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1. Concern for Quality

The underlying drive to ensure that quality is not comprised within the working environment.  It includes the identification and maintenance of standards to meet the needs of the business, together with a desire for accuracy in the workplace
Why it is important
This competency reflects the need to work high standards of quality and accuracy, which are appropriate and fit for purpose, to meet the demands of the customers.  Concern for Quality is closely linked to Drive for Results.

Level

a)   Recognises the importance of procedures and standards
· Demonstrates knowledge and understanding of standard practices and procedures in own area of work

· Presents information neatly and completely

· Maintains accurate and accessible records

· Checks own work for accuracy and completeness

b)   Produces consistently high standards

· Corrects mistakes and takes action to ensure that they do not re-occur
· Takes action to avoid errors whilst working
· Seeks clarity about what’s required of them
· Personally maintains a high quality environment in own area of work
· Strives to produce work which meets the standards expected
c)   Encourages high standards in others

· Sets and example of high standards to others
· Makes others aware of the costs of non-compliance
· Points out non-conformance to others and works with them to reach and exceed the Standards set
d)   Monitors high standards in others

· Seeks feedback from customers and colleagues to ensure quality and standards are being maintained
· Keeps clear and detailed records of the work that others have completed
· Monitors the progress of work against project milestones and/or agreed standards of work
Contra Indicators

· Cuts corners
· Allows quality to slip

· Expects others to pick up on deficiencies

· Doesn’t take any pride in work

· Repeats same errors never learning from mistakes

2. Creative Thinking

The ability to come up with new or innovative ways of looking at business problems, thinking ‘outside the box’ to derive different or imaginative solutions. Creative Thinking includes the ability to stand back from the detail to identify patterns, make connections and to build up ideas as to the key or underlying issues in complex situations.
Why it is important:

This competency is essential for a successful culture of innovation and continuous improvement.  Innovation is not only about generating new, creative ideas but also includes an ability and willingness to creatively adapt existing systems, concepts or ideas, and apply them in new ways. 

Level

a)  Makes connections

· Identifies the similarities and differences between current and past situations

· Looks at information and sees patterns, trends and missing pieces

· Uses experience and knowledge to assess unfamiliar situations and to identify problems and opportunities

· Imports best practice

b)   Creates new ways of looking at things

· Applies learned models and concepts to analyse new situations

· Proposes new or unusual approaches to existing problems

· Challenges underlying assumptions and established ways of working

· Generates a variety of solutions to problems

c)  Maximises creative opportunities

· Is open-minded and actively seeks opportunities to try out new ideas and situations

· Thinks laterally to identify new solutions; has a flexible approach to problem solving

· Restates existing observations or knowledge in a simpler fashion

· Looks beyond the obvious and immediate information to generate solutions

· Demonstrates resourcefulness in identifying and exploiting market trends and developments

d)   Enhances creativity in others

· Actively encourages creative thinking in others

· Uses facilitation tools and techniques to stimulate creative thinking and discussion

· Stimulates discussions about creative approaches amongst staff

· Creates a working environment where creativity is the norm 

Contra Indicators

· Can only see the most obvious connections and relationships

· Becomes swamped in detail and unable to view the “big picture”

· Confuses others with unnecessary detail, jargon and/or poorly prioritised information

· Always applies the same concept/approach irrespective of the situation

· Fails to draw upon past experience when tackling a new situation/problem

· Is unable to break down a problem/situation into its constituent parts

3. Developing People

Involves a genuine intent to foster the personal and professional development of others.  This includes expanding individuals’ roles to provide developmental opportunities and creating a risk free environment where individuals are encouraged to take on new responsibilities and challenges and to continually learn.
Why it is important:

It is important that during a time of increased volume of work and pressure that time is taken to ensure development opportunities are maximised.  It emphasises the need to create a blame free environment where it is acceptable to experiment and take risks and which encourages people to take on new challenges.  It is based on the desire for people to coach, develop and support others to help them succeed in achieving their responsibilities, personal goals and objectives.  It goes beyond the use of formal training.

