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Management Competency Wheel for Clerical/Administrative
Managers: Grades IV to Senior Manangement

For ease of use, the 14 competencies have been presented under four subheadings
in the Management Competency Whee! below.

MANAGING THE SERVICE
MANAGING PEOPLE
MANAGING YOURSELF

MANAGING CHANGE

These sub headings indicate how the competencies will help managers to deliver the priorities for their organisation.

MANAGING
PEOPLE

MANAGING
YOURSELF




INTRODUCTORY BOOKLET Selecting the competencies relevant to your rale

MANAGING THE SERVICE - Knowing the health service and how it works
Planning and managing resources
Evaluating information and judging situations
Setting standards to be proud of
Delivering quality and fairness for service-users

MAMNAGING PEOPLE Influencing people and events
Managing individual performance
Being the communication channel
Creating team spirit
Supporting personal development

MANAGING YOURSELF ~ Being a role model
Maintaining composure and quality of working life
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Why the competency frameworks were developed What the competency frameworks look like:

How the competency framewarks were devised.

Making use of the frameworks

Each competency is presented in a separate booklet in the following fermat.
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help managers
undersiand

how o demonstrate
this competency in
practice







SELECTING THE COMPETENCIES RELEVANT TO YOUF: ROLE

=8 GRADE IV, V & VI

OBIJECTIVES

Often the front line in the service, the responsibility of staff members with
management competencies at this level tends to be the execution of the
service in an efficient yet people-centred manner. Typically, they are
required to:

Ensure the efficient day-to-day administration of their area of responsibility.

Ensure deadlines are met and that service levels are maintained.

Ensure accurate attention to detail and consistent adherence to procedures within
their areas of responsibility.

Supervise and ensure the well-being of staff within their remit.

Ensure that the front line of the service is kept informed and that their views are
communicated to middie management.

Embrace change and adapt local work practices accordingly.
Co-operate and work in harmony with other teams and disciplines.

Ensure thal service-users are treated with dignity and respect.




SELECTING THE COMPETENCIES RELEVANT TO YOUR ROLE

o GRADE VI, Vil & VIl

-

OBIJECTIVES

Y g

The responsibility of people with management competencies at this level
} tends to involve overseeing the execution of the service in an efficient and
people-centred manner, while finding ways to drive change within limited
resources. Typically, they are required to:

Flan the activities in their area of responsibility to ensure the achievement of
service plans.

Monitor and review the work of the team to ensure a consistently high standard.

Ensure that procedures and local working practices are efficient and aligned with
best practice.

Take responsibility for the mativation, development and productivity of staff within
their remit.

Ensure that the front line of the service is kept informed and that their views are
communicated to upper management.

Embrace changs, finding innovative ways to deliver service improvements within
resource limitations.

Establish working practices that promote cross-functional team working.

Create a culture of accountability and respect for the individual that supports the
achievement of the National Health Strategy.
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SELECTING THE COMPETENCIES RELEVANT TO YOUR ROLE

.
:. GRADES VIl and GENERAL MANAGER
L]
OBIJECTIVES

Managers with competencies at this level are typically charged with
responsibility for ensuring the effectiveness of service delivery in a
particular area of the organisation. They have a significant role to play in
ensuring the delivery of the organisation’s short-term goals and some will
be contributing to the development of the longer-term vision. The key
objectives for this level are to:

Liaise with senior management to develop service plans and report frequently on
progress agamnst them.

Define and communicate local objectives that will ensure the achievement of the
organisational strategy within resource limitations.

Implement effective cantrals to monitor, evaluate and report the standards of
delivery within their areas of responsibility.

Take ultimate responsibility for the effectiveness of service delivery in their areas of
responsibility.

Ensure that staff within their remil are kept informed and that their views are
channelled to senior management teams.

Take responsibility for the motivation, growth and productivity of staff within their
remit.

Create a culture of accountability, openness to change, respect for the individual
and teamwork that supporis the achievement of the National Health Strategy.
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SELECTING THE COMPETENCIES RELEVANT TO YOUR ROLE

* THE SENIOR MANAGEMENT TEAM

OBIECTIVES

The senior management team accepts ultimate responsibility for the
! development and delivery of the organisation’s strategic goals and long
term vision. The key objectives for this level are to:

‘ * Define and communicate a vision for the organisation in line with national health
1 policy, the economic environment and best practice in health care.

Develop strategic plans that help to deliver the strategy within resource limitations.

Work with individual rmanagers to communicate objectives, develop service ptans
and monitor actiens,

Take responsibility for the motivation, growth and productivity of staff within their
remit.

Monitor and review the progress of the organisation against key performance
indicators, taking prompt corrective action when necessary.

Create a culture of accountability, openness to change, respect for the individual
and teamwork that supports the achievement of the National Health Strategy.

i g T e g gl o e L,

Represent the organisation in deaiings with the public and other health agencies at
a national level.
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1 Identify the level most appropriate to your role

2 Review the management competency wheel and identify the 8 ta 10 most important competencies for

your role

3 Consult the relevant competency bookletl and review the indicators relevant to your level

What next?
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‘MANAGING THE SERVICE > KNOWING THE HEALTH SERVICE Am:lunw IT WORKS

Indicators of more
effective performance

gl the relevant
to perform

aras are

slaft members up to date with

on and policy reievant to the

Has a goad understanding ol the inlerna
jynamics that can affect the running of

their depariment.

s knowledge of the organisa

struciures and tradibons to help

resulls,

. GRADEIV,V&Vi

«

Indicators of less
effective performance

sufficiently knowledgeable of
¥ 2|
practice and procedure fc

etfeclive,

Fails to keep staft updaled on chan
policy and legrslation relevant 1o their

roles

Jepartment

5 or goals of

with the

and how fo meest

tamili ugh with other
ments and funch and a:
operates too independently, missing

apportunities to incraase service levels.

Doesn't always appraciate the internal
dynamics that can affect the running of

their department.

Makes the ament of resulls more
faillng to show an
ing of the organisation’s
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MANAGING THE SERVICE - KNOWING THE HEALTH SERVICE AND HOW IT WORKS

LEVEL

o’ GRADE VI, VII & VIII

Indicators of more
effective performance

Has suffici ine of the relevant

procedures s ta perform the
role efficiently and ensure standards are

maintained n the team.

= slaff members up to date with
legisiation and policy relevant to the
department

Has a thorough un standing of how
neighbouring departments and functions
must combine their efforts to achieve

oplimum service levels.

hat can affect the running
arirment

2lp achleve

structures and traditio

results.

Indicators of less
effective performance

Fails to keep statf updated on changes to
nd legistation relevant to their

Isn't clear about how their department
rela to the mission, values or goals of

the organisation.

dynamics that can
their department.

understanding of the organisation's

structures and traditions.
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MANAGING THE SERVICE KMNOWING THE HEALTH SERVICE AND HOW IT WORKS

s -

LEVEL

e

w»
l :- GRADES VIIl and GENERAL MANAGER
L
k
k
i
F
Indicators of more Indicators of less
effective performance effective performance

e

wwledgeable of
practice and procedure within their area of
responsibility to be truly effectiva.

Has suflicient knowledge of the relevant
IE

procedures and practices to perform the
rale efficiently and ensure standards are

—

maintained in their area of responsibility.
Is reactive when it comes to changes in
legislation ar policy that have implications
for their area.

