[image: ]
Position Description – Grade 3 Retail Assistant

Reports To
Store Manager

Functional Relationships
Regional Managers, Customer Service Manager, Assistant Manager, Retail Assistants

Location(s)
[Insert store or stores here]

Job Overview
Vape Merchant is a leading specialist vape retailer in New Zealand. We are passionate about supporting our customers and helping them to healthier and happier smoke free lives.  We have already helped thousands of New Zealanders become smoke free. 
Supporting our customers and people who want to live smoke free lives is at the heart of what we do.  
The role of the Grade 3 Retail Assistant at Vape Merchant is to provide outstanding customer service, drive performance, and to contribute to the smooth and efficient running of our retail and online operations, by helping develop and train our Retail Assistants and to role model compliance with Vape Merchant’s policies and procedures.  
 Responsibilities & Duties
Customer Service
· Comply with and role model Vape Merchant’s standards for professionalism and personal presentation
· Process and troubleshoot customer transactions
· Deliver outstanding and personalised customer service, and build trust and loyalty by getting to know Vape Merchant’s customers and using product knowledge, passion and expertise to help them find the right smoke free solution
· Provide honest and clear information to customers about vaping and how our products work
· Promote and support Vape Merchant’s loyalty program, promotions and special offers
· Provide customers with after sales support, including how to maintain / care for vaping products, process faulty goods / returns
· Listen to customer feedback and resolve customer queries and complaints in a professional manner and in accordance with our standards
Store Operations
· Check, accept and receipt in stock and other deliveries from suppliers
· Lead opening / closing procedures and attend to store security / cash handling protocols in accordance with Vape Merchant policies and procedures
· Ensure the sales floor is maintained in accordance with Vape Merchant’s visual merchandising standards
· Undertake and supervise store cleaning such as wiping down surfaces, windows, mirrors, fixtures, emptying bins, vacuuming and mopping floors – front and back of house
· Complete starting and finishing shift requirements in accordance with Vape Merchant policies and procedures
· Attend and keep up to date with product training, knowledge and sales techniques
· Lead scheduled stocktakes and help store management to maintain the integrity of stock flow in the store, including replenishing front of house stock and advising management of low or out of stock lines
· Communicate any issues or potential issues to store management theft or attempted theft, abusive or underage customers, breaches of Vape Merchant’s policies and procedures
· Maintain a safe work environment for our people and customers through complying with and role modelling Vape Merchant’s safe work practices
· Other duties as required from time to time, for example, acting as Assistant or Store Manager, assist management with the opening / running of new stores 
People
· Mentor and help on-board new employees
· Be a ‘buddy’ for new employees – help them learn the ropes
· Provide on the job coaching and development to retail assistants 
· Help store management create a helpful, positive, fun and collaborative team environment
· Be open to giving and receiving feedback and putting it into action
· Be accountable and hold other team members accountable for compliance with Vape Merchant’s policies and procedures
Skills & Attributes
Requirements
· Minimum of 1 year retail or hospitality experience
· Experience or demonstratable ability to coach and develop people
· A passion and interest in the vaping industry and learning how to help smokers to become smoke free 
· High personal presentation standards
· Excellent verbal communication skills
· Be motivated to achieve results and a willingness to continuously improve and learn
· Ability to multi-task and be proactive – anticipate what needs to be done and do it 
· Punctual and reliable
· Ability to work during Vape Merchant’s operating hours including days, nights and weekends 
· Be comfortable working in a busy and dynamic retail environment that is highly regulated
· Proficiency in Microsoft Office products 
· Experience in cash handling 
· Current [Full / Restricted] Driver's Licence or reliable transportation to and from work
· Ability and must be able to provide proof of the right to live and work in New Zealand
· Must pass a pre-employment medical assessment.  You must be mentally and physically fit for work, including the ability to lift a 10kg box and stand for extended periods of time.

Desirable 
· Experience or training in smoke free programmes
· Experience in the vaping industry 
· Experience with retail point of sale software

Variations to Position Description
This position description describes the core responsibilities and duties. It is not an exhaustive list of duties and responsibilities. Duties may also change from time to time and these will be communicated with you.  Any substantive changes will be agreed with the employee.


Name: ________________________________________

Signed: _______________________________________ on: ______/______/______
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