


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 Wheel below. 

::- MANAGING THE SERVICE 
::- MANAGING PEOPLE 
::- MANAGING YOURSELF 

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

Embracing the 
change agenda 

Integrating the 
service 
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MANAGEMENT COMPETENCY USER PACK _ :f)F CLERICAL I ADMINISTRATIVE MANAGERS: GRADES IV TO SENIOR MANAGEMENT 







• 



I ' ;. 

.. . 

• • 

• • • • • ••• I 

. . .. . . 

• , 

. . 

Each competency is presented in a separate booklet in the following formal 

-

Indicators of nlore 
effective performance 

- -- - -
Indicators of less 
effective performance 



INTRODUCTORY. 
Selecting the competenC'if's 
relevant to your role 



LEVEL 

COMP-ETENCIES 

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-c:entred 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 middle management. 

) Embrace change and adapt local work practices accordingly. 

) Co-operate and work in harmony with other teams and disciplines. 

) Ensure that service-users are treated with dignity and respect. 



LEVEL 

• 

. : 
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: 

> Plan 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 motivation, 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 change, 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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LEVEL 

• • • • • • 

. : 
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 against them. 

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

> Implement effective controls 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 remit 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 supports the achievement of the National Health Strategy. 





LEVEL 

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 

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 managers to communicate objectives, develop service plans 

and monitor actions. 

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

remit. 

) Monitor and review the progress of the organisation against key periormance 

indicators, taking prompt corrective action when necessary. 

) Create a culture of accotmtability, openness to change, respect for the individual 

and teamwork that supports the achievement of the National Health Strategy. 

) Represent the organisation in dealings with the public and other health agencies at 

a national level. 
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What next? ... 
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LEVEL 

> Has sufflcienl knowledge of lhe relevanl > Is nol sufficiently knowledgeable of 
plOccdures and pradlces to perform the pracllce and procedure 10 be truly 
role etilciently and ensure standards are effeclive. 
maintained In the leam. 

) Falls to keep staff updaled on changes to 

> Kceps staff members up to dale wllh policy and leglslallon relevant to therr 
leglslallon and polICY relevant to the roles. 

department. , Isn't clear about how the department 

> Has a good understanding of how they relates to the miSSion, values or goals of 
and therr team contnbute 10 the lhe organISation. 
organisation's mission, values and goals. 

> Is not sufficiently ,n touch with the 

> Understands how their department service-users to undelstand how to meet 
Impacts on the service-user therr needs. 

> Has a thorough understandIng of how > Is not familiar enough with other 

neighbouring departments and functions departments and funct,ons and as such 

must combine their eHorts to achieve operates too Independently, missing 
optimum service levels. opportunities to Increase service levels. 

> Has a good understandrng of the Inlernal :> Doesn't always appreciate the Internal 
dynamiCs that can affect the running of dynamics that can affect the running of 
therr department. lhel[ deparlment. 

Uses knowledge of the organisation's > Makes the achlcvement of results more 
slructures and traditions to help achieve difficult by falling to show an 
results. understanding of the organlsatlon's 

structures and traditIons. 



LEVEL 

> Has sufficient knowledge of the relevant 

procedures and practices to perform the 

role efficiently and ensure standards are 
maintained In the team. 

> Keeps staff members up to date with 

legislation and policy relevant to the 
department. 

> Has a good understanding of how they 
and their team contribute to the 
organIsation's mission, values and goals. 

Understands how their department 
impacts on the service user. 

> Has a thorough understanding of how 
neighbouring departments and funellons 
must combine their efforts to achieve 
opbmum service levels. 

> Has a good understanding of the Internal 
dynamiCs that can affect the running of 
their department. 

> Uses knowledge of the organisation's 

structures and traditions to help achieve 
results. 

> Is not sufficiently knowledgeable of 

practice and procedure to be truly 

effective. 

> Fails to keep staff updated on changes to 
policy and legislabon relevant to their 
roles. 

> Isn't clear about how their department 
relates to the mission, values or goals of 
the organisation. 

> Is not sufficiently ,n touch With the 
service-users to understand how to meet 
their needs. 

, Is not familiar enough With other 
departments and functions and as such 

operates too independently, missing 
opportunlties to increase servIce levels. 

} Doesn't always appreciate the internal 
dynamics that can affect the running of 
their department. 

> Makes the achievement of results more 
difficult by failing to show an 

understanding of the organisation's 
structures and traditions. 
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LEVEL 

> Has sufficient knowledge of the relevant 
procedures and practices to perform the 
role efftciently and ensure standards are 
maintained in their area of responsibility. 

