
Presentation for HVS Shareholders meeting on 7th July 2016 

Gill Darbyshire - Shop Manager 

Good evening and thanks for coming along this evening. 

I’d like to talk briefly about what I’ve learned in the past 3 months and where I think the 
Shop is heading in the short and long term. 

Firstly, what have I learned in the past 3 months? 

I’m new to retail so there has been a lot to learn and I’ve spent much of the past 3 
months getting to grips with the Shop’s day to day operations such as dealing with 
suppliers, keeping shelves stocked, making sure the shop is staffed and fighting fires. I’ve 
had a lot of help for which I am very grateful. 

But I’ve also learned that for a small business, the Shop is a complicated little beast. 

So, what are the complications? 

Firstly, it is many shops in one.  

In no particular order, it’s a convenience store with approximately 3000 product lines 
across more than 20 departments including grocery, news-agency, tobacconist and off 
licence. 

On top of that, it’s a cafe selling freshly-made sandwiches and salads, baked goods and 
hot drinks. In June the cafe represented one third of shop turnover. 

And, in addition to all that, it’s a Post Office. 

While this combination of businesses under one roof is not unique, it is rare – and 
especially rare in a rural village setting like ours. 

The second area of complexity is the Shop’s staffing model with its mix of professional 
and volunteer staff. 

This is complicated because recruiting, scheduling and training such a large number of 
people is an onerous task. 

There are now almost 70 people involved in keeping the shop running. These include not 
only the people you see in the shop day to day but also a team of volunteers maintaining 
the shop infrastructure, a team doing regular recycling runs to the tip and a team 
collecting the soft fruit from Tuesley farm every weekend. 

For those that are interested in these things the shop sold has sold almost £3000 of 
strawberries and raspberries in the last 2 months. 

Some of the products we offer are complex to deliver but they have to be delivered by 
volunteers. For example, cafe products need to be delivered to a consistently high 
standard, which requires a commitment and willingness on the part of volunteers to 
master the infamous coffee machine, meet high customer expectations and work under a 
certain amount of pressure at busy times. 

To give an example: On a typical summer Sunday the cafe will serve up over 100 baked 
off items and around 60 hot drinks in the 2 hours between 9.30 and 11.30. 

So why do we employ this staffing model? 



Firstly, I think we all believe that the shop should be a community venture and I believe 
that the participation of so many villagers is what makes it so. Secondly, this model is 
probably the only one that is financially viable for the shop in its current form. 

Despite all these complexities, it works 

I do believe that the shop in its current form can be successful financially as well as being 
an enterprise that the village can be proud of and enjoy using. 

We have the evidence to support this: 

1. Firstly, the financial performance over the past 3 months, as presented by Tim earlier, 
and the stabilization of staff costs 

2. Secondly, the growth of the cafe business demonstrates that we are already running a 
successful cafe with volunteers 

3.  And thirdly, the number of volunteers who have been willing to undertake training on 
the coffee machine and generally get involved is very encouraging. 

So where do we go from here? 

In the short term, if we believe in this model and we think we can make it work, I think 
we need to keep tweaking it and strive for incremental improvements. Small increases in 
footfall, transaction value and volunteer hours would all help put the Shop on a firmer 
financial footing.  

We need to make sure that the Shop provides an environment that makes people want to 
visit more frequently and tell their friends about. We need to make sure we provide the 
products people want at competitive prices but also at a margin that protects the 
financial viability of the Shop, with an emphasis on local products that differentiate us 
from our competitors. And we need to maximise the amount of time contributed to the 
shop by volunteers. 

In the longer term, I believe we need to ensure that the shop is more resilient and less 
dependent on individuals. We can do this by implementing systems, processes, best 
practice, training and a culture that can be shared with everyone and easily passed on to 
new members by current members. We also need to document and share our knowledge 
about how the shop works so that any number of people could step in and not have to re-
learn everything from scratch. 

In summary 

The village shop that we currently have has some complexities that make it a special 
challenge. It is many shops in one and is staffed by a mix of professional staff and 
volunteers. 

But these attributes are also the things that make it such a valuable asset for Hambledon. 
As a community we get a Post Office, cafe, shop and the sense of belonging that comes 
from being involved in running it or patronising it - preferably both. 

The real challenge is creating something that will be resilient to change and continue to 
thrive through the collective effort, skills and imagination of the many rather than a few 
individuals. 

Thanks for your time and thanks for being involved in Hambledon Village Shop.


