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Welcome

The Priscilla Bacon Hospice Charity was established in 2016 to fundraise for
and build a new hospice on an 8-acre site close to the Norfolk and Norwich
University Hospital. This replaced the existing Priscilla Bacon Lodge on
Unthank Road in Norwich. The Charity’s focus has now turned to enhancing
the patient experience at Priscilla Bacon Lodge, by supplementing the core
services delivered by the Norfolk Community Health and Care NHS Trust,
and aiming to provide a holistic approach to care.

Working in collaboration and collectively to provide support and
personalised care for people living with and those affected by death,
dying and bereavement across Norfolk and Waveney.

A community where organisations work together ensuring every person
and those close to them have access to high quality, coordinated care
and support to live and die well, whatever their iliness and wherever they
happen to be.



OUR VALUES

Collaboration

Respect

Inclusive

Innovative

Community

We work in collaboration together as one
team striving for excellence in the provision
of palliative and end of life care in our local
community.

Respecting, building trust and learning
from each other. We are welcoming and
kind to those we support and their family
and friends, to each other and, partner
organisations.

We seek to understand what matters to
people, taking an inclusive approach that
values differences.

We are innovative and creative looking at
ways and solutions to transform and sustain
high-quality services.

We go above and beyond for our
community recognising that we are here to
serve them and in turn our local community
supports our work.
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THREE-YEAR
OVERVIEW

2025

2026

2027

Online Retail Expansion

Operational Audit &
Data Analysis

Open New Locations
(Each Year)

Pop-Up Stores & Events

Cost Efficiency &
Inventory Management

Sustainability &
Partnerships

Marketing & Awareness

Broaden Donation
Channels

Measure Impact &
Communicate

Staff & Volunteer
Training

Leverage Community
Engagement

Driver or Maintenance
Person

Customer Experience
Enhancement

Invest in marketing

Create Long-Term
Community Value

Warehouse

Non Coastal Town Shop

Closure/relocation of
lowest preforming
shops.

Gift Aid Efficiency




YEAR ONE | 2025

STABILISE AND OPTIMISE
EXISTING OPERATIONS

Objective: Strengthen the foundation of the current retail operations to improve efficiency.

Online Retail

Expansion

Launch or expand an e-commerce
platform for high-value, collectable, or
vintage items.

Consider partnerships with online
marketplaces (e.g., eBay, Vinted,
Depop, etc.) for certain product
categories.

Offer click-and-collect options in
stores.

Integrate E-Commerce sales on the
PBH website.

Marketing &

Awareness

Improve local visibility with
community-based marketing
campaigns to drive foot fall (e.g., local
partnerships, sponsorships).

Begin building digital marketing,
focusing on social media and email
newsletters.

Customer Experience

Enhancement

¢ Invest in making stores more
welcoming, clean, and organised.
Improve in-store signage to make
navigation easier and encourage
impulse purchases.

Gift Aid Efficiency

e Prioritisation of stock
o Staff training

Pop-Up Stores &
Events

e Experiment with temporary pop-up
shops in high-traffic areas or at
community events.

Host regular fundraising events and
in-store promotions to generate
both sales and donations.

Staff & Volunteer

Training

Enhance training for both staff and
volunteers to improve customer
service, increase sales skills, and
optimise store efficiency.

Engage volunteers with a structured
communication program to boost
retention and morale.

Warehouse

Location

Set up

Gift aid prioritisation
Pop ups

Furniture sales

Cromer and Opening

of Sheringham Shop

e Improved shop location and size
e Closure of loss generating shop
o Transfer of staff and stock




YEAR TWO | 2026

EXPANSION &
INNOVATION

Objective: Increase revenue through new channels and extend the reach of the retail operations..

Operational Audit &

Data Analysis

¢ Conduct a thorough audit of all
current retail locations (e.g., charity
shops, online retail, warehouse etc.).

* Analyse data: sales per store, product
categories, donor base, customer
segments, and local market conditions.

« |dentify underperforming stores and
opportunities for improvement.

Broaden Donation

Channels

¢ Set up mobile donation points or
‘donation drives” at community
centres, churches, workplaces,
schools or events to increase the
volume and quality of goods.

e Partner with local businesses to
accept donations or provide
corporate donations.

Leverage Community

Engagement

o Strengthen community ties through
cause-related marketing,
emphasising that purchases directly
support hospice care.

¢ Introduce loyalty or rewards
programs for repeat customers to
boost retention and sales.

e Dereham or Bowthorpe style - to
replace Aylsham.

e Remove reliance on seasonal shops.

¢ New furniture store.

Cost Efficiency &
Inventory

Management

¢ Improve inventory management
by streamlining donation sorting
processes and categorising
products by quality, value, and
demand.

¢ Introduce standardised pricing
and category-based
merchandising.

¢ Develop a shop development
plan to investigate our current
shop profitability and potential
growth areas.

¢ Negotiate better rates with
suppliers for operational needs
(e.g., logistics, store utilities, etc.).

Volunteer Review

¢ Engagement
e New roles
e Review of existing roles

Invest in Marketing

e Investin 0.3 FTE marketing
resource to specifically support
retail.




YEAR THREE | 2027

SCALE & CONSOLIDATE
SUCCESS

Objective: Grow the brand further by expanding operations, enhancing profitability, and
building a sustainable retail presence.

Open New

Locations

e Based on performance data, identify Sustainability &
high-potential areas for new store 0
locations. Partnerships

¢ Open at least one new store in a
strategic location per year while

continuing to optimise existing o Establish partnerships with larger
stores. retail chains for unsold stock
donations or to hold regular joint

events.

Measure Impact & e Expand the focus on sustainability,
offering customers eco-friendly

Communicate shopping options like textile
recycling programs or refill stations
including links with partner

organisations who can utilise our
services.

o Regularly measure and report on the
financial and social impact of retail
activities to donors, volunteers, and
stakeholders.

o Use this data to further refine
strategies and secure more funding X
or partnerships. Driver or

maintenance person

e Support delivery and maintenance

Create Long-Term

Community Value

¢ Create spaces in stores for
community engagement activities
(e.g., workshops, hospice-related
support events). Closure/relocation of

e Continue building a loyal customer
base by creating a strong emotional

lowest preforming

connection between the hospice’s shops
mission and retail operations.

¢ Using shop league chart
¢ Continual review of current shop
performance and locations.




KEY METRICS
TO MONITOR

¢ Revenue growth (monthly, quarterly, annually).

e Sales per square foot for retail stores - sgm? per shop.

¢ Online sales as a percentage of total sales.

e Donor retention and acquisition rates.

¢ Gift aid claim values and sale conversion rates.

e Cost-to-income ratio for each retail location - ROL.

¢ Warehouse efficiency - waste reduction costs, gift aid stock
turnover and utilisation of space, income from Saturday sales

This strategy is designed to provide investment in the subsidiary
while generating sustainable income with strong community
connections.

e £240k to PBH in 2024/25 year



