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Roles covered: Deputy Managers, Managers and Senior Managers  

Staff in these roles will be expected to be able to evidence the competencies required of staff in all other roles. 

 

Core competencies Skills, experience and behaviours 

Commitment to our values and 

mission 

a) Demonstrates integrity and a positive attitude at all times 

b) Upholds the values of the company and good corporate governance 

c) Represents the values of the company at all times and challenges appropriately 

d) Provides strategic direction to improve quality, standards and performance 

e) Ensures compliance with regulatory requirements, legislation and best practice 

f) Reviews vision and values of the company to ensure continued relevance. 

Communicating and influencing 

 

a) Creates and maintains positive relationships at all levels, both internally and 

externally, through clear and positive communication 

b) Uses effective communication and influencing skills to manage and progress 

complex situations and achieve significant outcomes 

c) Able to effectively present to and facilitate large influential groups and 

confidently manage differences of opinion 

d) Translates strategy into clear operational messages that are easily understood at 

all levels 

e) Demonstrates integrity and diplomacy in all communications 

f) Implements appropriate communication strategies and reviews their effectiveness 

throughout the company. 

Customer focus 

 

a) Ensures the delivery and development of high quality services through 

demonstrating a full understanding of customer needs and expectations  
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b) Ensures the company works to resolve issues most important to customers 

c) Continuously improves services by identifying solutions and implementing good 

practice 

d) Uses operational feedback to develop strategic improvements for the company 

e) Works in partnership with others both internally and externally to improve services 

f) Recognises the need for developing new customer bases and takes appropriate 

action. 

Embracing change 

 

a) Demonstrates a positive attitude to change and the ability to identify and 

implement opportunities to improve performance through change 

b) Ability to articulate a vision that generates excitement, enthusiasm and 

commitment 

c) Demonstrates an understanding of the broader reasons for change and is able to 

positively communicate the benefits to others 

d) Generates new ideas and concepts through research and analysis to improve 

services and performance 

e) Encourages others to create strategies, visions and innovative services 

f) Is aware of and ensures that the external environment, regulations and government 

policies are considered when determining strategic direction. 

Equality and diversity 

 

a) Recognises and values the differences and contributions every individual brings to 

the company 

b) Has an awareness and understanding of their own leadership and management styles 

and adapts to bring the best out in others 

c) Strategic decision making reflects a good understanding of cultural issues, needs 

and perspectives 

d) Recognises and respects the value of diversity 
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e) Demonstrates an ability to incorporate different ideas and concepts creatively in 

strategic decisions to evidence understanding  

f) Ensures company compliance with legislation. 

Leadership 

 

a) Demonstrates positive leadership qualities to motivate and support others to 

achieve organisational, team and individual objectives 

b) Articulates a clear vision that creates excitement, enthusiasm and commitment 

from others 

c) Is a dynamic and inspirational leader 

d) Recognises and appreciates the skills and knowledge that others possess and utilise 

them to achieve a better outcome 

e) Empowers others to come up with their own solutions to problems 

f) Delegates work effectively to team members, checks their understanding of 

expectations and provides clear feedback to continually develop them in their roles. 

Team working a) Works cooperatively both internally and externally to share information, 

knowledge, ideas and best practice to achieve organisational goals 

b) Creates new opportunities for individuals to work together on shared goals 

c) Breaks down barriers that impact on effective team working and challenges others 

to do the same 

d) Develops ways to introduce new strategies to improve partnership working 

e) Regularly develops and maintains networks and contacts 

f) Promotes partnerships as a means of shaping and delivering services. 

Working efficiently and 

effectively 

 

a) Able to identify and develop a business case in response to the changing needs of 

the organisation  

b) Demonstrates collaborative working with external partners to ensure the 

organisation is aware of and ready to respond to new developments 
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c) Ensures work processes and projects are well targeted and managed to deliver 

strategic aims, reviewing and improving continually 

d) Challenges the ‘status quo’ in order to identify new and better ways of improving 

strategic performance 

e) Researches new techniques and ideas to improve our services 

f) Achieves high quality outcomes with minimal supervision. 

Working within a legal 

framework 

 

a) Ensures compliance within legal and regulatory frameworks 

b) Proactively reviews policies and procedures and develops new ones to ensure 

compliance 

c) Supports colleagues and team members to operate within regulations and legal 

frameworks 

d) Conducts research and seeks advice to ensure compliance 

e) Identifies and manages potential risks to the organisation 

f) Raises issues of concern appropriately and in a timely manner. 

 


