve the situation or task. Explain the process/steps 

you took. Even if you are describing a group project, describe what you did rather than what the 

team did as a whole 

R – Result 

This is the crucial part of the answer. Explain how your actions resulted in a successful outcome. Talk 

about what you achieved, the benefits and what you learned. 

A strong application will also be in line with the Crisis Values that you can find on our website. 

Please note! If you don’t provide full responses against the person specification points, the panel 

won’t be able to score your application fully and it will be unlikely there is enough information for 

you to be shortlisted. 

How quickly will I know if I have been shortlisted? 

Every recruitment campaign will be different depending on how quickly the shortlisting panel can 

review applications but if you have not been shortlisted, you will receive an email from us confirming 

that. 

If I am not shortlisted, can I get feedback on my application? 

Unfortunately, we are not able to offer feedback on your application if you are not shortlisted for 

interview. 

Can I get feedback after my interview? 

We appreciate that information about where you did well or less well can be useful, so if you are not 

successful following interview we are able to provide feedback. 

Will you notify me of future vacancies? 

Once you have registered via Crisis Jobs Online, you can sign up to receive notifications of new 

vacancies based on the criteria you select. We also recommend that you check our website regularly 

for details of new vacancies. 

 

I recently applied for a role and was not successful, but have seen the role re-advertised. Is it worth me 

applying again? 

If the gap between advertising has been short, we would normally advise that candidates need not 

apply again, unless you have re-written and enhanced your application. Some examples might be 

that you have strengthened your examples using the STAR technique above. 

Crisis Jobs Online 
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I have typed my personal statement answers into the online form, but it won’t let me save them. What 

should I do? 

There is a word limit of 400 per answer so it could be that you have exceeded the limit and that is 

what is preventing you from saving your work. 

I filled in the personal statement section and tried to save it/submit it. However, it wouldn't do this and 

my information was lost. Is there any way to retrieve it? 

You are encouraged to record your answers in a Word document first before copying and pasting 

your answers into the online application form, using the keyboard shortcuts Ctrl + C to copy and Ctrl 

+ V to paste. The application form has a strict time out limit and so if you take longer than that limit 

you will lose your work and we are unfortunately not able to retrieve it. 

Where can I get help? 

If your query has not been answered above, you can contact the Recruitment Team 

jobs@crisis.org.uk for support. 
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