Core Competencies

Attention to Detail & Quality

Business Acumen

Communication

Creativity

Delegation & Empowerment

Initiative

Innovation & Improvement

Learning & Understanding

Leadership

Learning motivation

Managing, Support & Development of Colleagues

Numeric & Analytical

Planned & Organised

Performance Motivation

Project Management

Problems Solving

Relationship Building

Sales & Negotiation

Service Excellence

Strategic Thinking

Team Spirit

Verbal Reasoning

Adaptability & Flexibility
	Level 1
	Level 2
	Level 3
	Level 4
	Level 5

	Is unwilling to recognise others’ view as being as valid.
	Is willing to take on others work in a crisis.
	Displays commitment when faced with situations outside of regular duties.
	Adapts quickly and effectively to unforeseen obstacles and challenges.
	Proactively and decisively makes major long-term adaptations in the organisation meet or match external changes.

	Fails to adapt behaviour to tend to customer needs.
	Recognises the validity of others’ point of view.
	Bounces back quickly in the face of adversity or setbacks.
	Actively assist other’s within the organisation to adapt to changes.
	Capable of promoting and leading change projects by communicating organisation vision and values whereby change is the best option for all concerned.

	Despite obvious problems maintains the same point of view.
	Ability to deal with requests from colleagues at any time.
	Support colleagues dealing with difficult situations.
	Demonstrates an ability to serve the needs of the businesses while maintain an optimum level of service to customers.
	Designs measures that evaluate the effectiveness of change in the organisation.

	Allows follows procedures rigidly, without considering the individual situation.
	Considers each situation on its individual requirements and applies rules and procedures flexibly.
	Responds positively towards change.
	Proactively identifies possible changes within own position or team.
	Evaluates the impact of change on greater business.

	Responds negatively to change in all aspects.
	Demonstrated ability to handle many tasks at once.
	Monitors situations and changes own behaviour as required.
	Initiates change projects with vigour and enthusiasm.
	Inspires other’s to change and is trusted as a change advocate.

	Displays defensive behaviour to protect one’s own viewpoint rather than seeing the practical issues.
	Takes responsibility for changes in own position and immediate environment.
	Supports and encourages changes that effect position.
	Monitors the effect of change in the team and environment.
	Consistently review alternative options and methods for change.

	Fails to adapt to changes in the business group of individual team.
	Easily adapts to quick changes and varying workloads.
	Displays ability to adapt tactics in relation to a specific situation or others’ requirements.
	
	

	
	Displays ability to change easily and quickly to cater to the customers needs.
	
	
	


Attention to Detail & Quality
	level 1
	level 2
	level 3
	level 4
	level 5

	Does not follow through a task thoroughly.
	Ensures paperwork and other relevant documents are completed to a specified organisational standard.
	Willing to gather information from a variety of sources in order to gain a full picture of situations / information.
	Ability to identify problems within existing systems and to develop new strategies to improve them.
	Evaluates systems regularly against changes in the business.

	Takes a reactive approach to new systems design.
	Shows a general concern for good detail and quality; e.g. files and tools are in good order.
	Monitors own work standards and ensures that procedures are followed.
	Sees inconsistencies in other’s work methods and helps adjust.
	Develop systems to increase order and improve quality of data.

	Lack of concern with order, despite obvious problems from order.
	Ensures paperwork is complete.
	Monitors a range of data and reviews information for consistency or errors.
	Can convey information coherently and constructively.
	Takes a strategic approach to the development and implementation of new systems and procedures.

	Fails to notice important details that may have serious implications.
	Shows consistency in the application of procedures.
	Attends to all possibilities when requested to carry out a task.
	General concern for added value in existing systems.
	Design measures to ensure that systems are accurately adhered to and monitored.

	Does not notice or pay attention to lack of detail or quality.
	Follows-up requests or queries timely and accurately.
	Ensures important procedures are upheld in the face of stress or opposition.
	Ability to develop and use systems in order to organise and keep track of information.
	Constructs and develops ways of presenting information to all levels within the organisation.

	May miss important information.
	Double-checks accuracy of own work or information.
	
	Evaluates the impact of tasks on other processes or systems in the organisation.
	

	
	Capable of ensuring the smooth running of activities.
	
	Monitors progress of project against milestones or deadlines.
	

	
	Pays attention to the accuracy of information when updating or checking the database.
	
	
	


Business Acumen
	Level 1
	Level 2
	Level 3
	Level 4
	Level 5

	Maintains the status quo.
	Fails to understand business financials.
	Gains information about competitors, or market opportunities.
	Takes radical ideas to provide creative solutions.
	Continually researches new ideas for business change and development.

	Fails to measure the impact activities have on business performance.
	Makes simples changes to work process or design to add value.
	Reviews the impact of business changes upon others in the team.
	Actively seeks new ways of doing thinks or new ways of thinking.
	Promotes added value initiatives.

	Fails to recognise opportunities to increase business value
	Does not establish business needs before reaching a decision.
	Seeks to monitor own performance against business changes.
	Consistently reviews SWOT and changes processes and systems accordingly.
	Creates markets and opportunities by looking at things in new ways.

	Is not aware or concerned with market (clients or competitors).
	Is aware of business system failures but fails to act or implement.
	Takes a long-term view of the impact of new business streams.
	Actively monitors cost / benefit analysis of strategic projects.
	Incorporates the business vision and strategies into future opportunities.

