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Welcome  

 
 
Dear applicant 

Thank you for showing an interest in working for Emmaus North East. We are looking for an 

experienced B2C Manager to join our team. 

The B2C Manager will be responsible for our B2C operations, including developing sales and 

leading and inspiring our companions, volunteers and staff who all work in the business.  

If you have excellent business development ability, communications skills, experience of 

training and supporting people with complex needs and a positive “can do” attitude we 

would love to hear from you. You will be joining a friendly and enthusiastic team who are 

passionate about what they do. 

To apply please send your CV, a covering letter stating how you meet the person specification 

and a completed equality and diversity monitoring form to recruitment@vonne.org.uk by 12 

noon on Monday 7th June. 

Interviews will be held on Thursday 24th June.  

If you would like to arrange an informal discussion about the role, please email 

recruitment@vonne.org.uk  

Best regards 

 

John Harrison 

Emmaus North East 
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About Emmaus  
 
 
Our vision: A world in which everyone has a home and a sense of belonging 

Emmaus is a homelessness charity with a difference. We don’t just give people a bed for the night; we offer 

a home, meaningful work and a sense of belonging. 

For many people who have experienced homelessness, losing their self-esteem can be the most damaging 

part of their experience. Being on your own, with no support around you can be soul destroying, leaving you 

feeling worthless. 

Finding your way out of that situation isn’t easy, particularly when the only options available are temporary 

fixes, offering a bed for the night but little to occupy your days. 

Emmaus is different because it provides a home for as long as someone needs it, in an Emmaus community. 

This gives people the opportunity to take stock of their lives, deal with any issues they might have, and often 

re-establish relationships with loved ones. 

“Companion” is the name given to those who live in an Emmaus community and work in the social 

enterprise, where they support themselves and one another. There are currently 750 companions living at 

29 Emmaus communities across the UK.  

Rather than relying on benefits, Emmaus uses social enterprise to generate revenue that pays 

for companions' home, food and upkeep, as well as providing a small weekly allowance. This is key to 

restoring feelings of self-worth, showing Companions that their actions make a real difference, both to their 

own life, and the lives of others.  

How it works 
 
 
Unlike a lot of provision for homeless people, Emmaus communities offer a home for as long as someone 

needs it. This includes a room of their own, food, clothing and a small weekly allowance.   

In return, we ask: 

 That Companions work for 40 hours per week, or give as much time as they are able, in the community's 

social enterprise; 

 That they behave in a respectful way towards one another; 

 That no alcohol or illegal drugs are used on the premises; 

 That they sign off all benefits, with the exception of housing benefit. 
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Our impact 
 

 
Emmaus doesn’t only have a significant impact on the lives of 

people who have experienced homelessness and social exclusion, 

it also brings wider social and economic benefits. 

 

Research carried out in 2012 found that for every £1 invested in 

an established Emmaus community, £11 is generated in social, environmental and economic returns. 

 

The benefits included: 

 Keeping people out of hospital, and helping them to be safe and well, saved the Department of Heath 

£1,478,506 for NHS and emergency service costs; 

 Emmaus saved local government £2,447,612 which would have been spent on hostel accommodation, 

drug and alcohol services and landfill; 

 Keeping people in work and out of prison saved the Ministry of Justice £778,435. 

 

The report found that Emmaus communities successfully provide a place for people in vulnerable housing 

situations to rebuild their lives by offering them meaningful work and support. Significant benefits were 

linked to substantial improvements in companions’ physical and mental health, including reductions in 

substance misuse. 

 

The Emmaus Federation Strategic Plan 
  
 
The Emmaus federation has recently developed its 2021-2025 Strategic Plan, providing clear direction for 

where the federation should be by 2025. The plan’s focus is on improving service provision to Companions, 

becoming financially robust and better known in the UK, and increasing the number of companion places to 

meet the ever increasing demand. 

By 2025 we will have: 

 1000 Companion places 

 100 opportunities for non-residential Companions 

 Stronger social enterprises 
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 Structured support and training plans for all Companions 

 Companions on all of our boards and committees 

 More Companions moving into employment 

 Started campaigning for change 

 Better recognition for the fantastic work we do. 

 
About Emmaus North East 

 
 
 At Emmaus North East our four strategic objectives are: 

o   Income (excluding grants) greater than costs by 2025. 

o   Residential Companion capacity increased to a minimum of 25 by 2025. 

o   Improved success rate for companions “moving on” and gaining worthwhile employment by 

2024. 

o   Emmaus North East recognised as a major charity in the North East by 2024. 

 We currently provide accommodation for up to 15 formerly homeless people, ready to make a fresh 

start. 

