        
                   		           	         
   

Job Description 
Furniture & eCommerce Assistant Manager

About the Role

The Assistant Furniture & eCommerce Manager supports the Furniture & eCommerce Manager in the delivery of two key income-generating retail functions: the Furniture Store (including van operations) and the Charity Retail eCommerce function.

This role plays a critical part in driving day-to-day operational excellence, supporting commercial performance, and ensuring high standards of customer service, stock management, compliance, and team engagement across both areas.

The postholder will be hands-on, proactive, and solutions-focused, acting as a deputy when required and ensuring seamless working between furniture retail, logistics, and online sales.  This role is ideal for someone ambitious who brings energy, adaptability, and a strong work ethic to a fast-paced retail environment.


Key Responsibilities

Operational Support & Leadership

· Support the Furniture & eCommerce Manager in delivering operational plans and income targets across both functions
· Act as a key point of contact for day-to-day operational issues, escalating where appropriate
· Deputise for the Furniture & eCommerce Manager during absence, ensuring continuity of leadership and performance
· Contribute ideas and insights to improve efficiency, sales performance, and customer experience

Furniture Retail Operations

· Support the day-to-day running of the Furniture Store to maximise sales, presentation, and customer satisfaction
· Assist with visual merchandising, pricing, stock rotation, and shopfloor standards
· Ensure excellent customer and donor experience, including handling queries, complaints, and sensitive situations professionally
· Maintain high standards of cleanliness, safety, and professionalism across the shopfloor and back-of-house.



eCommerce Operations

· Lead online sales activity including item selection, photography, listing, pricing, dispatch, and customer communication
· Ensure listings are accurate, high-quality, and aligned with brand standards
· Ensure order fulfilment, returns processing, and maintaining seller ratings
· Support exploration and testing of new online platforms and selling opportunities

Van, Logistics & Stock Flow Support

· Support the coordination of van routes, collections, deliveries, and house clearances.
· Help ensure smooth stock flow between donors, warehouse, furniture store, and eCommerce
· Maintain excellent donor and customer experience during collections and deliveries
· Support compliance with vehicle checks, health & safety, and manual handling requirements

People & Volunteer Support

· Support the supervision, motivation, and development of staff and volunteers across furniture retail and eCommerce.
· Assist with volunteer recruitment, induction, training, and day-to-day support
· Lead by example, promoting a positive, inclusive, and collaborative working culture
· Support performance conversations, rotas, and wellbeing initiatives

Stock Management & Quality Control

· Assist with stock selection, quality control, pricing decisions, and routing (store vs online)
· Help identify high-value or specialist items and ensure they are processed through the most appropriate sales channel
· Support effective storage, organisation, and stock handling practice

Customer Experience & Community Engagement

· Deliver consistently high standards of customer and donor service across in-store, online, and logistics interactions
· Support local marketing activity, social media content, and in-store promotions
· Build positive relationships with customers, donors, volunteers, and community partners

Compliance, Safety & Standards

· Support compliance with:
· Trading standards
· GDPR and data protection
· Safeguarding
· Distance selling regulations
· Health & safety, fire safety, and manual handling
· Assist with risk assessments, incident reporting, and maintaining safe working environments
· Ensure policies and procedures are followed consistently

Data, Reporting & Continuous Improvement

· Support the collection and monitoring of KPIs and operational data
· Assist with stock tracking, listing volumes, sell-through rates, and basic reporting
· Contribute to continuous improvement by identifying issues and suggesting practical solutions

The above is not an exhaustive list of duties and you will be expected to perform different tasks as necessitated by your changing role within the organisation and the overall business objectives of the organisation.


Key Measures of Success

· Operational Delivery
Smooth day-to-day running of furniture retail, eCommerce, and logistics with minimal disruption

· Income Contribution
Supports achievement of furniture and eCommerce income targets through strong operational delivery

· Stock Flow and Efficiency 
Improved stock processing times, effective routing, and reduced backlogs

· Customer and Donor Experience
Positive feedback, high standards, and professional handling of queries and issues

· eCommerce Quality
High-quality listings, timely dispatch, strong seller ratings, and low error rates





· Team and Volunteer Engagement
Positive team morale, good volunteer retention, and effective day-to-day supervision

· Compliance and Safety
Adherence to health and safety, trading standards, and GDPR with no high-risk incidents

· Deputy Effectiveness
Confidently deputise for the Manager, maintaining standards and performance


Overarching responsibilities

· To embed the values of the organisation into your working practices evidencing this regularly and ensuring this remains a priority.