Level

a)   Gives ‘how to’ directions

· Explains to people how to achieve a task or objective when advice is sought

· Offers alternative ways of doing things when it is obvious that help is required

· Shows by example how a task is undertaken

b) Accurately assesses development needs of other

· Makes an objective assessment of someone’s development needs

· Provides specific feedback when a task has been completed

· Uses examples of individual’s past performance to explain development needs

· Presents development needs in context

c) Provides feedback and coaching

· Asks individuals for their view of their overall performance and development needs in achieving business objectives and secures the necessary support

· Shares experiences and approaches that have worked well in the past in order to encourage learning and an open working environment

· Gives specific, constructive and timely feedback to support individual’s personal development and learning

d) Encourages a learning environment to enhance personal development

· Reassures individuals and builds up confidence after a set-back

· Discusses with individual how they can learn from past experience

· Addresses poor performance by delivering constructive feedback in behavioural rather than personal terms

· Expresses positive expectations of individual’s future performance, based on an accurate assessment of their strengths and areas requiring development

· Organises appropriate opportunities to support learning goals e.g. nominating individual for involvement in project work or corporate initiatives

e) Provides an environment where people’s development is integral

· Creates a blame-free culture where individuals feel free to take on new challenges without fear of failure

· Creates an environment where individuals feel comfortable to give and receive feedback

Contra Indicators

· Provides little or no performance feedback to others

· Does not share knowledge experience and expertise

· Fails to spot or create development opportunities for others;  does not recognise the value of proactive, on-the-job development
· Relies purely on training courses to address development needs; does not see broader learning opportunities

· Takes no personal responsibility for building team capability

4. Drive for Results

The drive to put energy into achieving results and take action to exceed goals and expectations.  This includes striving for continuous improvement, taking calculated risks to pursue actively opportunities to make services and work practices more efficient and effective.
Why it is important:

This competency lies at the heart of meeting and exceeding business objectives and improving the way that things are done.  Doing more with the same or less resources requires a real focus on bottom line results.  At the highest levels, it involves taking calculated risks in order to enable the organisation to make a significant change in performance.

Level

a) Wants to do the job well

· Continuously strives to do a good job

· Seeks to work to a high standard

· Takes full accountability for completing a task to expectations

· Feels frustrated at poor results or barriers to achievement

· Gets personal satisfaction from a job well done

b) Takes action to achieve goals or targets

· Focuses on taking actions to achieve the goals set

· Keeps going to meet the targets set, even in the face of setbacks, rejection or negativity 

· Demonstrates reliability in delivering to agreed goals and targets

· Sets own personal goals or targets as a way of working towards set objectives

· Puts the necessary time aside to do the job well or better

c) Improves performance

· Measures own success against performance criteria not imposed by others

· Wants to exceed set targets and achieve measurable improvements

· Identifies ways of improving methods of working and meeting targets, despite    obstacles

· Introduces ‘best practice’ to encourage improvement in performance

· Identifies opportunities to improve business results in the broader context; suggests changes

· Sets self challenging (stretching but realistic) goals and targets and measures own performance against these

d) Makes decisions based on analyses

· Sets priorities and chooses goals on the basis of calculated costs and anticipated benefits

· Constantly analyses outcomes to ensure they achieve business goals (financial or other)

· Bases own decisions on where to target finite resources on a consideration of potential business benefits

· Always challenges “What is the benefit of doing this?”

· Looks to continually innovate in situations in order to excel

Contra Indicators

· Caves in when up against barriers and obstacles; quits in the face of difficulty

· Complains about barriers and obstacles within the Company or within the wider industry

· Is too busy fire-fighting to look for new opportunities

· Is satisfied with mediocre achievements

5. Flexibility & Change
The ability to adapt and respond positively to a variety of situations and people in order to meet changing priorities in the role and in the organisation as a whole.  It involves changing quickly to new priorities and ways of working, maintaining effectiveness in order to deliver the desired result.
Why it is important:

This competency is essential in an organisation which is undergoing constant change. Individuals must, therefore, be able to adapt and remain effective, even where situations are constantly changing or appear unfamiliar or frustrating.

