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AGE CONCERN DURHAM COUNTY 
Trading as Age UK County Durham 

 
JOB DESCRIPTION 

 
Post of:  Retail Operations Manager 
 
Responsible to:  Chief Executive Officer 
 
Responsible for:  All retail staff and volunteers 
 
Location:  Calder House, Mandale Business Park, DH1 1TH with a 

 requirement to work countywide. 
 
Hours:  37.5 hours per week 
 
Salary: NJC SO2, £30,451 per annum + 5% pension contribution to 

Organisation’s Pension Scheme.   
 
Holiday Entitlement: 38 days per annum, including statutory holidays, rising to 41 days 

 after 10 years of service.   
 
Age UK County Durham is an innovative and visionary organisation supporting our 

older people across County Durham. 
 
With a reputation for efficient and professional delivery of services, we are looking for a 
Retail Operations Manager who is eager to bring innovation, flair and quality customer 

service to our outlets. 
 
We are looking for that someone who would like to work for an organisation that values 

its staff, development and innovation, collaboration and communication 
 
Our Retail Operations Manager will be the most senior member of our team and will work 
closely with our shop managers in focusing on leading our people, products and culture, whilst 
driving sales and creating long term relationships with our customers. 
 
The post holder will be accountable for achieving maximum sales across the outlets ensuring 
that direct costs are kept to a minimum. Using best charity retail practice, creative flair, and an 
ability to lead by example, you will enable the retail team to create and maintain inviting 
shopping experiences that encourages sales and promotes excellent customer service. 
 
Recruiting, training and management of staff and volunteers in an integral part of the role and 
essential to the success of the retail offer.  
 
If you have a flair for retail and a real passion to work for a charity that really does make a 
difference to people, day in, day out, we want to hear from you. 
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What we are looking for: 

• Excellent customer service skills with an ability to communicate with tact and discretion 

• Comprehensive retail management experience preferably in fashion/clothing, with 
experience in cash handling and financial management procedures (including completion 
of sales records) 

• Strong leadership skills with proven line management experience 

• A compassionate individual with an understanding and passion for the work of Age UK 
County Durham. 

 
Key responsibilities 
1. To deliver a retail strategy which will enhance income streams and maximize income, 

whilst also helping manage and support shop managers in the day to day operational 
running of the shops and online sales. 

2. To manage, motivate and support staff and volunteers and coordinate their recruitment, 
induction, training and development. 

3. To ensure that shop managers, staff and volunteers maintain a high level of customer 
service at all times. 

4. To ensure that shops are properly staffed at all times arranging cover for holidays and 
sickness. 

5. To ensure that all goods on display are clean, saleable, PAT tested as appropriate and 
well presented. 

6. To ensure that each shop has sufficient saleable stock, providing training, support and 
guidance to Shop Managers on the generation of adequate supplies of donated stock and 
that an efficient rotation system is carried out.   

7. To ensure a high standard of merchandising and display in all shops. 
8. To arrange transfer of stock between shops where necessary. 
9. To appoint and supervise volunteer van drivers to collect donated stock ensuring that 

each is licensed to drive the vehicle and that required records are kept for collections and 
deliveries. 

10. In consultation with the Chief Executive to develop a network of sustainable shops and 
retail warehouses. 

11. On completion of a lease for new shop premises to oversee any refurbishment work 
required, recruit and train staff and arrange supplies of stock.  Working with the staff team 
to ensure the shop is ready to trade by the agreed date. 

12. To make regular inspections of the interior and exterior of shop premises arranging 
routine maintenance in accordance with current procedures. 

13. Handle efficiently emergency maintenance and break-ins in accordance with current 
procedures. 

14. To ensure that all contractual obligations within leases are met and that on the closure of 
a shop to arrange removal of ACDC’s property, leaving the premises in a fit condition, 
returning keys as instructed. 

15. To ensure that an effective system of staff support and appraisal is in place in line with 
our current policies. 

16. To ensure that all retail staff and volunteers comply with the organisation’s policies and 
procedures  

17. To ensure that incoming stock is efficiently sorted and prepared for sale and that the 
warehouse and stock and sort rooms are properly organised. 