	Puts personal gain above business
	Reacts immediately to market pressure with minimal evaluation.
	Suggests changes or enhancement t other areas of business performance (outside of own Department).
	Seeks alignment on business processes.
	Designs systems or incentives to measure and monitor new value based ideas.

	Openly disregards cost saving incentives.
	Reviews own methodologies or performance and makes changes accordingly.
	Works within budgets and identifies management accounts.
	Advocates business change across the business in response to process reviews (informal / formal)
	Acts as a “role model” for continually reviewing business systems against the vision.

	
	Seeks to understand the “big picture” of the organisation.
	
	Read latest business texts.
	

	
	
	
	Actively encourages other’s to develop added value incentives.
	


Communication
	Level 1
	Level 2
	Level 3
	Level 4
	Level 5

	Constructs simple sentences, uses simple grammar and words.
	Writes standard business correspondence.
	Shows evidence of “thinking on your feet” with quick and confident ideas and responses.
	Able to readily communicate the business visions to others internal an external to the organisation.
	Develops reports and presentation on a wide range of complex topics.

	Communication at times lacks clarity or structure.
	Written and verbal communication is in a clear, organised and concise manner,
	Ability to communicate intention across levels within the organisation.
	Able to present complex information into language easily understood by layperson.
	Ability to communicate at all levels throughout the organisation dealing with a wide range of sensitive issues.

	Comes across as aggressive or confrontational in communications.
	Relates only to a select few internally and externally.
	Constructively communicates ideas and information to a wide range of people.
	Anticipates others requirements and matches tones and language effectively.
	Interprets complex ideas into understandable information appropriate for a variety of audiences.

	Information may be disjointed or confusing.
	Communicates in a simple and straightforward manner.
	Conveys an assertive or persuasive manner when required.
	Communicates sensitive issues with clients and customers effectively.
	Ability to quickly adapt style to suit audience and monitor effectiveness.

	Unable to clearly express intention to others.
	Is able to structure sentences.
	Conveys in writing a wide range of information to a variety of individuals at different client / customer levels.
	
	

	Lack of timing when communicating with others.
	Varies tone and pitch when appropriate.
	Ability to deal effectively with external resources in order to achieve results for the organisation.
	
	

	Lacks tact or self-control in communication sensitive issues.
	Can complete standard forms or letter.
	
	
	

	
	Asks appropriate questions when required.
	
	
	


Creativity
	Level 1
	Level 2
	Level 3
	Level 4
	Level 5

	Full of ideas that are impractical, unrealistic or inappropriate.
	Sees opportunities to reduce duplication or improve efficiencies, i.e. save effort.
	Can make swift mental connections between different ideas or concepts.
	Makes relevant but weird and seemingly strange connections between alien concepts. 
	Well developed acuity to anticipate events before they occur.

	Can be seen to repeat a method when the evidence is compelling that it isn’t working.
	Able to present moderately complex concepts in intelligent and effective ways.
	Displays reasonably radical and challenging thinking
	Radical and innovative thinking that make powerful leaps of understanding, i.e. sees the fundamental under pinning of complex concepts
	Conceptually ahead of their time.

	Rigidly applies tried and tested techniques to problems.
	Can make connections between fairly disparate concepts, i.e. sees patterns, trends or potential to improve.
	Can seemingly mix the pragmatic with the conceptual and bring out the best of both.
	Can “cut through” the fog of existing understanding and make powerful and compelling arguments that demonstrate thorough understanding
	Constantly aware of environment to provide the explanation to problems (Music, Film, Radio, Books, Art, Architecture, Religion, Philosophy or meditation)

	Applies routine methods or approaches to all problems
	Quick thinking ability to aid others understanding such that a shared view is achieved.
	Very adaptable in using existing approaches for new or novel situations.
	Able to rationalise complex mental models and simplify it for a wider understanding within working community.
	Highly intuitive, innovative and perceptive.

	Seldom portrays concepts in drawing, or pictorial ways to aid understanding i.e. a picture = ‘000 words
	
	Able to put complex situations, concepts or initiatives into context and see where problems could arise or be resolved through innovative thinking.
	
	Can take subjective, tacit and kinaesthetic information and see relevance to their and others situation

	Does not reflect upon the outcome of initiatives.
	
	
	
	

	Sees “thinking time” as a waste
	
	
	
	


Delegation & Empowerment
	Level 1
	Level 2
	Level 3
	Level 4
	Level 5

	Constantly peering over subordinates shoulder and monitoring for “mistakes”.
	Would not proactively seek opportunities for others nor offer the chance to enrich their role.
	Actively participates in the person’s ability to make decisions and take limited risks.
	Seeks to hand over the reins to juniors i.e. eager to move on and facilitates accession.
	Mentors & coaches individuals and teams to strive for better capabilities or performance.

	Unconvinced the benefits of empowerment or development of subordinates.
	Understands that saving money on training budget as a benefit to the organisation.
	Seeks to increase budgets for training & development.
	Ensures that tasks are passed onto those that have the appropriate skills or has the capacity to develop them. 
	Can provide inspirational feedback that engages with the core values/beliefs of the individual.