Level

a) 
Recognises the need for flexibility

· Understands that change is happening and accepts that everyone needs to adapt

· Is able to put self ‘in other people’s shoes’ and see things from another person’s point of view

· Is willing to change ideas or perceptions based on new information or contrary evidence

· Does what is asked of them in the job, even when it is inconvenient

b)
Changes tasks willingly

· Is able to remain effective when changing from one task to another quickly and frequently

· Decides what to do or the approach to take based on the situation or people involved

· Puts in extra effort to do something that crops up unexpectedly

· Demonstrates a ‘can do’ attitude when asked to juggle several balls at once

· Is positive about and accepts change

c)
Embraces and delivers change

· Makes significant personal changes to accommodate or support organisational change

· Takes efforts to deliver the message or vision for change to everyone affected

· Recognises when something is not going well and tries a different approach

d)
Reinforces and delivers on change

· Changes the overall plan, goal or project in response to outside factors

· Recognises key changes in the competitive environment and makes corresponding changes to own approach
· Makes significant changes in own work area to accommodate broader scale organisational change

· Reviews organisational priorities in the light of change

Contra Indicators

· Is wedded to existing organisational practices; does not think about alternative, better ways of doing things

· Blocks radical and innovative thinking of others

· Does not recognise the potential value of validity of alternative perspectives

· Sticks to a ‘tried and tested’ formula

· May temporarily adjust approach but quickly reverts to the familiar; fails to spot opportunities for wider-scale or longer-term
6. Focus on Service

The desire to anticipate, meet and exceed the needs and expectations of customers.  This implies working together and building long-term customer relationships and focusing one’s efforts on delivering increased customer value.  A customer may be internal or external to the Company.
Why it is important:

In order to prosper it is essential to anticipate and meet customer needs and to fulfil customer expectations. the Company seek long-term relationships based on our comprehensive understanding of all our customers’ needs and on the value provided.

Level

a) Is helpful and responsive

· Views others, including colleagues, as customers, and wants to meet their needs

· Deals with customers in a friendly and helpful manner

· Takes time to explain the procedures one is required to follow when responding to a customer’s request

· Honours one’s promises and commitments to the customer

b) Tailors responses to meet the customers stated needs

· Asks questions to check own understanding of the customer’s request

· Seeks feedback from the customer

· Adapts own response in order to meet the customer’s stated requests

· Takes personal responsibility for following up enquiries and requests even when it’s not one’s job

· Anticipates customer concerns and needs and identifies practical solutions

· Monitors client satisfaction and acts on the outcomes

c) Investigates the customer’s underlying needs

· Asks probing questions to understand or clarify the customer’s underlying needs

· Asks questions about how a product or service will help the customer

· Offers alternatives to the product or service the customer has asked for

· Meets regularly with the customer to discuss their needs and to determine how one can best help them
d) Works in partnership with the customer

· Develops systems to ensure on-going feedback from the customer

· Discusses the customer’s ongoing needs and agrees the best way to help the customer meet their objectives over time

· Takes time to understand the customer’s business and medium to long-term objectives

· Provides information that will help the customer decide the best way forward

e) Acts as Trusted Adviser
· Understands the underlying needs of the customers business, beyond those often expressed initially

· Looks for long-term benefit to the customer and adjusts approach and concepts accordingly for long term gain (if necessary at short term cost to the Company)

· Becomes involved in customers decision process

· Builds an independent opinion on customer needs, problems and opportunities and is able to act upon that in a positive, constructive and challenging manner that is respected by the customer

Contra Indicators

· Adopts a flexible and unresponsive attitude to customer requests

· Shows little or no understanding of the customer’s perspective 

· Does not attempt to add value to the customer

· Fails to meet deadlines

· Does not attempt to forge good working relationships

· Over promises and under delivers

7. Honesty & Consistency

The ability to demonstrate open, honest and ethical behaviour in all dealings with customers, clients, colleagues, suppliers, partners, the public and governments.  It is about being open and honest and acting consistently with the Company values at all times.
Why it is important:

It is essential that our conduct as an organisation, and therefore as individuals within it, always reflects the highest standards of integrity. This competency enables people to communicate intentions, ideas and feelings openly and directly, and to welcome openness and honesty.