Keeps zhead of legislative and policy
changes and communicates their
implications above and below as

——a g ™

| appropriate. Performs role without fully incorporating
the thinking behind the organisation's
; Is completely abreast of the mission, mission, values and strategy.
values and sirateqgy of the organisation
! and of how to aliver it Lacks a strategic understanding of the

organisation as a w and the links and
UUses an undersianding aof the orgar es belween different departments,
as a whole to direct the activities of
vanous departments towards the

achievement of optimum service levels

Is somelimes out of louch with current
political events within the arganisation.
and strategic priorities.

Adopts an internal focus, without sufficient

Has an astute appreciation of the internal aftention 1o the wider arena.
dynamics of the organisation,
Understands who the key stakehol
are and is in touch with the trends of

thinking in relation to key issues.

their field internationally.
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Indicators of more
effective performance

Has sufficient knowledge of the relevant
procedures and practices to perform the
role efficiently and ensure sfandards are
maintained in their area of responsibiiity.

Identifies the sirategic prionties for the
organisation by pro-actively identifying
changes in the poiitical, economic and
social climate.

Has sulficient understanding of other
departments and functicns in the
organisation to come to a realistic and
informed strategic view about how the
organisalion can deliver on its slrategic
priorities.

stute appreciation of the internal
dynamics of the arganisation.
Underslands who the key siakeholders
are and is In touch with the trends of
thinking in relation to key issues.

Understands and influences the national
political environment in which the
organisation and the service operates.

Keeps track ol events and frends within
the health service nalionally and
internationally.

MAMNAGING THE SERVICE KNOWING THE HEALTH SERVICE AND HOW IT WORKS

»* THE SENIOR MANAGEMENT TEAM

Indicators of less
effective performance

Is not sulficiently knowledgeable of
practice and procedure within their area of
responsibility fo be truly effective.

Needs direction on the strategic priorities
of the organisation. Fails to look
sufficiently ahead to be pro-active in the
tace of change.

Does not have sufficient breadth of
perspective to understand the significance
and practicaiities of stralegic priorities that
lie beyond their principal area of
responsibility.

Is sometimes out of touch wilth current
political events wilhin the organisation.

Doesn sufficiently understand fhe
national political environment or how to
influence events within .

Adepts an internal fecus, without sufficient
attention to the wider arena.




KNOWING THE HEALTH SERVICE AND HOW IT WORKS

Maintains a thorough
understanding of the
organisational dynamics and how
to work within the culture to
achieve results. Knows who the
key stakeholders are and how
their roles inter-relate within the
wider organisation. Develops and
maintains a broad knowledge of
the policies and procedures of the
organisation together with the
relevant legislation.
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Indicators of more
effective performance

Breaks large assignments into
hle parts and tackles them in a

Makes sure that people are aware of
specific deadlir nd standards for the
achievement of |

othars informed through regular
r W mMee and [J[_]I'JL-HHE; on progress

against plans.

Takes responsibility for the achievement of
personal and staff deadlines.

Maintains an awareness o
constraints and value for menay.

+* GRADEIV, V& Vi

MANAGING THE SERVICE > PLANNING AND MANAGING RESOURCES

Indicators of less
effective performance

wtant lasks above
those thal are more urgent.

Needs to have large gnments planned
oulf.

Allows athers to work without clear

direchon or awareness of ime-scales,

when seiting

Is complacent of deadlines and fails lo
intorm others if these are likely to slip.

Lacks awaren if available budgeis
when planning or conducting worlk.
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Indicators of more
effective performance

-ates specific deadlines
he achievement of

5 patential problems or competing
nd takes appropriale action fo
» standards don't suffer.

HEF S 1_‘ L=} ”:-IEIII'E"'- =1 j l‘“ i -r? |ﬂl'_"1"j an
p
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nonstrates innovation in aim {o wark
un resaurce imifations

Fostars an awarenass of the need for
value for maney and a sense of
accountahility tor budgets within the team

.t GRADE VI, Vil & VIlI

MANAGING THE SERVICE PLANNING AND MANAGING RESOURCES

Indicators of less
effective performance

Delegates work without being clear abaut

the standards and deadlines required.

Fails to anticipate potential distracters or
to develop contingencies.

s out of touch about the progress of the
tearn or fails to update others,

is complacent of deadlines and fails to
cely to slip.

Creates a cullure whera ine

tolerated,

Predicts future service levels inaccurately
ar unraliably.

Priortises less important 1asks above
those that are more urgent.
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Indicators of more
effective performance

Contributes to the development of
strategy and service plans for their area of
the organisation.

Flans to develop services that will meet
the future needs of the public.

Develops realistic service plans for their
area of the organisation based on an
understanding of resource limitations and
overall service needs.

Translates broad sirategies into specific,
measurable objectives and action plans.

Accurately estimates | liocates the
resources required to deliver strategic
plans.

Regularly monitors progress against
service plans for their area and takes
appropriate, timely action to resolve
potential difficultres.

Takes appropriate opporunities to ensure
that initiatives are evaluated in terms of
value for maney.

Demonstrates innovation to overcome
resource limitations.

Devotes energy and time to the most
importani task at any given time.

MAMNAGING THE SERVICE ' PLANNING AND MANAGING RESCURCES

»* GRADES Vill and GENERAL MANAGER

Indicators of less
effective performance

Has insufficient understanding of the
strategy and of semvice planning.

Doesn't undersiand the trends and
developments in health care that indicate
the direction events will take.

Davelops service plans that fail to
recognise the limitations on re es or
the strategic priorities of the organisation.

Is averly flexible or casual in the
development of action plans to deliver on
strategic priovities.

Makes unrealistic estimations of resource
requirements,

Fails to monitor progress against plans or
reacts too late when difficulties are
arising.

Doesn't prioritise or encourage value-for-
money evaluations.

Shows little evidence of surmounting
challenges presentad by resource
limitations.

Prioritises less important tasks above
those that are more urgent,




~ PLANNING AND
~ MANAGING
- RESOURCES



Indicators of more
effective performance

Contributes to the development of a clear
vision of the organisation.

Contributes to the development of overall
strategy and service plans for the
organisation that will help to deliver on its
vision.

Brings an objective perspective to
negotiations of the priority areas based on
an understanding of resource limitations
and service needs.

Translates broad strategies inta specific,
measurable objectives and action pfans.

Regularly monitors progress against
service plans and takes appropriate timely
action to resolve potential difficulties.

Creates an understanding of the
impertance of value for money in the
culture of the organisation.

Devotes energy and time to the most
important task at any given time,

MAMNAGING THE SERVICE PLANNING AND MANAGING RESOURCES

o* THE SENIOR MANAGEMENT TEAM

Indicators of less
effective performance

Has insufficient breadth of perspective to
see how the organisation needs to be
positioned in the medium to long term,

Has insufficient understanding of the
organisation and service as a whole to
contribute to the development of strategy.

Fails to recognise the true priorities for
energy and resources.

Is overly flexible or casual in the
development of action plans to deliver on
strategic priorities.

Fails to monitor progress against plans or
reacts too late when difficulties are
arising.

Fails to emphasise the importance of
evaiuating value for money.

Prioritises less important tasks above
those that are more urgent.




