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	Job Title:
	Charity Shop Cluster Manager


	Department:
	Trading

	Responsible for:
	Charity Shop Managers, Assistant Manager, Volunteers

	Responsible to:
	Head of HR & Support Services

	Salary:
	£19,579.29 - £21,210.11

	Hours:
	35 hours

	Location:
	Staffordshire


	Background information (job title)
Our mission statement is:

“Staffordshire Wildlife Trust protects and enhances the wildlife and wild places of Staffordshire and promotes understanding, enjoyment and involvement in the natural world.”

A registered charity established in 1969 we are one of 47 county Wildlife Trusts throughout the UK and are supported by over 16,000 members.

The Trust owns or manages 30 nature reserves covering an area of over 4,000 acres. Our 160 staff are based in six locations around the county including our Headquarters at Wolseley Bridge, Stafford, with our work divided up into five departments: Resources, People Engagement, Conservation Delivery, Fundraising, Communication and Membership & Commercial. The Trust has a diverse workforce including site wardens, wildlife surveyors, community and education officers, catering, retail and administration.

In addition, we have the trading company which looks after the trading side of our business. This includes cafés at The Wolseley Centre and Westport Lake Visitor Centre, charity shops in Leek, Penkridge and Codsall and a retail shop in the Wolseley Centre.




	Job Purpose:

	To oversee the running and management of the Staffordshire Wildlife Trust trading division charity shops, achieving agreed income and profit levels by the efficient and effective management of staff, volunteers, premises and stock. In addition to running the Codsall shop on a part-time interim basis.
Support the Head of HR & Support Services in the development of the charity shop portfolio of the Trust.

To provide a high quality retail service in relation to agreed performance targets and standards, including the provision of exceptional customer care, driving customer loyalty, and ensuring shops present a professional public face of the charity on the high street.
Line manage shop staff and volunteers.


	Responsibilities:

	Business Planning and Financial targets:
· Maintain income and profit potential of all shops
· Carry out correctly any agreed promotions and assist SWT with its own seasonal promotions to achieve agreed targets

· Ensure that the shops have sufficient saleable stock taking positive action to generate donations from the general public and other sources
· Encourage donors to sign up to the gift aid scheme in accordance with guidelines and meeting agreed targets

· Monitor stock turn around ensuring there is sufficient new stock on shop floors at all times, to include rotation of stock between shops and online sales
· Achieve budgeted income and profit figures and proactively address any fall in income 
Online Sales:
· Assume responsibility for online sales of both donated and new goods
Customer Care:
· Ensure that the teams in each shop constantly give an exceptional standard of service to customers 

· Ensure the shops have high standards of display and project a quality retail image

· Ensure all customer queries and complaints are dealt with promptly, to the satisfaction of the customer and following SWT policy
Safety and Security:
· Ensure that all statutory responsibilities are met, including Trading standards, Fire regulations and Health & Safety Regulations

· Ensure shops are opened and closed for trading hours and respond to emergency call out if and when necessary

· Ensure that all working areas of shops are efficiently and safely organised
· Ensure that all premises are secure and staff remain security conscious and are following the correct procedures 
Stock: 

Oversee staff as they
· Assess space management on shop floors ensuring best-selling lines are correctly merchandised

· Monitor the income for recycled stock
· Process donations ready for sale ensuring the best possible return for all items

· Maintain stocks of new goods for sale following SWT procedures

Inter-departmental:
· Work with the rest of the Commercial Team to promote fundraising events and other initiatives as required
Marketing and Representation of SWT:
· Enhance the image of SWT through a professional retail service

· Liaise with charity depts. as necessary to ensure that all queries are answered promptly and that information held in the shops is up to date

· Maintain good relations with the public, trade councils, landlords and neighbouring retailers

Staff:
· Ensure that shops have the correct level of cover throughout the year, covering when and where necessary in the shop for annual leave or sick leave
· Recruit quality reliable voluntary staff
· Identify specific training needs for staff and volunteers
· Delegate appropriate tasks to volunteers and ensure they are fully trained and able to carry out the tasks required of them
· Line manage shop staff, carrying out appraisals in line with Trust procedures.
Administration:
· Ensure all administration is actioned, mailed and filed correctly
· Ensure that all administrative and financial procedures are followed as stated in SWT procedures, including banking, weekly returns, maintenance of petty cash account, performance returns, and volunteer records
General:
· Undertake any other appropriate duties required to achieve performance targets and realise the full potential of the shop
· Undertake such training as is agreed with the Head of HR & Support Services
Health and Safety:
· To carry out duties placed on employees by the Health and Safety at Work Act 1974
· To comply with Health and Safety Policy
Safeguarding Children and Vulnerable Adults:
· To follow charity policy regarding the management of safeguarding concerns
General:
· To maintain a high standard of presentation
· To act at all times in a professional manner, respecting the needs of colleagues and co-operating to maintain a harmonious working environment
This job description is subject to amendment and may be changed from time to time.


Person Specification





Job Title: Charity Shop Cluster Manager
	Criteria
	Essential
	Desirable
	Assessment method *

	Experience

	Experience of management within a charity retail outlet.
	(
	
	AF/I

	Excellent customer service skills, with experience of dealing with customer queries and complaints
	(
	
	AF/I

	Track record of meeting and exceeding financial targets and working within a budget
	(
	
	AF/I

	Full driving licence and access to a vehicle
	(
	
	AF

	Experience of banking, financial transactions including till work.
	(
	
	AF/I

	Skills/knowledge

	Knowledge of retail practices and procedures.
	(
	
	AF/I

	Effective communication skills, verbal and written.
	(
	
	AF/I

	Able to demonstrate knowledge of charity retail and gift aid.
	(
	
	I

	Able to demonstrate proficient IT skills (Word, Excel and email)
	(
	
	I

	Good numeracy and literacy skills
	
	(
	AF/I

	The ability to work well under pressure and able to prioritise a number of conflicting demands
	(
	
	AF/I

	Abilities

	A friendly, approachable and professional personality
	(
	
	I

	Physical fitness for lifting bags of pre-loved clothes and moving stock around the county
	(
	
	I

	Ability to excite and motivate others
	(
	
	AF/I

	Self-motivated with a flexible attitude
	(
	
	I

	Able to work as part of a team
	(
	
	AF/I

	Regular travel around the county to other sites
	(
	
	AF/I

	Maintains performance, professionalism and composure when under pressure.
	(
	
	I

	Proactive in anticipating the needs of the charity and seeking opportunities to add value
	(
	
	AF/I

	Weekend and Bank Holiday working will be required and therefore a flexible approach to working hours is essential.
	(
	
	AF/I


* Assessment method:

· I = interview

· QC = qualification certificate

· AF = application form
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