BEHAVIOURAL SKILLS FRAMEWORK


	COMMUNICATION
To effectively show a mutual understanding through the sharing of information by speech, writing or other

	COMPETENCY LEVELS
	EXAMPLES OF ACTIONS DEMONSTRATED AT EACH LEVEL

	Level 4

· Vision

· Steering
· Strategy

· Inspiring
	· Inspire others
· Consults with team members on key issues affecting the organisation
· Develops awareness and drive for effective communication

· Ensures corporate strategy is understood by effectively communicating the message at regular intervals
· Write professional creative quality text

	Level 3

· Provide guidance and motivation
· Challenge / improve

· Autonomy

· Operational

· Development
· Has accountability and responsibility for others


	· Invites others to contribute
· Shares vision, strategy and interprets for team members
· Conducts regular team meetings

· Ensures that information passed on is understood by the target audience

· Enthuses others and adds credibility to the message

· Modifies existing  and creates new guidelines and procedures
· Can simplify complex ideas for others to understand
· Confidence to communicate with a broad range of audiences

· Influences others in a positive manner

· Builds & maintains effective relationships for the benefit of the organisation

· Can convey ideas through writing documents 

	Level 2

· Acts on own initiative
· Seeks advice – where appropriate
· Questions instructions

· Is accountable and takes responsibility
	· Understands information, records accurately and reflects
· Adjusts and adapts style
· Actively participates in team meetings
· Comfortable in communicating in a variety of situations

· Initiates communication appropriately and professionally

	Level 1

· Demonstrate practical ability at basic level

· As directed, gets job done

· Follows instructions

· Takes personal responsibility


	· Takes accurate telephone messages

· Writes in a clear and concise way, using good grammar

· Can convey message clearly and concisely

· Pays attention to what other people say

· Follows instructions & guidelines to complete the job

· Attends team and company meetings 

· Understands basic concepts through both listening and reading

· Asks questions to clarify thinking

· Seeks guidance/support when appropriate

· Shares information in a clear concise manner
· Is aware of how communicates personally and it’s effect on other people


	PLANNING & ORGANISING

To prepare, plan and prioritise work tasks to maximise efficiency

	COMPETENCY LEVELS
	EXAMPLES OF ACTIONS DEMONSTRATED AT EACH LEVEL

	Level 4

· Vision

· Steering

· Strategy

· Inspiring
	· Plans and monitors for future sustainability and growth
· Implements strategy and sets accountability for actions at all times

· Ensures involvement and engagement of all stakeholders in business/strategic planning
· Develops and implements strategy and identifies personal accountability for actions at all times


	Level 3

· Provide guidance and motivation

· Challenge / improve

· Autonomy

· Operational role 
· Development
· Has accountability and responsibility for others


	· Supports and monitors others to develop achievable action plans
· Is accountable for operational planning and organising
· Intervenes when appropriate to get a plan back on track
· Balances competing priorities between teams/services from both within and outside of the organisation
· Anticipates problems and develops contingencies

· Drives forward new processes as required
· Allocates resources to enable achievement of goals / targets

· Delegates as appropriate whilst retaining accountability

· Able to improve utilisation and efficiency of resources

	Level 2

· Acts on own initiative

· Seeks advice – where appropriate

· Questions instructions

· Is accountable and takes responsibility
	· Supports development and implementation of new systems and structures
· Negotiates realistic timescales
· Prioritises and plans own workload
· Confidence to challenge poor planning and organising by others
· Responds to change


	Level 1

· Demonstrate practical ability at basic level

· As directed, gets job done

· Follows instructions

· Takes personal responsibility
	· Works in an organised way
· Follows company processes and procedures
· Follows work plan and seeks advice when outside role/level of understanding
· Good attendance and time keeping


	TEAMWORKING
The behaviour required to build relationships with others

	COMPETENCY LEVELS
	EXAMPLES OF ACTIONS DEMONSTRATED AT EACH LEVEL

	Level 4

· Vision

· Steering

· Strategy

· Inspiring
	· Inspires and motivates team towards common goals
· Creates a positive atmosphere and working environment
· Listens and considers other people’s views and considers business impact
· Promotes a culture of recognition

	Level 3

· Provide guidance and motivation

· Challenge / improve

· Autonomy

· Operational

· Development
· Has accountability and responsibility for others


	· Anticipates and prepares for other peoples reactions

· Listens and considers views and the impact on others
· Builds culture of cooperation and team working within organisation

· Not afraid to challenge others constructively
· Gives constructive feedback and encouragement to team

· Establishes and supports team development
· Promotes and encourages team working

· Can draw out individual’s strengths and weaknesses
· Responds openly and professionally to requests from others

· Is able to put a contentious point across with clarity and understanding

· Empowers and supports others

· Ensures that contribution is recognised
· Is supportive but remains focused

	Level 2

· Acts on own initiative

· Seeks advice – where appropriate

· Questions instructions

· Is accountable and takes responsibility
	· Can modify interaction behaviour to suit different environments with little advice

· Accepts input from others

· Recognises when others require assistance

· Recognises contributions made by others
· Shares knowledge and experience with others

· Actively seeks ways of improving working relationships
· Adds value to team discussions

	Level 1

· Demonstrate practical ability at basic level

· As directed, gets job done

· Follows instructions

· Takes personal responsibility
	· Establishes rapport
· Has a positive approach

· Demonstrates respect for others

· Sensitive to others – puts self into someone else’s shoes

· Works cooperatively with colleagues

· Courteous and polite

· Fosters working relationships with others

· Demonstrates openness and tact

· Works without negatively affecting the environment of others
· Considers self development as important

· Can modify interaction behaviour to suit different environments with support and guidance