> Keeps ahead of legislative and policy 

changes and communicates their 
implications above and below as 
appropriate. 

) Is completely abreast of the mission, 
values and strategy of the organisation 
and of how to help deliver it. 

> Uses an understanding of the organisation 
as a whole to direct the activities of 
various departments towards the 

achievement of optimum service levels 
and strategic priorities. 

> Has an astute appreciation of the internal 
dynamics of the organisation. 
Understands who the key stakeholders 
are and is in touch with the trends of 
thinking in relation to key issues. 

> Keeps track of events and trends within 
the health service nationally and within 
their field internationally. 

, Is not sufficiently knowledgeable of 
practice and procedure within their area of 
responsibility to be truly effective. 

) Is reactive when it comes to changes in 
legislation or policy that have implications 

for their area. 

> Performs role without fully Incorporating 
the thinking behind the organisation's 
mission, values and strategy. 

Lacks a strategic understanding of the 
organisation as a whole and the links and 
synergies between different departments. 

> Is sometimes out of touch with current 
political events within the organisation. 

> Adopts an internal focus, without sufficient 

attention to the wider arena 





) Has sufficient knowledge of the relevant Is not sufficiently knowledgeable of 
procedures and practices to perform the pradice and procedure within their area of 

role efficiently and ensure standards are responsibility to be truly effective. 
main tamed In their area of responsibility. 

,. Needs direction on the strategic priorities 

> Identifies Ihe strategic priori lies for the of the organrsation. Fails to look 
organlsatron by pro-actively identifying suffiCiently ahead to be pro-active in the 
changes In the political, economic and face of change. 
social cl imate. 

> Does not have suffiCient breadth of 
> Has sufficient understanding of other perspective to understand the significance 

departments and functions in the and practicalities of strategic priorities that 
organisation to come to a realistic and he beyond their principal area of 
informed strategic view about how the responsibility. 
organisation can deliver on its strategic 
priorities. , Is sometimes out of touch with current 

political events Within the organisation. 

> Has an astute appreciation of the In ternal 
dynamics of the organisation. ,. Doesn't sufficiently understand the 
Understands who the key stakeholders national political environment or how to 
are and IS in touch with the trends of Influence events within It. 

thinking in relation to key issues. 
,. Adopts an internal focus, without sufficient , Understands and influences the national attention to the Wider arena. 

political environment In which the 
organisation and the service operates. 

)- Keeps track of events and trends within 
the health serVice nationally and 
internationally. 
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LEVEL 



;THE SERVICE • MANAGING • 

LEVEL 
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LEVEL 

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

> Plans 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 strategies into specific, 
measurable objectives and action plans. 

) Accurately estimates and allocates the 
resources required to deliver strategic 
plans. 

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

> Takes appropriate opportunities to ensure 
that initiatives are evaluated in terms of 
value for money. 

> Demonstrates innovation to overcome 
resource limitations. 

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

> Has insufficient understanding of the 
strategy and of service planning. 

> Doesn't understand the trends and 
developments in health care that Indicate 
the direction events will take. 

> Develops service plans that fail to 
recognise the limitations on resources or 
the strategic priorities of the organisation. 

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

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 presented by resource 
limitations. 

Prioritises less important tasks above 
those that are more urgent. 





LEVEL 

> 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 into specific, 
measurable objectives and action plans. 

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

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

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

> 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 
evaluating value for money. 

> Prioritises less important tasks above 
those that are more urgent. 



. . • MANAGING RESOURCES 





THE SERVICE > EVALUATING 

LEVEL 

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

) Takes information on board quickly and 
accurately. 

> Thinks through decisions to make sure 
they are in line with policy and locai 
practice. 

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

> Appropriately Involves others in making 
decisions that affect them. 

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

> Informs others of decisions that have 
implications for them. 

> Accepts accountability for their decisions. 

. - • • • 

> Makes decisions without considering all 
critical factors or opinions. 

> Is slow or inaccurate in assimilating 
information. 

> Makes decisions without considering their 
implications. 

> Procrastinates over decisions or allows 
problems to build up. 

> Makes decisions without consulting the 
relevant parties. 

> Fails to recognise when it is appropriate to 
elevate decision-making. 

> Fails to inform others of decisions that 
affect them. 

> Is reluctant to accept accountability for 
their decisions. 

• 



MANAGING 

LEVEL 

) 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 
deciSions and refers to precedence to 
ensure consistency. 

