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 Job Description: Retail Operations Manager



Job title: Retail Operations Manager
Reports to: Director of Commercial Development 
Job role
To lead the day-to-day operations of St. Rocco’s retail chain in conjunction with the Retail Area Manager and the E‑Commerce, Logistics and New Goods Manager, ensuring shops deliver excellent customer service, meet income targets, and reflect St. Rocco’s brand and values. The Retail Operations Manager will play a key role in expanding the retail portfolio, overseeing property leases, and supporting strategic growth.
You will be an active member of the Extended Strategic Leadership Group to deliver on St. Rocco’s organisational strategic priorities, contributing to a positive culture and working environment.
Key Responsibilities
Retail Operations

· Oversee and drive the performance of all St. Rocco’s shops and warehouse activities, ensuring they meet financial and operational targets in conjunction with the Retail Area Manager and the E‑Commerce, Logistics and New Goods Manager.
· Lead, motivate, and support the senior retail management team to train and develop shop managers and volunteers to deliver high standards of customer service and operational retail excellence to our community.
· Hold budget management for the retail chain.
· Monitor KPIs and produce regular performance reports for the Director of Commercial Development, and the senior retail management team with recommendations to align with the strategic objectives.
· Implement commercial retail strategies to increase footfall, donations, and profitability.
· Ensure compliance with health and safety, trading standards, and St. Rocco’s policies.

People Management

· Oversee the employee journey from recruitment, training, and continuous development for all retail team members and working in partnership with the Voluntary Services team. 
· Conduct regular performance reviews and provide coaching and support to deliver to operational and financial targets.
· Foster a positive and inclusive working environment with all St. Rocco’s team members.
Stock Management & Visual Merchandising

· Advice and support with stock flow, pricing strategies, and merchandising standards in line with KPI management and commercial trends.
· Work with the fundraising and communications teams to collaborate on campaigns and seasonal events in a timely manner.
· Work alongside the Retail Area Manager to ensure shops are well-presented and reflect the St. Rocco’s brand and values.
· Work in collaboration with the E‑Commerce, Logistics and New Goods Manager and Retail Area Manager to ensure that the right stock is reaching the right shop to maximise income.





New Shop Expansion plan & Lease Management
· Identify opportunities for new shop locations in line with the St. Rocco’s and the retail strategic objectives.
· Conduct market research and feasibility studies to assess potential sites.
· Prepare business cases for new shop openings, including financial projections and risk assessments, whilst working alongside internal stakeholders in the hospice.
Lease Negotiation & Management
· Liaise with landlords, agents, and legal advisors to ensure favourable lease terms for new leases, renewals and rent reviews.
· Maintain the central record of all lease agreements and ensure compliance with lease obligations.
· Manage shop fit-outs, refurbishments, and closures in collaboration with contractors and internal teams.

Person Specification
Essential
· Proven experience in a multi-site retail management environment.
· Strong leadership and people management skills.
· Commercial acumen and experience in budgeting and financial reporting.
· Knowledge of property and lease management.
· Excellent communication and negotiation skills.
· Ability to manage multiple priorities and work under pressure.

Desirable
· Experience in charity retail or social enterprise.
· Understanding of volunteer management and community engagement.

Equal Opportunities Statement

The hospice operates an Equal Opportunities Policy and expects staff to have a commitment to equal opportunity policies in relation to employment and service delivery.
Unless the nature of the work demands it, applicants will not be required to disclose convictions which are ‘spent’ under the Rehabilitation of Offenders Act 1974.  Having an ‘unspent’ conviction will not necessarily bar an applicant from employment or becoming a volunteer. This will depend on the background and circumstances to the conviction.
However, for Hospice based or patient facing roles, criminal records will be checked and taken into account for recruitment purposes when the conviction is relevant.  

No Smoking Policy
The Hospice is committed to a policy which discourages smoking and prohibits smoking on Hospice property and business outside it.

Infection Control
The post holder is accountable and responsible for the prevention of healthcare associated infections by complying with all Infection Prevention & Control policies and procedures in line with legislation (Health Act 2006; Code of Practice for the Prevention and Control of Healthcare Associated Infections.)





General Data Protection Regulations, Data Protection Act 2018: and any relevant data protection legislation in force at any given time.

To ensure compliance with all Hospice policies, and those procedures relevant to the area of work.

At all times maintain high levels of confidentiality and information security, complying with the relevant legislation such as the Data Protection Act and the Computer Misuse Act.

Where any processing of information takes place (paper records or electronically) ensure that the data is of good quality, accurate and relevant for purpose.

All employees must adhere to the Policy on Information Governance which provides guidance on the use and disclosure of information. The Hospice also has a range of policies for the use of computer equipment and computer generated information.  These policies detail the employee’s legal obligations and include references to current legislation.   

Confidentiality
Your attention is drawn to the confidential nature of information collected and used throughout the Hospice.  The unauthorised use of disclosure of patient, staff or other personal information is a dismissible offence.  The unauthorised disclosure of information could also result in a prosecution for an offence, or action for civil damages, under the Data Protection Act.
You are required to observe the strictest confidence regarding any Confidential Information relating to work of the Hospice, its patients/clients and its employees.
“Confidential Information” includes but is not limited to information relating to the Hospice received by you in the course of your employment with the Hospice, information relating to patients, personnel information, budgeting and financial information and information in respect of which the Hospice owes a duty of confidentiality to a third party.
You are required not to disclose any Confidential Information either during or after your employment, unless expressly authorised to do so by the Hospice or required in the proper performance of your duties or as required by law.  

This obligation will cease only when such information comes into the public domain other than through unauthorised disclosure by you.
Failure to comply with these requirements could result in action being taken under the Hospice’s Disciplinary Policy and Procedure.
This obligation is without prejudice to the law concerning protected disclosures in the Public Interest Disclosure Act 1998 (the so-called “Whistleblowers Act”).

Health And Safety
All employees must be aware of the responsibilities placed upon them under the Health and Safety at Work Act (1974) to ensure that the agreed safety procedures are carried out to provide a safe environment for employees and visitors.

Safeguarding Duty
It is the responsibility of the post holder to be aware of and follow the legislation and guidance regarding Safeguarding Children and Adults as stated in the Safeguarding Policy. This applies to all staff.  






Notes
You will be required to assess all risks to your systems, processes and environment and contribute towards the clinical and corporate governance agenda as appropriate.
You will be expected to produce work to a high standard and to promote quality at all times.
You will be expected to keep yourself updated on all matters relating to Hospice policy.  
You must familiarise yourself with matters relating to Health and Safety management as they affect you personally and / or the Hospice.
You will be expected to participate in the staff appraisal scheme.

Assurance Statement
The purpose of this job description is to outline levels of responsibility and accountability of this post, to ensure that all work undertaken by our staff is identified and lines of accountability are clear.

It is the responsibility of all employees to adhere to general policies and procedures as detailed in the Staff Handbook and other individual policies.

The above Job Description does not purport to be an exhaustive list of duties and responsibilities. The post holder will be expected to undertake additional duties as the requirements of the post change.

Changes To This Job Description
Post holders have a responsibility to discuss any significant job changes with their line manager at the time the change occurs and agree any permanent substantial change.

Summary
This job description is an outline of the key tasks and responsibilities of the post. The post holder will be expected to undertake additional duties as the requirements of the post change.
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Making Every Day Count
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