	Cannot differentiate between accountability and responsibility.
	Offers minimal assistance to those seeking to increase their scope of capability.
	Takes an active interest in the morale and learning of subordinates so that individuals can expand their capabilities.
	Allows risk taking and accepts that sometimes failings are part of the learning process
	A visionary leader who appears to be surrounded with a self-reliant team.

	Does not allocate funds, budgets or time for personal development initiatives.
	Delegates more difficult tasks and abdicates responsibility for out comes i.e. sets up “empowered to fail”.
	Keen to allow others autonomy once they have demonstrated the ability to perform unassisted.
	Embraces contributions from the team and individuals to develop themselves and their role
	Takes major responsibility for team/individuals to perform at peak performance. 

	Protective of role does not empower people, as this would threaten own position.
	Sees some benefit of assisting others in developing the scope and scale of their roles.
	Has a thorough appreciation of empowerment principles from both the individual, managerial and organisational perspective.
	Trusts judgment of subordinates on a day-to-day basis and is secure that the person can run the department for up to 2 weeks unassisted.
	Appreciates the effort of others and can give perceptive feedback that adds value to the work done.

	Withholds key information which frustrates any initiatives
	
	
	
	


Initiative
	Level 1
	Level 2
	Level 3
	Level 4
	Level 5

	Fails to respond to alternative methods of work.
	Takes on extra tasks, not in job description in order to help absent colleagues.
	Carries out tasks above expectation in order to achieve business vision.
	Capable of involving the relevant parties in order to complete projects / requests.
	Inspire teams to take unusual / extra efforts to promote business services.

	Is unable to distinguish when it is appropriate to use own initiative or not.
	Completes basic tasks without supervision.
	Creates opportunities to promote the business through extra services or suggestions.
	Volunteers for learning new skills in order to over exceed performance.
	Applies creative or innovative solutions to enhance business performance.

	Does not take the initiative.
	Ability to enlist the help of relevant other to achieve completion of activities.
	Encourages others in the appropriate use of initiative.
	Takes action to seize an opportunity and can be prepared for a crisis in advance.
	Ability to assist the business to change or adapt quickly.

	Requires constant supervision.
	Understands meaning of added value but does not seek to implement.
	Takes ownership for achieving effective business style performance.
	Takes extraordinary effort to get the job done, may bend the rules, but not compromise safety.
	Identifies long-term threats to business development and initiative strategic change processes.

	Displays limited pro-activeness in learning or development.
	Aware of extra duties required for maximum performance but fails to act in time to carry them out.
	Shows persistence and does not give up easily when things do not go smoothly.
	Views and tackles problems before they become urgent or inescapable.
	Evaluates future industry direction and competition to prepare and plan for specific opportunities or problems that are not obvious to others.

	Missed or fails to act on clear opportunities to act.
	Demonstrated adequate knowledge of group to perform jobs effectively.
	Recognises or acts appropriately on present opportunities or problems.
	Uses creative talents to assist others to adapt to new initiative or change.
	

	Content to work to a minimum standard.
	Responds to changes in work, but doesn’t seek to add value/.
	Works extra hours etc as required to complete work.
	Anticipates and is prepared for an opportunity not always envisaged by others.
	

	
	Is capable of implementing the organisation services.
	Makes every effort to gain knowledge about business services and the role of colleagues in order to handle queries where appropriate.
	
	

	
	Asks appropriate questions / gives relevant information when required.
	
	
	


Innovation & Improvement
	Level 1
	Level 2
	Level 3
	Level 4
	Level 5

	Maintains the status quo.
	Implements improvements in existing standards.
	Aware of what is required in order to implement a new system n to the organisation.
	Designs new products and services that add value to the business.
	Continually seeks new innovations or products from outside the business to add value.

	Does not identify how position could be improved or developed.
	Uses common sense or past belief as the basis to develop ideas.
	Actively sources new ideas for own division, area.
	Improves measures to tract current performance within the organisation.
	Designs evaluation measures to ensure alignment of systems across the business.

	Completes a task according to set standards and procedures
	Observes areas for improvements and actions.
	Adapts current procedures for greater effectiveness or efficiency.
	Sources a variety of methods / options with the intention to improve techniques used within the team or the business.
	Develops measures that are capable of monitoring progress and improvement.

	Dislikes new methods.
	Implements basic improvements when necessary and as achieved in other divisions.
	Displays ability to develop and implement new ideas into the current position.
	Monitors change events and measures improvements.
	Creates systems / products that are unique to the business.

	
	Acts to improve in response to crisis.
	
	
	

	
	Takes steps to improve presentation of information networks.
	
	
	


Learning & Understanding
	Level 1
	Level 2
	Level 3
	Level 4
	Level 5

	Avoids interpersonal differences.
	Understands either emotions or content, but may have difficulty linking the two together.
	Understands both emotions and content.
	Creates a “space” for people to feel at ease and share.
	Shows a depth of understanding across a diverse range of people and deals with sensitive, long-term issues; e.g. seeks to resolve personal and interpersonal problems.

	Show no explicit awareness of others.
	Listens when approached by others, picks up clues to others’ feelings or meanings.
	Gives undivided and full attention when listening.
	Goes beyond behavioural cues to “feel” events or situations.
	Provides effective feedback to help others deal with sensitive issues.