PLANNING AND MANAGING RESOURCES

Plans the delivery of a service by
accurately estimating the needs
and prioritising resources
appropriately. Monitors activities
to ensure budgets are adhered to.
Delegates tasks to others and
makes sure deadlines are met.
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MANAGING THE SERVICE » EVALUATING INFORMATION AND JUDGING SITUATIONS

&

:- GRADE IV, V & VI

[ ]
Indicators of more Indicators of less
effective performance effective performance

Gathers information from enough sources ¥ Makes decisions without considering al
and other people to make well-founded critical factors or opinior
decis
ls slow or inaccurate in assimilating
Takes infarmation on board quickly and information.
accurataly,
Makes decisions withoul considering their
Thinks through decisions to make sure tmplications.
y are in line with policy and local
practice. »  Procrastinates over decisions or allows
problems to build up.
cisions and solves problems in a
nely manner before they accumulate, » Makes decisions without consulting the
relevant pz

:ly involves others in making
15 that affect them. »  Fails to recognise when it is appropriate to

ons to a higher level of » Fails to inform others of decisions that
management, affect them.

Informs others of decisions that have » s reluctant to accept accountability for
implications for them, their decisions,

Accepts accountability for their decisions.
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MANAGING THE SERVICE EVALUATING INFORMATION AND JUDGING SITUATIONS

LEVEL

Iindicators of more
effective performance

Gathers information from enough sources
and other people to make well-founded
decisions.

Takes information on board quickly and
accurately,

Uses experience to generate a number of
possible alternatives,

Thinks ahead to the consequences of
decisians and refers to precedence to
gnsure consistency.

Makes decisions in a transparent manner
ng and empowering others where
appropriate.

Communicates decisions comprehensively
and ensures that the team understands
how to action them.

Confidently explains the rationale behind
decisions when faced with opposition.

Makes decisions and sclves problems in &
timely manner before they accumulate.

Recognises when it is appropriate to refer
decisions to a higher level of
management.

¢ GRADE VI, VIl & VIII

Indicators of less
effective performance

5 decisions without conside I
factors or opinions.

Is slow or inaccurate in assimilating
information.

Tends not to look creatively at problems or
decisions.

Makes isolated decisions without
sufficient regard for longer-term
consistency.

Doesn't include others sufficiently in
making decisions lhal affect them ar
retains too much control over decisions.

Fails to communicate decisions
comprehensively, leaving staff unsure
about how to implement them.

Is not comfortable defending the rationale
behind decisions.

Procrastinates over decisions or allows
prablems to build up.

Fails to recognise when it is appropriate to
elevate decisions to the next level.
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MANAGING THE SERVICE EVALUATING INFORMATION AND JUDGING SITUATIONS

Indicators of more
effective performance

Gathers information from enough sources
and other people to make well-founded
decisions,

Understands the practicalities of value for
money and cost-benefit analysis.

Takes information on board quickly and
accurately.

Challenges policy, practice and the traditional
health service boundaries when necessary in
the interest of the right solution ar decision.

Recognises the implications and
consequences of decisions in pofitical and
strategic terms for the entire organisation.

Makes decisions in a transparent manaer
by invalving and empowering others where
appropriate,

Communicates decisions compreheansively
and ensures that others understand how
to action them.

Canfidently explains the rationale behind
decisions when faced with opposition or
campeting demands,

Is chiective but not insensitive in thei
approach to decision-making.

Makes decisions and solves problems in a
timely manner before they accumulate.

Recognises when it is appropriate to
refer decisions to a higher level of
management,

o* GRADES Vill and GENERAL MANAGER

Indicators of less
effective performance

Makes decisions withoul considering all
the critical factors or opinions.

iakes or proposes decisions without
applying the appropriate financial
rationale,

Is slow or inaccurate in assimilating
informatian.

Allows traditional policies or struciures 1o
hinder them In arriving at the right
solution.

Gets caught up In the detal of the
situation without considering the wider
picture or the longer term.

Doesn't include others sufficiently in
making decisions that affect them or
retains too much control over decisions.

Fails to communicate decisions
comprehensively, leaving staff unsure
about how to implement them.

Is not comiortable deferding the rationaie
behind decisions.

Is overly subjective or emctlional in their
approach 1o decision-making.

Frocrastinates over decisions or allows
problems to Build up.

Fails 1o recegnise when it is appropriate
to elevate decisions to the next level.



~ EVALUATING
~ INFORMATION
~ AND JUDGING

- SITUATIONS
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Indicators of more
effective performance

Diemonsti pride in the quahty of wark

of thelr department.

Enslres
well documented and

ane tor whom they have

their area are compliani with current

standards.

oe shpping or heir area is ©

P lose and accurate
in personal work,
Mormtors and reviews work o ensure

s guality and

sures that archive
available I required by

yriate authorily,

o’ GRADE IV, V & VI

i

" MANAGING THE SERVICE > SETTING STANDARDS TO BE PROUD OF

Indicators of less
effective performance

quality in the work of the

s the depth of
legislative
reguiremeants 0
mainfained
Fails o ensure sufficient communication
and aware of standards.

Allows traditional ways of doing -.

Produces wark thal conains inaccuracies

ar inconsistencies,

cis to make sufficient time to guality

assure the {eam's worl,

Is inconsistent in keeping files and

archives updated and maintained,

-
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MAMAGING THE SERVICE * SETTING STANDARDS TO BE PROUD OF

1
!

i S

Indicators of more
effective performance

Is sufficiently aware of policy and

Ensures that policies and procedures are
well documented and clearly understoo
by anyone for whom they have

responsibility,

Takes ultimate responsibility for ensuring
high standards of service within area of
responsibility

Monitors and reviews the work of the

team to ensure its quality and accuracy.

Ensures that all general and financial
records are raadily available if required by
{hose with appropriate authonty.

Fays close and ac e atiention to detall
in personal work.

o GRADE VI, Vil & VIl

Indicators of less
effective performance

ent time to guality

5 inconsistent in ke ping files, archives

and financial records updated and
maintained.

Produces work that contains inaccuracies

or inconsistencies

-
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Indicators of more
effective performance

y aware
uirements

Waorks with each dir report to
mplement poli establish working
practices to ensure standards are met.

Creates a culture where high standards

are valued and respected

dge of current
heir area of

15 to improve
2 provided within
resource hmitations.

ed in financial management and
acts in line with best practice and
legistative requirements,

Fays close and accurate atiention lo dedal

in personal work.

MANAGING THE SERVICE  SETTING STANDARDS TO BE PROUD OF

.* GRADES Viil and GENERAL MANAGER

Indicators of less
effective performance

ive enough in establishing
quality and finding practical
achieve them.

Fails to demensirate the importance of
valuing guality.

l= unaware of where the current strengths
and weaknes vithin ther area of

responsibility.

Doesn't priorilise benchmarking activity ar
fails to facilitale 11 appropria

Fails to take timely action to address any

Supervises without praoper management

information.

Produces work thal contains inaccuracies

or inconsistencies.




