
Personal Qualities

Our behaviours and standards describe the expectations we
have of all of us as employees to help the organisation to grow
and succeed. They identify what each of the behaviours and
standards might look like for the following groups of staff:

Frontline Managers – roles that have management and day to 
day responsibility of people and performance against targets at a
frontline level.
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Developing Self Awareness

Show their awareness of others responses to their behaviours and 
actions. Through everyday practice, allow others to reflect upon how
they impact on and deliver services to our customers  

Managing Yourself

Challenge themselves to try new ways of thinking and working. 
Show authority by taking control through respectful and trusting 
methods to intervene where necessary without dictating to others.

Acting with Integrity

Demonstrate and role model respectful and honest behaviour. 
Dependably put their values into practice, that also align with those 
of the organisation and encourages them in others. Is trustworthy, 
honest, and dependable in all their engagements. Actively promotes
equality and diversity and encourages the team to observe and be 
sensitive to needs of others. They treat others with dignity, sensitivity
and respect using a situational leadership style.



Effective Relationships

Model and promote successful and respectful relationships within
their team.  Show a genuine consideration of others needs and 
actively take part with them. Confidently communicates in an, 
open and candid manner, using suitable language appropriate for 
different communicative needs of others. Demonstrate effective 
communication skills in order to enable the team to promote the
needs of our customers.

Encouraging Others

Engage with and encourage colleague and customer feedback that 
enables collaborative decision-making. Create positive team working
environments that allow colleagues to reach their potential.

Leading People

Guide, direct and support colleague to ensure that objectives are
achieved and quality services delivered to customers. Model a 
leadership style which fosters trust and profiles the team. Ensures 
that the MPD review processes consistently reinforce a continuous 
improvement philosophy.

Leading Performance

Take responsibility for their actions to ensure that high levels of 
service are provided through engagement and commitment of 
others. Engage their staff to work with them to observe patterns of
performance to see what is working well and what can be improved.

Leading Change

Investigates the external and internal drivers of change and 
communicates the rationale for change to others. Supports self 
and others through change.

Decision Making

Encourages others and co-creates decision-making processes that 
set out clear roles and responsibilities to expedite effective 
performance improvement.

Working with Others

People and Performance

Direction and Strategy