	Misunderstands or interprets others’ feelings or actions.
	May interrupt and ask questions to confirm information.
	Asks questions to confirm information after speaker has finished.
	Predicts others responses and acts to avoid others discomfort and/or embarrassment.
	Seeks to understand underlying problems, the reason for ongoing or long-term feelings, behaviours, or concerns.

	Makes little attempt to listen.
	May not give full attention, listens selectively.
	Has an “open door” goes out of way to invite conversations, or actively seeks to understand.
	Responds to people’s concerns by altering own behaviour in a helpful responsive manner.
	

	Expresses thoughts or feelings inappropriately.
	
	Uses understanding to explain others past behaviour.
	Sense subtle changes of emotion and anxiety, seeks to identify the underlying cause.
	

	Unsympathetic and offends others, makes them “close up”.
	
	Responds to body language cues.
	Reflects people’ concerns, is easy to talk to
	


Leadership
	Level 1
	Level 2
	Level 3
	Level 4
	Level 5

	Fails to support or behave in accordance to organisational values and beliefs.
	Fails to review own leadership qualities or seek feedback from team.
	Keeps the team on track toward performance goals & targets by consistent performance reviews & feedback.
	Is a model of the business values and standards.
	Is recognised by others as being a model / example of “leadership” to whom other to for inspiration.

	Fails to prioritise own objectives or goals.
	Gets sidetracked easily and does not pay attention to key goals.
	Takes time to communicate the vision frequently and effectively to all team members.
	Coaches, mentors and challenges the team to achieve their goals and potential.
	Maintains, reviews and takes steps to improve own leadership/

	Avoids giving directions, even when asked.
	Gives basic instructions and directions.
	Backs up team decisions.
	Protects the team and its values.
	Ensures that business is flexible and adaptable to implement frequent changes.

	Creates an environment based on fear.
	May pass difficult issues to others.
	Seeks to include the team in planning of goals and problem solving.
	Pro-actively recognises and takes steps to address performance or problems with team / individuals.
	Has a genuine charisma and communicates a compelling vision that generates excitement.

	Fails to provide direction, advice, or listen when others need them.
	Focuses only on short-term direction.
	Seeks to understand individual vision and respects individual requirements.
	Empowers other in the team by sharing authority and information.
	Openly demonstrates high standards of honest, integrity and respect for others.

	Fails to communicate vision and provide effective direction for the team.
	Directs people to task and doesn’t explain the reason.
	Seeks opportunities for encouragement and congratulate.
	Creates a nurturing environment that encourages risk taking and change.
	Consistently reviews the businesses mission, vision, and values to ensure alignment and future success.

	Takes a passive role and lets others take over objectives, even at the expense of key responsibilities.
	Fails to actively initiate team building or motivating practices.
	Gives undivided attention and is intuitive toward individual and team requirements. 
	Actively involves the team in complex planning, decision-making, and financial issues.
	Focuses on key business objectives and commitment to delivering high performance to all shareholders.

	
	Manages meetings, follows agendas and sets task.
	Actively supports and motivate the team.
	Motivates individual to assume greater responsibility.
	

	
	Sells the business values but doesn’t act them.
	Recognises and rewards success appropriately.
	Inspires, guides and directs team toward goals and vision.
	

	
	Uses communication channels for operational purposes.
	Actively involves self in team activities and is trusted,
	Removes blame and encourages openness and honesty.
	

	
	
	Considers personal interest and abilities of the team when allocating resources and tasks.
	Trusts the individual to make own decisions.
	


Learning motivation
	Level 1
	Level 2
	Level 3
	Level 4
	Level 5

	Doesn’t take personal responsibility for learning advancement.
	Has a generally positive approach to learning.
	Promotes learning to other’s in the team.
	Identifies and works with individual learning styles.
	Creates learning programmes to develop team, self and the organisation.

	Doesn’t seek new or alternative sources of information.
	Learns usually as a response to someone else’s directive or request.
	Consistently review and searches new information on relevant business issues.
	Takes a coach approach to learning.
	Reviews learning programs for self and other to evaluate impact on performance.

	Fails to identify opportunities for new skill or development.
	Seeks new information when promoted.
	Seeks opportunity for personal development outside of position.
	Identifies new learning opportunities for self and team.
	Actively seeks new learning initiatives and future development of learning styles and programmes.

	Has a negative approach to learning.
	Learns the basic or bare minimum require for further advancement.
	Takes an active approach to learning.
	Shares information or new learning with other’s in the team.
	Acts as business advocate of new learning and development.

	Doesn’t try to improve own skill base.
	Identifies new areas for personal skill or development but may not actively involve self.
	
	Encourages others in the team to lean and develop.
	Designs systems to monitor and measure the impact of leaning motivation.

	Avoids new tasks or projects that require new skills or learning.
	
	
	Monitors and ensures own learning progress and adapts accordingly.
	Mentors other learners.

	
	
	
	
	May coach or teach at external organisation.

	
	
	
	
	Takes a strategic approach to learning with the business.


Managing, Support & Development of Colleagues
	Level 1
	Level 2
	Level 3
	Level 4
	Level 5

	Fosters indirect and infrequent channels of communication between self and others.
	Delegates routine tasks.
	Gives timely and constructive feedback.
	Encourages individuals to develop long term goals.
	Assess the impact of managing upon the business. Evaluates the managing competence of others.

