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RAYSTEDE

GIVING ANIMALS A BETTER LIFE



          
Raystede Centre for Animal Welfare

Job Description
	Job Title:
	Pet Crematorium Operative 

	Responsible to:   
	Peaceways Manager

	Hours of work:
	Every Monday and alternate weekends, 8.30am to 4.30pm, plus ad-hoc plus holiday cover

	Holidays:
	

	Probationary period:
	1 month

	Contract Type:
	6 month fixed term

	Salary:
	


Background information
Raystede Centre for Animal Welfare, established in 1952, is a charity that aims to give animals a better life through rehoming, rehabilitation and sanctuary, and give people the support and knowledge they need to treat animals with care and respect. We care for more than 400 animals every day, including cats, horses, dogs, rabbits, hens and exotic birds. We help most of the animals find new homes but also provide life-long sanctuary for those animals that cannot be rehomed.  Our beautiful 43 acre site is open for visitors to get a unique glimpse into a working animal welfare centre. 
Animals are at the heart of everything we do but we could not care for them without our expert and dedicated team of staff and volunteers.  Surrounded by animals, lakes, trees and fields with a café, shops, parking and many other benefits, Raystede is an uplifting and rewarding place to work.

Peaceways is the pet crematorium operating within Raystede, it is part of the Commercial and Visitor Operations department. Upholding high standards and a bespoke, caring service to bereaved pet owners. Every penny of our profits go directly into helping the animals in Raystede’s care.
Main Purpose of the role:
Assist with the Peaceways operation, maintaining consistently high standards throughout the client experience and demonstrating care and compassion. Deliver excellent customer service to internal and external customers. Assist with the day to day running of Peaceways. Optimising sales of retail products such as caskets and urns in a soft-sell fashion. Maintaining effective stock management and merchandising. Carrying out order administration and processing payments for services. Taking necessary action to keep equipment in good working order and, with the Peaceways Manager, arrange repairs and cyclical maintenance of the cremator and associated equipment and premises. Ensuring adequate security. Enforcing health and safety policy and procedures.
Key Tasks
To take day to day responsibility for operating Peaceways on the managers days, weekends off plus holidays as needed
· To brief the peaceways manager at regular agreed intervals (and immediately if urgent) on progress within Peaceways.

· To propose action to them for improvements in operations.
· Managing all aspects of the client journey from initial telephone or email contact, through to the appointment, assisting in options and taking payments; arranging the farewell in the chapel of rest and administering the preparation for cremation. Conducting the cremation, collecting ashes and preparing them for presentation and return to the client. Preparation of caskets, engraving and presentation. 

· Managing all above tasks with tact, diplomacy, discretion and empathy; at all times maintain and protect the positive reputation of Peaceways and its direct association with Raystede

· To ensure maintenance and cleaning of cremator and sundry equipment to maintain efficiencies and minimise any disruption to services

· To ensure gas supplies do not drop below an agreed minimum and order more supplies as needed

· To demonstrate care and respect, at all times, to clients and their pets

· To maintain an awareness of the work of Raystede and relevant local or national issues through press, media and local views.

· To maintain and develop good channels of communication with colleagues in other departments

· To assist the Commercial team in various ad-hoc duties as schedules allow
Sales.

· Soft-selling of retail memorial products
· To source where possible, any bespoke request of clients applying appropriate margin

· To advise clients on options, ensuring the positive reputation of Peaceways is protected at all times

Stock management

· To control stock density and rotation, advising the manager when replenishment is needed
Staff

· Ensure hand overs are thorough between assistant and manager between shifts
Admin

· To apply cash management and security procedures.

· To pay in daily takings using agreed procedures
· To process and submit client orders for retail and memorial products, ensuring accuracy in all areas 
Premises, security and safety

· To take day to day responsibility for the rose gardens, woodland walks and the chapel of rest
· To ensure all Peaceways equipment is kept in good working order

· To inform peaceways manager of necessary repairs and maintenance.
· To maintain security of all buildings and equipment 
· To ensure the security of Peaceways takings.

· To apply company Health & Safety regulations in accordance with guidelines by:

· Maintaining Health & Safety records

· Implementing risk assessment procedures

· To ensure that health and safety procedures are understood and implemented 

Physical, emotional demands

This role involves contact with grieving pet owners, often 6+ times a day, every day. 
Compassion fatigue and sense of responsibility are common effects of this role.
Multi-tasking and keeping calm is essential as clients cannot wait, they need contact and answers and assurance immediately – we cannot afford to miss any detail. For example, a client calls after an initial appointment with additional requests such taking a clipping of fur or a paw print. This must be done in a timely manner and thoughtful presentation of wishes is essential.

