Appointment of
Shop Manager
(Inverness Falcon Square)

Notes for Candidates
October 2020
Page 1 of 16

Shop Manager – Inverness Falcon Square
Information Sheet

Highland Hospice is looking for a full time Shop Manager for an exciting new retail development in Falcon
Square, Inverness. Applicants must have a proven track record in retail and be able to demonstrate creativity,
flair and drive. Experience of team leadership is required, ideally with volunteer teams.
This post is not subject to a Standard Disclosure/PVG check.

Salary:
Holiday:
Hours:

£18,600 – £20,606
35 days per annum (including public holidays)
37.5 hours / week (full-time)

Applications should be marked Private & Confidential and submitted to:
HR Department, Highland Hospice, Ness House, 1 Bishop’s Road, Inverness, IV3 5SB, or by email to:
recruitment@highlandhospice.org.uk by 12noon, Friday 6th November 2020.
Informal enquiries can be made to the Retail Manager on 07833 467706 for further information.
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The Highland Hospice
When faced with life shortening illness, death and bereavement, the people of the Highlands deserve
the best possible care and support. At Highland Hospice our ambition is to ensure they receive this.
Our Inpatient Unit and Day Therapy Centres offer specialist support to patients with a progressive, life shortening
illness. By managing their pain and other physical symptoms, we help make time and space for reflection, for
gaining perspective and for achieving a measure of calm and tranquillity. Crucially, our team also offers advice
with the emotional, social and spiritual issues that may arise and works with patients, families and carers at a
time of transition to help them enjoy, value and commemorate life.
As well as providing services direct to those in need, we want to serve care professionals and informal
carers in the Highland community by sharing knowledge and resources so they can provide the best
care they can.
Through our adult and child bereavement services and by working in partnership with others we aim to ensure
support is available for all those in the Highlands living with grief, regardless of age or location.
By offering support, mentoring and learning our specialist staff are able to deliver and share our skills in local
hospitals and care homes, and in people’s homes, helping people to be provided with respect, dignity and choice
during their declining health.
To extend the work and reach of the Hospice across the Highlands we want to work in partnership to
enable communities to come together to harness their compassion to support each other at the end of
life.
Our volunteers and those of our partner organisations offer befriending services providing practical support to
those living at home, helping to reduce social isolation and offering carers a break.
We work with key individuals and groups, and engage with them and other stakeholders, working together to
design community-led solutions to deliver and support health and social care services that meet the specific
needs of that community.
Highland Hospice is committed to the principles of equality and diversity and our services are offered
free of charge to all those in the Highlands who need them. We are an independent local charity reliant
on our community and your contribution of time or money, as a volunteer or donor, can make a
meaningful difference to people when they need it most.
Our Vision – A future where all people, their families and carers, living with a life shortening illness, have the
support they need to live the best possible life and to experience the best possible death in the Highlands.
Our Values – Commitment, Compassion, Team Working, Transparency and Trust.
Please support your Highland Hospice.
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Terms and Conditions of Employment
Salary
The salary for the post is contained in the advert. Highland Hospice has adopted the NHS Agenda for Change
pay scales. Progression through the salary grade is normally by annual service increment. Annual pay increases
are in line with those awarded to NHS staff.
Working Hours
Highland Hospice operates a 37½ hour week, exclusive of meal breaks for the majority of staff. Some nursing
posts that involve shift working and weekend working attract enhanced rates of pay.
Annual Leave
The annual leave entitlement is 35 days (pro-rata), increasing to 37 days after 5 years’ service and 41 days after
10 years’ service. The leave year runs between 1 April and 31 March. Annual leave is calculated in hours.
The annual leave entitlement includes public holidays. There is no additional allocation for public holidays.
Pension Scheme
All employees over the age of 22 and under the State Pension age have the opportunity to be a member of the
pension scheme. The rate of employee monthly contribution is 3% and the rate of employer monthly contribution
is 6.5% Full details of the scheme will be sent to new members of staff.
Staff joining Highland Hospice who have previously been a member of the NHS Superannuation Scheme will
be eligible to apply to remain members of this scheme provided that any break in contributions has not exceeded
12 months.
Death in Service
Highland Hospice operates a Group Life Scheme for all permanent staff (excluding those in the NHS
Superannuation Scheme). In the event of a death in service the scheme will make a payment of 4 x annual
salary to named beneficiaries.
Health Questionnaire
All offers of employment are subject to satisfactory completion of a health questionnaire. Occupational Health
support is provided by NHS Highland Occupational Health Services.
Probationary Service
New staff serve an initial six month probationary period.
Employee Benefits
Some of the Highland Hospice employees benefits are: Employee Assistance Programme, MyOffers, Cycle to
Work, Subsidised lunch/By The River Café discount, Friends of Mercure, Tennis & Squash Club, IIP Silver
Award, Healthy Working Lives Award, Carer Positive Award.
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JOB DESCRIPTION

