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	Your position title
	ACCOUNT MANAGER

	Your primary department will be
You may be required to work across other departments as needed to support store operations.
	Trade

	You’ll be supported by (Report to)
	Trade Manager



	PURPOSE — HOW YOU’LL HELP INSPIRE KIWIS TO LOVE WHERE THEY LIVE, WORK AND PLAY

	Purpose: 
Manage and grow trade customer accounts by building strong relationships and delivering exceptional service. 
Drive sales and margin through proactive account management, ensuring compliance with store policies and commercial objectives. 
Act as the key contact for trade customers, supporting their projects and business needs with timely solutions. 
 

	YOUR ROLE SCOPE

	Number of direct reports: [Insert number: Nil]
Budget ownership: [Insert number: Nil]


	KEY DELIVERABLES — WHAT YOU’LL DELIVER

	Key Deliverables: 
· Develop and maintain strong relationships with trade customers to encourage loyalty and repeat business. 
· Manage account queries, statements, and credits accurately and promptly. 
· Provide product advice, quotes, and pricing support; coordinate special orders and delivery requirements. 
· Monitor account performance and implement strategies to achieve sales and margin targets. 
· Collaborate with Trade Team and Department Managers to ensure product availability and service standards. 
· Plan and conduct safe site visits: complete any required pre‑visit checks/inductions, wear required PPE, follow customer site rules (incl. traffic and exclusion zones), and report + escalate hazards/near misses in the store’s reporting system. 


	CORE CAPABILITIES YOU NEED

	Core Capabilities: 
· Relationship building and influencing skills to maintain strong customer partnerships. 
· Commercial acumen and ability to link account strategies to store performance. 
· Problem-solving and decision-making skills to resolve customer issues effectively. 
· Clear communication and negotiation skills for pricing and service agreements. 
· Time management and organizational skills to manage multiple accounts and priorities. 


	TECHNICAL SKILLS YOU HAVE

	Technical Skills: 
· Knowledge of building and trade products or willingness to learn. 
· Proficiency in account management systems and Microsoft Office (Excel, Word, Outlook). 
· Ability to prepare accurate quotes and manage pricing structures within policy. 
· Understanding of Health & Safety practices for in-store and on-site interactions. 
· Basic knowledge of NZ consumer and trade legislation (Consumers Guarantees Act, Fair Trading Act). 


	WHAT WE EXPECT AT MITRE 10 — WHAT WE ALL DELIVER

	Our values guide how we work together, how we serve our customers, and what we expect from each other every day.
Our Values in Action
Customer Obsessed
· Put customers at the heart of decisions and look for ways to make things simple and helpful.
· Be positive and solution focused — say “we can”, not “we can’t”

One Team
· Respect, value and listen to others.
· Make selfless decisions and acknowledge the effort of others.
· Look after each other’s health, safety, and wellbeing.

Honest & Fair
· Communicate openly and share accurate information.
· Treat others as you’d like to be treated and take personal accountability.

Strive for Excellence
· Look for opportunities to improve and learn from mistakes.
· Use sound practical judgement and deliver work you’re proud of.

Customer Experience
· Deliver friendly, solutions‑focused service in every interaction.
· Make it easy for customers to get what they need and proactively offer support.

Safety & Escalation
· Follow Health & Safety procedures and use required PPE.
· Be able to perform the inherent requirements of the role in a safe and reliable manner.
· Maintain safe, tidy, environments across all store areas.
· Identify, record, and escalate hazards, risks, near misses, and safety concerns promptly.

Systems, Processes & Compliance
· Use Mitre 10 systems, tools, and equipment safely and responsibly.
· Maintain accurate records and protect customer and business privacy.
· Follow all relevant policies, procedures, and legislative requirements.
· Complete required training and keep your learning up to date.

Teamwork, Support & Flexibility
· Contribute positively to a collaborative and inclusive team environment.
· Support others to maintain high standards of service, safety, and operational efficiency.
· Adapt to changing priorities and be willing to help in other areas when needed.
· Continue developing skills and knowledge relevant to the role.
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We thrive in an environment that is...
Empowering & energising

We trust people to do the right thing. Empowering decision
making and autonomy means our people rise to challenges while
loving what they do. We want to let people fly so they can do
their best work.

We’ll do the best work through our...
Collaborative networks

Thinking in departments and silos means we’re missing out on all
the great skills and insights from other team mates. You can do
even better work by seeking out input and can create more value
by drawing on the knowledge of others outside your patch.

We are courageous by being...
Open to learning

We're optimistic, fearless learners who love exploring
possibilities. We learn from mistakes and look for ways to
continuously improve. We know when to stop doing what
doesn’t serve us and boldly face into making changes, iterating as
we go.

We are focused and driven so...
Our customers win

We’re here for our customers. With a laser focus on delivering
value, customer outcomes take priority over tasks and busy-ness.
We make clear decisions at pace and deliver on promises we
make to customers and each other.
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