 As well as a home, we provide work, education and training to help them to gain employment in the 

future. 

 We are people focused, not numbers driven. We are not a hostel for the homeless. We don’t just offer a 

hot meal or a bed for the night. We are the homelessness charity with a difference. 

 Our residents work in a social enterprise undertaking house clearance, in our workshop recycling 

furniture and household goods. 

 The goods are sold via retail shops in Hebburn, Low Fell, South Shields and through our online sales 

platforms including eBay and Etsy.  

 We operate a social supermarket; Lucie’s Pantry.  The supermarket provides a sustainable and affordable 

source of food and household essentials to members of the local community struggling to make ends 

meet through debt, illness or low income. 

 We have the support of South Tyneside Council and are working in partnership with them and other local 

agencies. 

 Our community provides new jobs while injecting over £200,000 into the local community each year. 

 We have secured support from local, regional and national funders, including Virgin Money 

Foundation, The National Lottery Community Fund, Coalfields Community Trust, The Catherine Cookson 

Trust, The Barbour Trust, The Sherburn Trust, The Hedley Denton Trust, The Joicey Trust, The 
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Department of Communities and Local Government’s Community Ownership and Management of Assets 

fund and various funds administered by the Community Foundation for Tyne & Wear and 

Northumberland. 

 Our community is making a positive contribution to the local economy and is helping to meet the needs 

of vulnerable people in the area. 

 We believe in the circular economy and have strong environmental credentials with our emphasis on re-

use and recycling. 
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Job Description 
 
 

Job title: B2C Development Manager 

Reports to: Community Manager 

Location: Emmaus North East Retail sites 
 

Overall Purpose of the Job   
 
Manage and develop the existing B2C offer, including expanding retail enterprises and developing new B2C 

opportunities in hospitality and catering. Increasing the use of technology to existing and new services. 

Develop clear plans that include projections for income generation and ability to plan/monitor set-up costs. 

To include responsibility for all B2C functions including logistics, warehousing, hospitality 

collections/deliveries and ecommerce. 

 

To find, open and develop new B2C outlets in the local area, regionally and online to maximise sales and 

income. Managing and developing companions, staff and volunteers to provide excellent customer service 

and efficient B2C operations to ensure the financial viability of the charity. 

 
 
Accountabilities 
 
Retail Development 

 To support the community, achieve self- sufficiency by finding, planning feasibility studies and opening 

suitable new income generating business to customer operations (B2C) in retail and hospitality. 

 Take responsibility for developing and implementing a volunteer recruitment and marketing strategy for 

retail to develop enterprises that provide meaningful work and provide an income stream for Emmaus 

North East. 

 Introduce systems and procedures that are implemented across all B2C units to develop an Emmaus 

North East brand that can become well known in the region and increases customer bases. 

 To develop and implement marketing plans including leaflet drops, social media marketing and events in 

the local area to increase donations and sales. 

 To implement effective B2C systems and develop and improve systems for merchandising, ecommerce, 

logistics, catering and house clearances. 
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Financial Management 

 To develop business plans for B2C sites to ensure profitability and make a case for opening sites or closing 

poorly performing retail. 

 To manage and report on monthly actual financials to budget in order that budget is achieved and if 

there are any deviances, remedial action can swiftly be taken. 

 

People Management 

 To recruit, train, organise, supervise and inspire volunteers, companions and staff to ensure effective 

retail and logistics operations and companion development. 

Operational Management 

 To maintain excellent customer service and monitor customer satisfaction to continually improve the 

services. 

 To organise the deliveries, storage, pricing, display, sales and deliveries of operations to ensure smooth, 

efficient and profitable operations that utilise companion, volunteer and staff skills. 

 Manage the Emmaus North East warehouse and ensure development of effective logistics and van 

operations. 

 Manage online sales and our ecommerce offer, developing the offer alongside staff and companions. 

 Responsible for marketing and communication within retail, hospitality and other B2C outlets. 

 

Business Development  

 Identify and develop proposals for new B2C sites and to develop B2C strategy alongside the senior 

leadership team that prioritises companion, volunteer involvement and income growth. 

 

General 

 To ensure activities meet with and integrate with organisational requirements for quality management, 

health and safety, legal and statutory requirements retail law, policies and general duty of care and 

professional boundaries. 

 To be flexible and willing to carry out any reasonable duties needed to assist the community and business 

operations, including holiday/sickness cover and on-call duties, participation in team meetings, attending 

1:1’s and appraisals. 
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 To understand and work in accordance with the principles of Emmaus International and uphold its values 

and ethos. 
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Person Specification 
 
 
Skills and Knowledge 

 

Essential criteria 

 Educated to GCSE level or equivalent, with passes in English and Maths.  

