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ROLE PROFILE
Retail Business Support Manager
About Us

Rowans Hospice is a charity that provides free care and support to adults and their families living in the Portsmouth and South East Hampshire region who have a life-limiting illness. Established in 1994, our income is generated by ongoing support of the local community, donations, legacies, fundraising and through our retail shops.

Many people think that hospices are all about dying, but through our many different services, we support people to live as well as they can with their illness. From the moment of diagnosis through to bereavement support. Our Living Well Services put an emphasis on living with a life-limiting illness and patients and carers can drop in and gain advice and support to maintain individuals’ resilience.

The Hospice is also supported by an assembly of volunteers, from various backgrounds and ages who are crucial in supporting the teams to ensure people live well to the end of their life and attain a good death within a caring and compassionate environment.

Our Values (THRIVE)
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	Trusting others to keep their commitments. Creating a safe environment for colleagues, partners and service users. Trusting colleagues as competent in their field  
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	Being open when things don’t go well, and seeing these as opportunities to improve. Creating loyalty through integrity and transparency. Fairness and openness in how we treat one another    
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	Respecting others’ opinions, and strengths that are different to our own 
Operating with dignity, humility and compassion in all we do
Respecting confidentiality and boundaries within our work
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	Increasing our reach of care through working collaboratively and raising the impact of our work. Ensuring all our actions have a positive outcome for patients and colleagues. Understanding the emotional toll that our work has on each other
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	Recognising and acknowledging achievements, and celebrating success
Investing the time in each other to share stories and experiences 
Celebrating the value we bring to our community, and how important our community are to us
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	Embracing change and innovation, staying relevant to meet the population need and communities we don’t reach. Being committed to developing ourselves and creating an environment for progression 
Commitment to changing at a sustainable pace, communicating our direction and plans




Your Role
The Retail Business Support Manager role will work across Retail shops and Rowans Retail which are led by the Head of Retail who are responsible to Rowans Hospice Chief Executive.  The role is multi-site based
Job Purpose
The Retail Business Support Manager plays a vital role in supporting the charity’s retail                operation to maximise income generation in line with the charity’s mission and values. Reporting to the Head of Retail, the postholder will work closely with shop managers to support effective day to day operations, improve sales performance, ensure compliance, and maintain high standards across the retail estate.
The role is hands on and supportive, focused on developing people, driving continuous improvement, and ensuring charity shops operate safely, ethically, and efficiently to deliver the best possible return for the charity’s beneficiaries.

Key Duties and Responsibilities
Operational Support
· Provide practical, day-to-day operational support to shop managers across the retail estate
· Act as a first point of contact for managers, offering guidance, problem-solving, and coaching
· Support consistent implementation of retail policies, procedures, and best practice
Sales and Income Generation
· Support shop managers to drive and increase sales and profitability
· Identify opportunities to improve stock flow, merchandising, pricing, and customer experience
· Promote innovation and new initiatives to maximise income from donated goods
Performance Management & KPIs
· Monitor, analyse, and report on key performance indicators (KPIs)
· Support managers to understand performance data and take appropriate action
· Assist in delivering retail targets aligned to the charity’s strategic objectives
Shop Standards & Audits
· Carry out regular shop standards, compliance, and operational audits
· Ensure consistent presentation, branding, and customer experience across shops
· Follow up on audit actions and support managers to achieve required standards
Health & Safety & Compliance
· Ensure all shops operate in line with Health & Safety legislation, fire safety requirements, and charity retail regulations
· Support managers to identify, report, and mitigate risks
· Promote a strong culture of safety and wellbeing for staff, volunteers, and customers
People & Manpower Planning
· Support workforce and manpower planning, including rotas, holiday cover, and absence management
· Promote effective use and engagement of volunteers alongside paid staff
· Support managers with people management issues in line with HR policies
Values, Culture & Communication
· Act as a role model for the charity’s values at all times
· Build positive, respectful relationships with staff, volunteers, donors, and stakeholders
· Support equality, diversity, and inclusion across the retail operation
General
· Undertake any other reasonable duties required to support the retail business
· Attend meetings, training, and development activities as require
· Able to manage unexpected disruption or changes in your daily routine or schedule
· Decision making, being responsible for knowing appropriate limitations of the role and when to seek further advice.







Person Specification
Essential
Experience
· Experience working in a retail management or multi-site retail support role
· Experience of supporting or managing people, including performance and standards
· Experience of working to targets, KPIs, and budgets
· Experience of Health & Safety compliance in a retail environment
Skills & Knowledge
· Strong understanding of retail operations and customer service
· Ability to analyse performance data and support improvement
· Good knowledge of Health & Safety requirements
· Excellent communication and interpersonal skills
· Ability to support, coach, and influence managers positively
Personal Attributes
· Commitment to the values and mission of the charity sector
· Supportive, approachable, and collaborative working style
· Organised, flexible, and able to manage competing priorities
· Professional, ethical, and trustworthy
· Willingness to travel between sites




Desirable
· Experience working within the charity or non-profit retail sector
· Experience working with volunteers
· Formal retail, management, or Health & Safety qualification
· Experience of audit processes or compliance monitoring


Other
Undertake any duties, which may be reasonably required within the scope of the role.
Please note that this job description is not exhaustive, and you may be required to undertake other duties, which are broadly in line with the above key responsibilities.
Rowan’s Hospice is committed to equality of opportunity and to eliminating discrimination. All employees are expected to follow our Code of Conduct and comply with policies and procedures. They must also undertake specific training and assume responsibility for safety relevant to specific roles. 
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