· To live out our values, which drive all that we do, in the context of your everyday work following our behaviour framework.

· To work in accordance, and fully comply, with our organisational policies and procedures.

· To carry out all duties in accordance with the law, , regulations, organisational frameworks, recognised professional guidelines and the have a commitment to FREDIE, integration and collective decision making.

Throughout your time with us we will conduct ongoing employment checks and performance reviews relevant to your role, for example professional registration checks, DBS, appraisals and regular contact meetings.



Terms and Conditions

Responsible to:	eCommerce and Furniture Manager

Responsible for:	eCommerce Team

Hours: 			up to 37.5 (can be a job share)

Location:		NYHC sites



Person Specification

	What is required 
	Is it Essential or Desirable

	How is it assessed
Application/
Interview/Task  

	Education/Qualifications

	Good general education
	E
	A

	Additional training or qualifications in retail, customer service, logistics, digital commerce or supervision
	D
	A

	Experience 

	Experience of working in a retail environment 
	E
	A/I

	Experience supporting or supervising staff and or volunteers
	E
	A/I

	Experience of selling or supporting sales through online platforms i.e. eBay, Vinted, Etsy, Depop, etc
	E
	A/I

	[bookmark: _Hlk138432098]Experience of stock handling, pricing, merchandising or stock rotation
	E
	A/I

	Experience supporting operational or commercial targets 
	E
	A/I

	Experience handling customer queries, complaints, or sensitive situations
	E
	A/I

	Experience supporting logistics activity (van routes, collections, deliveries, clearances)
	D
	A/I

	Experience using EPOS or stock management systems
	D
	A/I

	Experience of supporting staff and or volunteer recruitment, induction and training
	D
	I

	Knowledge/Skills 

	Strong customer service ethos with a professional and empathetic approach
	E
	A/I

	Ability to supervise, motivate, and support staff and volunteers’ day to day
	E
	I

	Good organisational skills with ability to prioritise tasks in a fast-paced environment
	E
	I

	Ability to work independently and use initiative to solve problems
	E
	A/I

	Good communication and interpersonal skills
	E
	I

	Ability to prioritise, solve problems creatively and work independently
	E
	I

	Basic digital and eCommerce skills (photography, listings, pricing, dispatch processes)
	E
	A/I

	Ability to follow procedures and maintain high standards consistently
	E
	A/I

	Good understanding of trading standards, health & safety and manual handling requirements
	E
	I

	Working knowledge of GDPR, data protection, and distance selling regulations or willingness to learn
	E
	I

	Ability to understand and use basic performance data (KPIs, stock flow, sell-through)
	E
	A/I

	Knowledge of Gift Aid processes in charity retail
	E
	A/I

	Knowledge of furniture, collectables, or donated goods
	D
	I

	Personal Attributes

	Hands-on, proactive, and willing to lead from the front
	E
	I

	Energetic, reliable, and adaptable with a strong work ethic
	E
	I

	Calm under pressure and able to deal with challenges constructively
	E
	I

	Positive, inclusive, and supportive team player
	E
	I

	Values-driven and leads by example
	E
	I

	Resilient and comfortable working in a physically active role
	E
	I

	Willingness to learn, develop, and progress into greater responsibility
	E
	I

	Strong commitment to diversity, inclusion, safeguarding, and ethical practice
	E
	I

	Builds positive relationships with customers, donors, volunteers, and colleagues
	E
	I

	Additional Requirements 

	
	

	Ability to manage the physical demands of furniture retail and logistics work
	E
	I

	Ability to travel between sites and support multi-site operations
	D
	I

	Full UK driving licence and own vehicle
	D
	A

	Flexible to work weekends, bank holidays and evenings when required
	E
	I
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