 SETTING
~ STANDARDS TO
" BE PROUD OF
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MANAGING THE SERVICE ' SETTING STANDARDS TO BE PROUD OF

e THE SENIOR MANAGEMENT TEAM

Indicators of more
effective performance

lemisiatn

vailable for benchmarks

18 arganisation is as good

Indicators of less
effective performance

ro=active in clearly establishing

5 tor guality

5 10 achieve high

Jerment

dards of

S inaccuracies




SETTING STANDARDS TO BE PROUD OF

Sets quality standards and
develops policies to ensure they
are maintained. Monitors and
evaluates procedures to ensure a
quality service Is delivered and
strives to ensure full compliance
with best practice.
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MANAGING THE SERVICE > DELIVERING QUALITY AND FAIRNESS FOR SERVICE-USERS

LEVEL

L ]
%e GRADEIV,V & VI
&
Indicators of more Indicators of less
| effective performance effective performance

Adaopts a hasty or off-putting manner
when dealing with the puilic

rs by being
ing to them.
y their best for Provides a poor example to staff by
placing insufficent importance on the

concerns of th
Prowides an inconsistent service lo users.

Fails 1o take ownershio or work

DI'._'H'II
frans

transparently when dealing with the public.

Flaces

s all information on serice-u: fidentiality or discr

ih contidentiality and discre
pramises or fails to delver.

Is a positive image to the publ
ing on pre Takes an indmidual rather than a
departmenlal view and a

Follows up 1o ensure senvice-users rec users will look

the appropnate ce from their

department, Is complacent when faced with cusiomer

complaints
and & FProvides little assistance to service-users
to make informed decisions about ther

Educates ang em health care,
relp themsel
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Indicators of more
effective performance

Is in touch with and understands the
erns and needs of the service-user
population.

Facilitates accurate, rey
the extent to which the s e meets the

needs of its users.

Supports the empowerment of service-
users by operating in a transparent
rranner and striving to educate them
wherever possible.

Warks with their team to generate and

o make their area of the

solutions where possible.

a positive image to the public by

'jt:--vt::lrlg. an promises.

¢ GRADE VI, VII & ViII

MANAGING THE SERVICE - DELIVERING QUALITY AND FAIRNESS FOR SERVICE-USERS

Indicators of less

effective performance

Is out of touch with service-users.

Is inaccurate or inconsistent in evaluating
he s of the service in meeting the

neads of its users

Is not customer friendly, giving 1he
minimum of information to service-users,

Persists with practices that fail to place
» heart of activities.

at each turn.
Doesn't look out for inequities in service
ils to do anything about

potted.

Over-promises or fails io deliver.

——
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Indicators of more
effective performance

I5 in touch with and understands the
concerns and needs of lhe service-user

Puts measures in place to ensure an
accurate, regular evaluation of the extent
lo which the service meets the needs of
its users.

Ensures that the practices and policies in
their area of the organisation support the
empowerment of the service-user,

Develops and supports initiatives that
promote & people-centred culiure.

Ensures that staff in their area of
responsibility have the understanding and
mecharmsms to promote patient advo
eftectively,

Takes responsibility for the equitable
distribution of resources and equality of

access to services.

Presents a positive image to the public by
delivering on promises.

MANAGING THE SERVICE DELIVERING QUALITY AND FAIRNESS FOR SERVICE-USERS

e GRADES VIll and GENERAL MANAGER

Indicators of less
effective performance

Is out of touch with service-users.

Manages their area of the organisation
without sufficient metrics in place to
evaluate ihe vice {fram the perspective

af its users.

Sticks to traditional practices and models
of healthcare, with insufficient regard for
f the service user in a modern

: ian ta the
otion of patient advocacy. Doesn't
allocate sutlicient resources to binng
ut the required changes in thinking
and practice.

Allows the equity of service delivery 1o go
unchecked, Fails to champion

disadvantaged or excluded groups.

Over-promises or fails to deliver
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Indicators of more
effective performance

I5 in touch with and understands the
concerns and needs of the service-user
population.

Puts measures in place to ensure an
accurate, reqular evaluation of the extent
to which the service meets the needs of
its users,

influences the practices and policies of
the organisation towards the
empowerment of the service-user.

Infiuerices the policies of the orpanisation
to promote a people-centred culture.

Manages change within the organisation
in a fashion that promotes patient
advocacy.

Takes responsibility for the equitable
distribution of resources and equality of
access o services,

Fresents a positive image to the public by

delivenng on promises,

MANAGING THE SERVICE DELIVERING QUALITY AND FAIRNESS FOR SERVICE-USERS

e THE SENIOR MANAGEMENT TEAM

Iindicators of less
effective performance

{s out of touch with service-users.

Manages the organisation without
sufficient metrics in place to evaiuaie the
service from the perspective of its users.

Places mnsufficient emphasizs on
empowering service-users io make
informed decisions about their health care.

Allows the welfare of people to slip down
the hist af pricrities when policies are

being formulated.

Sponsors change initiatives that neglect to
put the service-user first,

Neglects to monitar the eguity of senvice
delivery or falls to take appropriate action,

Over-promises or fails to deliver,




DELIVERING QUALITY AND FAIRNESS FOR SERVICE-USERS

Promotes a user-centred culture
within the health service. Strives
to ensure that the service Is
delivered in a fair and equitable
manner. Promotes accountability
and transparency in the
administration of the service.
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MANAGING PEOPLE INFLUENCING PEOPLE AND EVENTS

.t GRADEIV,V&VI

Indicators of less
effective performance

Indicators of more
effective performance

Establishes strong personal credibility by
demonstrating integrity and a high degree
of competence in their area of expertise.

Shows appreciation for different
perspectives and uses these insights to
prepare eflective arguments.

Does sufficient research and preparation
to make sound argumenis and handle
guestions with credibility.

Makes credible arguments by balancing
"gut feel" and enthusiasm with sound
evidence of the benefits of any proposals.

Involves and consults with staff and other
relevant groups to gather their opinions
and suppart for new initiatives.

Demaonstrates diplomacy and tact when
influencing others.

Remains firm but flexible when putting
forward points of view.

Has more than one influencing style and
uses the one most appropriate to the
situation.

Lacks credibility as an autharity within
area of responsibility.

Doesn't pay due consideration to the
perspectives of others when preparing
arguments.

Is insufficiently informed to handle
guestions that arise.

Makes arguments that lack logical
rationale or in & manner that lacks
strength of conviction.

Tries to influence events without due
consideration of the opinions or support of
others.

Lacks sensitivity when persuading others.

Adopts an inflexible approach when
putting forward own case.

Consistently applies same tactics
regardless of situation and peogple
involved.




MANAGING PEOPLE - INFLUENCING PEOPLE AND EVENTS

o’ GRADE VI, VIl & VilI

Indicators of more Indicators of less
effective performance effective performance

are in their area of the organisation, their stakeholders wili react,
agendas and their styles of influencing.
Tries to influence events withoul due
Involves and cansults with siaff and other OIS of the opinions or support of
relevant groups to gather their opinions others.
and support for new iniliatives.
Allows confhcts to remain unresolved to
viduals or the detriment of the efficiercy and
groups in a co uC nd timely harmony of their area.
fashion
des and
Uses informal netwarks to stay in louch ers.
with gauge

athers who hayve simlar
s for influencing everts and 2 rafi Jewy ed 1o supg
their effarts arau - not nfluence tho

Is creative in developing evidence-based
rt arguments. * Replies loc ith poor arguments
ifficient confidence.

