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Ppositive,

Technicalskill, knowledge, expertise &
competence, financial awareness,
‘softuware skill, technicallearning, value
add

You're great at understanding
others; communicating well and
establishing good interpersonal
relationships. You share your
thoughts, feelings and rationale
50 that others understand your
personal view. You're friendly,
‘engaging and approachable.
You are comfortable working in
allareas of the business, dealing
with different teams on a regular
basis.

You question and challenge any
negative talk and are a strong
advocate for Mitre 10, both
‘within the Company and
externally.

You manage conflict within your
team in a constructive way,
ensuring the focusis on
successful outcomes.

You empower your team to
develop and build their
capability and take ownership
for results.

You see the value in developing
Your team, and focus on clear
succession plans.

You can negotiate skilfully in
toughsituations and achieve
desired outcomes without
‘damaging relationships.

Youseekto inderstand current and
‘emerging customer needs (extemal
‘and intemal) through feedback; you
develop and test solutions; gather
feedback on effectiveness, review
impact and modify solutions as.
necessary.

Youre focused on the competitive:
landscape and can articuate how
Customer Servic, strategy and VPV
contribute to our continued success.
You understand great service can
determine commercalviabilty and
profiability (among other factors).
Youevaluate business opportunities
‘and target those with greater
potental.

Youuse and contribute tothe
‘Company's resource sknowing what
strategy kvers have the greatest
‘operational impact, and use resources.
tomaximum advartage. You always
look totransfer value between
departments across the Company.
Youtake ownership of and drive your
objectives; you collaborate with
others to help them achieve their
gosls.

Youseekto grow the customer
centred service spirt and commercial
‘capabity within the team by asking
‘questionsand providing coaching
opporturities.

You lead by example when customers.
need help, showing the team that
customers come first.

Youknow key customers and take
tme tobetter understand the¥ needs.

You're comfortable operating in
unclear circumstances, and with
the pace and frequency of
change that comes with a retail
environment; you can establish
direction without always having
all the answers or information.
Youview setbacks or
performance gaps as a chance to
learn; you take accountability to
do better next time.

You encourage others to
appropriately question
established processes or
‘assumptions, seeking continuous
improvement in everything you
and your team do.

Youremain open to others’
ideas; recommend and use good
ideas from sources outside your
immediate team to solve.
problems; and like to take
calculated risks.

You understand the factors that
make up successful change.
Youlead change and work with
others to help them overcome
any resistance to change they
may have; you support those
who feel worried, fearful or loss
asaresult of change.

You try to minimise complexities
or reduce the impact of change;
You seek to clarify direction and
make the process of change as
smooth as possible.

You setchalenging objectivesor
Yourset, and those on your team, that
@nachieve postieresitsfor the
business Youwork hardto xhievethose:
‘objecties andfes! great whenyou do.
You can seethe fow-on ffectof
actities and so manage vork acros
projects and your team accordingly,
‘oordinating with both rternal and
‘external patners Uttmatsl, youensure.
deiveryof the outcomes.

You proactivey manage conficing
pririties andtimefines, and communicate.
‘appropriaely with allsakeholders.
Youregoodat dertifying and
Undestanding isues and opportunitis,
‘comparing dta romdifferent sourcesto.
raw condiusions, and developing
‘Solutions based on facts consrants and
probable conseguences.

You can useaide rargeof problem
‘Solving techniques o get theright
outzome for thebusiness.

You dor't accept megiocre performance;
Youactively encourage your team to
achievether full potential and hold
people accountablefor defvering.

You early understand cross-functional
‘objecties andithe tesmuork involvedto
achieve organisstionsl siccess.

You are passionte sbout growing the:
business andin engagng othersto think
bi; youactively manage operationsl
‘expenses, and dertify opportunitiesfor
cost savings and/orrevenuegrowth.

You sharedatawith your tzamto
‘encourage them 1o understand, andown,
ouzomes andresutsdrivers.

You encourage and provide
constructive feedback; you're
insightful about others’
strengths and weaknesses; you
understand and value individual
differences.

You ask questions to identify
‘opportunities for team members
tolearn from experiences,
providing appropriate support
and challenge when needed.
You empower individuals to set
meaningful objectives,
performance goals and
measures; you use 3 coaching
style to helpclearly identify
‘expectations and support their
development needs.

You proactively address
performance issues, prioritising
long term gain over short term
discomfort.