 B2C management experience of multiple sites and a track record of opening new premises. 

 Experience in developing and implementing systems. 

 Experience in ecommerce and developing online trading platforms with a track record of increasing 

online sales. 

 Experience of hospitality and catering. 

 Experience of budgeting and managing the profit and loss to achieve profit levels. 

 Experience of managing challenging behaviour and conflict resolution. 

 Experience in maintaining professional boundaries. 

 Excellent communication skills - including written, verbal and listening skills. 

 

Desirable criteria 

 Experience of managing charity retail stores and managing volunteers. 

 Evidence of continued professional development, ideally health and safety, equal opportunities, trading 

legislation, business development. 

 Excellent customer service skills.  

 Marketing experience. 

 Merchandising and sales skills. 

 Experience of coaching, team building and motivating others. 

 Experience of stock control and logistics management. 

 
 

Personal Characteristics 

 Recognises, responds and adapts appropriately to change easily. 

 Flexible and adaptable to meet the needs of the community and business. 

 Has an understanding of, and a belief in, equality. 

 Enthusiastic with a ‘can do’ attitude. 
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 Has the ability to interpret complex situations/problems and identify solutions which meet individuals 

and organisational needs. 

 Able to answer people’s concerns ‘on their feet’. 

 Has an understanding of, and empathy for the work of Emmaus, and an ability to uphold Emmaus’s 

values. 

 Strong emotional resilience and able to identify when external support is needed for self and others. 

 

Other Core Competencies 

Engaging with others 

 Communicate in a concise and coherent way that is understood by the audience. 

 Consistently communicate team and individual performance in the context of the wider business 

performance, companion welfare and Emmaus values. 

 Hold team meetings where everyone is involved. 

 Listen to customers, companions, colleagues so they feel their views and opinions are respected and acted 

upon. 

 Keep the team updated with the information they need to know. 

 

Leading the B2C Business 

 Work with the team to maximise opportunities for the retail business creating new ideas. 

 Maximise the tools and resources around them. 

 Maximise partnerships and working relationships for the benefit of the companions, staff and business. 

 Lead, motivate and engage their team setting clear direction. 

 Adapt own style and approach when engaging different individuals. 

 Train and develop self and team. 

 Create an environment where people take responsibility. 

 Take every opportunity to recognise team members who contribute positively to team performance. 

 

Main Terms and Conditions 
 
 
 Salary of £28,000 per annum. 

 Contract:  Permanent. 

 Working Hours - Full time hours are 37.5 hours per week, Monday to Friday. 
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 Flexible Working - Options available, subject to the requirements of individual roles. 

 Annual Leave - 25 days per annum, plus bank holidays. 

 Pension – Stakeholder pension with a 5% employer contribution. 

 Training and Development - Individually tailored induction, training and development. 

 Employee Assistance – 24/7 employee assistance scheme. 

 
 
 
 

How to Apply 
 

 
To apply please send your CV, a covering letter detailing how you meet the person specification and a 

completed equality and diversity monitoring form to recruitment@vonne.org.uk by 12 noon on Monday 7th 

June. 

Interviews will be held on Thursday 24th June.  

 

Safeguarding and Right of Work in the UK 

The role will involve working with companions and in the community, therefore we will carry out a Disclosure 

and Barring Service (DBS) check.  This is to check the criminal records and that the person is not barred from 

working with ‘adults at risk’. Some companions can be classed as adults at risk. An adult at risk is anyone 

that has one or more of the following: 

 Does not understand certain decisions or transactions  

 Are unaware of their rights or how to complain 

 Have communication difficulties 

 Have limited life experiences 

 Are socially isolated 

 Have low self esteem 

 Are dependent on others for their basic needs. 

After interviews, the successful candidate will need to provide evidence of right to work in the UK and 

complete a DBS check. 
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How we store and use your personal information 

Your CV and other information will be stored in a password protected folder throughout the interview 

process. It will be stored for six months, to enable equality monitoring and also to enable us to contact you 

in the future should any other suitable posts become available. However, if at any time you wish us to delete 

your information, then please do not hesitate to contact us and it will be destroyed.  

Before your application is passed to the panel for shortlisting, your personal information will be removed.  

This includes: 

 Name 

 Address 

 Age 

 Marital Status 

This is to protect your personal information, but also to enable us to shortlist ‘blind’, so that the recruitment 

process is fair and equitable, and we are encouraging a diverse workforce. 

 


