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Job Description
Title:	Retail Quality & Compliance Manager  
Accountable to:	Head of Retail
Responsible for:	Contractors, supervisors, surveyors, local authorities, property professionals.
Location: 	Home based – National role with extensive travel across the UK
Contract Type:	 	Permanent 
Working Hours:		Full Time – 35hrs per week	
Benefits:	25 days holiday plus bank holidays (pro rata), Pension scheme, Flexible working arrangements
Requirements:	Full driving license and own car

Main purposes of the job:
· Responsibility for monitoring, assessing and delivering Quality standards and infra-structure in the retail department on behalf of Life through the staff team in relation to recruitment and induction of staff, training and development, audits and property and fleet management.
· To deliver the Audit process and maintenance programme to make recommendations to the staff team to ensure a quick turnaround of performance.
· Monitor, update and negotiate leases.
· Contribute to shop acquisition through planning, ordering and set up of systems in shops.

Key achievement areas:	
Quality
1) To take lead responsibility for quality control and operational standards within the Retail department.

2) To be a member of the Life Quality Assurance Committee, contributing to a Trusted Charity Quality Accreditation at level 2.

3) To carry out a Shop Audit with a means to provide health checks on Life’s retail services and diagnose areas of process, procedure and policy that are not being adhered to, ensuring actions are carried out in a timely manner.

4) To deliver a recruitment and selection monitoring framework with a focus on attracting, appointing and retaining good candidates.

5) To monitor and assess the Retail induction and training programme, ensuring all Retail staff are set up on Life’s IT systems and thoroughly inducted and trained to carry out their role, by meeting and greeting all new retail staff and spending Day 1 going through the induction checklist on site.

6) To devise and create any appropriate visual aids, signs or tools to assist in processes and procedures within shops.

7) To monitor and report on the timely delivery of One to Ones and Appraisals within the retail department.

8) To take lead responsibility for the data input, induction and training of volunteers for the department, including company wide communication.

9) To monitor and update the Shops social media pages, ensuring promotion of the Retail portal and marketing communications.

Compliance

10) To assess the delivery of Health and Safety regulations appertaining to Life shops, ensuring compliance by working with the Head of Central Services to resolve issues and work on prevention.

11) To monitor, liaise with landlords and report on any lease agreement renewals within the property portfolio.

12) To inspect properties and to issue work orders and recommendations following inspection.

13) To monitor and report on financial processes, compliance and administration processes as outlined in the Policy Manual.

14) To monitor and report on maintenance issues to ensure they are addressed within given timescales.

15) To actively assist in shop acquisition from planning and ordering stage, ensuring all new shops are supplied with a shop opening pack, the correct level of consumables, equipment, signage, branding and stationery for opening, and that all systems and procedures are in place ahead of opening.

16) To monitor and report on the timely completion of Retail administration, highlighting any areas of non-compliance to the Head of Retail and to ensure the all monitoring tools are current and relevant.

17) To be an active member of the Charity Retail Association, attending conferences and group sessions and reporting relevant information back to the Head of Retail. To contribute to surveys and to share Policy and research with the Retail team.

18) Undertake any other duties that are essential to the job role.  

19) Abide by and take responsibility for the implementation of Life’s Equality Policy in all aspects of service delivery and working practice. Contribute positively to identifying and developing service improvements which respond to equality and diversity issues.  

20) Abide by and take responsibility for the obtaining, storage, processing and sharing of any personal data within the meaning of the General Data Protection Regulations 2018 and as defined in the relevant Life policies for all aspects of service delivery and working practice, paying particular attention to the protection of personal information in any form and by whatever means it is accessed by you


Safeguarding Children & Adults at Risk of Harm:
· Safeguarding is everyone’s responsibility and all employees are required to act in such a way that at all times safeguards the health and wellbeing of children and adults at harm of risk. 
· Familiarisation with, and adherence to, the appropriate organisational Safeguarding policies and any associated guidance is an essential requirements of all employees as is participation in related mandatory/statutory training. 
· All employees must ensure that they understand and act in accordance with this clause. If you do not understand exactly how this clause relates to you personally, then you must seek clarification from your immediate line manager as a matter of urgency.
· Equally, all managers have a responsibility to ensure that their team members understand their individual responsibilities with regards to Safeguarding Children and Adults at Harm of Risk. 