)
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g Understands who the key stakeholders . r.:'rnr_u't- take account of how o
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Handles objections eftectively and with

confidence Misjudges the dynamics of the situz
angd adopts an ineflective approach,

Balances diplomacy and tact with a firm,
objective approach.
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MAMAGING PEOPLE INFLUENCING PEOPLE AND EVENTS

.

Indicators of more
effective performance

Establishes strong personal credibility by
demaonstrating integrity and a high d
of compelance in i

Has a grounded knowledge of the
mechanisms far influencing their part of
the organisation, e.g. how to maximise the
partnership process, how to influence the
organisational stralegy or national policy,
elc.

Mediates between competing agendas in
an objective and ethical manner.

Resolves conilicts between individuals or
groups in a constructive and timely
fashion.

Balances diplomacy and tact with a firm
approach.

Uses informal netwarks 1o stay in tauch
with undercurrents and to gauge
accurately the standpoints of other
groups.

Builds alliances with others within and
outside of the organisalion to pursue
commaon ohjectives with greater strength.

Builds innovative, evidence-based
arguments that align with the sirategic
prionties of the organisation fo influence
others and negotiate commitment.

. GRADES VIll and GENERAL MANAGER

-

Indicators of less
effective performance

5 credibility when i:ﬁ!ll_}ﬁzru';mg ar
ting. Falls 1o handle objections in a
ble manner.

Lacks understanding of how o influence
events in their area of the Health service
and adaopis ineflective taclics as a result.

Allows personal bias or subjectivity to

cloud judgement. Fails to ensure they
alanced perspective on all the
» avallable,

Allows conflicts to remain unresolved o ‘
the detriment of the efficiency and '
harmony of their area.

Misjudges the dynamics of the situation
and adopts an ineffective approach.

Is out ot touch with the atlitudes an
standpoints of key stakeholders.

Works too independently and misses
opportunities to influence activities in their
favour.

Argumenis are not innovative, evidence
based or sufficiently aligne
bigger pictura



- p— B R R S —

INFLUENCING
PEOPLE AND
EVENTS



i
|
¥

MAMAGING PEOPLE INFLUENCING PEOPLE AND EVENTS

L D gt =

Indicators of more
effective performance

Establishes strong personal credibility by
demonslraling integrity and a high degree
of competence in their area of experise.

Has a grounded knowledge of the
mechanisms for influencing their
orgamisalion and the service, e.g. how fo
maximise the parinership process, how to
relate productively with government
departments or the baoard, etc.

and the urr-msam

Balances diplomacy and tact with a firm
approach.

Ruilds credible evidence-based arguments
that align with the strategic priorities of
ihe service to secure internal and exiernal
cormmitment,

Balances competing strategic priorities
within the organisation in an objective and
ethical manner - acting as finai arbitrator
in defining the way ahead.

Builds alllances with others within and
outside ot the organisation to pursue
comman objectives with greater strength.

Uses informal networks to siay in touch
with undercurrents and to gauge
accurately the standpoints of other groups.

Influences the organisation through
inciugswity. Involves and consults with key
stakeholders appropriately to establish as

rouch common ground and consensus as
possiole.

e THE SENIOR MANAGEMENT TEAM

Indicators of less
effective performance

Lacks credibility when influencing or
negotiating.

Lacks understanding cf the importance,
agendas or strateqies of key stakeholders
and adopts ineffective tactics when
influencing them.

Fails to make convincing arguments or
handle objections skillfully enough Lo
secure fheir objectives in negotiations.

Misjudges the dynamics of the situation
and adopts an ineffeciive approach.

Arguments are not meaningfully based in
the \anguage or concepts required by
those being influenced.

Allows personal biaz or subjeclivity {o
cloud judgement in negotiations. Fails to
ensure they have a balanced perspeclive
on all the evidence available,

Works too independently and misses
apportunities to influence the broader
agenda effectively.

Is out of touch with the athitudes and
standpoints of key stakeholders.

Altows conflicts between key stakeholders
to persist to the detriment of & co-
ordinated a unitied etort towards the
strategic objectives.




MANAGING PEOPLE ' INFLUENCING PEOPLE AND EVENTS

Presents compelling arguments
by understanding and anticipating
the agendas of others. Uses
information and facts to build an
effective case. Involves and
consults with key stakeholders
tactfully and listens to their views.
Balances diplomacy with
assertiveness.
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MANAGING PEOPLE MANAGING INDIVIDUAL PERFORMANCE

GRADEIV.VA&WI

GRADE VI, VII & Vill

Indicators of more
effective performance

Treats staff in a fair and equitable manner,

Maintains confidentiality when dealing
with staff problems.

Ensures an even distribution of workload
among the team.

Ensures team members are aware of their
role and how it contributes to the bigger
picture.

Explains the nature and importance of
pelicies and autlines supporting
procedures.

Holds regular meetings to keep staff
infarmed and hear their views.

Is approachable and available for advice
and support.

Appreciales that staft have commitmenis
outside of work and monitors work/life
balance accordingly.

Tackles performance problems in a imely
and constructive manner.

GRADES VIIl and
GENERAL MANAGER

LEVEL
(W !
THE SENIOR Health it
MANAGEMENT TEAM Janagement

Indicators of less
effective performance

Treats some staff members less
tavourably that others.

Deals with sensitive staff issues in an
indiscreet manner.

Allows some statf members to shirk their
fair share of the workload.

Allows individuals to focus solely on ther
immediate goals without an appreciation
of the bigger picture.

Fails ta set standards of performance as
set oul in policies and procedures,

Meets with staff irregularly, keeps them in
the dark or shows insufficient interest in
their views.

Becomes consumed with own work at the
expense of being available to staff,

Allows peaple in the team to develop a
work/life balance that is unhealthy for
them.

Aliows performance problems to fester.

i
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MANAGING PEOPLE BEING THE COMMUNICATION CHANNEL

LEVEL

GRADEIV.V&AW

LEVEL

GRADE VI, VI & Vil

Indicators of more
effective performance

Prasents written information in a clear,
concise and struciured manner.

Clearly and concisely communicates the
intended message to the audience.

Describes complex information in simple
terms, avoiding unnecessary jargon.

Actively listens to others, using questions
ta check for understanding.

Anticipates and recognises the emational
reactions of others when delivering
sensitive messages.

Delivers presentations ta groups with
confidence and credibility.

Represents the organisation with
cradibility and shows discretion when
dealing with the public or other agencies.

Facilitates two-way communication up and
down the hierarchy,

Puts resources in place to promote and
imprave communication in their area of
responsibility.

GRADES Vil and
GENERAL MAMNAGER

{ Mt

THE SENIOR
MANAGEMENT TEAM

[}

Indicators of less
effective performance

Produces written communication that is
difficult to follow in structure and content

Communicates the message in an unclear
or lang-winded manner.

Loses the audience or leaves them
confused.

Demonstrates poor listening skills,

s insensitive to how others may feel about
the messages being delivered.

Fails to gain credibility and respect when
delivering presentations.

Gets drawn into situations with the public
ar other agencies for which they aren't
qualified or skilled to handle.

Focuses on one-directional
communication al the expense of upward
communication

Fails to remove or overcome barriers to
communication in their area of
responsibility.

Héalth |
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MAMNAGING PEOPLE CREATING TEAM SPIRIT

123 4

GRADES VIl and Health ih

GENERAL MANAGER

GRADE VI, VII & VIl THE SENIOR

MANAGEMENT TEAM

GRADE IV, V & VI i
!