> Makes decisions in a transparent manner 
by involving 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 solves problems in a 
timely manner before they accumulate. 

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

SITUATIONS 

> Makes decisions without considering all 
critical 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 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 comfortable defending the rationale 
behind decisions. 

> Procrastinates over decisions or allows 

problems to build up. 

> Fails to recognise when it is appropriate to 
elevate decisions to the next level. 
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LEVEL 

> 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 seNice boundaries when necessary in 
the interest of the right soluton or decision. 

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

) Makes decisions in a transparent manner 
by involving and empowering others where 
appropriate. 

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

> Confidently explains the rationale behind 
decisions when faced with opposition or 
competing demands. 

> Is objective but not insensitive in their 
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. 

, Makes decisions without considering all 
the critical factors or opinions. 

> Makes or proposes decisions without 
applying the appropriate financial 
rationale. 

> Is slow or inaccurate in assimilating 
information. 

> Allows traditional policies or structures to 
hinder them in arriving at the right 
solution. 

) Gets caught up in the detail 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 comfortable defending the rationale 
behind decisions. 

) Is overly subjective or emotional in their 
approach to decision-making. 

> Procrastinates over decisions or allows 
problems to build up. 

> Fails to recognise when it is appropriate 
to elevate decisions to the next level. 
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MANAGING THE SERVICE> 



~ . - ~ - .=_--e •• 

LEVEL 

> Demonstrates pride In the quality of work > Tolerates pOOl qua!lty In the WOI k of the 

of thelf department. department. 

, 15 sufficiently aware of policy and , Occasionally lacks the depth of 
legislative reqUIrements to conduct thelf knowledge of policy or legislative 
duties to the appropriate standard. requirements to ensure standards are 

malntalneo. 

> Ensures that pohCles and procedures are 
well documented and clearly understood " Falls to ensure sufficient communtcallon 

by anyone for whom they have and awareness of standards. 
responsibility. , Allows traditional ways of dOlOg things to 
Ensures that traditional work practices In persist, even when It means a compromise 

their area are compliant With currenl on standards. 
standards. , Fails to flag potential slips 10 standards in 

> Communicates Immediately to resolve a timely fashion. 
potential problems when standards may 
be slipping or their area IS compromised. > Produces work that contains Inaccuracies 

or inconsisterlCles. 
> Pays close and accurate attenlion to detail 

In personal work. > Neglects to make sufficient lime to quality 
assure the team's work. 

> Monttors and reviews team work to ensure 

Its quality and accuracy. > Is InconSistent In keeptng fdes and 
archives updated and maintained. , EnsUfes that archives and records are 

readdy available If requlfed by those With 
appropriate authority. 



· . -. 
LEVEL 

> Is sufficiently aware of policy and > Occasionally lacks the depth of 
legislative requirements to conduct the" knowledge of policy or legislative 
duties to the appropriate standard. requirements to ensure standards are 

maintained. 
:> Ensures that poliCies and procedures are 

well documented and clearly understood ) Fails to ensure suffiCient communication 
by anyone for whom they have and awareness of standards. 

responsibility. 
> Fails to take ownership when quality 

> Takes ultimate responSibility for ensuring standards are not met. 

high standards of service within area of 
responsibility. , Fails to flag potential slips in standards in 

a timely fashion, or resolve them 
:> Takes immediate action and initiative when satisfactorily when appropriate. 

problems arise or standards slip. , Is not pro-active in trying to avoid dips in 
:> Looks for feedback from benchmarking or service standards. 

other evaluations to see where service 

standards need to be reinforced. ;- Neglects to make suffiCient lime to quality 
assure the team's work. 

:> Monitors and reviews the work of the 
team to ensure its quality and accuracy. :> Is inconsistent In keeping flies, archives 

and financial records updated and 

> Ensures that all general and finanCial maintained. 
records are readily available if required by 
those with appropriate authority. ) Produces work that contains Inaccuracies 

or inconsistencies. 
} Pays close and accurate attention to detail 

In personal work. 
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LEVEL 





LEVEL 

:> Is sufficiently awale of policy and :> Occasionally lacks the depth of 
legislative requirements to conduct therr knowledge of policy or leglslatrve 
duties to the appropriate standard. requirements to ensure standards are 

maintained. 
> Works with each drrect report to develop 

policies to ensure quality standards are > Is not pro-active In clearly establishing 
achieved. standards for quality. 

Sells the Importance and value of settrng > Falls to motivate others to achieve high 
high standards to upper and middle standards of quality. 
managers. 

