
Director of Commercial Services



Welcome
from the Managing Director

Tom Newman
Managing Director
 

Thank you for your interest in the newly formed role Director of Commercial Services.   
Help us continue our journey to become an outstanding students’ union delivering 
exceptional commercial services.  

Imperial College Union has made considerable progress over the past few years to become an 
organisation that positively impacts the lives of our members. We are looking for a high performing 
individual to join our newly formed Senior Management Team, who will help us continue this 
journey to becoming a genuinely outstanding and impactful students’ union.  

We are now nearing the end of our 3-year turnaround and ‘back to basics’ strategy. The Union has 
been stabilised and the foundations laid for the organisation to build its next ambitious stage of 
development. 

Our commercial services have been in a transitional period, in particular our venue operations have 
faced significant challenges.  Our retail operation has a strong and stable customer base and is 
hugely profitable, however our venue operations (food, beverages, and events) are in need of 
development and change.  We are in a strong position with a newly formed Venue Management 
Team, and we are seeking an exceptional leader to ensure that we improve financial sustainability 
whilst delivering outstanding services, that have a positive impact upon the student experience.  
The successful candidate will help develop and deliver our next strategy, commercial development 
plan and role model excellent leadership behaviours. 

You will be a value driven leader, with extensive experience in developing and running high volume 
commercial services.  You will have excellent financial and people management skills and will have 
the ability to lead and develop teams to deliver outstanding services. You will bring a clear 
understanding of delivering change, providing exceptional commercial services and increasing 
profitability. 

This is a fantastic opportunity to join an organisation that has an exciting future ahead, in a fantastic 
location, within a vibrant community.  Become part of our journey to become an exceptional 
students’ union that delivers outstanding commercial services.



Welcome
from our Student Leaders

Thank you for your interest in becoming our next Director of Commercial Services at 
Imperial College Union.

We exist to make a positive impact on the experiences and outcomes of all Imperial College students 
from all backgrounds, and we’re looking for a new Director that will help us deliver that mission.

Imperial College is an outstanding University and we’re proud and privileged that we’ve had the 
opportunity to study here. As student leaders, we’re also committed to making the experience for 
future students even better – by providing amazing opportunities for students and by challenging 
the College to be even better.

You’ll need to be an empowering and supportive leader that is able to champion equality, diversity 

biggest impact possible during our time in the Union.

We think this is an amazing opportunity to build the best students’ union in the UK. 
We hope you do too!

Hayley Wong - (Union President)
Jason Zheng - Deputy President (Education)
Nathalie Podder - Deputy President (Welfare)
Niamh McAuley - Deputy President (Finance & Services)
Dylan Hughes - Deputy President (Clubs & Societies)

We have 5 vibrant venues across our campuses, 2 busy retail outlets and the potential to grow and 
develop. We have a strong relationship with the College and have been on an exciting and positive 
journey of change and improvement over the last 3-years. We’re looking for a new Director of 
Commercial Services that will build on those foundations and work well with elected officers to help 
us be the kind of students’ union that our members need and deserve.



  

About Us
About Imperial College Union

Imperial College Union is one of the oldest students’ unions in the UK. We are a registered charity 
and our purpose is to make a positive impact on the experiences and outcomes of all Imperial 
College students from all backgrounds. We are a separate legal entity, and are independent, from 
the College. However, we work together in close partnership and we receive annual funding from the 
College through our block grant.

There is so much that makes Imperial College Union special. We’re based in an historic campus 
environment in a bustling, beautiful part of London. Imperial students are some of the highest 
performing and most dedicated students in the world. They are hugely committed to their university 
education and want to get the most from their experience. This means they are incredibly engaged 

We’re a values-driven organisation and care about doing things the right way. The core values that 
drive and shape our work are that: we act with integrity; we are democratic in our approach; we 
are inclusive in everything that we do; we are accountable for our work; and we are ambitious in 
what we want to achieve.

We are student-centred and place our students and student leaders at the heart of everything we 

Beyond ‘Back to Basics’ 
Like all organisations, we have spent much of the last 2-years responding to the challenges created 

organisation, trends within the higher education sector and the needs of our members. 

are incredibly excited about the opportunities our changes have brought, and will bring, for 
students.

Our ‘back to basics’ strategy has guided our organisation over the last two years. Throughout that 

             Stabilise
             Reorganise
             Build a Stronger Culture
             Improve our systems, processes and planning to bring more focus to our work.

We are now reaching the end of this ‘Back to Basics’ phase and are looking to develop, launch, and 
deliver our next strategy. The next strategic phase will help us to build on the solid foundations we 
now have to deliver the kind of impact and experience that our students need and expect.