18. Preparation of business plans, financial projections and budgets.  
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19. To analyse and monitor sales and expenditure against budgets and projections reporting 
any significant variances to the Chief Executive and ensuring that any remedial action 
required is taken. 

20. The production of relevant information and monthly reports for the Chief Executive and 
quarterly reports for the Board of Trustees. 

21. To ensure that cash control, cash handling and banking procedures are carried out in 
accordance with the organisation’s financial regulations. 

22. To ensure that Gift Aid income is maximised 
23. To keep policies and procedures for the organisation’s retail activities up to date ensuring 

that these adhere to relevant legislation, codes of conduct and best practice. 
24. To keep up to date with developments in the sector and, in particular with charity retailing 

legislation and good practice, ensuring all retail operations are compliant with legislation 
and with the organisation’s policies, procedures and quality standards. 

25. To abide by and implement all policies and procedures of Age UK County Durham 
including being aware of and responsible, corporately and as an individual, for Health and 
Safety policy. 

26. To ensure that risk assessments are conducted on all activities ensuring health and 
safety regulations are adhered to and that regular health and safety audits are carried out 
in accordance with the organisation’s procedures 

27. To represent ACDC locally, regionally and nationally as required. 
28. Attend regular management and staff meetings. 
29. To ensure effective communication between all levels of employee and volunteers 
30. To undertake relevant professional development and training as appropriate. 
31. Any other duties as reasonably requested. 
 
General 
There may be a requirement to travel to other local sites therefore a current valid driving 
licence and daily access to a car is preferable for this post. Mileage rates as agreed by our 
Board of Trustees will be paid for the use of a car for business use. 

 
The appointment will be made subject to the receipt of references and Disclosure and Barring 
Service vulnerable children and adults check that meet the requirements of the organisation. 
 
Age UK County Durham operates a no smoking policy in all of its premises. 
 
Age UK County Durham is an equal opportunities employer. 
 
 
  



21.12 Sept 2021            Page 4 of 4 

   

AGE CONCERN DURHAM COUNTY 
Trading as Age UK County Durham 

 
PERSON SPECIFICATION - Retail Operations Manager 

 
Essential Criteria 

• Previous retail management experience. 

• Strong leadership and motivation skills with the ability to inspire, recruit, develop and 
retain a high calibre team of staff and volunteers to achieve income targets. 

• Proven experience of managing a team including recruitment, training, development and 
performance management. 

• Experience of working to and achieving sales targets. 

• Experience of budget management, forecasting and cost control. 

• Demonstrable track record of achievement in retailing including developing and delivering 
shop opening/development plans including all aspects of property planning, shop fitting, 
stock sourcing etc. 

• Ability to work under own initiative and to take a proactive approach to changing business 
needs and objectives.  

• Ambitious, innovative, self-motivated and goal orientated with a ‘can do’ and hands-on 
approach. 

• Ability to work and remain calm under pressure. 

• Excellent time management and organisation skills with the ability to work flexibly, 
creatively and prioritise own workloads. 

• Excellent interpersonal and relationship building skills. 

• Excellent communication and presentation skills and the ability to produce clear, concise 
and accurate reports. 

• Computer literate with good IT knowledge in Word, Excel and using Outlook. 

• Good level of general education. 

• Effective customer care skills 

• Commitment to achieving the highest retail standards at all times. 

• Commitment to Equal Opportunities in all aspects of employment and services. 

• Full clean UK driving license and use of own vehicle on a daily basis. 

• Have a flexible attitude to hours and days of work as and when required by the business.   
 
Desirable 

• Previous multi-site retail experience 

• Previous experience of a retail charity environment 

• Knowledge of charity retail legislation and experience of ensuring retail operations are 
compliant with relevant legislation, codes of conduct and best practice. 

• Experience of establishing new retail shops/stores.  

• Previous experience of recruiting, working with and managing volunteers. 
 
Assessment 

• Application form 

• Presentation 

• Interview 