You set very clear expectations
of your team from the start,
letting them know exactly what
performance s required of
them.

You advocate that every
mistake/failure/setback provides
an opportunity to do better and
encourageyour team to learn
from the experience.

You support Company initiatives
‘and decisions, taking ownership
and responsibility for standing
by the unpopular calls.

You show significant self-insight;
regularly seeking feedback,
‘openly sharing your own
development goals and tracking
Your progress at reaching these
goals.

You remain calmand deliberate
When confronted by work-
related stress or by opposition;
You do not get discouraged or
overreact.

You demonstrate integrity and
authenticity, and show humility;
your styleis informal and
relaxed.

You don't take business
decisions that negatively impact
people/teams personally.

You work independently in your
‘own operational ares, providing
guidance and support to cthers
‘on complex matters.

Youapply a deep understanding,
and full proficiency to achieve.
strategic objectives and
initiatives.

Youact as a reference point for
others on complex issues.
Youare comfortable with
financial data, demonstrating a
good understanding of financial
concepts such as profit and loss,
cash flow, income and
expenditure, budgets, gross and
net margin and s0 on





	POSITION DETAILS

	Position Title
	Retail Manager

	Reports to (Position Title)
	General Manager

	Department / Division 
	Retail 

	Nature & Number of Direct Report
	

	Nature & Number of Indirect Reports
	

	Date
	November 2017


	PURPOSE STATEMENT 


This role is focused on contributing to the overall success of the business by maximising sales and profitability, providing leadership and development of a team and lead the Customer Centred Service ethos by providing quality customer service.

The primary purpose of this role is to:

· Lead the overall retail service delivery, merchandise activities, sales, cost management and productivity

· Manage the day to day operation of the retail departments, contributing to efficiency and cost management targets

· Manages effective recruitment, performance management and development activities within the departments

· Act as the escalation point for complex issues  

· Seeks out continuous opportunities to improve customer experience

· Ensure the Mitre 10 image is protected by delivering excellence in customer service and merchandising and 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
· Deal with customer complaints promptly and professionally

	2: Operational Management

	Ensure the store is effectively managed and maintained at all times

· Ensure the highest standard of service is provided to both internal and external customers at all times
· Deal promptly with all complaints to ensure customer satisfaction is maintained
· Assist in day-to-day leadership of team members
· Assist in managing the store in a professional manner and take responsibility for the efficient running of the store in the absence of the Store General Manager
· Actively participate in Duty Management of the store, including responsibility for key holding 
· Be able to give advice on product knowledge, queries, stock, merchandising, pricing and promotions whenever needed 
· Ensure continual improvement of stock availability and inventory controls by liaising with the Inventory Manager and the Service & Operations Manager
· Liaise with Store General Manager to ensure store goals and targets are being achieved and that Company policies are being complied with in respect of stock availability & pricing
· Constantly review local market and suggest ways to develop business
· Ensure the store adheres to Company and legislative operating policies and procedures, e.g. housekeeping, merchandising. 
· Constantly review working practices and recommend improvements.
· Assist in store opening and closing procedures
· Assist in completing promotional schedules with Store General Manager
· Ensure all specified security procedures and policies are adhered to 
· Ensure cash handling routines are adhered to at all times
· Actively reduce levels of shrinkage to the agreed budgeted %
· Help ensure the working area is kept clean and tidy

· Report any damage to, or deterioration of stock, fitments, fixtures and the building in general


	3: Team Management


	Manage Supervisors / Team leaders in a way that maximises their productivity, and quality of work
· Oversee supervisors to ensure they are performing their role to an acceptable level.
· Promote a team culture which encourages a positive working environment through adopting the appropriate managerial style of leadership, organisation and direction
· Assist in the induction and on-going training of all team members in their duties and responsibilities
· Encourage and promote continuous development and career progression of individuals through training and mentoring
· Ensure all departmental supervisors and their teams are briefed and instructed on Company standards and policies to enable them to perform their duties to their maximum ability whilst adhering to store security policies & procedures and current legislation 
· Set measurable targets for immediate reports and review achievements at the appropriate time
· Ensure team members are performing to required standards 
· Tasks completed on time
· Quality of work meets or exceeds expected standards
· Dressed to Company standards at all times
· High level of product knowledge and sales techniques maintained
· Conduct regular and effective performance reviews with all team members, and use the reviews as a basis for lifting performance to a higher standard
· Identify performance shortfalls and take the necessary corrective actions
· Assist team members as needed and have an good understanding of their duties
· Handle team members concerns promptly and efficiently to prevent escalation to personal grievance level
· Ensure team members are kept up-to-date with all relevant communications
· Assist with the recruitment process and employment decisions as required in consultation with Store General Manager.
· Manage training initiatives and programs across the store with the aim to improve the quality of the team
· Drive and implement the Mitre10 VPV culture throughout the store