What we do
We run a diverse set of services, activities and support networks for Imperial 
students, including:

Student representation - We empower a network of student leaders and academic 
representatives to champion the voice of students and ensure every student gets the best 
possible experience at Imperial.

Advice Service
on a broad range of academic and non-academic issues. This provides a safety net for many 
students who need support.

Clubs, societies and projects - We support Imperial students to set up and manage over 

sense of belonging during their time at Imperial.

Student media
groups including the Felix newspaper and we provide training, guidance and support to 
ensure they get the most from their experience.

Events and venues
students the chance to study together, socialise and make lasting friendships during their 
time at university.

Retail - We operate two shops which stock a wide variety of high quality goods at 
competitive prices such as Imperial College merchandise, memorabilia, drinks, snacks and 
everyday essentials. 



How we’re run
Democratic. Student-Led. Professional.

Board of Trustees
Our Board of Trustees is the most senior governing body at Imperial College Union. The Board is 
responsible for providing strategic direction, ensuring that we’re meeting our charitable aims and 
working in line with our mission, vision and values. Membership of the Board comprises a 
combination of current Imperial students who are elected, students appointed to ensure the Board 
represents our diverse student body and Lay (external) Trustees.

The makeup of our Board changes annually, as new students are elected to representative roles. 
This leads to great diversity of thinking and broad life experiences among Board members, which is 
paramount to creating energetic, discursive meetings. Lay Trustees are appointed based on their 
skills, experience and what value they can bring to the Board.

Finances

we can build healthy reserves. This ensures we always have enough cushion to preserve the quality 

by the Union is recycled back into the services we provide. Our annual income, in a business as usual 
year, is around £11m.

This income is made up of an annual block grant from the College of c.£2.6m, our commercial 
operations including bars, restaurants, shops, and lettings, and sales and sponsorship partnerships 
with external organisations who will pay to reach our students through advertising or enriching 
experiences.

Union Council
Our Union Council represents the voice of students to set the policy of the Union through bringing 

Unions and Liberation Teams (amongst others) to provide political leadership. It does this by passing 
policies, mandating student leaders to carry out certain actions or campaigns, and by holding 
student leaders accountable.

Constitution
The Union is governed by a small set of important documents, setting out fundamental principles 
such as our charitable nature, membership, leadership structure, and key partnerships.



People

every year in our cross-campus Leadership Elections. They take a year out of their studies and work 
full-time, with a focus on making the Union and Imperial College even better.

representing students to the College, for example attending key College committees, advocating on 

laid out in their goals for the year, working to improve every area of student life.

Our senior leadership team is made up of the Managing Director and three Directors - all working 

ensure that we can make a positive impact on the experiences and outcomes of all Imperial College 
students from all backgrounds.

study. We’re passionate about providing employment opportunities to Imperial students, enabling 
them to support their studies and gain valuable employability and leadership skills at the same time.
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Commercial Services
Our commercial services are made up of venues including 5 bars, catering outlets, 
entertainments and our retail stores. 

Collectively we are set to turnover approximately £2.7 million in 2022/2023.  Retail generates 
approximately £1 million and £1.7 million income generated in our Beit, Reynolds and H Bars which 
includes food and beverages, events, and entertainments.  We are a charity and therefore not for 
profit however any income and profit from our commercial services is reinvested into the student’s 
union and student experience.   

Over the past year we have generated profits within our retail operations however our venues have 
been subsidised as part of delivering the student experience.  We are seeking to change this and 
need an experienced commercial operator who can drive standards whilst increasing profitability. 

Venues



  

Edit 

The Union shop sells a wide and diverse range 
of corporate clothing, Imperial College London 
merchandise and memorabilia. 
 
It addition if provides a large selection of 
stationary and study products for students.  
The shop also has an online portal: 

www.imperialcollegeunion.org/shop/products
 
We are seeking to relaunch a new online shop 
in May 2023.

A convenience store on campus providing grab 
and go food including sandwiches, snacks, 
drinks and confectionery and every day 
essentials for students and staff on campus.  

Commercial Services
Retail

We have two Retail stores based on the Sherfield walkway, near Dangoor Plaza which include:

https://www.imperialcollegeunion.org/shop/products


About the Role
Director of Commercial Services
Job Title: 

Department/Division/Faculty: 

Campus location: 

Job Family/Level:

Salary: 

Responsible to: 

Line Management responsibility for:

Key Working Relationships (internal):

Key Working Relationships (external):

Contract Type:

Director of Commercial Services

Imperial College Union

South Kensington based within Imperial College Union with a 
requirement to visit other sites if necessary

Managing Director - ICU

Venue Operations Manager, Retail Manager

Trustee Board, ICU Senior Management Team

strategic partnerships, licensing authorities, suppliers

Full-time, permanent contract

Our values aren’t just a list of words in a strategic plan. They govern who we are, how we work 
and everything we do at Imperial College Union. 

