
OP SHOP MANAGER

Position Description

REPORTS TO: NRAS Committee (President in first instance)

DIRECT REPORTS: Shop Assistants (Volunteers)

PURPOSE

The NRAS Op Shop Manager is responsible for the successful daily operations of the

Northern Rivers Animal Services’ Op Shop located in Ballina with the key purpose of:

- Driving sales

- Delivering high standards of customer service

- Management & supervision of volunteers

SPECIFIC DUTIES

Management

- Build an effective team by leading and managing volunteers with clear work

functions, assigned tasks and ensuring a high level of customer service is

provided

- Ensure volunteers are coached and supported to ensure compliance with WHS

practices

- Contribute to the continuous improvement of the NRAS Op Shop by identifying

opportunities and providing recommendations for improving efficiency and

effectiveness for further income generation

- Recruit and train new Op Shop volunteers as required

- Manage the volunteer rosters to ensure staffing meets operational requirements

- Develop and maintain positive relationships with customers, external suppliers,

partners and volunteers

- Provide monthly reports to the NRAS Committee and attend meetings, as

required

Sales & Customer Services

- Constantly strive to achieve and exceed Op Shop sales targets, as set down by

the NRAS Committee

- Provide excellent level of customer service at all times

- Assist with identifying, developing and implementing Op Shop operational

improvement strategies to generate higher income and productivity

- Manage customer feedback and complaints, providing solutions where required



Stock & Operations

- Maintain a high standard of presentation, including visual merchandising and

cleanliness

- Manage stock levels, including sorting, storing, rotation and disposal of donated

goods

- Develop and implement stock management systems to ensure effective

merchandising, pricing and stock control

- Oversee training of volunteers on all Op Shop operations and/or process

changes

Financial

- Maintain accurate cash float

- Ensure volunteers are trained and authorised in correct practice for registering

purchase, refunds or voiding transactions

- Ensure sales are accurately processed through the cash register and EFTPOS

terminals

- Ensure daily takings are reconciled, recorded and secured at the end of each

day

EXPERIENCE, KNOWLEDGE & SKILLS REQUIRED

- Applied experience in Retail Operations & Management

- A genuine interest in working in a not-for-profit environment

- A shared belief in the objectives of Northern Rivers Animal Services

- Substantial experience in staff and (preferably) volunteer management with a

demonstrated ability to foster and develop an effective team

- Proven record in providing a high standard of Customer Service

- Well-developed interpersonal skills including demonstrated effectiveness in

conflict resolution

- Demonstrated high level planning and coordinating skills and the ability to

identify process and practice improvements to generate an increase in sales

- Ability to produce reporting to the NRAS Committee as required

- Sound working knowledge and application of Work Health Safety requirements

- Ability to manage a work schedule that includes Saturday rostering

- An essential pre-requisite for this position is a Criminal History Check

REPORTING

The Op Shop Manager will have autonomy to make daily operational decisions within

the scope of the role. Matters requiring escalation and/or approval will be directed in

the first instance to the NRAS President.



JOB DEMANDS

Physical Demands

Frequency

Sitting Remaining in a seated position to perform

tasks

Occasional

Standing Remaining standing without moving to

perform tasks

Frequent

Walking Floor type: even / uneven / slippery, indoors

/ outdoors, slopes

Frequent

Running Floor type: even / uneven / slippery, indoors

/ outdoors, slopes

Not Applicable

Bend Lean forward from waist to perform tasks Frequent

Trunk Twisting Turning from the waist while sitting or

standing to perform tasks

Occasional

Kneeling Remaining in a kneeling posture to perform

tasks

Frequent

Squatting / Crouching Adopting a squatting or crouching posture

to perform tasks

Frequent

Leg / Foot Movement Use of leg and/or foot to operate

machinery

Not Applicable

Climbing (Stairs / Ladders) Ascent / descent stairs, ladders, steps Frequent

Lifting / Carrying Light lifting & carrying: 0-9Kg Frequent

Moderate lifting & carrying: 10-15kg Frequent

Heavy lifting & carrying: 16kg & above Occasional

Reaching Arms fully extended forward or raised above

shoulder

Frequent

Pushing / Pulling /

Restraining

Using force to hold / restrain or move

objects toward or away from the body

Frequent

Head / Neck Postures Holding head in a position other than

neutral (facing forward)

Occasional

Hand & Arm Movements Repetitive movements of hands and arms Frequent

Grasping / Fine

Manipulation

Gripping, holding, clasping with fingers or

hands

Occasional

Work at Heights Using ladders footstools, scaffolding or other

objects to perform work

Occasional

Driving Operating any motor-powered vehicle Not Applicable

Sensory Demands

Frequency

Sight Use of sight is an integral part of work

performance, eg. computer screens,

engaging with customers and volunteers

Constant

Hearing Use of hearing is an integral part of work

performance, eg. telephone enquiries,

customer and volunteer interactions

Constant

Smell Use of smell is an integral part of work

performance, eg. working with chemicals

Not Applicable

Taste Use of taste is an integral part of work

performance, eg. food preparation

Not Applicable

Touch Use of touch is an integral part of work

performance, eg. handling donations

Constant



Psychosocial Demands

Frequency

Distressed People Eg. Emergency, grief or customer

dissatisfaction situations

Occasional

Aggressive &

Uncooperative People

Eg. Drug/alcohol, dementia, mental illness Occasional

Unpredictable People Eg. Drug/alcohol,affected, dementia, mental

illness

Occasional

Restraining Involvement in physical containment of

customers

Occasional

Exposure to Distressing

Situations

Eg. Troubled customers and their stories /

actions

Occasional

Environmental Demands

Frequency

Dust Exposure to atmospheric dust Constant

Gases Working with explosive or flammable gases

requiring precautionary measures

Not Applicable

Fumes Exposure to noxious or toxic fumes Not Applicable

Liquids Working with corrosive, toxic or poisonous

liquids or chemicals requiring PPE

Not Applicable

Hazardous substances Eg. Dry chemicals, glues Not Applicable

Noise Environmental / background noise

necessitates people raise their voice to be

heard

Occasional

Inadequate Lighting Risk of trips, falls or eyestrain Frequent

Sunlight Risk of sunburn exists from spending more

than 10 minutes per day in sunlight

Not Applicable

Extreme Temperatures Environmental temperatures are less than

15C or more than 35C

Occasional

Confined Spaces Areas where only one egress (escape route)

exists

Not Applicable

Slippery or Uneven Surfaces Greasy or wet floor surfaces, ramps, uneven

ground

Frequent

Inadequate Housekeeping Obstructions to walkways and work areas

cause trip and falls

Occasional

Working at Heights Ladders / stepladders; scaffolding are

required to perform tasks

Occasional

Biological Hazards Eg. Bacteria from donations, soiled clothing,

infectious diseases

Occasional

As the occupant of this position, I have read the Position Description and Job Demands,

understand the requirements of this position and confirm I have the capacity to work in

accordance with the requirements of this position.

Employee Name: _____________________________

Employee Signature: __________________________ Date: ________________

President’s Name: _____________________________

President’s Signature: __________________________ Date: ________________