	Discourages others.
	Make positive comments regarding others’ abilities or potential even in “difficult” cases.
	Takes responsibility for requesting coaching from others.
	Provides rewards and recognition for development.
	Identifies training or developmental issues in advance and designs or establishes programs or material to meet it.

	Expresses stereotypical or personal negative expectations, resents subordinates.
	Reassures others after setback.
	Takes ownership of performance issues seeks to understand employee problems and work through solutions.
	Provides specific positive or developmental feedback consistently.
	Encourages and provides individuals with the resources and support to come to their own conclusions.

	Fails to provide feedback on performance.
	Makes a suggestion on improvement.
	Monitors and evaluates own managing competence.
	Arranges opportunities and experiences for the purpose of fostering the other person’s learning and development.
	Following assessing competence, delegates full authority ad responsibility to do the task in their own way.

	Fails to delegate task or authority.
	Training is reactive and / or in response to urgent requirements.
	Asks questions to verify that other’s have understood their explanation.
	Delegates complex tasks and issues with full support.
	Coaches others to provide coaching and support.

	Provides managing / mentoring at inappropriate times.
	Gives directions with reasons or rationale to support.
	Considers individual strengths and weaknesses when assigning tasks or training.
	Feedback is framed in a constructive manner that reinforces positive behaviours,
	

	Distrusting of others performance standards.
	Gives instructions and / or on the job demonstrations.
	
	Uses a range of strategies to better explain difficult tasks.
	

	
	Shares knowledge gained through experience.
	
	Identifies opportunities when managing is appropriate.
	

	
	
	
	Uses a range of learning style methods to convey new information.
	


Numeric & Analytical
	Level 1
	Level 2
	Level 3
	Level 4
	Level 5

	Can work out % and basic Numeric or mathematical functions
	Can present data in graphical form
	Can appreciate and understands how data can be manipulated and presented to “make your case”
	Can undertake complex analysis for financial decision making (NPV) and capital expenditure projects
	Rigorous in thinking and challenging analysis to ensure robustness of conceptual reasoning.

	Capable of making simple analysis to determine suitability or purchasing decision.
	Intermediate user of Spreadsheets
	Able to present complex data in a articulate and compelling format that substantially supports arguments and aids decision making
	Understands analytical tools and can apply them appropriately
	Can tolerate ambiguity and put information into context

	Tends towards making estimates when decision making and intuitive approaches
	Able to use common Spreadsheet cell formula and navigate easily
	Competent user of spreadsheets.
	Develop Macros, create Access Database and seamlessly crosses the platforms
	Expert in data migration, cleansing and validation.

	Competent user of a calculator
	Able to make straightforward capital purchase decisions and costing
	Can take data from one format to another, filter, manipulate and re-present data in a useful way
	Undertakes rigorous, detailed and comprehensive analysis of business functions, performance, effectiveness and improvement
	Competent Data architect, Data warehousing or Data administrator

	Basic understanding of spreadsheets
	Able to make simple connections between presented data and its effect on the business
	Undertakes analytical projects and can find, assimilate and present data and convert into useful information
	Expert user of Spreadsheets (Pivot tables) etc
	Highly competent Business Analysis, Consultant or expert with capability to understand the business, industry and business processes


Planned & Organised

	Level 1
	Level 2
	Level 3
	Level 4
	Level 5

	Doesn’t respond to urgent requests or demands.
	Adapts schedule when asked to carry out late requests.
	Assists colleagues when under pressure to meet a deadline.
	Monitors team timeframes and guides if necessary.
	Plans business strategies 2 – 3 years in advance.

	Forgets important tasks or appointments.
	Prioritises work to meet demands.
	Anticipates possible obstacles in the future.
	Establishes project plans utilising a variety of resources.
	Prepares contingency plans for long-term projects.

	Prepared important tasks in the last minutes.
	Maintains effective systems.
	Adapts quickly when events disrupt the running of tasks/projects.
	Identifies ways in information management can be improved.
	Identified future changes in the environment and incorporates into planning schedules.

	Is often late or disorganised.
	Keeps to scheduled appointments.
	Maintains schedule despite setbacks.
	Monitors the progress of projects at regular intervals.
	Foresees difficulties in situations / projects others may not.

	Requests from others are handled without efficiency.
	Plans for known future projects.
	Deals with request from various sources effectively.
	Changes the course of projects and resources if required.
	Analyses unusual or complex situations.

	Fails to keep to agreed timeframes.
	Produces good quality work within a specified time frame.
	Meets deadlines in advance.
	Coaches others in good organisation skills and time management.
	Designs systems that enable team to be better prepared.

	Has an unstructured method to long-term projects of importance.
	Displays a sense of urgency to get the job done.
	
	Effectively uses planning software.
	

	Works in a state of chaos.
	Multi-tasks.
	
	
	


Performance Motivation
	Level 1
	Level 2
	Level 3
	Level 4
	Level 5

	May express frustration at waste or inefficiencies, but does not cause specific improvements.
	Overcomes simple obstacles to get the job done.
	Takes responsibility for performance advancement.
	Views added pressure as a “challenge” adjusts performance accordingly.
	Makes decisions, set priorities or chooses goals on the basis of meeting business objectives.