> Is Infrequent In monitoring of standards or 
Regularly monitors and evaluates the most fads to focus on the most cntical 
critical standards. and reports to the board measures. 

With solutions. 
) Adopts an Insular focus. Without checking 

> Makes resources avariable for benchmarks how standards In the organisation 
to ensure that the organisatron is as good compare With those of therr peels. 
as "best In class", 

) Priorttlses less Important areas over those 
> Identifies the areas of greatest risk across of greater need, exposmg the organlsatton 

the organisatIOn and pnontises resources unnecessarily. 
to ensure the appropriate standards are 
marntalned. > Supervises Without proper management 

Information by allOWing poor standards of , Instils a culture where standards of financial management. 

financial management are In line with best 
practice and legislative requirements. > Produces work that contains InaccuraCies 

or inconSistenCies. 
Pays close and accurate attention to detail 
,n personal work. 







• • • • • 

LEVEL 

) Understands service-users by being > Adopts a hasty or off-pultlng manner 
approachable and by listening to them. when dealing with the public. 

> Demonstrates a deSIre to do their best for , ProVides a poor example to staff by 
service-users. placing insuffiCient Importance on the 

concerns of the service-user. 
) Ensures each service-user IS treated In a 

fair and equitable manner. ) ProVides an Inconsistent service to users. 

) Demonstrates accountabl!>ty and ) Fails to take ownership or work 

transparency In all dealings with the transparently when dealing with the public. 

pub!>c. 
Places insuffiCient emphasIs on 

> Treats all Information on service-users confidentiality or dlscrellon. 
with confidentiality and discrellon. 

,. Over-promises or falis to deliver. 
) Presents a positive Image to the public by 

delivering on promises. > Takes an Individual rather than a 
departmental view and assumes that 

) Follows up to ensure servIce-users receive service-users wlil look after themselves. 
the appropriate service from their 

department. > Is complacent when faced With customer 
complaints. 

) listens to the feedback of service-users 
and addresses their concerns. , ProVides little assistance to service-users 

to make informed deCISions about their 
) Educates and empowers service-users to health care. 

help themselves. 



MANAGING 

LEVEL 

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

> Facilitates accurate, regular evaluation of 
the extent to which the service meets the 
needs of its users. 

> Supports the empowerment of service­

users by operating in a transparent 
manner and striving to educate them 
wherever possible. 

Works with their team to generate and 
implement ideas to make their area of the 
service more people-friendly. 

> Encourages staff In their area to take 
responsibility for the quality of the 
experience of the service-user. 

, Identifies inequities in service provision 
and raises these concerns, oHering 
solutions where possible. 

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

> Is out of touch with service-users. 

> Is inaccurate or inconsistent in evaluating 
the success of the service in meeting the 
needs of its users. 

> Is not customer friendly, giving the 

minimum of information to service-users. 

> Persists with practices that fail to place 
people at the heart of activities. 

, Shows little empathy With the service-user. 
Fails to create a culture where the 
service-user's expenence IS considered 
at each turn. 

> Doesn't look out for Inequities in service 
provision or fails to do anything about 
them if spotted. 

> Over-promises or fall s to deliver. 
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LEVEL 

Is in touch with and understands the > Is out of touch with service-users. 
concerns and needs of the service-user 

population. , Manages their area of the organisation 
without sufficient melrics in place to 

> Puts measures in place to ensure an evaluate the service from the perspective 
accurate, regular evaluation of the extent of Its users. 
10 which the service meets the needs of 
Its users. > Sticks to traditional practices and models 

of healthcare, with insuffiCient regard for 
> Ensures that the practices and policies in the role of the service user In a modern 

their area of the organisation support the health service 
empowerment of the service-user. , Persists with practices that fail to place 

> Develops and supports initiatives that people at the heart of activities. 
promote a people-centred culture. 

> Pays insufficient attention to the 
> Ensures that staff in their area of promotion of patient advocacy. Doesn't 

responsibility have the understanding and allocate 5uificlent resources to bring 
mechanisms to promote patient advocacy about the required changes in thinking 
effectively. and practice. 

) Takes responsibi lity for the equitable > Allows the equity of service delivery to go 
distribution of resources and equality of unchecked. Falls to champion 
access to services. disadvantaged or excluded groups. 

) Presents a positive image to the public by > Over-promises or fails to deliver. 
delivering on promises. 