Heavy lifting throughout every day

Regular gardening – impact on knees and back
General 

At all times ensure and maintain a compassionate, professional and efficient public image for the charity
a. Participate in supervision, appraisal, and learning and development and take personal responsibility for maintaining the knowledge and skills required for the role
b. Take responsibility for ensuring own health and safety and that of others who may be affected by your acts and omissions.  Report any health and safety risks to your manager.
c. Work within the policy framework of Raystede Animal Centre and adhere to the terms laid out in the employee handbook

Key Working Relationships

General public, giving people the best experience through excellent customer service, Going the extra mile to offer a bespoke caring service. Taking gentle, considerate control with grieving pet owners.

Vet surgery staff across Sussex, pet transport providers, home euthanasia specialists
Colleagues, team working is essential

Commercial team, being part of a bigger team to maximise efficiencies and share best practice

Scope and Accountability
	Decision making and limits of authority
	· Take responsibility for the day to day operational needs to ensure smooth running of Peaceways

· Be creative in thinking and ways of working to protect daily service and streamline appointments

· Exercising judgement in all daily operations and especially client interactions to maintain and protect the positive reputation of Peaceways and its direct association with Raystede.
· Defer to the Peaceways Manager, another commercial manager or Head of Commercial for anything over and above

	Financial resources
	· Cash handling, cashing up tills and daily banking. Security of daily takings

	Material assets
	· Accurate stock control 
· Stock security and anti-theft procedures

· Vehicle

· Using detailed knowledge to maintain Cremator and associated equipment in good efficient working order, carrying out minor repair when necessary

· Chapel of rest maintenance and presentation for each appointment 

· Clients pets’ belongings for return

	Information and communication resources
	· Use of PC and email to be conducted in line with policy and procedure
· Safe storage of personal data of clients

	Legal, regulatory and compliance responsibility


	· Comply with the Peaceways policies regarding safe handling and hygiene

· Comply with legal and best practice methods for safe handling and transport of cadavers.
· Ensure H&S records are accurate and legally compliant



Raystede Centre for Animal Welfare

Person Specification
Post Title: Estates Assistant & Pet Crematorium Operative
	
	Essential
	Desirable


	Method of Assessment/
Source of Information

	Education and Qualifications
	· Full Driving Licence
· Experience of pet or human funeral / cremation planning and fulfilment


	· Bereavement counselling experience
	Application

Certificates

	Knowledge and Experience
	· Working with members of the public
· Good practical skills 
· A knowledge of health and safety best practice.

· Good communication skills
	· Microsoft Office suite/IT

	Application

Interview

	Key Skills and Abilities 
	· Excellent organisational skills 

· Ability to work within a diverse team and build excellent working relationships.
	· Problem solving
	Application

Interview

	Personal Attributes
	· Personable, sociable and people oriented.

· Proactive and self-motivated with the ability to think creatively.

· Empathy and understanding of the love for animals.
· Change orientated approach to work
	· Pet owner.
	Application

Interview

	Other
	· To have a flexible approach to working hours.

· Availability of vehicle for work use and in possession of a current, clean driving licence.
	Application

Interview

	You should be aware of the confidential nature of the some of the work carried out at Raystede, details of which must not be divulged to any unauthorised person.
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Health & Safety Functions

This section is to make you aware of any health & safety related functions you may be expected to either perform or to which may be exposed in relation to the post you are applying for. This information will help you if successful in your application identify any health-related condition which may impact on your ability to perform the job role, enabling us to support you in your employment by way of reasonable adjustments or workplace support.

	Using display screen equipment 
	 FORMCHECKBOX 


	Working with children/vulnerable adults
	 FORMCHECKBOX 


	Moving & handling operations
	 FORMCHECKBOX 


	Vocational driving, driving light goods vehicles, people carrying vehicles or forklift trucks
	 FORMCHECKBOX 


	Lone Working
	 FORMCHECKBOX 


	Shift work
	 FORMCHECKBOX 


	Night work
	 FORMCHECKBOX 


	Climbing/Working at height
	 FORMCHECKBOX 


	Working with hazardous substances, skin irritants, sensitisers, and/or with biological agents or chemical agents
	 FORMCHECKBOX 


	Working with dangerous machinery
	 FORMCHECKBOX 


	Exposure to noise and /or vibration
	 FORMCHECKBOX 


	Handling animal food
	 FORMCHECKBOX 


	Exposure to blood /body fluids
	 FORMCHECKBOX 


	Providing animal care
	 FORMCHECKBOX 




