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PURPOSE STATEMENT  
 
To maximise the efficiency of the Inwards Goods operation, ensuring all stock entering and leaving the store via Inwards 
Goods is processed in an accurate and timely manner.  Ensure the Mitre 10 Mega brand image is protected by delivering 
excellence in customer service acting in the best interests of the Company at all times. 
 
KEY ACCOUNTABILITIES OF POSITION 

Accountability 
Description 

Measure  Weighting 

1: Customer Service 

 

Provide customers with the highest standard of service at all times 
 

 Ensure customers are the number one priority 
 Acknowledge all customers within a three meter radius 
 Answer customer enquiries and seek assistance when necessary 
 Make enquiries as to the customer’s project, provide specific product 

knowledge and give advice on the most suitable product for their circumstances 
 Apply the GREAT principal at all times 

 
G reet the customer 
R espond to them 
E mpathise with them 
A sk for the Sale / add-ons 
T hank them 

 
 Answer the telephone in a polite and helpful manner within 4 rings 
 Take rain-checks or order product in for customers when required 
 Deliver the Mitre10  Price Promise 
 Understand and deliver the Easy As customer experience throughout the store. 
 Understand and drive the Customer Centred Service and Voice of the customer 

culture throughout the store. 
 Multi-skill/cross train in different departments to increase your level of 

knowledge and experience, enabling you to deliver exceptional service to 
customers whichever department you are assigned to. 
 

% 

2: Stock Handling Controls 

 

 

 

To ensure the correct handling and processing of all stock  

 Check off stock against delivery notes as it arrives 
 Check barcodes scan 
 Ensure stock is offloaded from delivery vehicles in good condition  
 Ensure stock is carefully and correctly moved around the Inwards area  
 No unattended stock is left unsecured 

% 

POSITION DETAILS 

Position Title Inwards Goods Assistant 

Reports to (Position Title) Inwards Goods Team Leader 

Department / Division  Inwards Goods Department 

Nature & Number of Direct Report 0 

Nature & Number of Indirect Reports 0 

Date May 2024 
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3: Administration 
 
 

 

 

To ensure administration processes are completed accurately and efficiently 

 Branch transfers are processed as per Procedure Manual 
 Returns / credits are processed as per Procedure Manual 
 Ensure goods received marry with items listed on delivery notes; inform 

Inventory Control Clerk of any discrepancies 
 Process claims according to company process 
 Ensure the following documents are sent to the appropriate place/person for 

processing as soon as possible: 
- packing slips 
- invoices  
- delivery dockets 
- shortages 
- damaged stock 

 

4: Warehouse 
Housekeeping 

 
 

 

Ensure Warehouse requirements are met and area is maintained 

 Dispose of rubbish correctly 
 Help ensure working area is kept clean and tidy 
 Report and rectify any damage to, or deterioration of stock, equipment, fittings 

& fixtures and the building in general 
 Keep access ways clear at all times 

% 5: General 
 
 

Fulfil other duties as required 

 Assist in customer service in store as required 
 Assist with updating of prices and price labels / signage as required 
 Wear Company supplied clothing & PPE and project a favourable Company 

image by appearance, grooming, attitude and general helpfulness 
 Assist with stock-takes as and when required 

 
6: Compliance Management   

 Understand and adhere to all compliance requirements, internal & external, 
that govern the Company’s activities  

 Comply with Mitre 10 (NZ) Ltd Policies and Procedures 
% 

7: Health & Safety Demonstrate safe behaviours and make sure that you and others are safe at your place of 
work 
 Treat safety as your first priority and encourage other team members to do the same 
 Make sure your place of work is clean and tidy – keep an open eye for hazards and report 

them 
 Follow safe work practices, rules and instructions and make sure you are trained before you 

use any company equipment 
 Avoid ‘horse play’ and behaviour that could result in harm to others 
 Wear PPE as required and directed 
 Check the safety of plant and equipment before use and report any defects 
 Learn relevant policies, procedures and work instructions and follow these 
 Contribute to the overall safety culture by voicing your ideas and suggestions and 

developing solutions on H&S performance 
 
FINANCIAL & PROJECT DIMENSIONS 

Total Revenue accountability 0 

Annual Operational Expense Budget 0 

Annual Capex Budget 0 

Expenditure authority maximum 0 

Project Impact (e.g. whole organisation, business 
unit)  