LEVEL 

> Is in touch with and understands the 
> Is out of touch with service-users. concerns and needs of the service-user 

population. , 
Manages the organisation without 

sufficient metrics in place to evaluate the :> Puts measures in place to ensure an 
service from the perspective of its users. aCCurate, regular evaluation of the extent 

to which the service meets the needs of > Places insufficient emphasis on its users. 
empowering service-users to make 

Informed decisions about their health care. > Influences the practices and policies of 
the organisation towards the 

> Allows the welfare of people to slip down empowerment of the service-user. 
the list of priorities when policies are 
being formulated. > Influences the policies of the organisation 

to promote a people-centred culture. 
> Sponsors change initiatives that neglect to 

put the service-user first. , 
Manages change within the organisation 
in a fashion that promotes patient 

> Neglects to monitor the equity of service advocacy. 
delivery or fails to take appropriate action. 

> Takes responsibility for the equitable 
> Over-promises or fails to deliver. distribution of resources and equality of 

access to services. 

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



DELIVERING . .-



MANAGING PEOPLE' 1li1l~lil'!!ltim· • - •• - - • - -



LEVEL 

IroT. 

MANAGING 

... 
• • 
- .- . -

• 

• • 

-' 

> 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 effective arguments. 

> Does sufficient research and preparation 
to make sound arguments and handle 
questions 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 support for new initiatives. 

> Demonstrates 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. 

INFLUENCING 

> Lacks credibility as an authority within 
area of responsibility. 

) Doesn~ pay due consideration to the 
perspectives of others when preparing 
arguments. 

) Is insufficiently informed to handle 
questions that arise. 

> Makes arguments that lack logical 
rationale or in a 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 people 
involved. 



. -
LEVEL 

• • • . -. - . 
> Establishes strong personal credibility by 

demonstrallng integrity and a high degree 
of competence In their area of expertise. 

) Understands who the key stakeholders 
are In their area of the organisation. their 
agendas and their styles of influenCing. 

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

> Resolves conflicts between indiViduals or 
groups in a constructive and timely 
fashion. 

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

) Identifies others who have similar 
objectives for influencing events and 
combines their efforts. 

Is creative In developing eVidence-based 
rallonale to support arguments. 

> Handles objec\lons eftecllvely and With 
confidence. 

} Balances diplomacy and tact With a firm. 
objective approach. 

. - • 

> Lacks credibility as an authOrity within 
area of responsibility. 

> Adopts tactics to Influence others that 
don't take account of how other key 
stakeholders will react. 

Tries to Influence events Without due 
consideration of the opinions or support of 
others. 

) Allows confhcts to remain unresolved to 
the detnment of the efficiency and 
harmony of their area. 

> Is out of touch with the altitudes and 
standpoints of key stakeholders. 

) Misses opportunities to be Influential by 
falling to consider the bigger picture and 
situations of others. 

> The rationale developed to support 
arguments do not influence those making 
the deciSions. 

> Replies to objections with poor arguments 
or With insuffiCient confidence. 

MIsjudges the dynamics of the Situation 
and adopts an Ineffective approach. 
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LEVEL 

• • • • 
- . - . 

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

Has a grounded knowledge of the 
mechanisms for influencing their part of 
the organisation, e.g. how to maXimise the 
partnership process, how to influence the 
orgamsational strategy or national policy. 
etc. 

Mediates between competing agendas in 
an objective and ethical manner. 

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

, Balances diplomacy and tact with a firm 
approach. 

> Uses informal networks to stay In touch 
with undercurrents and to gauge 
accurately the standpoints of other 
groups. 

> Builds alliances With others Within and 
outside of the organisation to pursue 
common obJeclives with greater strength. 

> Builds Innovative, evidence-based 
arguments that align with the strategic 
priorities of the organisation to influence 
others and negoliate commitment. 

• 
• 

> Lacks credibility when influenCing or 
negotiating. Fails to handle objections in a 
credible manner. 

Lacks understanding of how to influence 
events in their area of the Health service 
and adopts ineffective tactics as a result. 

Allows personal bIas or subjectIvity to 
cloud judgement. Falls to ensure they 
have a balanced perspective on all the 
evidence available. 

; Allows conflicts to remain unresolved to 
the detriment of the efficiency and 
harmony of their area. 

> MiSjudges the dynamics of the situation 
and adopts an ineffective approach. 

Is out of touch With the attitudes and 
standpoints of key stakeholders. 

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

). Arguments are not innovabve, evidence 
based or suffiCIently aligned with the 
bigger picture to be effective. 





LEVEL 

• • . -

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

Has a grounded knowledge of the 
mechanisms for Influencing their 
organisation and the service, e.g. how to 
maximise the partnership process, how to 
relate productively with government 
departments or the board, etc. 

