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Duty Manager Job Description
Reports to relevant Store Manager
Purpose of the Duty Manager Role
The purpose of the Duty Manager position is to ensure the effective day-to-day operation of New World Te Rapa by:
1. Managing and maintaining high standards of store presentation, stock availability and customer service.
2. Overseeing pricing, promotional activity and stock control.
3. Leading, motivating and supporting team members while on duty.
4. Coordinating the smooth and efficient operation of the entire store.
5. Ensuring all operational, health and safety, food safety and compliance requirements are met.
6. Completing all required end-of-day and store closing procedures.


KEY WORKING RELATIONSHIPS

Internal
· Owner Operator
· Operations Manager
· Department Managers and other Duty Managers
· HR, Training and Compliance Manager
· All other store team members
External
· Customers
· Foodstuffs employees and representatives
· Suppliers, representatives and merchandisers
· Contractors and service providers

AUTHORITIES
In accordance with the store's Delegated Authorities Matrix, the Duty Manager has authority within the approved scope of:
· Staffing
· Financial
· Operational
The Duty Manager is responsible for exercising sound judgement and escalating matters outside their delegated authority to the appropriate manager.


KEY ACCOUNTABILITIES

OPERATIONAL MANAGEMENT
· Oversee and manage store merchandise, ensuring appropriate stock levels, availability and presentation.
· Support business objectives to increase customer basket size and overall sales performance.
· Actively promote excellent customer service in accordance with New World Te Rapa standards.
· Ensure all departments maintain required operational, regulatory, health and food safety standards.
· Implement and manage Foodstuffs and New World promotional and pricing programmes.
· Ensure promotional displays, pricing and competitive offers are correctly implemented and maintained.
· Regularly circulate and inspect merchandise on shelves to maintain presentation, availability and stock rotation.
· Monitor and supervise grocery team members while on duty.
· Ensure checkout operations are running efficiently and customer flow is maintained.
· Manage store security and ensure all security procedures are followed.
· Liaise with Department Managers to maintain effective stock flow and department operations.
· Coordinate the receiving and distribution of stock, ensuring stock moves efficiently from storeroom to shop floor.
· Monitor stock control, stock rotation and general merchandise standards.
· Respond to customer enquiries, complaints and concerns in a professional and timely manner.
· Support and assist all departments when required to maintain effective store operations.
· Communicate operational issues, incidents and concerns to the appropriate Department Manager, Operations Manager or Owner Operator.
· Ensure all end-of-day duties, security checks and store closure procedures are completed correctly.

HEALTH, SAFETY AND COMPLIANCE

· Ensure all team members understand and follow company health and safety procedures.
· Identify existing and potential workplace hazards and implement appropriate control measures.
· Conduct regular safety inspections and ensure identified issues are addressed.
· Ensure accidents, incidents and near misses are reported and documented appropriately.
· Monitor the health and safety practices of all team members working during the shift.
· Ensure food safety procedures and standards are consistently maintained across all departments.
· Monitor compliance with company policies, procedures and relevant regulatory requirements.
· Ensure team members are appropriately trained and follow safe working practices.
· Take immediate and appropriate action where health, safety or food safety concerns arise.

STORE CULTURE

· Actively contribute to building and maintaining a positive, inclusive and productive store culture.
· Support the management team in implementing store initiatives and improvement programmes.
· Lead by example and consistently demonstrate the New World Te Rapa values.
· Encourage teamwork, accountability, respect and a shared commitment to store success.
· Promote a positive working environment where team members feel supported and valued.

PEOPLE LEADERSHIP AND MANAGEMENT

LEAD AND SUPERVISE

· Establish and maintain positive, respectful working relationships with all team members.
· Set clear expectations and uphold standards for product quality, customer service and workplace behaviour.
· Lead by example, demonstrating confidence, integrity, professionalism and empathy.
· Provide direction, guidance and support to team members during each shift.
· Ensure team members understand their responsibilities and are held accountable for their performance.
· Encourage teamwork, cooperation and a positive working environment.
· Recognise good performance and address concerns constructively.