Personal responsibilities:
· The post holder must assume responsibility for their own professional and personal development (supported by Life where appropriate) to ensure their continuing competence to deliver Life’s requirements.
· A key component of development is being fully aware of regulatory and legal requirements impacting on operational services and ensuring that all staff within those services are aware of and deliver their individual responsibilities

Corporate behaviours:
All staff are expected to:
· Work towards the charity’s aims and objectives, and uphold it’s vision and mission  
· Demonstrate respect for others and value diversity
· Act responsibly regarding the health and safety of themselves and others
· Focus on the client and customer, both internally and externally, at all times
· Make an active contribution to develop the service
· Learn from, and share experience and knowledge
· Keep others informed of issues of importance and relevance 
· Consciously review mistakes and successes to improve performance
· Act as an ambassador for the charity and always maintain professional standards 
· Use discretion and sensitivity and be aware of issues requiring total customer confidentiality
· Demonstrate a flexible approach to their work
· Abide by and take responsibility for the obtaining, storage, processing and sharing of any personal data within the meaning of the General Data Protection Regulations 2018 and as defined in the relevant Life policies for all aspects of service delivery and working practice, paying particular attention to the protection of personal information in any form and by whatever means it is accessed by you.  

In addition, all managers and supervisors will be expected to:
· Value and recognise ideas and the contribution of all team members
· Coach individuals to perform to the best of their ability
· Delegate work to develop individuals in their roles and realise their potential 
· Provide support, feedback and guidance to all team members and encourage their team to achieve work/personal life balance

This job description is not necessarily an exhaustive list of duties but is intended to reflect a range of duties the post holder will perform. The job description will be reviewed regularly and may be changed in consultation with the post holder.


Post title: Retail Quality and Compliance Manager
	Personal skill characteristics
	Essential (Tick)
	Desirable (Tick)

	Strategic Ability / Innovation

	Willingness to contribute to the development of services.  
	
	

	Experience in delivering results.  
	
	

	Experience / Knowledge / Qualifications

	Proven experience of working within a charity in a similar role
	
	

	Knowledge and understanding of performance-based management in a customer focused service organisation.  
	
	

	Land, estate, property or facilities management
	
	

	A good level of literacy and numeracy.   
	
	

	Proven experience of working within a care and/or support service.  
	
	

	Relevant Retail qualification.  
	
	

	Knowledge and practical experience of Supported Services.  
	
	

	Knowledge of needs assessment and support planning.  
	
	

	Understanding the needs of vulnerable people.  
	
	

	Understanding and experience of promoting equality in employment and service delivery  
	
	

	Previous experience in a trouble shooting role
	
	

	Business Management / Service Delivery
	
	

	Experience in the delivery of support and/or care services.  
	
	

	An understanding of premises management legislation,               basic building construction, relevant government policy               and current charity retail issues.
	
	

	Communication
	
	

	 Communicates effectively and openly at all levels.  
	
	  

	Excellent verbal and written communication skills.  
	
	  

	Experience of communicating effectively with customers to identify their needs, preferences and demands.  
	
	

	Personal
	
	

	Committed to the vision, mission and values of the charity
	
	

	Commitment to quality, customer service, best practice and  best value in all aspects of the charity’s operation
	
	

	Ability to work with people at all levels
	
	

	Positive outlook and approachable personality
	
	

	Ability to work on own initiative
	
	

	Handles pressure of meeting deadlines and supports others where possible
	
	

	Ability to prioritise workload and plan time 
	
	

	Commitment to own personal and professional development
	
	

	Ability to motivate others and work as part of a team
	
	

	Strong teamwork, interpersonal and organisational skills
	
	

	  Ability to negotiate and influence
	
	

	An interest in working with diverse social groups
	
	

	  The ability to adapt to different situations
	
	

	  Self motivation and tenacity
	
	

	  Problem solving skills
	
	

	  Common sense and the ability to use initiative when making decisions
	
	

	  Ability to demonstrate good people skills in managing complex and difficult situations
	
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