) Negotiates effectively to secure longer­
term oblectives on behalf of their functIon 
and the organisation. 

Balances diplomacy and tact WIth a firm 
approach. 

Builds cred ible evidence-based arguments 
that align with the strategic priorities of 
the service to secure internal and external 
commitment. 

Balances competing strategic priorities 
within the organisation In an objective and 
eth,cal manner - acting as final arbitrator 
in definIng the way ahead. 

Builds alliances WIth others within and 
outside of the organisation to pursue 
common objectives With greater strength. 

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

> Influences the organisation through 
inclUSlvity. Involves and consults with key 
stakeholders appropriately to establish as 
much common ground and consensus as 
possible. 

• • • 
- . - . 

> Lacks credibility when influencing or 
negotiating. 

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

> Fails to make convincing arguments or 
handle objections skillfully enough to 
secure their objectIves in negotiations. 

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

> Arguments are not meaningfully based In 
the language or concepts required by 
those being Influenced. 

> Allows personal bias or subjectivity to 
cloud Judgement in negotiations. Fails to 
ensure they have a balanced perspective 
on all the evidence available. 

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

> Is out of touch with the attitudes and 
standpoints of key stakeholders. 

Allows conflicts between key stakeholders 
to persist to the detriment of a co­
ordinated a unified effort towards the 
strategic objectives. 
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MANAGING PEOPLE 



MANAGING •• MANAGING INDIVIDUA~ f"ERFORMANCE 

LEVEL LEVEL 

.. . . . 

• • • . -
- . - . 

> Treats staff in a fair and equitable manner. 

). Maintains confidentiality when deahng 
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 
policies and outlines supporting 
procedures. 

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

> Is approachable and available for advice 

and support 

> Appreciates that staff have commitments 
outside 01 work and monitors work/Iole 

balance accordingly. 

) Tackles performance problems in a timely 
and constructive manner. 

LEVEL LEVEL 

> Treats some staff members less 
favourably that others. 

> Deals with sensitive staff Issues in an 
indiscreet manner. 

" Allows some staff members to shirk their 
fa" share of the workload. 

) Allows individuals to focus solely on thel[ 

immediate goals without an appreciation 

01 the bigger picture. 

:> Fails to set standards of performance as 

set out 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 people In the team to develop a 
work/life balance that is unhealthy lor 
them. 

Allows performance problems to fester. 



MANAGING PEOPLE 



MANAGING • - !mil: Im1 COMMUNICATION 

LEVEL LEVEL 

.. . . . 

• • • . -
- . - . 

) Presents written information in a clear, 

concise and structured manner. 

> Clearly and concisely communicates the 
intended message to the audience. 

Describes complex information in simple 

terms, avoiding unnecessary largon. 

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

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

> Delivers presentations to groups with 
confidence and credibility. 

Represents the organisation with 
credibility 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 
improve communication in their area of 
responsibility. 

LEVEL 

CHANNE~ 

LEVEL 

• 
• 

Produces written com munication that is 

difficult to follow In structure and contenl 

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

Loses the audience or leaves them 
confused. 

Demonstrates poor listening skills. 

Is 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 
or other agencies for which they aren't 
qualified or skilled to handle. 

Focuses on one-directional 
communication at the expense of upward 
communication. 

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



MA AGING PEOPL 



MANAGING e- CREATING 

LEVEL LEVEL 

. . 

• • • . -
- . - . 

Treats people with dignity and respect 

, Works as part of the team to establish a 
shared sense of purpose and unity. 

Makes time to get to know the team 
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 the" frustrations. 

> Demonstrates 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 runntng of the 

sefVice and in deCisions 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 

their team. 

- -

LEVEL LEVEL 

• 
• 

> Is disrespectful towards 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 
workload when they are under pressure. 

/ Views setbacks in a negative light and 

looks to apportion blame. 

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

> Fails to celebrate successes or give credit 
where it is due. 

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





MANAGING • • -- ... 

LEVEL 

. , . 

> Encourages people by praising their 
efforts and achievements. 

> Recognises when staff members need to 
develop and provides constructive 
feedback. 

> Identifies 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 authority. 

> Provides on-the-job training for staff on a 
frequent basis. 

> Encourages staff to take responsibility for 
their own development 

> Invites feedback from others and reviews 
own performance. 

> Sets an example by openly pursuing 
continuous personal development 

• • • 

• 
• 

> Neglects to acknowledge achievements. 

> Falls to give constructive feedback. 

> Pays insufficient attention to formal staff 
development 

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

> 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 training to staff. 