	4: Merchandising


	Ensure all merchandising and promotional processes are carried out correctly and efficiently

· Merchandise the store according to company guidelines
· Ensure the store is fully ticketed at all times
· Set up store promotions and EXPOs to an exceptional standard to maximise sales
· Ensure housekeeping standards are maintained to an exceptional level by completing at least one full walk through of each department with the supervisor of that department each week
· Ensure there are adequate stock levels, for both local and national marketing, for all promotions and that all this stock is in a prominent position in the landing pad or at the front of the relevant department
· All stock to be displayed in a way that allows the customer to best see the benefits and features of the product
· Liaise with appropriate Support Centre personnel when required
· Minimise the amount of SLOB stock held in the store via effective merchandising.


	5: Marketing

	Develop marketing initiatives and oversee promotions and events through to completion

· Actively seek marketing opportunities that fall within the budget guidelines in consultation with the Store General Manager
· Assist the Store General Manager with local marketing activity

· Organize promotional/marketing events (e.g. Ladies Evening)

· Maintain a yearly marketing calendar in consultation with the Store General Manager
· Oversee the Store Marketing Committee including a minimum of one meeting per month


	6: Security


	Maintain full awareness of your surroundings at all times with regard to security issues

When working on checkouts: 

· Keep registers closed and secure at all times except when processing a transaction

· Ensure cash levels within the registers do not exceed the specified limit and request uplifts when required

· Be constantly vigilant of people around the register area and report any suspicious characters or security concerns immediately to duty management

· Report anyone who attempts to offer you a bribe in return for allowing goods to pass through the checkout without being scanned

· Adhere to company cash handling / transaction processing procedures at all time
At all other times:

· 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
· Actively participate in profit protection training / committees in store 



	7:  Administration

	Keep on top of administration processes

· Manage / create rosters ensuring they are completed with acceptable lead time and that adequate levels are maintained at all times

· Ensure all store paperwork is kept up to date and completed within the desired timeframes accordance with instructions, procedures & policies
· Through continuous monitoring, ensure tight controls are maintained in the areas of stock losses, wastage, GP margins, credit claims, employee expenses, fuel management and security costs
· Ensure all functions and reports relating to computer systems are maintained and completed to the correct schedules and provided to management where appropriate
· Maintain department and committee meetings notes

· Produce appropriate reports as and when requested by Store General Manager


	8: 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


	9: 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


	10: Health & Safety 
	Lead a culture of continuous improvement of safety performance through identifying and managing all site and people hazards

· 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
· Set standards for incident and injury reporting and monitor that accurate reporting occurs

· Lead or participate in at least five health and safety meetings per year

· Review at least every six months the site’s health and safety performance, including progress against safety objectives, plans and action items

· Oversee and monitor safety issues, hazards and risks, and implement solutions that are consistent with safety policy and standards

· Ensure the safety competence of supervisors and team members.  Use the appropriate people management tools to ensure people are fit for their tasks

· Ensure a risk assessment is completed prior to the purchase of new equipment or significant change to plant or buildings or change of work processes 

· Ensure contractors and others working at the workplace are compliant with health and safety obligations and are communicating and collaborating where necessary

· Proactivity facilitate Return to Work plans if and when applicable

· Notify Worksafe NZ of any Notifiable Events and notify the CEO of Mitre 10 New Zealand Limited of any serious incidents or situations and Notifiable Events. 

· Report as required to Mitre 10 New Zealand any health and safety performance or compliance or risk matters




	WORKING RELATIONSHIPS

	Frequent People Contact
	Nature of Contact and Why

	Internal / External Customers 
Suppliers, Company Representatives & Couriers

	· 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

	Support Centre 
	· Collaboration, Compliance and Planning


	POSITION HOLDER SPECIFICATIONS

	Qualifications required


	

	Total years of experience required
	Minimum 2 years in similar role with retail or relevant industry experience

	Technical skills required 


	

	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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