Indicators of more
effective performance

Treats people with dignity and respect.

Works as part of the feam fo establish a
shared sense of purpose and unity.

Makes time 1o get to know the ieam
members individually.

Ensures the team is fully aware of each
member's role and how they fit together.

Empathises with staff and seeks to
understand their frustrations.

Demaonstrates a willingness to become
involved and help team members if they
are under pressure,

Reacts constructively to setbacks and
avoids blaming individual team members,

Involves the team in the runming of the
service and in decislons that affect them,

Celebrates successes and ensures that
credit falls where it is due,

Strives to ensure that other groups show
recognition for the contributions made by
thelr team.

Indicators of less
effective performance

Is disrespectful fowards others or treats
them in an undignified manner.

Prefers to work independently rather than
engage in necessary teamwork.

Is impersonal or distant, overly formal or
unfriendly.

Provides insufficient direction regarding
roles and responsibilities within the team.

Is out of touch with how the team is
feeling or fails to show concern.

Doesn't take a share of the team's
worklpad when they are under pressure.

Views setbacks in a negative light and
looks to apportion blame,

Fails to consult with the team or involve
them in making decisions that affect them.

Fails to celebrale successes or give credit
where it is due.

Neglects to gain recognition from other
groups for the contribution of their team.







Indicators of more
effective performance

Encourages people by praising their
efforts and achisvements.

Recognises when staff members need to
develop and provides constructive
feadback.

|dentifies and agrees training and
development needs with individuals and
designs a plan to meet them.

Demonstrates innovation in finding low-
cost people development solutions.

Shares own knowledge and experience
with others.

Empowers staff by appropriately
delegating responsibility and autharity,

Provides on-the-job training tor staft on a
frequent basis.

Encourages staff fo take responsibility for
their own development

Invites feedback from others and reviews
own performance.

Sets an example by openly pursuing
continuous personal development.

.* GRADEIV,V& VI

MANAGING PEOPLE SUPPORTING PERSONAL DEVELOPMENT

Indicators of less
effective performance

Meglects to acknowledge achievements.
Fails to give constructive feedback.

Pays insufficient attention to formal staff
development.

Sees people development only in
traditional terms, i.e. formal training
COUTses.

Is unwilling to share own knowledge and
experience with others.

Fails to consider development
opportunities when delegating.

Fails to avail of opportunities to provide
on-the-job tralning to staff,

Contributes to a culture that fails to
encourage leaming and personal
development.

Places little value on feedback from
athers,

Fails to identify own development needs
or engage In personal development
programmes




MANAGING PEOPLE - SUPPORTING PERSONAL DEVELOPMENT

Indicators of more
effective performance

Keeps senior management informed of
the status of people development in their
area of responsibility and makes well-
tounded sals to make it a priority.

Demonstrates innovation in finding low-
cost people development solubans.

Ensures that all staff in their area of
responsibiiity understand the benefits and
practicalities of persenal development.

Encourages people by praising their
achievements and providing structive
feedback.

Identifies and agrees training and
development needs with direct reports and
designs & plan o meet them

Shares own experience and provides
aching o increase campelence.

Empowers staff by appropriately
delegating responsibility and authorty.

Sels an example by seeking feedback and
openly pursuing continuous personal
development.

« GRADE VI, VIl & Vil

Indicators of less
effective performance

Puts insufficient energy and commitment
raising the standards of people
development in their area of respansibility.

Sees people development only in
traditional terms, we. formal iraining

coursas,

Doesn't understard th
development or fails
sceplicism or inaclion in a convincing

Manner,
lo
their achievemantis and

providing feedback.

Leaves personal development up to the
individoal,

Is pro

effectively coaching direct reparts.

Doesn't grow and develop direct reports
through empowerment and challenge.

Fails to dentity own development needs
ar engage in nal development
Programmes.

U —
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Indicators of more
effective performance

Ligises with the HR department to define
the people development needs in their
part of the organisation for the short to
medium femm.

Megotiates within resource limitations to
find funding for the development of
pecple within thair responsibility,

Demanstrates innovation in finding low-
cost pecple development solutions.

Includes people development in service
plans.

Ensures that all staff in their area of
responsibifity understand the benefits and
practicalities of personal development.

Encourages people by praising their
achievemenis and providing constructive
feedback.

ldentities and agrees training and
development needs with direct reports and
designs a plan to meet them.

Shares own experience and provides
coaching to increase competence.

Empowers statf by appropriately
delegating responsibility and authority.

Sets an example by seeking feedback and
openly pursuing continuous parsonal
developmenl.

MANAGING PEOPLE  SUPPORTING PERSONAL DEVELOPMENT

28 GRADES VIill and GENERAL MANAGER

Indicators of less
effective performance

Fails to prigritise people development in
the formulation of their sirategic plans.

Allows people development to shp down
the fist of priorities when it comes to
negatiation of funding.

Sees people development only in terms of
formal training courses.

Flans the service based on current
practices and ways of working, without
taking the opportunity to support personal
development.

Doesn't understand the benefits of people
development or fails to overcome
sceplicism or in action in a convincing
manner.

Meglects to coach others by
acknowledging their achievements and
providing feedback.

|eaves personal development up to the
individual,

s protective of own knowledge and
experience or neglects to spend time
effectively coaching direct reports.

Doesn't grow and develop direct reports
through empowerment and challenge.

Fails to identify own development needs
or engage in personal development
programmes.




 SUPPORTING
~ PERSONAL
- DEVELOPMENT




Indicators of more
effective performance

Contributes to the formulation of a
strategy for training and development that
will help to resource the organisation in
line with its strategic aims and the
National Health Strategy.

Diefines a plan for the resourcing of their
area of the organisation including pecple
development and succession planning.

Understands and sells the benetits of
people development to upper and middie
management levels in a convincing
manner.

Strives to work within resource limitations
to find funding and low-cost options for
the development of people.

Promotes personal development in service
planning.

Encourages people by praising their
achievements and providing consiructive
feedback.

Identifies and agrees training and
development needs with direct reports and
designs a plan to meet them.

Empowers staff by appropriately
delegating responsibility and autharity,

Sets an example by seeking feedback and
openly pursuing continuous personal
development,

e ——

MANAGING PEOPLE SUPPORTING PERSONAL DEVELOPMENT

¢ THE SENIOR MANAGEMENT TEAM

Indicators of less
effective performance

Takes little interest in the people
development aspect of the organisational
slrategy.

Fails to prioritise people development in
the formulation of thair strategic plans.

Doesn't undersiand the benefits of people
development or fails to overcome
sceplicism of inaction in these groups in a
CONYINGing Mmanner.

Allows people development to slip down
the list of priorities whan it cames o the
allocation of funding.

Allows service plans to be submitted that
make no contribution to the development
ot people,

Neglects to coach others by
acknowledging their achievements and
providing feedback.

Leaves personal development up to the
individual,

Doesn't grow and develop their direct
reports through empowerment and
challenge.

Fails to identify own development needs
or engage in personal development
programmes.




