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Job title		             Senior Commercial Operations Manager                        	                                                          
Service area			Development                                                
Job family 			Leadership 
Level 				1A                        
Grade				9                        
Reporting to			Head of Commercial and Business Growth 
            
How we recruit

Glasgow Life uses a competency-based recruitment approach. This means we assess candidates based on the skills, knowledge, and behaviours needed for the role, as outlined in the person specification and role profile.

The person specification outlines the essential and desirable criteria for the role. It is used to shortlist candidates for interview.

The role profile sets out the key competencies for success in the role and is used to develop the interview questions and other assessment methods.

Assessment methods may include:
· Application form
· Interview
· Certificates or evidence of qualifications
· Practical assessment (where applicable)

More information is available on our candidate guidance page: Join our team-candidate guide

Summary of role 

Role purpose 
The Senior Commercial Operations Manager will provide strategic and operational leadership across three key Glasgow Life business units: Retail, Catering, and Venue Hire. Through strong leadership and effective stakeholder engagement, the postholder will help these areas thrive. Sustainable commercial growth will be targeted through procurement, contract management, and initiative-taking operational approaches. Reporting to the Head of Commercial and Business Growth, the role will contribute to the organisation’s wider commercial strategy while playing a leading role in delivering day-to-day objectives internally and with delivery partners.
Glasgow Life’s retail portfolio comprises four physical stores within Museums and an ecommerce operation. The role incumbent will drive sustainable revenue growth whilst prioritising an excellent visitor experience. Importantly, the postholder will be an intentional people leader, bringing inspirational direction and consistency to a 40+ team of retail colleagues. Building and coaching high-performing store and ecommerce teams will align towards a culture of accountability and customer-centricity. They will be aware of day-to-day operational management across all sites, ensuring compliance, operational efficiency, and consistent delivery of best-in-class retail standards. The role is accountable for full P&L ownership across all retail channels, ensuring commercial success through effective budgeting, buying, forecasting, cost control, merchandising, and pricing strategies. 
Glasgow Life operates or hosts catering provision in multiple venues, with varied operational models and delivery partners. The role incumbent will be responsible for creating value and driving customer experience through partnerships with third party delivery agents. Crucial to delivering sustainable growth will be understanding cost base dynamics and effective contract management. 
Glasgow Life operates iconic buildings across the city, constituting opportunity to engage the public and businesses in commercially compelling venue hire product. The role holder will demonstrate operational leadership, customer centricity, and a growth instinct to deliver to business’ growth objectives in collaboration with colleagues in service areas delivering towards day-to-day outcomes. This will include devising and driving portfolio strategy and targeting growth based on customer insights. 

Main responsibilities: 
· Deliver through engaged people; by building, coaching, and inspiring high-performing commercial teams, embedding a culture of accountability and continuous improvement. 
· Lead by putting the customer experience at the heart of retail, catering and venue hire within Glasgow Life. 
· Deliver towards clear commercial objectives that are specific, measurable and achievable. 
· Oversee consistent development of Glasgow Life’s retail activities including store and ecommerce operations, maximising sales through a focus on conversion and upselling, including the encouragement of both charitable donations and gift aid conversion. 
· Lead the retail function to ongoing growth and operational strength, from the updating of an extensive operations manual, to delivering and coaching customer experience training in store. 
· Ensure compliance with both policy and statutory requirements and the delivery of colleague performance management.
· Support the development of career supporting commercial elements of Glasgow Life’s learning and development curriculum. 
· Drive business planning and influence across a complex matrix for the business units of catering and venue hire, ensuring that shared objectives are pursued with rigour. 
· Lead on business planning and commercial initiatives across all levels of the organisation to consolidate and improve commercial performance, whilst building robust cases for sustainable investment in our people and operations.
· Work with proprietary information alongside business intelligence and marketing colleagues to convert insights into informed business plans and objectives. This will include the use of CRM, retail management software, audience insights, and commissioned research. 
· Work collaboratively as a member of the corporate Re-Investment of Income to Achieve our Vision workstream to drive the commercial focus of Glasgow Life and identify and prioritise opportunities to generate new income streams.
· Responsibility for identifying and operating key concession agreements, where efficient contract management follows procurement strategy. 
· Align commercial priorities with cross functional teams within finance, supply chain, marketing, procurement, driving cross-functional initiatives to achieve shared goals. 
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Note: This person specification is not intended to be either prescriptive or exhaustive. It outlines the main duties of the role. It may change in line with organisational priorities. 
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Criteria 

Education, qualifications and training 

Essential 
Proven experience as commercial leader in complex organisation with clear commercial objectives. 
Experience of driving growth in multi-channel commercial operations such as retail, hospitality, sales, publishing, or media. 
Relevant degree, professional qualification, or equivalent sector experience. 

Desirable 
Formal negotiation training and application

Focused training and experience in leadership, coaching, or people management

Evidence: Application form, Certificate, Interview.

Skills & Knowledge

Essential 
A proven record of increasing profitability of commercial operations and driving sustained growth within a similar environment. 

Proven championing and facilitation of an open, inclusive, and collaborative team environment.

Impactful experience managing multi‑site operations and day to day operations such as buying, CRM, staffing, scheduling, and resource allocation.

Proven expertise in P&L ownership, budgeting, forecasting, and financial reporting. 

Astute commercial thinker with proven record in translating data and insight into ambitious and actionable plans. 

Competent use of commercial performance metrics and levers such as pricing, merchandising, product mix, customer experience, marketing. 

Demonstrable experience building business cases, analysing ROI, and driving cost efficiencies without compromising service quality. 

Practised capability in setting, monitoring, and enforcing operational standards and compliance. For example, operational plans, health & safety, cash handling, stock control, customer service. 

Practised and professional storyteller, capable of influencing colleagues and stakeholders through written and oral communications. 

Customer‑focused, with a commitment for and proven record of delivering outstanding customer outcomes and experiences. 






Desirable
Experience managing retail operations within a mixed environment of physical stores and online retailing. 

Experience pitching for and winning new business / customers. 







Proven experience implementing new retail technologies or digital transformation initiatives.

Experience within a charitable, cultural, or public‑sector commercial environment.

Demonstrated ability to manage stock, supply chain processes, and inventory optimisation. 

Experience in procurement strategy and exercises with complex value dynamics. 

Evidence: Application form, Interview.


Other 
Essential
Practised development and delivery of annual commercial plans including revenue, margin, cost, and profit targets.

Proven experience in commercial modelling and business cases for investment decisions (e.g., refurbishments, new stores, technical enhancements)

Collaborative in nature with high degree of perseverance, candour, and tenacity. 

Empathetic, with self-awareness to apply flexible approach to varied professional scenarios

Desirable
Experience implementing people development frameworks, such as succession planning and talent pipelines.

Evidence: Application form, Interview.




Competencies  

Competency Level
1 Self-belief 3
2 Self-awareness 3
3 Self-management 3
4 Drive for improvement in Public Services 3
5 Personal integrity 3
6 Seizing the future 3
7 Intellectual flexibility 3
8 Broad scanning 2
9 Contextual astuteness 3
10 Drive for results 4
11 Leading change through people 4
12 Holding to account 3
13 Empowering others 3
14 Effective and strategic influencing 3
15 Working effectively with others 2

Evidence: Interview.

Note: Candidates should refer to the accompanying Role Profile for full details. 
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