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Job Description

Post: Senior Retail General Manager

Department: Commercial

Reports To: Head of Commercial Events, Retail & Catering
Closing Date: 15 September 2026

Salary Range: £54,000 - £58,000 per annum

Southbank Centre

We are Europe’s largest arts centre and the UK’s fifth most visited attraction, occupying an 11-acre
site that sits in the midst of London’s most vibrant cultural quarter on the South Bank of the
Thames. Our focus, as a charity, is to remain innovative, bold and experimental in what we do and
to be highly relevant to the artists we want to work with and to the audiences we want to attract as
well as to our current and future employees. We remain committed to creating a place where as
many people as possible can come together to experience bold, unusual, entertaining and
eye-opening work.

We present work for everyone and we welcome applications from everyone. By attracting people to
work for us from a broad range of backgrounds with diverse attitudes, opinions and beliefs, we can
continue to look at the world with fresh eyes and find new ways of doing things.

About the role and the team:

The Senior Retail General Manager leads the Southbank Centre’s retail business across three
on-site shops, pop-ups and the retail e-commerce platform, ensuring a commercially successful,
customer-focused and culturally distinctive retail operation.

Reporting to the Head of Commercial Events, Retail & Catering, the role is responsible for
developing and delivering the retail strategy, translating the organisation's wider commercial
objectives into an ambitious and sustainable retail plan. The post-holder will have significant
autonomy in shaping the retail offer, identifying opportunities for growth and driving continuous
improvement, while working in partnership with the Head of Department to agree strategic priorities
and investment decisions.

The Senior Retail General Manager will provide inspirational leadership to the retail team,
champion innovation across all retail channels and work collaboratively across Southbank Centre
to maximise the commercial opportunities presented by artistic programming, exhibitions, events
and the visitor experience.

The role combines strategic thinking with operational leadership, ensuring retail contributes
meaningfully to both the organisation's financial sustainability and its artistic and public mission.
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The successful candidate will lead a team of Buying and Merchandising Managers, Online
Manager, Administrator, Retail Shops Manager and shop team.

Main Responsibilities

Strategic & Commercial Leadership

Develop the retail strategy and annual business plan for agreement with the Head of
Department.

Translate the organisation's commercial objectives into clear retail priorities and deliver
measurable growth.

Identify new opportunities to increase income through product development, partnerships,
digital channels and innovation.

Position retail as an integral part of the visitor journey and an important contributor to
audience engagement and Southbank Centre’s sustainability objectives.

Monitor market trends, visitor behaviour and competitor activity to inform future retail
development ensuring Southbank Centre remains at the forefront of cultural retail.

Prepare business cases and investment proposals to support the continued growth of the
retail business.

Contribute to the wider Head of Department’s planning and strategic initiatives.

Financial Performance

Deliver and exceed agreed revenue, profit and margin targets across all retail channels.
Prepare annual budgets, forecasts and performance reports.

Analyse sales, margin, stock and customer data to drive commercial decision-making.
Present regular performance reports, business cases and recommendations to the Head of
Department and senior leadership.

Monitor KPIs and implement actions to improve financial performance.

Ensure effective cost control while maintaining high standards of customer experience.

Retail Operations

Provide overall leadership for the day-to-day operation of the Southbank Centre’s retail operation
including retail e-commerce business, ensuring:

excellent customer service

consistently high operational standards

effective stock management

efficient fulfilment and logistics

robust financial controls

safe and compliant working practices in line with Southbank Centre’s policies and statutory
requirements.
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Drive operational improvements that enhance efficiency while maintaining an exceptional visitor
experience.

Omnichannel Retail

Lead the development of an integrated omnichannel retail business:

developing the online retail strategy

growing online sales, conversion and average transaction value

optimising the digital merchandising and customer journeys

working with Marketing and Digital colleagues on campaigns and promotions to maximise
online visibility, CRM and customer engagement

using customer insight and analytics to improve engagement and commercial performance.

Buying, Merchandising & Product Development

Lead the buying and merchandising strategy across all retail channels.

Develop annual buying strategies and product plans.

Develop commercially successful product ranges that balance commercial performance
with design quality and cultural relevance.

Negotiate commercial terms and contracts

Ensure products reflect the Southbank Centre’s artistic programme and brand values
Embed sustainable and ethical sourcing practices where possible.

Commission exclusive products and exhibition merchandise.

Develop strong relationships with artists, designers, publishers and ethical suppliers.