SUPPORTING PERSOMNAL DEVELOPMENT

Promotes and supports a culture
of continuous development and
learning. Works with individuals to
identify strengths and
development needs. Highlights
learning opportunities and
encourages staff to improve
continuously. Seeks feedback and
demonstrates a practical
commitment to one’s own
development.
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MANAGING YOURSELF BEING A ROLE MODEL

1234

Office |
lor
GRADE IV, VAW GRADE VI, VI & Vil GRADES V1) and THE SENIOR Health th
GENERAL MANAGER MANAGEMENT TEAM management !}

Indicators of more
effective performance

Acts in a manner that is consistent with
the organisabion's values and vision,

Maintains sound efhical and professional
standards at all times.

Inspires members in their leam to work to
high standards.

Prowvides clear direction to team members
sa they understand where the
organisation 15 going and how they
contribute lo iis success.

Builds personal and organisational
credibility by being professional and well
informed at all timas.

Clearly accepls responsibility for standards
of work and performance in their area.

Reassures staff and bullds thei
confidence by taking responsibility for
resolving problems and keeping them
updated on progress.

Takes the initiatwe to make thair area

successiul and progressive.

Adapls leadership shyle to suit the demands
of the situation and the people invoived,

Is positive about the future of the
organisation and the heafth service,

Indicators of less
effective performance

Fails to live the values of the organization
or loses sight of the vision at key times.

Occasionally allows ethical or professional
standards to shp.

Sels or accepls average standards of work
Fails to relay the goals of the organisation
and the value of the team in helping to
achieve these goals.

Portrays aneself and the organisation
poorly by baing unprofessional or poarly

informed

Finds invalid excuses, or biames others,
far poor standards in own area

Allows staff to feel too much pressure
when problems present themselves.

Accepts the status quo when il is not
good engugh.

Demonsirates little flexibility in leadership
style and expects others o adap! to them,

Is.ofien gymcal or pessimistic in outionk.
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MANAGING YOURSELF . MAINTAINING COMPOSURE AND QUALITY OF WORKING LIFE

LEVEL LEVEL LEVEL LEVEL

1234

Office |

GRADE IV, V& VI GRADE VI, VIl & VIl GRADES Vil and THE SENIOR Healch it |
GENERAL MANAGER MANAGEMENT TEAM management ]
Indicators of more Indicators of less
effective performance effective performance

Shows patience and tolerance when »  Becomes mpatient or Intolerant when
dealing with conflict or negative attitudes dealing with conflict or negative attitudes
from others. fram others.

Puts problems in perspectve and manages » Exaggerates problems, loses perspective
not fo become overwhelmed by them and reacis nappropriately,

Responds calmly to feedback from *  Responds defensively or emolionally when
colleagues or service-users. faced with leedback.

Ferseveres despite sethacks and ensures + Commitment wanes in the tace of setbacks.
that goals are achieved.
Allows siluations to grow out of confrol
is aware of own levels of stress and without seeking suppart,
marale and takes steps o stay within
persanal limits, = Fails to fake responsibility far striking an
appropriate work/life balance.

s committed 1o managing own work/life

balance Allows staif's anxiety levels to rise beyond
the optimum level when they encounte

Serves as a calming influence for stafl demanding situations,

when they encounter demanding

siluations. *  Manages others without sufficient
understanding of the support and

|5 i touch with the workload of staff resources they may require

members and knows the levels of stress

and morale in the team,







MANAGING CHANGE

Indicators of more
effective performance

[L2arns about the remil and value of other
departments and disciplines within lhe
arganisation

Co-operates in a helptul manner with
other paris of the semvice,

Liaises ecross disciplines and functions fo
share infarmation in order to deliver tha
best possible people-centred semvice

wharave i,

Actively breaks down ihe lraditional
"harrers" between thelr area and others,

Challenges the way that staff think about
the service 1o ensure they see the need
for inlegration and teamwaork

Takes prompt action to discourage
remarks or behaviours that lzad la the
presenvation of barders within the senvice,

« GRADEIV,V&VI

INTEGRATING THE SERVICE

Indicators of less

effective performance

Focuses solely on own area without
sufticient awarenass of the wider semvice.

s resistart to or falls to appropriately
prioritise requests from other parts of the
safvice,

Waits for other disciplines or functions to
come to them before they share
information,

Allows the barriars to remain
unchallenged.

Fails to educate their staff aboul the value
of integration and teamwork across the
sErvice

Tums & blind eye, or contribudes to
remarks or behaviours that strengthen the
barriers to integration within the servica.




MANAGING CHANGE

LEVEL

Indicators of more
effective performance

Has a tharough understanding of how
their area of respensibliity can change in
practical terms, to provide a mare
integrated service.

Identifies practical opportunities to remove
barriers or create new links in the interest
of greater cross-disciplinary teamwork.

Enthusiastically participates in and leads
on cross-disciplinary iniiatives.

Ensures that all staff in their area of
responsibility understand the benefits and
practicalities of an integrated, user-
oriented service.

Looks for opportunities to work with other

health agencies o create greater
efficiencies or benefits for the service-
user.

Leamns about the remit and value of other
departments and disciplines within the
organisation.

Takes responsibility for the effectiveness
of teamwork between their team and
other areas of the organisation.

*s GRADE VI, VIl & Vil

INTEGRATING THE SERVICE

Indicators of less
effective performance

Has yet to localise this concept and
identify practica! opportunities to achieve a
more Integrated service.

Promotes the traditional boundaries
through inherited management practices.

Pays lip-service to cross-disciplinary
initiatives without investing time or energy
in them.

Doesn't explain the goals of cross-
disciplinary team warking or highlight
practical examples of areas for
improvement to the team,

Leaves it up to others {o spot links and
make connections.

Focuses solely on own area without
sufficient awaraness of the wider service.

Fails to give the integration of the service
due priority and energy to make sufficient
difference in the short to medium term.

Lo e et et 1
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MANAGING CHANGE

Develops a practical understanding of
organisation development theory and
underslands how this applies to the need
for integration of the service.

Analyses practices within their area of
responsibility 1o idenbfy activities that lead
to the reinforcement of traditional health
service boundaries.

ldentifies opportunities to create greater
integralion and develops specific
objectives fo achieve them,

Actively participates in and champions
cross-oisciplinary initiatives.

a

Includes the integration of the service in

senvice plans.

Ensures that all staff in their area ol
responsibilily understand the benefits and
practicalities of an infegrated, user-
Dl’lﬂrﬂﬁd SENVICE.

Makes constructive links with other health
agencies al a national level to share
infarmation and learn from others

Structures cross-agency initiatives where

appropriate,

INTEGRATING THE SERVICE

Has insufficient understanding of
organisalion development. Doesn't
understand the practicalities of where to
start and how to make it a success,

FPromotes traditional boundaries through
inherited managemenl praclices

Is not pro-active in taking the initiative to
integrate the service or is overly informal
in approach

Pays lip-service to cross-disciplinary
initiatives withoul investing fime or energy
i tham,

Plans the service based on current
practices and ways of working, without
taking the opportunity to plan for the
fukure,

Doesn't explain the goals of cross-
disciplinary team working or highlight
practical examples of areas for

improvement to the team

Operates in a silo, with insufficient
nefwaorking with other health agencies.

Aliows duplication and lost synergies to go
unchacked,







MAMNAGING CHANGE

Develops a thorough understanding of
organisation development theory, Seeks
the views of experts in this held about its
application o the organisation.