We act with integrity - our anchor value
We are democratic in our approach
We are inclusive in everything that we do 
We are accountable for our work
We are ambitious in what we want to achieve

The Director of Commercial Services is a member of the Students’ Union’s Senior Management 
Team, with shared corporate responsibility for the management of all services and activities 
undertaken by the organisation.

The Director of Commercial Services provides strategic leadership for the Commercial Directorate, 
and is therefore responsible for the development and implementation of ICU strategy relating to 
Retail, Licenced Trade, Venues and Events. The post holder will ensure the delivery and resourcing of 
operating plans, policy and operating procedures to ensure that the Union delivers its strategic 
objectives across its commercial services.

The Director of Commercial Services is responsible for ensuring that the Union delivers excellent 
services for its members whilst meeting financial commitments as per the Union’s financial model 
and operational budgets. The post-holder will ensure that the Union values of integrity, democracy, 
inclusivity, accountability and ambition guide the work of the directorate, and will develop and 
maintain excellent working relationships with internal, College and external stakeholders.

As a senior leader in the organisation, the Director of Commercial Services will take personal 
accountability for delivering projects, developments and strategic improvements within their remit.



About the Role
Director of Commercial Services

Key Responsibilities
1.0 Strategic Management and Leadership

· To contribute to the development of the Union’s Strategic Plan and to develop relevant annual and 
multiyear plans for areas of the Directorate as appropriate and requested.

coaching and assistance with the delivery of objectives as appropriate.

collective responsibility for the whole Union.

· To take lead responsibility for relevant themes of the strategic plan as requested.

· To lead by example including upholding our values. 

· To provide leadership, direction and coaching for direct reports and relevant members of the Union.

· To undertake performance and development reviews of direct reports, in line with Union policy and 
to identify individual training and development needs. 

· To, where appropriate, prioritise providing our members with employment when planning the 

learning and development opportunities where possible.

3.0 Financial Management

· To oversee, via delegated budget holders, budgets for the Commercial Services Directorate. 

· To oversee production of annual budgets in these areas and to report on any variances to these 
budgets on a monthly basis and as required 

with Financial procedures and any other relevant policies and to provide all information required by 
the Finance department in a timely manner. 



About the Role
Director of Commercial Services

· To ensure that best value for money is obtained at all times and to be accountable for the security 
of all resources, including stock and cash. 

4.0 Service Development and Delivery 

exemplary manner.

· To lead a culture of welcoming feedback as an opportunity to develop our standards and services. 

· To develop Service Promises for all service areas, ensuring that they are stretching and achievable, 
and that all services achieve or exceed these promises. 

services in the Commercial Services Directorate.

· To deal with feedback and complaints from customers, members and any other stakeholder in a 

development of the organisation. 

· To ensure that, where appropriate, services and activities are student-led, and empower students 
to shape their own experiences. 

· To work with the Marketing & Communications Team to ensure that the Directorate’s services are 
responsive to the developing and diverse needs of Imperial students.

5.0 Health and Safety Management 

· To have overall responsibility for Health and Safety Matters within the Directorate, ensuring that 
Imperial College Union’s Health and Safety Policy and appropriate legislation and best practice is 
adhered to. 

· To provide leadership on Health and Safety management within the Directorate and report to the 
relevant committees as and when required. 

premises at all times.

6.0 Ethical and Environmental Management 

· To provide leadership of equality of opportunity, challenging discrimination, championing diversity 
and promoting inclusiveness. 

Check info



About the Role
Director of Commercial Services

· To provide leadership of ethical and environmental issues and compliance with relevant legislation 
and Union Policy. 

· To identify and achieve best practice models for ethical and environmental management as 
appropriate.

7.0 Other Duties 

· To attend appropriate meetings and develop reports as and when required by the Union. 

· To abide by the Union’s constitution, policies and procedures and all relevant College policies and 
regulations at all times. 

· To contribute to the positive image of the Union with students, the College and the local 
community. 

· To undertake other task and responsibilities compatible with the level and nature of the post as 
required by the Managing Director. 

· To carry out the above duties at other sites of the College as necessary. 

Training and Professional Development 

Imperial College Union considers regular and on-going training as essential to job satisfaction and 

in training that is relevant to their duties and the post-holder will be expected to undertake such 
training as may be reasonably practicable.

