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Retail Operations Manager
Job Description
	Location:
	St Albans based with travel between stores

	Reporting to:
	Business Development Manager

	Responsible for:
	Selected teams of Staff, Companions and volunteers

	Working hours:
	Full time but flexible – working 40hrs per week 
Monday to Sunday 8.00am – 6.00pm



	Overall Purpose of the role:


The Retail Operations Manager will oversee all operational aspects of Emmaus Hertfordshire’s retail activities across multiple stores and donation channels. This role is responsible for supporting income growth, improving operational efficiency, and ensuring a consistently high standard of customer service that reflects Emmaus’s values. Reporting to the Business Development Manager, this role will involve working with senior management and stakeholders to continually improve and develop our retail operation  while ensuring a culture of inclusivity, coaching and development for our companions and volunteers.
	Main Duties and Responsibilities: 


Retail Leadership & Performance
· Take ownership of St Albans retail locations, adopting a ‘satellite manager’ approach
· Lead and manage all Emmaus Hertfordshire retail operations across shops, markets and pop-ups.
· Set and monitor sales targets and KPIs to maximise income and profitability.
· Implement effective merchandising, stock management, and pricing strategies and share best practice with the wider team.
· Ensure compliance with charity retail regulations, Gift Aid procedures, and health & safety standards.
· Act as a point of escalation for customer complaints and compliments ensuring appropriate and timely follow up.

Operational Excellence
· Ensure efficient processes for stock donation, collection, sorting, and distribution.
· Oversee logistics, warehouse, and vehicle operations to ensure smooth supply chain flow.
· Maintain high standards of shop presentation, customer experience, and branding consistency.
· Manage the EPos system, ensuring stock files are up to date and team are adequately trained to use it.

People Management
· Working with a team of shop managers, manage, motivate, and develop staff, volunteers, and companions.
· Promote a positive and inclusive working environment aligned with Emmaus values.
· Support training and development programmes to enhance skills and performance.
· Lead the recruitment, induction, training, development, and support for volunteers, enhancing local links with sources of volunteers.
· Ensure appropriate companion and volunteer capacity and availability to meet all operational needs.
· Enable the participation, progression and achievement of companions and volunteers, through ongoing training, support, and skills development so they have a positive and rewarding experience. This includes prioritising and allocating jobs and tasks to specific companions and volunteers to ensure they are empowered and achieve a sense of ownership.
· Liaise with the Support Team to facilitate the development of companions and ensure their safety and welfare.

Sustainability
· Alongside the Sustainability coordinator, oversee recycling activities relating to the retail operation, ensuring the correct controls and procedures are in place and being followed to minimise waste and maximise income.
· Liaising with store and clearance teams, arrange regular disposal of any unsaleable goods, focusing on diverting as much as possible from landfill
· Seek out new ways to improve the environmental impact of the organisation, advising the Business Development Manager of opportunities.

Business Development & Financial Management
· Identify opportunities for growth, including new stock, shop locations and pop-up/market opportunities.
· Analyse retail trends and customer data to inform decision-making.
· Work with the Business Development Manager on developing and implementing the retail strategy.
· Support in the preparation and management of retail budgets, forecasts, and financial reports.
· Control costs and ensure strong financial performance across all retail sites.
· Maximise income from Gift Aid, recycling, and value-added retail opportunities.

General
· Train, supervise and co-ordinate Companions and Volunteers in their work within the Social Enterprise operation.
· Develop and foster a team environment based on respect and mutual support to achieve the team goals; lead and teach teamwork by example.
· Play an active part in the Social Enterprise as a whole, liaising with other shop managers and operations team to ensure the business as a whole operates effectively.
· Carry out regular risk assessments and ensure all operations comply with the law and are always administered safely and effectively.
· Ensure Emmaus policies and procedures are strictly adhered to
· You may be required to provide cover for one or more of our retail sites from time to time. 
· Carry out any other duties to support Emmaus Hertfordshire as reasonably requested.

	Other


Emmaus Hertfordshire currently runs its business operations six days a week, Monday to Saturday, with some retail outlets open on a Sunday.  Days and hours of work will be agreed with the line manager as is appropriate with your role and responsibilities. A degree of flexibility is essential.
Emmaus works with vulnerable people. Staff and Volunteers must observe the proper demarcation and professional boundaries while performing their role.  All roles within Emmaus Hertfordshire are subject to enhanced DBS checks.
The post holder must always act in a way which will maintain the good reputation of Emmaus Hertfordshire, upholding the policies and procedures of Emmaus. The post holder will strive to preserve good working relationships with Staff, Volunteers, Companions and the Trustees, keeping the appropriate key personnel well informed of significant matters relating to the Community.
The post holder should develop and maintain a positive and involved relationship with the Emmaus movement at local, regional, national and international levels.
You should carry out your job responsibilities in an environmentally aware manner.  Our aim is to ensure all resources are utilised effectively and efficiently.  You will be expected to apply sound ‘value for money’ principles in undertaking purchasing or supply of goods and services.
In Emmaus, Volunteers are an important resource and make a vital contribution to Emmaus’s aim to take action to help disadvantaged people.  You will be expected to encourage, develop and support Volunteer involvement in our work.
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