0 
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Delegated Authority levels (if applicable)  0 
 
WORKING RELATIONSHIPS 

Frequent People Contact Nature of Contact and Why 

Internal / External Customers & Personnel 

External Suppliers, Banks, Couriers and Suppliers  

 Create and maintain a professional, friendly working 
relationship, sharing information as needed 

 Deliver excellence in customer service acting in the best 
interests of the company at all times 

 Manage all issues as arising, maintain open communication 
channels and report progress 

 Communicate directly with impacted people and carry out 
agreed solutions 

 
 
CHALLENGES AND COMPLEXITIES IMPACTING THE OPERATION OF THIS ROLE 

External Environment (economic climate, competitor 
activity, ownership): 

 Good commercial understanding  

 Ability to cope under pressure and to work to deadlines 

 Demonstrates effective verbal & written communication skills  

 A quick and alert mind with ability to adapt and be flexible 

 Applies lateral thinking, displaying an ability to identify solutions 

 Excellent customer service skills 

 
Other challenges or complexities that may impact on 
the ability to deliver outcomes 

 

 
POSITION HOLDER SPECIFICATIONS 

Qualifications required Must be physically fit and capable. No restrictions on lifting or 
handling. Ability to work on feet for several hours at a time.  

Total years of experience required None required for entry level.  

Other specific Technical skills required (e.g. advanced 
excel) 

 Forklift licence desirable 

Competencies required: 

 Friendly and approachable  

 Excellent communication skills 

 Display initiative and resourcefulness 

 Positive attitude  

 Copes well in a fast-paced environment  
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KEY PERFORMANCE STANDARDS  
 
Key 
Accountability 
Area 

Level: Service Assistant  

Customer I always take time to understand my customers and fulfil their individual needs by: 
 Helping my team to maximise use of their skills and knowledge with customers and 

colleagues every day. 
 Using my knowledge, experience and relationships to increase my team and customer 

engagement. 
 Serving customers in any area of the store where there is need and leading by example 

and coaching team members whilst doing so. 
 Driving initiatives such as Easy AS, Voice of The Customer. 

 
Sales & 
Profitability  
(i.e. Loss 
prevention, Sales 
& budget 
P&L 
understanding  
Gross margin etc) 
 

 Achieve and/or exceed  Sales and margin targets  
 Create and drive a culture of awareness around shrink and profit protection 
 Achieve 90%+ on Mystery Shopper Report 
 90% on department checklist audit 
 Zero complaints 
 Knowledge and skills of Staff Members 
 Maintenance of manning levels  
 Unexplained shrinkage less than 1% of sales 
 Store Margin consistently above 30% 

 
Operations 
(i.e.  processes & 
efficiencies, 
operating 
procedures, 
compliance  - 
includes H&S etc)  

Have overall responsibility for ensuring all administration processes are completed accurately and 
efficiently 
 Ensure incoming and outgoing stock is processed correctly. 
 Ensure the correct files and folders are kept for each department. 
 Assist accounts payable and payroll with enquiries. 
 Present reports to your line manager as and when required and by the deadline specified. 
 Attend meetings as requested. 
 

Stock  
(i.e. product, 
inventory control  
availability, gap 
analysis, 
presentation)  

I always make products in my store available for customers by: 
 Ensuring teams are confident to use GOOD, BETTER, BEST to offer alternative products. 
 Training my team on ways to increase sales through stock availability such as, GAP 

Management, Stock Takes, Negative Stock and Bin Location processes. 
 Regularly giving constructive feedback and coaching my team on presentation standards. 
 Coaching colleagues to improve their application and understanding of our merchandising 

principles. 
 95% Core compliance 
 SLOB stock less than 5% 
 Zero damaged stock 
 95% accuracy of pricing & labelling 
 Make contact with suppliers once a month 
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ORGANISATIONAL STRUCTURE  
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