Level

a)
Responds with honesty

· Replies honestly when asked a question

· Respects the confidentiality of business information

· Maintains silence where personal confidences have been shared

b)
Is open and honest about work situations

· Recognises and admits to own negative feelings (apprehension, uncertainty, fear) or mistakes

· Expresses what one is thinking in an appropriate way even when it is not required or when it would be easy to refrain from being open about the situation

c)
Takes actions which are consistent with Values and Beliefs

· Takes pride in being trustworthy

· Demonstrates open and honest behaviour with colleagues and customers

· Treats others equally and consistently

· Takes actions which are consistent with what one says is important

d)
Acts on Values when it is not easy to do so

· Admits having made a mistake

· Supports an open working environment where people are encouraged to give and receive feedback

· Speaks out and/or acts in line with beliefs and company Values even when a friend, colleague or customer may be affected negatively

· Makes difficult, unpopular decisions that may generate a negative response in the short-term to ensure the long-term reputation and integrity of the Company remain intact

Contra Indicators

· Acting in a way that contradicts what has been stated previously

· Not disclosing thoughts or insights so as to maintain personal standing

· Takes varying stances on the same topic depending on who is being addressed

· Hides past failings and mistakes even though wider awareness would assist others from repeating similar failings or mistakes

8. Impact & Influence

The ability to convince, persuade, influence or impress others towards a point of view.  It is about working collaboratively with others to gain agreement to a course of action, idea or future vision.
Why it is important:

This competency is important in terms of influencing or impressing others in order to gain support for your agenda or to gain buy-in to a key objective, strategy or initiative.  The behaviour can range from presenting a clear, logical and factual argument to changing other people’s views by using a range of influencing tactics. This competency is important when attempting to generate excitement in any future vision and strategy.

Level

a)
Conveys and receives messages

· Records and passes on messages received accurately
· Answers the telephone in an effective manner
· Communicates requirements to colleagues clearly and politely
· Demonstrates the ability to listen to and hear the messages of others
b)
Communicates own perspective effectively

· Communicates own viewpoint concisely using facts and figures to influence

· Uses standard formats and templates to present data effectively

· Thinks through what needs to be communicated and does so in a logical manner 

c)
Takes actions to persuade

· Uses direct persuasion in a discussion or presentation to sell ideas 

· Uses appropriate examples and aids to present a case

· Uses several arguments or points in a presentation or discussion to put a view across

· Prepares comprehensive information to persuade

d)  Calculates the impact of approach on others

· Considers the best style or tactics to use for a given person, audience or situation.  (E.g. simplify technical language for those outside the technical expertise area)

· Calculates the best way of appealing to another’s interests or reason in order to get them to change their view and tailors approach for optimum effect
· Considers the impact on others of words and actions used and adapts style accordingly

e) Uses complex or indirect influencing strategies
· Identifies the opinion formers and uses them to gain buy-in of others

· Makes friends or build relationships in order to influence others

· Identifies mutually beneficial arguments to build ownership and break down barriers

· Uses an in-depth understanding of groups dynamics to move towards a specific agenda
Contra Indicators

· Relies only on position or on previously used/typical approaches and styles to persuade others

· Goes into meetings and presentations unprepared

· Has no appreciation of the impact of own behaviour on others

· Goes into unnecessary detail and loses the attention of others

· Makes no effort to ‘sell’ a particular message; does not win hearts and minds


9. Initiative

The drive to identify or anticipate current or future challenges and opportunities.  It includes adopting a proactive approach when addressing those opportunities or taking preventative measures to avoid the problems.
Why it is important:

This competency enables people to take a proactive approach in overcoming problems and grasping opportunities despite day-to-day pressures.  It involves looking beyond immediate operational requirements to address longer-term issues.  People who demonstrate this competency are self-starters who take action to realise future opportunities and to prevent problems arising.  

