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PURPOSE STATEMENT  

 
This role is focused on contributing to the overall success of the business by eliminating shrinkage while also 
contributing and providing quality customer service. 
 

The primary purpose of this role is to: 

• Reduce shrinkage within the stores. 

• Ensure all company property, merchandise, monies are kept in a safe and secure environment 

• Ensure all Mitre 10 MEGA Hamilton personnel are kept in a safe and secure environment 

• Ensure the Mitre 10 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  

1: Customer Service 

 

Ensure customers feel they are the number one priority 
▪ Always acknowledge customers with a smile or greeting 
▪ Answer customer enquiries and seek assistance when necessary 
▪ Understand and deliver on the Mitre 10 Price Promise 
▪ Understand and deliver the ‘Easy As’ customer experience throughout the store 
▪ Understand the Customer Centred Service and ‘Voice of the Customer’ culture 

throughout the store 
▪ Follow the appropriate business brand standards and applicable manuals 

 

2: Security Maintain full awareness of your surroundings at all times with regard to security 
issues 
▪ Maintain an awareness of those people that present a shrinkage risk to the store 
▪ Following the Customer Centred Service training to acknowledge every customer in 

store - to act as a deterrent for those who are acting suspiciously  
▪ Be vigilant at all times to reduce theft 
▪ Ensure the safety of all Mitre 10 MEGA Hamilton personnel 
▪ Perform regular internal and external security checks of the stores and complete 

necessary reports. 
▪ Report any suspicious finding immediately to the Duty Manager, including 

structural and equipment damage  
▪ Liaise with the local police and other retailers for updates and exchange of 

information on know offenders working in the area, etc. 
▪ Apprehend shoplifters using appropriate techniques 
▪ Support management team in identifying and implementing approved security 

procedures and processed 
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▪ Conduct random employee bag/locker/car searches as and when advise by senior 
management 

▪ Ensure security tapes are changes at the designated time 
▪ Complete administration duties such as security reports/logs 
▪ Maintain an easy to follow filling system 
▪ Ensure team members awareness of suspect customers is regularly maintained 

through issuing of regular updates and training. 
▪ Monitor security footage 
 

5: Self-Management and 
Other Duties 
 

Project a favourable Company image through personal appearance, knowledge & 
attitude 
▪ Wear a clean and well-presented Company uniform 
▪ Ensure your name badge is worn at all times 
▪ Have a positive attitude with a willingness to help 
▪ Actively participate in training provided 
▪ 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 

▪ Fulfil other duties as required 
▪ Assist in customer service in store as required 

 

7: Compliance 
Management  

Understand and adhere to all compliance requirements, internal & external, that 
govern the Company’s activities  
▪ Comply with the stores Policies and Procedures 
▪ Comply with all Health & Safety guidelines and procedures  
▪ Maintain knowledge of the necessary legislative governances i.e. Fair-Trading Act, 

Consumers Guarantee Act etc., and act in accordance with them 
▪ Comply with Mitre 10 Policies and Procedure and Operational Brand Standards 

 

8: Health & Safety Demonstrate safe behaviours and make sure that you and others are kept healthy 
and safe at your place of work 
▪ Always be aware of health and safety risks.  Take 10 seconds to pause and assess 

the risks before starting any work.  If anything is different, dodgy or dangerous then 
get this sorted out – speak to a manager if you need assistance 

▪ Follow safe work practices, standard operating procedures, rules and instructions 
▪ If there is something you don’t know, or if you have any health and safety concerns, 

ask your manager or one of the health and safety team  
▪ Only use equipment or do tasks you have been trained and are authorised for  
▪ Use all safety gear (including PPE) that is needed for the task 
▪ Maintain a clean and orderly work area 
▪ Be in a fit mental and physical state to do your job 
▪ Report all injuries, incidents or anything unsafe (hazards) immediately 
▪ Contribute to the overall safety culture by voicing your ideas and suggestions and 

developing solutions on health and safety performance and get involved with 
safety improvement activities 

▪ Help others to be safe at work 
▪ Participate in Return to Work plans if and when applicable 
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WORKING RELATIONSHIPS 

Frequent People Contact Nature of Contact and Why 

Internal / External 
customer 

Suppliers, Company Reps 
and Courier drivers 

▪ Deliver excellence in customer service acting in the best interests of the 
company  

▪ Communicate with people and carry out agreed solutions. 
▪ Create and maintain a professional, friendly working relationship, sharing 

information as needed 

Reporting Manager 
and/or Supervisor 

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

 

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 

Technical skills required  

 

▪ Basic computer knowledge 
▪ Forklift licence desirable (including F endorsement) 

Competencies required 

(see detail on chart below) 

 

 

 

 

 

Working with 
Others 

Collaboration, openness, communication, teamwork, 
celebrating success, values based, supporting and 
encouraging others, building rapport, ensuring understanding 

Focusing on 
Customers 

Customer focus (internal and external), knowing the industry 
and competition, business acumen, accountability, managing 
relationships 

Seeing things 
differently 

Adaptive & flexible, dealing with ambiguity and complexity, 
innovation, creativity, continuous improvement, embracing 
change 

Driving for results Planning & organising, influencing, meeting deadlines, 
accountability, goal/objectives setting, decision making, 
problem solving, prioritisation, perseverance, success focus, 
initiative 

Leading by example Personal development and improvement, interpersonal skills, 
confidence, trustworthiness, integrity, honest, showing 
initiative, flexible and adaptable, positive, accountability 

Understanding me Motivators, resilience, enthusiasm, self-awareness, emotional 
intelligence (EQ), personal values, curiosity & willingness for 
learning, open to feedback, self-improvement and 
development, career ambition / aspirations, composure, 
patience 

Demonstrating 
Expertise 

Technical skills, knowledge, expertise & competence, financial 
awareness, software skill, technical learning, value add 
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