WORKING RELATIONSHIPS

· Demonstrate approachability, self-awareness and respect for others.
· Recognise and respect individual and cultural differences.
· Encourage open communication and a strong team environment.
· Listen actively and communicate clearly, honestly and proactively.
· Build and maintain effective relationships with team members, suppliers, peers and management.
· Adapt leadership and communication styles to suit different people and situations.

PERSUADE AND INFLUENCE

· Lead positively and gain commitment from team members.
· Encourage team participation and ensure ideas and feedback are heard.
· Manage conflict and difficult situations fairly, professionally and promptly.
· Use effective communication and listening skills to understand concerns and identify solutions.
· Demonstrate resilience and encourage others to embrace new ideas and initiatives.
· Adapt positively to changing business requirements and circumstances.
· Share knowledge, experience and expertise to support team development.

RESULTS AND PERFORMANCE FOCUS

PLAN AND ORGANISE
· Clearly communicate business objectives, daily priorities and expectations to team members.
· Plan and coordinate operational activities to ensure effective store performance.
· Prioritise tasks and respond effectively to changing business needs.
· Implement and maintain systems and processes that support consistent operational standards.
· Delegate responsibilities effectively, empowering team members while maintaining accountability.
· Coach and develop team members through regular guidance and constructive feedback.
· Demonstrate effective time management and organisational skills.
· Monitor operational performance and take action where improvements are required.

CUSTOMER FOCUS

MEET CUSTOMER EXPECTATIONS

· Maintain a strong customer-first approach in all areas of store operations.
· Ensure customers receive friendly, helpful and efficient service.
· Monitor customer service standards throughout the store.
· Identify opportunities to improve the overall customer experience.
· Respond promptly and professionally to customer feedback, enquiries and complaints.
· Support team members in resolving customer issues and delivering positive outcomes.
· Create a store environment that encourages customer loyalty and repeat business.
· Ensure store presentation, product availability and service standards meet customer expectations.

CO-OPERATIVE CULTURE

ADHERE TO PRINCIPLES AND VALUES

· Uphold Foodstuffs and New World Te Rapa policies, ethics and values.
· Demonstrate honesty, integrity and professionalism at all times.
· Maintain a strong commitment to operational, health and safety and food safety compliance.
· Demonstrate a positive work ethic and commitment to the success of the store.
· Lead by example and take responsibility for personal actions and decisions.
· Support the objectives and principles of the Foodstuffs Co-operative.

CO-OPERATIVE SPIRIT
· Work collaboratively with colleagues and management to achieve shared business objectives.
· Encourage team members to contribute ideas and participate in continuous improvement.
· Challenge behaviours and practices that do not align with company values or expected standards.
· Support positive relationships within the wider Foodstuffs network.
· Encourage involvement and contribution to the local community.
· Share knowledge, experience and ideas to support the success of the store and the wider co-operative.

SKILLS, EXPERIENCE AND QUALIFICATIONS

ESSENTIAL REQUIREMENTS

The successful candidate must demonstrate:
· Proven supervisory or leadership experience.
· Excellent customer service skills and a strong customer-focused approach.
· High level of computer literacy.
· Knowledge and understanding of retail best practice.
· Demonstrated organisational and time management skills.
· Excellent verbal and written communication skills.
· Knowledge and experience of health and safety and food safety requirements.
· Ability to lead, motivate and manage a team.
· Ability to work under pressure and manage competing priorities.
· Physical fitness and the ability to undertake the physical requirements of the role.
· Current and valid driver's licence.
· Current Liquor Licence or the ability to obtain the appropriate licence.


PREFERRED QUALIFICATIONS AND EXPERIENCE

The following qualifications and experience would be advantageous but are not essential:

· General Managers Certificate.
· HACCP training.
· Management Development Graduate qualification.
· Relevant unit standards, including 497 and 167.
· Forklift Licence (F Endorsement).
· Current First Aid Certificate.
· Previous supermarket or grocery retail experience.
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