1. JOB IDENTIFICATION
Job Title:

Shop Manager

Reports to:

Retail Manager

Team:

Fundraising, Retail & Communications

Last Updated:

January 2020

2. JOB PURPOSE
To manage the day-to-day operations of their shop and the volunteer team, in line with current
company policy, in order to achieve annual sales and profit targets
To communicate regularly with the Retail Manager on all operational and other relevant issues
that affect the running of their shop
3. DIMENSIONS










Each shop manager will operate in one shop, undertaking duties and supporting and
motivating the volunteer team to achieve income and/or activity targets
Support the recruitment of volunteers and undertake their shop specific induction and
training
Ensure volunteers adhere to the volunteer guidelines at all times
Ensuring stock is maintained and rotated at levels identified by the Retail Manager
Ensuring the shop is kept clean and hazard free at all times
Liaise with Hospice facilities team to support general shop maintenance and for minor
repairs
Work as part of a team with other Shop Managers including providing informal training and
development in areas of specific expertise
By following policies and procedures, ensure all retail activity complies with the legalities
and guidelines dictated by Trading Standards, Health and Safety and other relevant
legislation
Be prepared to work in another Highland Hospice shop or at the central warehouse if and
when required

Page 5 of 16

4. ORGANISATIONAL POSITION
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Administration
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5. ROLE OF DEPARTMENT
At Highland Hospice we aim to support people, their families and carers, living with an
advancing, life shortening illness in the Highlands to live the best possible life and to prepare
for and experience the best possible death. By managing pain and other physical symptoms,
we help make time and space for reflection, for gaining perspective and for achieving a
measure of calm and tranquillity. Crucially, our team also offers advice with the emotional,
social and spiritual issues that may arise and works with patients and loved ones at a time of
transition to help them enjoy, value and commemorate life. By delivering and sharing our
skills in our Inpatient Unit and Day Therapy Centres, in local hospitals and care homes, with
communities and in patients’ homes, we seek to provide our patients and their loved ones
with respect, dignity and choice both during the patient’s illness and into bereavement.
The Hospice currently provides:
 an Inpatient Unit in Inverness with 12 beds
 a Day Therapy Service on the same site and in Caithness
 specialist medical support to the Palliative Care Advisory Service (PCAS) in Raigmore
and community hospitals
 home visits by medical, nursing and allied health professionals across the Highlands
 bereavement support for relatives of those with a palliative care diagnosis
 the Crocus Group bereavement support service for children who have lost someone from
any cause of death
 home visits by medical, nursing and allied health professionals across the Highlands
 bereavement support for relatives of those with a palliative care diagnosis
 the Crocus Group bereavement support service for children who have lost someone from
any cause of death
 a 24 hour telephone helpline for GP’s and other healthcare professionals
 education and training for health and social care staff to enhance their ability to provide
palliative care in their own communities
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the Helping Hands volunteer befriending and support service in Easter Ross, the Black
Isle and Inverness; and community partnerships in Central and East Sutherland, the
North Coast, Gairloch and Loch Ewe, and Skye and Lochalsh to offer local befriending
and support

Through a range of fundraising initiatives and network of charity shops, the Highland Hospice
Fundraising, Retail & Communications team is responsible for raising the balance of funding
required to maintain the running of the Hospice and all additional services now being provided
Highland wide. Highland Hospice Fundraising, Retail & Communications team is also
responsible for all organisation wide communication issues ensuring the messages of the
Hospice are communicated professionally to the widest possible audience, and that funds
raised are done so to maximise the return on investment to the Hospice.