Level

a) Supports others

· Takes action when told to do so
· Draws attention of others to opportunities so that timely decisions can be made
· Recognises problems and notifies others
b) Addresses immediate opportunities or problems

· Sees something that needs doing and does it - now

· Takes action without waiting to be asked

· Thinks “what can I do now to overcome this problem?” and makes timely decisions

· Seizes current opportunities before they pass

c) Thinks and acts ahead

· Looks ahead to future opportunities and acts now to ensure they are realised

· Identifies problems and obstacles before they occur and acts to minimise their effect or to avoid them

· Makes extra effort to anticipate future situations

· Avoids a crisis by taking timely action

d) Prepares for the Future

· Looks ahead to what is happening in the coming months or years and plans and acts accordingly

· Anticipates and prepares for possible opportunities and problems that are not obvious to others
· Does not get bogged down in the detail 

· Takes time out from the immediate and urgent to ask, “What do I need to do to ensure long-term success?”

Contra Indicators

· Leaves problems to escalate or for others to deal with

· Talks about opportunities but fails to capitalise on them quickly enough

· Is constrained by existing organisational structures and practices; does not think about alternative ways of doing things

10. Leadership
The ability to lead and motivate others, energising them and gaining their commitment to a vision, thereby enabling them to contribute to the best of their ability. 
Why it is important:
This competency is about engaging others toward achieving a common goal and building a sense of direction and belonging within a group, making all feel part of a shared vision. This competency ultimately allows others to perform at their best an in a way that in turn makes an organisations vision a reality.

Level
a)  Manages team well

· States agendas and objectives clearly and subsequently manages’ others time, assignment of duties and workflows accordingly.

· Shares information in order to allow people to understand what they have to do and the context in which the work is undertaken

· Lets people affected by a decision know what is happening, even when not required to share that information, and critically explains the reasons for the decision in the first place

b) Promotes team effectiveness

· Takes specific actions around setting appropriate standards of work and recognising those who attain those standards from those that do not
· Creates a climate that enables the team to perform at its best (e.g., setting clear direction, providing appropriate structure and resource, allowing challenge and innovation)

· Uses strategies to promote team morale and to boost effectiveness (e.g., team assignments, secondments, recruitment)

c) Positions self as leader

· Establishes what is expected of people in terms of individual and group behaviour and takes action on those who do not meet these  

· Is a role model for others by personally modelling desired behaviour

· Provides or secures needed support and development for both individuals and the group as a whole

d) Communicates a compelling vision

· Inspires confidence and trust in others

· Generates an excitement, enthusiasm and commitment to the team and the Company as a whole 

Contra Indicators

· Uses only formal authority to achieve compliance

· Uses solely negative corrective feedback to lead those in the team often with the threat of non compliance.

· Fails to communicate a clear message about direction and implications for the team

· Says one thing does another

· Continually shifts positions based on others input

· Avoids performance issues in others

· Has favourites

· Keeps information to ones self

· Takes plaudits themselves for work of the team

11. Networking

The ability to seek out, develop and maintain external and internal relationships in order to promote information sharing, influence decision making and raise the organisation’s profile within the business community.  Networking ensures the sharing of ideas and that best practice prevails throughout the organisation.
Why it is important:

This competency is about knowing ‘useful’ people and investing time and effort to develop and maintain a relationship with these individuals in order to realise a business benefit.  It is not about networking without an end purpose or business deliverable in mind.  A network does not have to be vast to be effective; the emphasis is often more on range and quality and whether it achieves the purpose of supporting organisation-related goals.  Examples could be relationships formed to obtain information on activities in the ‘market’, to keep in touch with new developments or to be able to call on others for help.  As the organisation continues to expand its international operations, at higher levels, this competency will not only include networking in immediate business community but also in a broader context e.g. academic liaison and work with professional bodies and others across national boundaries.