> Contributes to a culture that fails to 
encourage learning and personal 
development 

> Places little value on feedback from 
others. 

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



. - --. -
LEVEL 

• • • 

• - . • • 
- . - . 

> Keeps senior management informed of 
the status of people development in their 
area of responsibility and makes well­
founded proposals to make it a priority. 

Demonstrates innovation In finding low­

cost people development solutions. 

Ensures that all staH In their area of 
responSibility understand the benefits and 
practicalities of personal development. 

Encourages people by praising their 
achievements and providing constructive 

feedback. 

Identifies 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 staH by appropriately 
delegating responsibility and authorrty. 

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

> Puts insuHicient energy and commitment 
into raising the standards of people 
development In therr area of responsibility. 

> Sees people development only In 
traditional terms, I.e. formal training 
courses. 

Doesn't understand the benefits of people 
development or fails to overcome 
scepticism or inaction In a convlncmg 
manner. 

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

> Leaves personal development up to the 
Individual. 

Is protective of own knowledge and 
experrence or neglects to spend time 
effectively coaching drrect reports. 

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

Fails to Identify own development needs 
or engage in personal development 
programmes. 
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LEVEL 

• • • 

• - . • . -
- . - . 

Liaises with the H R department to define 
the people development needs in their 
part of the organisation for the short to 
medium term. 

Negotiates within resource limitations to 
find funding for the development of 
people within their responsibility. 

Demonstrates mnovation in finding low­
cost people development solutions. 

Includes people development in service 
plans. 

Ensures that all staff In their area of 
responsibility understand the benefits and 
practicalities of personal development. 

Encourages people by praising their 
achievements and providing constructive 
feedback. 

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

> Shares own experience and provides 
coaching to increase competence. 

> Empowers staff by appropriately 
delegating responsibility and authority. 

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

• • • 
- . - . 

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

) Allows people development to slip down 
the list of priorities when it comes to 
negotiation of funding. 

> Sees people development only In terms of 
formal training courses. 

> Plans 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 
scepticism or in action in a convincing 
manner. 

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

Leaves personal development up to the 
individual. 

) Is protective of own knowledge and 
experience or neglects to spend lime 
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 





LEVEL 

•• 

• . -
• 

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. 

> Defines a plan for the resourcing of the" 
area of the organisation Including people 
development and succession planning. 

Understands and sells the benefits of 
people development to upper and middle 
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 constructive 

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 authority. 

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

development 

• 
• 

Takes little interest in the people 
development aspect of the organisational 

strategy. 

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

Doesn't understand the benefits of people 
development or fails to overcome 
scepticism or inaction in these groups in a 
convincing manner. 

> Allows people development to slip down 
the list of priorities when it comes to the 

allocation of funding. 

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

of 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. 
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MANAGING • : 

LEVEL LEVEL 

. . 

:> Acts in a manner that is consistent with 
the organisation's values and vision. 

, Maintains sound ethical and professional 
standards at all times. 

) Inspires members in their team to work to 
high standards. 

Provides clear direction to team members 
so they understand where the 
organisation IS gOing and how they 
contflbute to its success. 

Builds personal and organisational 
credibility by being professional and well 
Informed at all times. 

Clearly accepts responsibility for standards 
of work and performance In their area. 

Reassures staff and bUilds their 
confidence by taking responSibility for 
resolving problems and keeping them 

updated on progress. 

Takes the initiative to make their area 
successful and progressive. 

:> Adapts leadership style to suit the demands 
of the situation and the people Involved. 

, Is pOSitive about the future of the 
organisation and the health service. 

•• 

LEVEL LEVEL 

:> Falls to live the values of the organisation 
or loses sight of the vision at key times. 

Occasionally allows ethical or professional 
standards to slip. 

:> Sets or accepts 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 oneself and the organisation 
poorly by being unprofessional or poorly 
Informed. 

Finds invalid excuses, or blames others, 
for poor standards In own area 

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

Accepts the status quo when It is not 
good enough. 

Demonstrates little fleXibility In leadership 
style and expects others to adapt to them. 

Is often cynical or pessimistic in outlook. 
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• MAINTAINING 

LEVEL LEVEL LEVEL LEVEL 

. . • 

, Shows patience and tolerance when , Becomes Impatient or intolerant when 

dealIng with confl,ct or negative athtudes dealing with conflict or negative attitudes 
from others. from others. 

> Puts problems in perspectIve and manages Exaggerates problems, loses perspective 

not to become overwhelmed by them. and reacts Inapproproately. 

