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JOB DESCRIPTION
Job Title: Retail Area Manager
Location: Base in Newhaven with regular county-wide travel
Hours of Work: 35 hours per week (to include weekend and Bank Holiday working on a rota basis)
Accountable To: Business & Operations Director
Accountable For: Charity Retail Shops, Line Management of Shop Managers and Relief Management Staff, Bought In Goods Programme, Retail EPOS and Stock Management Systems.
Key Collaborator: Retail Operations Manager (providing mutual management cover during absences).
Purpose of the Role
To lead, develop, and grow Age UK East Sussex's charity retail shops portfolio, delivering commercial excellence across all locations. The Retail Area Manager is responsible for maximising income generation through donated goods, Bought in Goods, and Gift Aid while ensuring high retail standards, strong financial performance, and excellent customer service. The postholder will lead and develop Shop Managers and their teams to achieve agreed sales and profit targets in support of the local work of the charity.
The Retail Area Manager is also directly responsible for the strategic development and operational management of the charity's Bought In Goods programme and retail systems, ensuring these elements effectively support the operation and growth of the wider retail estate.
Contribution to Our Mission & Values
Every role at Age UK East Sussex contributes to improving the lives of older people. This role generates vital income to support the charity's services, enabling older people across East Sussex to remain independent, connected, and informed.
Employees are expected to weave the following core organizational values into their daily leadership and operational choices:
· We Listen: Actively and respectfully seek to understand the needs, experiences, and perspectives of older people, colleagues, volunteers, customers, and partners.
· We Care: Treat people with kindness, compassion, dignity, and respect while promoting inclusion, belonging, and workplace wellbeing.
· We Make a Difference: Focus heavily on creating meaningful outcomes, using resources effectively, and pursuing continuous improvement rather than focusing on activity alone.

Detailed Duties & Responsibilities
Commercial Performance & Financial Management
· Business Planning: Develop, implement, and deliver comprehensive annual Retail Business Plans for all areas under your direct responsibility.
· Budgetary Control: Work collaboratively with Shop Managers to develop annual income and expenditure budgets; consistently monitor performance against targets.
· Data Analysis: Conduct regular, detailed analysis of income, expenditure, profitability, KPIs, and compliance measures, producing regular management reports and swift corrective actions where required.
· Fundraising Optimization: Drive Gift Aid performance across the region, maximizing donor conversion rates and overall Gift Aid income.
· Crisis Cover: Act as a designated organizational keyholder and provide hands-on support during emergency or business-critical situations (this includes 24-hour point of contact and weekend working).
Bought In Goods Programme & Retail Systems Administration
· Supply Chain Management: Lead and manage the Bought In Goods programme across all retail locations, developing profitable supplier relationships and curated product ranges.
· Commercial Review: Monitor sales performance, profit margins, and seasonal purchasing trends. Identify and source new Bought in Goods lines, coordinate promotions, ordering, and stock management.
· Systems Leadership: Serve as the functional lead manager for all retail till, EPOS, and stock management systems across the estate.
· Compliance & Access: Manage user access permissions, troubleshoot provider issues, maintain strict reporting processes, and ensure continuous system compliance.
Leadership, People Management & Team Collaboration
· Line Management: Provide effective leadership, mentorship, and line management to Shop Managers and Shop Relief Management Staff through structured regular supervision, objective setting, and annual appraisals.
· Workforce Planning: Build high-performing teams of staff and volunteers through effective induction, training, and succession planning.
· Business Continuity: Ensure robust staffing cover via effective rota management, deployment of Relief or bank staff, and providing direct operational shop cover when business continuity demands it.
· Policy & Purchase Compliance: Create an environment of high accountability by ensuring all staff and volunteers rigorously understand, respect, and adhere to strict operational procedures. Actively enforce internal compliance frameworks, particularly concerning stock handling, pricing integrity, and mandatory staff/volunteer purchase policies.

· Employee Relations: Work in close partnership with the HR Department to manage employee relations, attendance, performance management, and conduct matters.
· Cross-Functional Support: Partner with the Retail Operations Manager to deliver consistent commercial leadership; provide cross-team decision-making cover during annual leave, sickness, or vacancies.
Standards, Compliance & Governance
· Operational Quality: Ensure all shops operate in line with the retail operational procedures and standards, organizational policies, financial controls, stock controls, audit processes, and health and safety requirements.
· Volunteer Relations: Support the Volunteer Team to actively recruit, retain, and develop volunteers within local communities.
· Regulatory Compliance: Work strictly within the policies and quality frameworks adopted by Age UK East Sussex, with specific attention to safeguarding, confidentiality, equality, GDPR, and data protection.

Success in this Role Looks Like
· Financial Health: Charity shops consistently achieve or exceed agreed sales, income, and profitability targets.
· Growth Metrics: Bought in Goods performance and Gift Aid income meet or exceed annual organizational objectives.
· People Engagement: Shop Managers, staff, and volunteers feel supported, clearly directed, legally protected, and highly engaged.
· Brand Excellence: High standards of customer service, retail presentation, compliance, and community relationships are maintained across all managed sites.

6. Person Specification
	Requirement Category
	Essential (E) / Desirable (D)
	Assessment Method

	Education & Qualifications
	• GCSE (or equivalent) in English and Mathematics
• Full, clean driving licence
• Relevant retail, management, or business qualification
	E
E
D

	Proven Experience
	• Multi-site retail management delivering against income/profit targets
• Leading, performance-managing, and developing management teams
• Budget setting, financial forecasting, and operational data analysis
• Managing supplier relationships, margins, and retail product ranges
• Working with volunteers or working directly within charity retail
• EPOS, stock management, or retail systems administration
	E
E
E
D
D
D

	Skills & Knowledge
	• Strong commercial awareness and deep retail operational knowledge
• Ability to manage competing priorities across multiple locations
• Proficiency in Microsoft Office applications and EPOS reporting software
• Knowledge of employment legislation and retail health & safety
• Knowledge of Gift Aid frameworks and charity retail income streams
	E
E
E
E
D

	Values & Behaviours
	• Aligned with core values (We Listen, We Care, We Make a Difference)
• Commitment to equality, diversity, inclusion, and safeguarding
• Flexible to work weekends/holidays and travel daily across East Sussex
	E
E
E



 Sign-Off & Agreement
Age UK East Sussex reserves the right to review this job description from time to time to best suit the changing nature of the role in line with service needs. Any changes to this document will be made by mutual agreement.
I confirm that I have received and read the above Job Description and Person Specification. As an employee of the charity, I understand the duties and responsibilities assigned to me.

Employee Name...................................................................................................................

Signature..............................................................................................................................

Date.....................................................................................................................................
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