	Shows no special concern with work, does only what is required.
	Will perform duties outside of role description if asked to.
	Creates and sets own measure of excellent.
	Assists teams to set challenging goals and monitor own performance.
	Sacrificed personal or departmental short-term goals, for longer-term benefits.

	Takes no personal responsibility for own performance.
	Sets own performance objectives with guidance and support.
	Puts business needs before own on an urgent basis.
	Consistently reviews and improves performance by doing something new and innovative.
	Sets goals that impact across the whole company or industry.

	Acknowledges key performance criteria but does little to add any extra value to stated objectives.
	Ensures work is completed to satisfactory standard before moving on.
	Invests time and energy in self-development.
	Takes a “big picture” perspective of own behaviour and impact upon team and company.
	Performs tasks so new and effective as to radically alter an industry.

	Fails to acknowledge link between his / her behaviours and the rationale for the job existing.
	Tries to do the job well or right.
	Focuses on quality of end product rather than completion of set tasks.
	Looks for ways in which quality and performance can be measured.
	

	Avoids pressure or “stress” at all 
	
	Works consistently and diligently toward a set goal or purpose, overcoming set-backs or obstacles.
	Expresses loyalty and helps workmates achieve their goals.
	

	Views setting objectives as a chore.
	
	Evaluates and makes specific changes in the system or in own work methods to improve performance.
	Sets and commits to challenging goals.
	


Project Management
	Level 1
	Level 2
	Level 3
	Level 4
	Level 5

	An active participant in a project and partially contributing to the delivery or outcome
	Run simple projects using core concepts
	Understands the intricacies of the project life-cycle from inception and visioning to post action review and snagging.
	Experienced Project manager that has led teams, managed stakeholder expectations, fully managed risks and mitigated those risks ensuring delivery to: Cost, Resources Constraints & Quality
	Manages the transition from legacy IT systems to new with minimal disruption to the business

	Has a basic understanding of a project lifecycle
	Aware of the project lifecycle and the key aspects of project management but not able to apply them
	Effective Project Management administration skills
	Empowered others during the project lifecycle
	Includes business strategy into programmes

	Tends to stay within own boundary of understanding and reluctant to step beyond capability
	Can appreciate terms: CPA, Resource Allocation, Multiple resources in project management.
	Managed projects up to £100,000 
	Managed multi-disciplined teams.
	Demonstrates leadership skills

	No understanding of the different Project management methodologies and the benefits and application of those methodologies
	Has a elementary knowledge of Project management principles i.e.: Risk, Budgets & Resources
	Appreciates and understands the benefits and appropriateness of different methodologies
	 Apply best practice techniques to projects
	Innovative, rigorous and robust thinking skills

	
	
	
	Managed Projects up to £500000
	Managed Projects >> £500000.

	
	
	
	
	Capable business and systems thinking capability including major organisational shifts in: people, processes and systems

	
	
	
	
	Highly competent Programme manager that can undertake managing multiple projects concurrently managing both complexity and diversity across multiple cultures and countries


Problems Solving
	Level 1
	Level 2
	Level 3
	Level 4
	Level 5

	Panics or gets stressed when a problems arises.
	Breaks down problems into simple lists of tasks or activities.
	Analyses relationships among several parts of a problem or situation.
	Ability to view the “wider picture” and collate others thoughts and views.
	Tests multiple concepts or hypotheses.

	Fails to predict the consequences of actions.
	Uses common sense and past experience to identify problems or situations.
	Recognises several likely causes of events, and identified exactly what is required.
	Measures own or team solutions for added value or effectiveness.
	Identifies useful relationships among complex unrelated areas.

	Does nothing to create or try out new ideas or concepts.
	See basic relationships among a few parts of a problem or situation.
	Traces the implications and consequences of actions.
	Displays the ability to identify the important component of a problem and displays the ability to carry it out.
	Anticipates and prepares for a range of potential problems and obstacles, thinking ahead bout the next steps.

	Fails to take personal responsibility for solving problems.
	
	Systematically breaks down a complex problem or process into component parts.
	Formulates a range of alternative solutions and contingency plans.
	Creates new concepts for complex issues.

	Ignores that problems exist
	
	Actively seeks the help of others when faced with a difficult situation.
	Identifies key issues in a complex situation.
	Consistently evaluates solutions and monitors effectiveness across business.

	Thinks very concretely
	
	Considers alternatives, values and risks.
	Identifies well in advance key changes that may impact upon team or company.
	Formulates long-term plan or strategies based upon a number of interrelated factors.

	
	
	Generally anticipates obstacles and thinks ahead about next steps.
	Identifies problems and situation not obvious to others or learned from previous education or experience.
	Monitors and finds solutions for underlying or subversive causes.

	
	
	Develops a clear action plan to solve a problem.
	Actively demonstrates ability to solve problems that have a causal effect on business performance.
	Identifies and constructs complex plans or analyses.


Relationship Building
	Level 1
	Level 2
	Level 3
	Level 4
	Level 5

	Responds or interacts with others in an inappropriate manner.
	Recognises and converses with regular customers.
	Attends social functions with a view to getting to know people better.
	Forms and maintains mutually beneficial relationships to pursue career or business goals.
	Ensures a competitive advantage is achieved for both parties.

	Prefers remote methods of communication, e.g. email.
	Does the bare minimum to get to know the client or candidate.
	Makes enquiries of frequent customer in order to strengthen personal relationships.
	Develops strategies alliances / external partnerships to achieve longer-term objectives and d mutually beneficial relationships.
	Places a high level of value and importance on partnering.

