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Assistant Retail & Front of House Manager 

(Retail Merchandising) 
Job Description 

 

Introduction 

At The Historic Dockyard Chatham, the world’s most intact dockyard from the age of sail 
and one of the best days out in the UK, we are all about the love of delivering an 
exceptional visitor experience, including our retail offer. 

As Assistant Retail Manager you will be supporting our Retail Manager decide which 
products to buy and how they are displayed.  You will have the chance to take 
ownership of our shop, how it is run and ensure we do the right thing for our visitors. 

Major Purpose 

To assist the Retail, Front of House (FoH) & Visitor Catering Manager (RFHC Manager) 
in delivering agreed strategies and achieving budgets for the Trust’s retail and FoH 
operation. 

To assist the RFHC Manager deliver effective retail merchandising and shop 
display to maximise income and profitability. 

To assist the RFHC Manager deliver the highest standards of customer service. 

Reporting to: 

• Retail, FoH and Visitor Catering Manager (RFHC Manager) 

As instructed by the RFHC Manager to be responsible for: 

• Retail / FoH team leaders and staff 

• Close liaison with: Catering Dept., especially Mess Deck team, Visitor 
Experience Manager and teams, Site Manager, Duty Managers and Finance 
Dept. 
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Key Tasks, Responsibilities and Accountabilities 

General 

• To play a vital role in maximising profit of the retail & FoH operation through 
effective merchandising, display and new product selection 

• To assist the RFHC Manager in delivering agreed budgets 

• To play a vital role in the day to day management of the retail & FoH department 
and staff, ensuring excellent customer service 

Maximising Profit 

To play a pivotal role in developing merchandising and new product plans, meeting 
the needs of visitors and maximising sales / profit 

To assist the RFHC Manager: 

• In pricing to maximise gross profit 

• To devise and implement effective retail merchandising and general shop display 
to maximise sales / profit 

• Integrate Master Ropemakers Ltd rope and related products into the sales mix 

• In ensuring optimum admissions processing speeds, imparting information and 
maximising Gift Aid returns and Guide Book sales, as set out in the budgets 

Staffing 

Provide effective leadership, direction and support to the retail & FoH team, 
motivating and encouraging staff engagement at all levels.  Ensure the retail and 
FoH team reflect the Trust’s commitment to the visitor experience and that “first 
impressions” are always of the highest standard. 

To assist the RFHC Manager: 

• Plan and manage work shifts and staffing levels to ensure optimum deployment 
of staff to meet operational need while controlling costs within agreed budgets 

• Develop staffing and operating systems capable of responding to peaks and 
troughs in demand efficiently and cost effectively 

• Ensure high standards are maintained by staff in the areas of: 

o Customer service 
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o Uniform and personal presentation 

o Personal and workplace hygiene; and 

o Workplace safety 

• Recruit, train and develop, including induction programmes and appraisals 

• Provide open, effective and meaningful communication of key issues, updates 
and good practice methods 

• In the setup and operation of retail at events and hospitality, as required 

Purchasing and Stock Control 

To assist the RFHC Manager: 

• Purchase retail stock, including sourcing new retail stock; to include attending 
trade shows 

• Develop and maintain good relationships with suppliers, including negotiation, to 
ensure best possible products at the best possible prices 

• Champion the use of locally sourced products 

• Minimise risk through managing stock holding carefully 

• In the timely counting and submissions of stocktakes 

Financial 

To assist the RFHC Manager: 

• Implement all financial procedures as set out by the Trust, including the on-line 
ticketing system and cash handling 

• In ensuring all financial transactions are accurately recorded and procedures 
adhered to by all staff 

• Adhere to systems and procedures as set out by the Trust 

Communications 

• Demonstrate excellent inter-department communications, lead by example and 
ensure close working relationships with senior management and all departments 

The duties and responsibilities in this job are not restrictive and the post holder may be 
required to undertake other duties. This will not substantially change the nature of the post. 
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Core Competencies  

• Demonstrate a passion for retailing, merchandising and customer service 

• Retail Merchandising • Product sourcing 
• Puts the customer first • Confidence in managing a team 
• Works well with others • Develops continuously 
• Leads confidently • Achieves results 

Person Specification 

 Essential Desirable 

Qualifications Good standard of education Relevant FE / workplace 
qualification 

Experience, 
knowledge & skills 

Retail merchandising 
Experience of retail work 
EPOS and ticketing systems 
An understanding of business 
financial management 
Ability to deliver excellent 
customer service 
Recognition of the importance 
of health and hygiene 

Stock management 
Interest in naval / 
Dockyard / British history 
Experience in the heritage 
/ visitor attraction sector 

Personal aptitude & 
skills 

Good people management 
Able to deputise and lead 
Ability to communicate well 
Flexible 
Attention to detail, accuracy 
and well organised 
Able to use own initiative 
Ability to keep calm 

Creative flair 

Disposition Positive and committed  

Other requirements 

Able and willing to work an 8-
hour shift, 5 days out 7, 
including weekends 
Also able to support evening 
weekend events when required 

 

 