Leadership & People Management

Lead, motivate and develop a high-performing retail team, creating an inclusive, collaborative and
high-performing culture by:

Recruiting, coaching, and developing outstanding talent across all retail tiers

Setting clear objectives and evaluating performance to drive accountability and high
standards

Developing future talent to build and maintain a resilient leadership pipeline

Continuously refining the team structure and operating model to ensure clear support,
transparent accountability, and strategic alignment

Promoting wellbeing, equity, inclusion, and a culture of continuous learning

Leading by example to build trust, encourage open feedback, and drive creative
problem-solving

Ensuring exceptional customer service standards are consistently delivered across the
department.
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Visitor Experience

Deliver an outstanding retail experience that complements the wider visitor journey and
enhances Southbank Centre’s reputation.

Work closely with visitor facing departments including Curatorial, Visitor Experience and
Learning teams to ensure retail supports exhibitions and artistic programming through
engaging products, storytelling and merchandising.

Champion customer insight and feedback to continually improve the retail offer.

Stakeholder Management

Develop effective relationships across the Southbank Centre to maximise commercial
opportunities.

Work collaboratively with colleagues to deliver integrated commercial initiatives and
successful exhibition retail programmes, public and artistic programmes and strategic
initiatives.

Represent Retail within cross-functional planning groups and contribute to wider
organisational decision-making.

Governance & Compliance

Ensure the retail operation complies with Southbank Centre policies and statutory requirements,
including:

Health & Safety
financial controls
procurement policies
GDPR

Licensing requirements
audit requirements
sustainability objectives.

Ensure appropriate risk management processes are embedded across all retail activities.

General:

Deputise for the Head of Department as required.
Perform any other duties as requested by the Head of Department.

Key Skills that would help you in this role:

Significant experience leading multi-site retail operations.

Demonstrable success in delivering commercial growth and profitability.

Experience managing both physical retail and e-commerce businesses.

Experience developing retail plans and translating strategy into operational delivery.
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Strong financial management, budgeting and forecasting experience.

Experience leading on buying, merchandising, product development and stock
management.

Able to negotiate effectively both internally and externally;

Proven ability to lead, motivate and develop high-performing teams.

Able to work well and communicate with a wide range of people with tact and diplomacy,
including Southbank Centre’s key stakeholders;

Experience within museums, galleries, heritage or visitor attractions.

Knowledge of exhibition retail and product development.

Experience introducing new commercial initiatives or retail innovations.

An understanding of working within the charity or cultural sectors.

A confident and outgoing communicator both verbally and in writing;

Able to balance a busy schedule of work, with deadlines and shifting demands;
Has a willingness to occasionally work outside of normal working hours, if required

Can demonstrate a keen interest in and appreciation of Southbank Centre and a belief in its
mission;

e Demonstrates an understanding of and commitment to the role that diversity and inclusion
play in the activities of the Southbank Centre as a whole and in the work of this particular
job.

If you feel that your skills and experience do not fully meet the criteria as listed in the Job
Description but that you have other relevant skills and experience that would support you in this
role, please do apply and note these in your application.

At the Southbank Centre we believe in:

Creating welcoming spaces

e Because upholding respect, safety and belonging is at the heart of vibrant teams and
communities.

e This means us all taking responsibility for shaping and protecting a kind,
compassionate and inclusive environment for others.

Making wonderful experiences together

e Because we all contribute to amazing artistic moments at the Southbank Centre.
e This means us all understanding and valuing the different parts we play in creating
enjoyment and success.

Sparking new thinking

e Because different views and thought-provoking conversations inspire innovation,
learning and growth.
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e This means everyone having a desire to learn and being open to evaluating how they
think and work.

Benefits & Perks:

As well as working at one of London's most popular and exciting sites the successful candidate will
also benefit from the following:

e A min 5% employer’s pension contribution (rising to 9% depending on your employee
contribution), from day 1 of employment
28 days annual leave, plus bank holidays (pro-rata for part time employees)
Hybrid working model (4 days office working, 1 day from home)
Enhanced sick pay
Enhanced family leave benefits
Up to 30% discounts at onsite retail, food and beverage vendors
Staff ticket offers for Southbank Centre events
Free entry to Hayward Gallery
Free/discounted entry with other reciprocal organisations
Free staff yoga
Free access to emotional support from a confidential specialist Employee Assistance
Programme available 24/7
Season ticket loan
Cycle to work scheme
Rental accommodation deposit loan scheme
Health cash plan scheme
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