6. MAIN TASKS, DUTIES AND RESPONSIBILITIES
Shop Management
 To manage the day-to-day operations of the shop and volunteers, enabling the shop to
operate effectively and achieve its maximum trading potential.
 To work with volunteers to achieve agreed sales and profit figures.
 To work with the Retail Manager to maintain all costs at the lowest possible levels.
 To manage the volunteer team including addressing minor disciplinary and behavioural
issues as they arise
 To provide line management support to the Shop Assistant if part of the shop team
 Work with the volunteers to ensure the shop is open for the requisite number of hours each
week
 Work with the volunteers to sort, steam and price incoming stock and rag stock that is unsaleable.
 To ensure items are priced within current guidelines and expectations for the shop
 To maintain a high standard of presentation in the shop through effective layout, display
and window dressing
 To ensure that stock is rotated regularly and levels are maintained in line with current
company policy by placing orders with the store
 To identify need and place orders for shop supplies as required
 To package and distribute or return new goods as required
 Provide support to volunteer van drivers to ensure effective distribution and return of all
stock
 To monitor levels of stock of new goods as required, using systems provided
 To assist in recruiting volunteers
 To provide shop specific training to all volunteers
 To manage a sufficient number of volunteers to provide adequate cover during shop / store
opening hours.
 Work with volunteers to carry out housekeeping duties in order to keep the shop / store
clean, presentable and hazard free
 To promote high standards of customer care ensuring that customers are treated with
courtesy and attention at all times
 To resolve minor complaints at the shop level, referring upwards only as required
 Work within the scope of all Hospice retail policies and procedures at all times
 Work within the scope of all UK retail, health and safety and other relevant legislation at all
times
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To implement systems that ensure the security of stock and cash at all times and that
monies are banked daily.
To adhere to health and safety regulations and assist the Retail Manager to ensure that
other staff and volunteers work in a safe manner and are trained to use equipment.
To notify and subsequently liaise with Hospice facilities team to support general shop
maintenance and for minor repairs
To take full advantage of any local activities that offer either additional sales opportunities
or promote the work of Highland Hospice.
To assist the Hospice fundraising team with the organisation and promotion of fundraising
activities in the local area.
To assist the Retail Manager in keeping all staff and volunteers informed of operational
matters and in communicating any instructions from head office

Volunteers (clarification of duties listed earlier)
 Work with the Retail Manager and voluntary services team to recruit new volunteers
 Actively manage volunteers including on-the-job training using training protocols provided
 Respond to volunteer questions, providing clarification on procedures as required
 Motivate and encourage volunteers and develop solid relationships based on trust,
reliability, respect and friendship
 Ensure volunteer guidelines are adhered to at all times
 Support the development of an effective and motivated team of volunteers
Education/Training
 Work as part of a team with other Shop Supervisors including providing informal training
and development in areas of specific expertise e.g. visual merchandising, window display
 Attend and actively participate in regular retail team meetings
 Take part in annual staff appraisal system to meet required objectives
 Be knowledgeable about the work of Highland Hospice and impart this to volunteers and
to the public
 Ensure Highland Hospice guidelines, policies and procedures are adhered to at all times
 Attend regular moving & handling course updates
 Complete mandatory learning modules on LearnPro and oversee completion by Shop
Assistants
7a. EQUIPMENT AND MACHINERY
Use of, but not responsible for, the following:
 Shop tills / pricing equipment / steamers / portable rails
 Personal computer / laptop / monitor / printers
 Telephone
 Credit/Debit card terminal
 Hospice van
7b. SYSTEMS



Everyday use of the following Microsoft Office packages: Word and Excel
Keyboard skills required are standard and can be learnt through time

8. ASSIGNMENT AND REVIEW OF WORK


The post holder works on their own at a distance form their line manager. Support is
available by phone or e-mail and in person at set intervals or in unexpected or unusual
circumstances
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Shop Manager is expected to address minor disciplinary or behavioural issues with
volunteers as they arise
If the shop has a Shop Assistant the post-holder will provide line management support to
this person
The post-holder is guided by Hospice policies and procedures and established precedent.
Issues and problems falling outwith these guidelines are referred to the Retail Manager
Work can frequently be interrupted by unpredictable situations requiring the post holder to
prioritise workload accordingly
Review of work is carried out through annual appraisal, 6-monthly reviews and regular
1:2:1 meetings