	Reclusive, avoids social interactions.
	Focuses only on short-term gain for relationship rather than long-term enhancement.
	Makes a conscious effort to build a quick rapport with others.
	Develops an understanding of other’s goals, checks for alignment.
	Is recognised as a key “partnering manager”.

	Avoids customer contact or interactions.
	Perceives little value in relationships.
	Establishes mutual trust.
	May entertain customers at home become close friends.
	Reviews and measures successful relationships.

	Underlines relationships for short term gain.
	Makes many assumptions as to the likes and dislikes of others.
	Makes the effort to maintain social contacts with external and internal customers.
	Values the success of other partners.
	Develops shared vision and common goals of working together.

	Fails to recognise the diversity in relationships and adapt accordingly.
	Establishes a basic transactional relationship.
	Goes out of way to develop relationships with clients.
	Consistently review the status of the relationship and checks to see that value is obtained for long-term.
	Develops strategies that enhance business to achieve strategic relationships with clients.

	
	
	Adapts style to suit different relationships.
	
	


Sales & Negotiation
	Level 1
	Level 2
	Level 3
	Level 4
	Level 5

	Is overtly aggressive and loses control of emotions when in the face of adversity.
	May conduct informal or casual negotiations as a knee-jerk response to requirement.
	Remains tenacious on important issues in the face of opposition or objections.
	Identifies and shows understanding of the interests of other’s perspectives / positions.
	Overcomes any obstacle or objection to achieve a win: win outcome.

	Displays lower confidence to influence.
	Gains compliance of others through stating policy or service limitations.
	Sets a high priority to problem solving and removes negative statements.
	Senses the right time to present critical information to gain maximum impact (tact).
	Uses detailed research and complex positioning.

	Fails to recognise simple customer objections.
	Settles for basic acceptable solutions without seeking the full advantage
	Identifies and adapts to unwritten rules and adapts behaviours accordingly.
	Facilities resolutions between individuals or groups in a constructive manner.
	Instigates highly creative solutions in order to meet the needs of both the business and the client.

	Fails to inquire about the other viewpoint.
	Takes a single action to persuade customer makes no apparent attempt to adapt to the audience’s level and interests.
	Uses a range of different styles to suit a variety of people and situations.
	Plans and presents strategy to influence others then carries out effectively.
	Shows willingness to facilitate reviews of operations in order to achieve a mutually beneficial relationship.

	Fails to convince or persuade.
	Accepts minimum compliance from others on important issues.
	Understands informal networks or structure of the client organisation.
	Able to influence others in a way, which leaves all parties, appreciate the reasons behind the decisions.
	Uses complex strategies specifically tailored to gain maximum advantage.

	
	Works to “keep the peace” at the expense of dealing with problems “team or customer”.
	Appreciate the need for “give and take” to reach a common goal.
	
	Uses political manoeuvring to reach a goal or have an effect.

	
	
	Includes two perspectives in an attempt to convince others.
	
	


Service Excellence
	Level 1
	Level 2
	Level 3
	Level 4
	Level 5

	Fails to display business commitment to customer excellence.
	Follows through on customer inquiries, requests and complaints.
	May bend the rules to exceed customer expectations.
	Evaluates each customer query in relation to specific requirements.
	Forms strategic alliances with customers.

	Takes no action, or makes excuses for no action.
	Handles customer complaints and directs appropriately.
	Identifies and promotes the needs of the customer through the business services.
	Advocates business services and effectively markets.
	Design strategic marketing programs.

	Unclear about customer needs and own responsibility in relation to customer needs.
	Meets obvious basic customer needs.
	Makes self fully available to the customer at all times.
	Makes innovative adjustment to improve the business service excellent.
	Designs service excellence programs to develop business skills.

	Focuses on own or company abilities rather than customer needs
	Delivers what promises to do.
	Monitors won customer evaluation and feedback, makes changes accordingly.
	Ensures changes are carried out in response to customer feedback.
	Resolves long-term conflict and barriers to working with customers.

	May blame customers for negative outcomes.
	Makes the effort to be helpful and courteous to the customer.
	Does more than required to meet customer expectations.
	Reviews the business service excellence standards and makes changes.
	Develops strategic partnering programs with a long-term benefit.

	Displays an unhelpful and unfriendly manner.
	Takes time to listen and carefully attend to customer requirements and feedback.
	Involves others in taking non-routine action to meet someone'’ needs.
	Acts as a trusted advisor to the customer.
	Designs unique customer service initiatives.

	Makes global negative comments about client or customers; includes radical or sexual connotations.
	Maintain the customers trust.
	Expresses positive expectation about the customer.
	Takes a long-term view of customer expectations and requirements.
	Ensures that business staff is empowered to assist the customer in a variety of ways.

	
	Is particularly helpful customer urgently requires assistance.
	
	
	

	
	Keeps the customer informed on progress toward goal.
	