Spends time developing an accurate
unaerstanding of why lraditional health
service boundaries have existed over time.

Analyses current praclices at senior
management ievel to eniify activities that
lead to the reinforcement of traditional
health senice boundaries,

tnsures that the integration of the service
is central to all change initiatives and
palicy formulation.

Actively participates in and champions
cross-disciplinary initiatives.

Promaotes the integration of the service in
senice ‘:\"_’.ﬂrl'ﬂg.

Sells the benefits of integration to upper
and middle management levels in a
CDI"I".I""‘.CII'-LL'] Imanner,

Farticipaies in initiatives that help to
integrate the service with other healih
agencies at a nallonal level.

INTEGRATING THE SERVICE

Fails to develop beyond a "lay person's”
view of organisational development.
Doesn't seek expert advice or pool ideas
with those more experienced.

Tries to begin to integrate the service
without & thorough understanding of the
sensitivities and tradiions that are at play.

Promotes traditional boundaries through
inherited management practices.

Lels this issue slip off the agenda when il
comes fo tormulating policies or plans tor
change.

Pays lip-service 1o cross-disciglinary
nitiatives without wvesting time or energy
n them,

Allows service plans fo be submitted that
make no contribution to the integration of
activities.

Doesn't deal with scepticism or reluctance
in these groups in a convincing manner

Operates in a silo, with inzufficent
collaboraticn wilth other health agencies.










MANAGING CHANGE EMBRACING THE CHANGE AGENDA

o GRADE IV, V & VI

Inclicanrg of Wesd
affective periormencn

ingicatars ol mors
effective parformanca

Strives to improve the guality and efficlancy
af service provided by their team,

Leams from mistakes and ensuras that
these do not reoccur.

Communicates changes to practice 0 a
timely and thorough manner.

Locks 1o the team for ideas for change

Embraces change by being enthusiastic and
flexible to new ideas and new ways of
warking

Makes appropriate use of technalogy o
advance the quality and efficlency of service
provisian.

Welcomes and acts on feedback from
sarvice-users in an effort o improve the
guality of the semvice provided,

Accepts current standards of service without
seeking to improve them.

Daesn't think ahead o prevent mistakes
ragpccurring in the fulure,

Doasn't communicate changes in a manner
that ensures the depariment’s efficiency.

Doesn't encourage the team to ganerate
ideas for service improvement,

Has a preferance for traditional methods of
working and is slow to adapt to new ideas.

Falls to make full use of available
technology.

Falis to seek or discounts feedback from
SEMVICE-USEers




MANAGING CHANGE EMBRACING THE CHANGE AGENDA

:- GRADE VL VI & Sl
-

indicatars of mare
effective perfaormance

Brings all staff groups together to gather
ideas on where change is needed and
suggestions an how to bring it about.

Looks critically at the service to identify
where inefficiencies lie and bring
suggestions for change to upper
management

Understands how the needs and
expectations of service-users are changing.

Embraces change by being enthusiastic and
flexible to new ideas. Empowers the team to
meke improvemants.

Fositively contributes to the implementation
of ideas for change by finding practical ways
to make policies work,

Makes appropriate use of technology to
advance the quality and efficiency of service
provision.

Shares new Iideas and initiatives with staff
and colleagues In order to seak their
opinions,

Ensures the co-operation of the staff within
their remit by supporting them through the
change process,

Indicators of leas
allactive performmance

Fails to create a culture in the team where
change is discussed apenly and
constructively.

Is not sufficiantly driven or capabie of
identifying the necessary areas for change
or suggesting solutions.

Is not sufficiently in touch with changes in
the service-user population.

Is reluctant or slow to change. Doesn't
encourage the team to sirive for greater
efficiency.

Is ton passive In their contribution to change.
Waits for others to find ways 1o make

changes happen,

Fails to make full usa of aveilable
technolagy.

Communicates new |deas too late or in a
one-way manner.

Doesn't sufficiently support members of the
team through the change process,
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Brings disparate groups together to
eslablish consensus an the need for change
and to gain suggeshons on how to bring 1

ALOLIE

Makes semor management aware of the
blocks to progress withun the organisation

il provides reallshic solubons

Embraces the Matonal Health Strateqgy by
raging actlivities that lead to progress.

Is flexible and rewards atiempts at reform

Identifies the needs for change by
I

benchmarking therr area of the service

nalionally and interrationally.

Linderslands how the needs and

expectations of senice-users are changing

Is up to date with the latest thinking

management prachice in the health sermace.

fakes a national perspective, avoiding

unnecessary duplication across the senvce

Implements strategu: ideas for change,

lindiry practical ways 1o make polictes work.

Stnves o keep stafi directed tawards the

longer-term change agends. while maintaimng

efficiency ol day-lo-day sewvice

Basas mplementabion plans on a sound

understarding ef the pnncipies of

change management.

MANAGING CHANGE EMBRACING THE CHANGE AGENDA

Allows different agendas and groups o go
their awn way, to the delriment of a unified,

cohesive programme of change.

Iz not sulficiently dowven ar capable of
dentifying the need for reform or finding

SQLUIoNS.

Is not an aclve advocate for change
Discourages nisk talang and promotes the

stalius quo.

Toes not priontise the need 19 ook outside

the organisation for examples of best practice.

Bazes plans on the current needs and make

up of the service-user papulalion.

la not suthiciently aware of the latest

thinkjng in maragemen! praclice.

Woirks on the change agenda in an insular
lashion, or competes with other agencies in

an unproducive manner.

Fids it difficull 1o translate high-leve!
direchion inta prachical steps lowards

Progre

Creates a culture where sialt tocus too
much art the day (o day and not enough on

the fulure.

Meeds a grealer undersianding of the
principles that underpin successful

change wutiabves.







Esiablishes consensus within the semor
team and kay stakeholders about the

priorities for change.

Ensurgs that new policies are future
anented and that those blocking progress

are rewised.

Embraces the Malional Health Strategy by
encauraging achvities that lead o increased
learning and progress lowards the vision.
Creates a culture of innovabon and Aexibilty

wathin upger and middle management levels

Brings a visionary perspective te the senior
team by keeping up (o date with trends in
health care naticnally and internationally.

Has a clear picture of the trends that will
mpac! on the future of management

praclice in the heallth service.

Takes a national perspective, avoiding

Urinecessany li...'[..'-“-{.'iil"’}ﬂ across the service.

Controis the pace and exient of change
within the organisalion, balancing the need
lov progress with that lor stabilily

Strves o keap the energy of the
arganisalion directed towards the stralegic

change agendsa

MANAGING CHANGE EMBRACING THE CHANGE AGENDA

Allows disparate groups and agendas fo
block progress towards comprehensive
change.

Has a strategic focus thal is not subiciently

driven by the need for refarm and change

ts nol an aclive advocalte for change, fails o

encourage valid attempts at reform.

Discourages risk taking and promoles the

status qua,

Is not sufficiently aware of strategic trends
in realth care.

Is nat sufficlently aware of strategic frends

i managemer Il prachoe.

Works on the change agenda in an insular
fashion, or competes with other agencies in
an unproductive manner.

Allows the balance to tip too much o either
side, allowing the pace to drop too low, or

trying to achieve loo much too quickly:

Creates a sree whigrg upper and middle
management levels focus too much on the

day to day, here and now,