	PROBLEM SOLVING

The ability to address questions, issues and challenges with effective solutions

	COMPETENCY LEVELS
	EXAMPLES OF ACTIONS DEMONSTRATED AT EACH LEVEL

	Level 4

· Vision

· Steering

· Strategy

· Inspiring
	· Builds a culture that fosters an innovative and creative approach to problem solving
· Considers solutions in wider company context
· Considers and assesses risks in strategic decisions and activities

· Identifies changes to strategy to reduce problems

	Level 3

· Provide guidance and motivation

· Challenge / improve

· Autonomy

· Operational

· Development
· Has accountability and responsibility for others


	· Empowers others to make decisions
· Takes ownership of decisions and associated risks
· Makes own decisions

· Brings clarity to a situation

· Invites opinions from others
· Suggests practical solutions
· Advises others on best practice using previous experience from a variety of sources

· Thinks laterally about problems and comes up with creative ideas
· Thinks ahead
· Considers root causes of problems

· Collates, shares and implements improvements and new ideas

· Is prepared to make difficult decisions

· Can guide teams of people working in problem solving environments
· Creates new processes & procedural guidelines for others to utilise

· Responds & meets challenges in a constructive and professional manner

	Level 2

· Acts on own initiative

· Seeks advice – where appropriate

· Questions instructions

· Is accountable and takes responsibility
	· Reacts and adapts quickly to a given situation
· Can break down most problems and suggest solutions
· When multiple solutions are available, seeks advice on which one to use
· Uses knowledge and previous experience to overcome a problem, learning from own and others mistakes

· Recognises potential problems & takes action to prevent escalation
· Contributes to new processes

· Can identify a range of possible solutions in line with procedural guidelines and can communicate effectively with line manager

· Anticipates and identifies potential problems & impact of actions (consequences)

· Supports others when implementing solutions 

	Level 1

· Demonstrate practical ability at basic level

· As directed, gets job done

· Follows instructions

· Takes personal responsibility
	· Seeks guidance when problems become apparent and gathers supporting information

· Takes responsibility for own actions

· Can identify a problem and record accurate supporting information
· Uses knowledge and other resources
· Solves problems using established methods/procedural guidelines in place
· Willingness to learn

· Follows a clear recorded path through a problem

· Works with others when implementing solutions

	BUSINESS AWARENESS
Understand your personal contribution to achieve business objectives

	COMPETENCY LEVELS
	EXAMPLES OF ACTIONS DEMONSTRATED AT EACH LEVEL

	Level 4

· Vision

· Steering

· Strategy

· Inspiring
	· Sets company goals and objectives
· Monitors achievements against business plan
· Influences the market/business environment in which we operate
· Drives a business culture throughout the organisation
· Is accountable for the performance of the organisation

	Level 3

· Provide guidance and motivation

· Challenge / improve

· Autonomy

· Operational

· Development
· Has accountability and responsibility for others


	· Develops a business case with concise supporting information
· Understanding of market/business environment
· Drives forward own goals
· Motivates and supports others to develop and meet personal/business objectives
· Develops and builds business relationships and partnerships
· Makes decisions within agreed boundaries
· Set goals within strategic objectives
· Uses and interprets financial information

	Level 2

· Acts on own initiative

· Seeks advice – where appropriate

· Questions instructions

· Is accountable and takes responsibility
	· Self motivated
· Recognises business opportunities and communicates 
· Recognises the wide range of existing and potential stakeholders/customers
· Participates in personal goal setting
· Monitors own workload
· Prioritises own workload


	Level 1

· Demonstrate practical ability at basic level

· As directed, gets job done

· Follows instructions

· Takes personal responsibility
	· Works to meet defined goals
· Understanding of organisations business objectives
· Seeks advice when necessary
· Recognises their contribution to business objectives
· Takes personal responsibility 



	CUSTOMER SERVICE
To understand working environments and deliver quality services to ensure customer satisfaction

	COMPETENCY LEVELS
	EXAMPLES OF ACTIONS DEMONSTRATED AT EACH LEVEL

	Level 4

· Vision

· Steering

· Strategy

· Inspiring
	· Develop a business plan identifying strategic aims

· Awareness of Political, Economic, Social, Technological, Legislative and Environment (PESTLE) factors
· Influencing customer focus throughout the organisation 

	Level 3

· Provide guidance and motivation

· Challenge / improve

· Autonomy

· Operational

· Development
· Has accountability and responsibility for others


	· Understands the financial and operational drivers and implications

· Proactively looks for ways of improving customer service

· Communicates business strategy and expectations for others

· Displays a comprehensive understanding of both the business objectives and customers goals

· Establishes, builds and maintain rapport with key contacts
· Proactive approach to shape business bringing new initiatives to customers
· Monitor, analyse and develop a response to client feedback 

· Helps colleagues to understand the business and customer needs



	Level 2

· Acts on own initiative

· Seeks advice – where appropriate

· Questions instructions
· Is accountable and takes responsibility
	· Displays an understanding of different customer needs
· Seeks advice when conflicts of interest arise

· Maintain Customer contact and rapport

· Participate in customer focussed events

· Deals with difficult situations in a calming manner (diffuses situations) 

· Knows who the Customers are and recognise their needs

· Is aware of operational context for service delivery


	Level 1

· Demonstrate practical ability at basic level

· As directed, gets job done

· Follows instructions
· Takes personal responsibility
	· Has a basic understanding of customer goals

· Interacts appropriately with customer (polite & courteous at all times)
· Understanding of ranges of services available

· Understanding everyone who contacts us is a customer

· Seeks guidance

· Ensures customer satisfaction

· Ensures all complaints are referred appropriately



Competencies