	
	


Strategic Thinking
	Level 1
	Level 2
	Level 3
	Level 4
	Level 5

	Shows no concern for the people or actors within the department or with local departments that may be affected.
	Tends to consider own self-interest before any other needs within the organisation
	Aware of the aims and objectives of the business, can appreciate them and understands the business context.
	Facilitates and champions initiatives that will have major impact on the organisation and ensure that the organisations well-being is ensured.
	Identifies major opportunities and thoroughly investigates robustness of initiative

	Unable to empower or educate colleagues or fellow workers
	Meets obvious basic organisational needs.
	Can undertake small-to-medium strategic project or programmes and deliver.
	Has a good understanding the business and the industry within country
	Can apply PEST or STEEP principles.

	Disinterested in the business or larger social impact of the organisation (Social responsibility, Ethics or Environmental concerns).
	Cannot differentiate between tactics and strategy
	Understands the industry, can see long-term trends and appreciates the micro and macro environment.
	Reads and can assimilate readings in business publications and Broadsheet newspapers
	Constantly “scanning the horizon” for new trends, ideas or concepts, applies rigorous thinking and anticipates major factors that can jeopardise the business.

	Undertakes routine actions with no concern for impact or negative effects for the organisation.
	Moderately interested in the businesses well being.
	Appreciates stakeholder expectations.
	Can span the short-term needs with long-term aims.
	Understands and applies generic or specific strategies to gain major competitive advantage for the organisation

	
	Can often jeopardise business or organisational aims through weak or thoughtless actions
	Has a thorough understanding of the business they operate in.
	Can manage stakeholder expectations and manage the complexity of internal and external stakeholders.
	Appreciates the international Business arena

	
	Makes the right comments and claims to have an appreciation of business strategy but seldom demonstrates it through action.
	
	
	


Team Spirit
	Level 1
	Level 2
	Level 3
	Level 4
	Level 5

	Actively disruptive and causes trouble.
	Works within own team but doesn’t co-operate outside.
	Shares all relevant or useful information with others.
	Genuinely values others’ input and expertise, and is willing to learn from others.
	Monitors team spirits across divisions of the organisation and ensures collaborative working.

	Questions the goals and motives of the team and their ability to achieve their goals.
	Is a good ream player and does his / her share of work, but doesn’t offer any more.
	Values contributions from other teams.
	Actively seeks all members of a group to participate, even those outside of the immediate team.
	Brings together team member to achieve the goals of organisation.

	Displays neutral or passive behaviour, does not participate or act as a member of any team.
	Willing supports the team decisions.
	Shows concern for other team members.
	Actively promotes a friendly climate, good morale and co-operation in the team.
	Aims to protect and promote the reputation and values of the team to external parties

	Defers to other team members and lacks responsibility.
	Contributes own ideas and experience to the team.
	Takes on additional tasks in the team when others are not available.
	Works to bring out the best qualities in other team members.
	Actively seeks to resolve inter-group team conflicts by bringing relevant issues out in the open and encourages or facilitate a beneficial resolution of conflicts.

	Seeks to openly critical of the team.
	Is aware of business vision and values but in unaware of behaviour to demonstrate them.
	Identifies and assists busy colleagues.
	Backs up colleagues in dealing with difficult situations.
	Is committed to improvement of the efforts of the team in relation to the business vision.

	Is unaware o f business vision in relation to teamwork.
	Works toward the team goals and expectation.
	Actively involved in team discussions.
	Encourages and empowers others to make them feel strong and important.
	

	Doesn’t participate in work social events.
	open to receiving assistance from others.
	Actively sees to reinforce the business vision.
	Publicly credits others who have performed well.
	

	
	
	Is able to enlist the help of other achieving the business visions.
	Has the ability to fulfil a variety of team roles.
	


Verbal Reasoning
	Level 1
	Level 2
	Level 3
	Level 4
	Level 5

	Knows best and rigid about how to “do things around here”.
	Tolerant to individuals checking and validating their understanding of concepts and ideas
	Does not differentiate between peer or non peer groups i.e. not aloof
	Consciously aware of own power of influence and ability and uses it appropriately.
	Makes undeniable and powerful arguments that can undermine a rigid and unsustainable position

	May avoid face-to-face contact preferring e-mail or telephone/Post-Its to communicate
	Reluctantly makes reasonably powerful arguments to get views or points across though
	Is able to recognise own arguments weaknesses and adapts or modifies ideas or argument to maintain position or outcome.
	Be capable of resolving conflict or overcome deeply entrenched views allowing both parties to save face but also move foreword in a united manner.
	Constantly checking and validating understanding and adapting thinking to new knowledge and rigorously scrutinising and validating with others

	Actively discourages anyone challenging current thinking.
	Facilitates dialogue between individuals within the immediate team
	Applies appropriate discrimination for arguments when required i.e. politically astute
	Can make very compelling arguments that capture the hearts and minds of the audience
	Seen as a spokesperson for major groups or bodies who has influential powers of speech.

	Authoritative in approach, imposes arguments or ideas upon others with out soliciting engagement or feedback
	Will make the effort to gather further information outside immediate sphere of influence to ensure own understanding
	Open minded and embraces others views to support or sustain arguments for the good of the team/group
	Facilitates open, frank and effective exchange of views that appreciates diversity of views, opinions and backgrounds
	Can be seen as humble seeking to establish a relationship and fully appreciate the other persons view

	Prevents diversity in dialogue
	
	Can articulate and make compelling arguments that are underpinned with powerful concepts or precepts
	
	Inspirational speaker that engages with individuals or groups
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