Level

a) Knowledge of key business contacts

· Takes time to discover the names and positions of people in own area of work
· Can name the key suppliers and customers of own area
· Understands why networking is important
b) Forms effective working relationships

· Works to get on with colleagues, customers (both external and internal) and others in order to gain sufficient information and to get the job done

· Builds rapport with colleagues, customers and others in the course of one’s day to day work

· Talks with others to discover their interest or to develop a common interest

· Develops relationships on a basis of giving as well as receiving

c) Takes action to strengthen relationships

· Initiates meetings with colleagues with a view to strengthening the relationship

· Maintains ongoing relationships with colleagues, customers or others

· Takes the opportunity to make contact with people e.g. when visiting their site or area
· Takes part in out-of-work social events as appropriate, in order to strengthen relationships

d) Maintains a broad relationship network

· Makes contact with new people or creates opportunities in order to expand network

· Builds and maintains a broad network of relationships with the aim of promoting and developing the organisation eg through academic liaisons and professional bodies 

· Calls upon a number of different networks and information sources to obtain access to information which is central to increasing effectiveness and efficiency

· Initiates out-of-work social events with colleagues, customers or others in order to build and maintain network

· Networks across the industry to develop new and influential contacts

e) Builds and executes a relationship networking strategy

· Makes plans to build a network, and carries them out over time

· Identifies the ideal size and shape of a list of acquaintances with the aim of establishing a complex network which will enable key business contacts to be built and maintained

· Takes conscious, multiple decisions to engineer own network - and carries them out

· Reviews and revises networking plans on a regular basis to keep pace with the growth and development of the organisation, particularly across national boundaries

Contra Indicators

· Is blind to organisational norms which dictate how decisions and processes are conducted

· Does not recognise that differences may exist between different parties

· Does not see the value in working with or around political forces

· Shows little understanding of organisational structure and individuals’ key accountabilities

· Does not call upon the relevant people to get things done

12. Teamwork

The willingness and ability to work co-operatively and supportively with colleagues, developing positive, open working relationships in order to solve problems and to achieve business goals.
Why it is important:

Teamwork improves the quality of decisions and the likelihood that good decisions will be acted upon as it ensures consultation, buy in and ownership. The ‘team’ may refer to an immediate formal work group or any other group of people who need to work together to meet business goals.  

Level

a) Participates as a team member

· Does fair share of the work of the team

· Fulfils designated role as a member of the team

· Shares factual information to enable other members of the team to do their job

b) Works co-operatively with others

· Expresses positive expectations of the team

· Recognises when help is needed and offers support

· Willing to take on a different role with an aim to achieving team objectives

· Accepts that others have a valid point of view

· Shows respect for others’ intelligence by appealing to reason

c) Solicits input from other team members

· Consults others on team matters

· Asks others for their ideas and opinions and works together to form decisions and plans

· Values, calls upon and utilises the expertise of team colleagues

· Willingly learns from other team members

d) Takes action to build team spirit and effectiveness

· Openly praises other members of the team when they have done something well

· Identifies and works to the strengths of fellow team members

· Empowers other members of the team, making them feel strong and important

· Encourages other team members after a set-back

· Encourages individuals to address and resolve conflicts within the team

· Takes action to promote or defend the team to others outside the team

e) Takes action to build cross team spirit and effectiveness

· Creates opportunities for cross functional team working

· Encourages joint initiatives with other teams in order to improve the overall performance of the Company
· Openly recognises other teams strengths and the benefits of a closer working relationship

Contra Indicators

· Repeatedly works in isolation, without reference to others

· Does not complement own strengths and weaknesses with others

· Shows little respect for other team members

· Does not work to forge better relationships and drive out synergies between business areas

· Keeps important information to self; does not share with others

· Personally claims the credit for work undertaken as part of a team
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