9. DECISIONS AND JUDGEMENTS






The post holder is expected to function with initiative within clearly defined protocols,
especially where sales are failing to reach target and changes are required
Responsible for low level decision making on a day to day basis on shop activity
Ability is required to respond flexibly and at short notice to requests for support, advice and
guidance
Effective time management to ensure most effective and efficient use of resources
Expected to propose new initiatives to management to maximise income

10. MOST CHALLENGING/DIFFICULT PARTS OF THE JOB



Supervising a large team of volunteers some of whom you may only see as often as once
or twice a month
Retaining balance between work and personal life to be able to accommodate the
appropriate needs of the shop within contracted hours

11. COMMUNICATIONS AND RELATIONSHIPS
External
 Customers
 Tradesmen
 Local shopkeepers and other supportive businesses
Internal
 Supervision of shop volunteers
 Line management of Shop Assistant
 Working as team with other Shop Supervisors including providing informal training and
development in areas of specific expertise
 Close and effective working relationship with Retail Manager
 Liaise with Hospice facilities team to support general shop maintenance and for minor
repairs
 Strong working relationship with all Fundraising, Retail and Communications staff
 Establish working relationships with staff, and volunteers, at all levels across both clinical
and non-clinical departments
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12. PHYSICAL, MENTAL, EMOTIONAL AND ENVIRONMENTAL DEMANDS OF THE JOB
Physical
 Frequent requirement to exert light physical effort for short periods through manual
handling of donations of goods and rearrangement of shop displays
 Occasional requirement for moderate physical effort for short periods if substantial
donations of goods are made, support is given to the van drivers or a substantial change
is made to the shop layout
Mental
 Only occasional requirement for concentration during a predictable work pattern, otherwise
general awareness and normal care and attention required
Emotional
 Exposure to distressing circumstances when dealing with members of the public who have
experienced bereavement, occurring less than once per month on average
Environment
 Occasional exposure to unpleasant working conditions when handling some bags of
donated goods or dealing with aggressive customers
13. KNOWLEDGE, TRAINING AND EXPERIENCE REQUIRED TO DO THE JOB



Minimum education level at entry is Standard Grade or equivalent level of core skills in
numeracy, communication, problem solving and working with others
The post-holder will be expected to supervise the shop and volunteers within the scope of
the Hospice retail policies and procedures and under the close management of the Retail
Manager. The knowledge and skills required to do this effectively can be learnt on-the-job
if the post holder comes with the minimum education and the skills and experience
identified below
o Excellent customer service skills
o Warm personality and ability to build a rapport with people
o Good organisational and time management skills
o A flexible approach and ability to cope with varying demands of the role
o Commitment to achieving sales targets
o A high degree of accuracy and attention to detail
o A high standard of presentation and cleanliness
o Experience of dealing with the public
o Experience of dealing with money

14. JOB DESCRIPTION AGREEMENT
Job Holder’s Signature:

Date:

Head of Department Signature:

Date:
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PERSON SPECIFICATION
Criteria
Qualifications
Educational/Professional/technical
qualifications to undertake the role
Work Experience/history
Type of experience/specialism and the level
and depth required
Communication
Ability to communicate effectively to provide
excellent care/service
Personal and People development
Commitment to own and/or others
development e.g. training courses or on the job
training

Health and Safety and Security
Understanding of policies, procedures and
standards
Service Improvement
Commitment to service delivery and the
smooth running of the organisation

Essential
Good general
education

Desirable

Retail experience

Retail supervisory experience in a
charity shop environment

Calm and friendly
Excellent
interpersonal skills
Able to work with
volunteers to achieve
common purpose and
enhance the
reputation of the
Hospice
Knowledge of H&S in
a retail environment
Proactive approach to
achieving sales
targets
Ability to work on own
initiative
Ability to remain calm
under pressure

Quality
Commitment to high standards either as an
individual or as part of a team

Equality and Diversity
Understands the importance of a diverse
workforce
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Creative approach to
the display of stock
High standards of
cleanliness and an
eye for layout and
display
Ability to monitor
stock/stock rotation
Experience of working
with volunteers
Ability to get on with
people from widely
diverse backgrounds

Experience in delivering staff
training

Experience of undertaking H&S
Risk Assessments
Experience in managing customer
complaints
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