Notes 

Imperial College and Imperial College Union are committed to equality of opportunity and to 
eliminating discrimination. All employees are expected to adhere to the principles set out in the 
College’s Equal Opportunities in Employment Policy, Promoting Race Equality Policy and 
Discrimination Policy and all other relevant guidance/practice frameworks.

As job descriptions cannot be exhaustive, the post-holder may be required to undertake other duties 
which are broadly in line with above key responsibilities. 

You will also be expected to observe and comply with all College policies and regulations, for 
example Health and Safety, Data Protection etc.



Working at ICU

As well as a highly competitive salary, working at the Students’ Union means you'll be part of 
an exciting and progressive environment. Whilst the Union is fully independent, all of our 

We think Imperial College Union is a truly brilliant place to work. Our student members really 

our word for it. Here's what some of our colleagues had to say in our 2022 Employee 
Engagement Survey...

Membership of the USS pension scheme with employer contributions of 21.6%

39 to 40 days' annual leave per year including bank holidays and Christmas 
closure.

Additional Holiday Leave scheme allowing you to buy up to 10 extra days holiday.

Free eye tests and well-person screenings.

Discounted membership of the College’s state of the art gym and sports facilities.

Access to

Enhanced maternity, paternity, adoption and shared parental leave in line with 
College provision.

A comprehensive range of training and development opportunities including 
access to the College’s full People and Organisational Development Programme.

The best thing about working at 
ICU is the team. Everyone is lovely, 

respectful, kind & caring.

ICU has a great culture where everyone is 
passionate about their jobs and the atmosphere is 
friendly. The SMTs are supportive and care about 

set a clear goal that we know what to expect by 
following the Back to Basics plan. I have seen 

great changes since I started and I am positive 
about the outcome in a year's time.



Inclusion & Diversity
ICU’s Commitment

An inclusive approach
One of our core values is inclusivity and we strive to ensure that everyone is valued, included and 
supported in our diverse communities by creating an environment where everyone is able to bring to 
their work the fullness of their lived experience, made of up the many unique influences that shape 
who they are.

We respect everyone's individual identity and celebrate difference, and therefore welcome applica-
tions from all candidates; irrespective of age, disability, gender, marriage or civil partnership, preg-
nancy and maternity, race, religion or belief, sex or sexual orientation.

Creating a more diverse team
We are committed to creating a fairer, more equal, more inclusive and more diverse team, and we 
know that both disabled and Black, Asian and Minority Ethnic staff members are currently under-rep-
resented within the Union. We’re in the process of developing a new EDI strategy to drive forward our 
future EDI work and plans and our hope is to attract a diverse range of candidates for this fantastic 
opportunity.

Our Guaranteed interview scheme
We recognise that some candidates from marginalised backgrounds will have faced additional barri-
ers throughout their careers and when applying for new roles. We are committed to taking positive 
action to expand the diversity of our team, by offering guaranteed interviews for candidates from 
BAME backgrounds and disabled candidates.

If you meet the minimum criteria for a role and identify as disabled or from a BAME background, you 
can opt into our guaranteed interview scheme. It is important to note that this scheme guarantees a 
longlist interview for applicants from these groups who meet the minimum criteria and tell us that 
they'd like to be considered under the scheme. The selection decision at each interview stage will be 
based on the most suitable candidate, regardless of any protected characteristic(s).



How to Apply 
Key Dates and Information 

The closing date for applications is 13th April 

Please reserve the following dates in your diary when you apply:

• Closing date: 13th April  at 12 noon
• Long list interviews: 20 April (Remote)
• Final stage interviews: 27 April (On Site)

To apply, please click here to complete our online application form. As part of the online 
application you will be asked to complete answers to the following three questions:

• What are the key aspects of your experience and career to date that make you an outstanding 
candidate for this role?

• What experience do you have leading and delivering organisational change that has improved 
services and standards and increased profitability, please give examples of the outcomes and 
impact you made.

• Please can you tell us about a services you have developed that you are proud of that has 
increased profitability. 

You will also be asked to submit your CV and complete some diversity monitoring information. 

For an initial, informal discussion about the role, please contact:

People Team 
icu.people@imperial.ac.uk

We want to support you to do your best during the application process, so please do get in 
touch with any questions you may have. Additionally, if you have a disability, mental health 
condition or any other additional needs (such as dyslexia, autism or anxiety), please do let us 
know so we can tailor the process to suit you.

We hope to welcome you to Imperial College Union for an in-person, final interview and will 
cover reasonable travel expenses.

https://www.imperial.ac.uk/jobs/description/PRO00914/director-commercial-services