> Responds calmly to feedback from ,. Responds defensively or emotionally when 
colleagues or service-users. faced with feedback. 

, Perseveres despite setbacks and ensures Commitment wanes In the face of setbacks. 
that goals are achieved. 

Allows situations to grow out of control 
Is aware of own levels of stress and without seeking support. 
morale and takes steps to stay within 
personal limits. Fails to take responsibility for striking an 

appropriate work/life balance. 
::- Is committed to managing own work/life 

balance. Allows staff's anxiety levels to rose beyond 
the optimum level when they encounter 

:> Serves as a calming rnfluence for staff demanding situations. 
when they encounter demandrng 

sltuahons. Manages others Without sufficient 
understanding of the support and , Is ,n touch with the workload of staH resources they may requore. 

members and knows the levels of stress 
and morale In the team. 



- . • 



LEVEL 

. .. 

Learns about the remit and value of other 
departments and disciplines within the 
organisation 

Co operates In a helpful manner with 
other parts of the service. 

Lia ses across d sc pllnes and funcbons to 
share Info mallon ,n order to del ver the 

best posslb e people-centred service 
wherever poss ble. 

Actively breaks down the traditional 
"barriers" between their area and others. 

Challenges the way that staH think about 
the service to ensure they see the need 
for integration and teamwork. 

Takes prompt action to discourage 
remarks or behaViours that lead to the 

preserva! on of barners within the seMce. 

Focuses solely on own area Without 
sufficient awareness of the wider service. 

Is resistant to or fails to appropriately 
pnor,Use requests from other parts of the 
service. 

Waits for other diSCiplines or functions to 
come to them before they share 
information. 

Allows the bamers to 'emain 
unchallenged. 

Fails to educate their staff about the value 
of integration and teamwork across the 
service. 

Turns a blind eye, or contrrbutes to 
remarks or behaviours that strengthen the 
barriers to Integration within the service. 



MANAGING INTEGRATING 

LEVEL 

• 

• • • 
• 

Has a thorough understanding of how 
their area of responsibility can change in 
practical terms, to provide a more 

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 initiatives. 

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 to create greater 
efficiencies or benefits for the service­

user. 

Learns 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. 

• . . 
• 

Has yet to localise this concept and 
identify practical 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 working or highlight 
practical examples of areas for 
improvement to the team. 

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

Focuses solely on own area without 
sufficient awareness 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. 
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MANAGING 

• • 

• • 

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

Analyses practices within therr area of 
responSibility to idenhfy activities that lead 
to the reinforcement of traditional health 
service boundaries. 

Identifies opportunities to create greater 
integration and develops specific 
objectIVes to achieve them. 

Actively participates in and champions 
cross-di sciplinary Initiatives. 

Includes the Integration of the service In 
service plans. 

Ensures that all staff in therr area of 
responsibility understand the benefits and 
practlcalitres of an integrated, user­

oriented service. 

Makes constructive links with other health 
agencies at a national level to share 
information and learn from others. 

Structures cross-agency initiatives where 
appropriate. 

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

Promotes traditional boundanes through 
inhented management practices. 

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 withou1 investing time or energy 
In them. 

Plans the service based on current 
practices and ways of working. Without 
taking the opportunity to plan for the 
future. 

Doesn't explain the goals of cross­
disciplinary team working or highlight 

pradcal examples of areas for 
improvement to the team. 

Operates in a 5110, with insufficient 

networking with other health agencies. 

Allows duplication and lost synergies to go 
unchecked. 





LEVE 

• • 

Develops a thorough understanding of 
organisation development theory. Seeks 
the views of experts in this field about its 
application to the organisation. 

Spends ti me developing an accurate 
understanding of why traditional health 
servIce boundaries have eXisted over time. 

Analyses current practices at senior 
management level to Identify activities that 
lead to the reinforcement of tradit ional 
health service boundaries. 

Ensures that the Integration of the service 
is central to all change Initiatives and 
policy formulation. 

Actively participates in and champions 
cross-d isciplinary initiatives. 

Promotes the integra lion of the service 111 

service planning. 

Sells the benefits of integration to upper 
and middle management levels in a 
convincing manner. 

Participates in initiatives that help to 
integrate the service with other health 
agencies at a national level. 

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 a thorough understanding of the 

sensitivities and traditions that are at play. 

Promotes traditional boundaries through 

inherited management practices. 

Lets thiS issue slip off the agenda when it 
comes to formulating poliCies or plans for 
change. 

Pays lip-service to cross-disciplinary 
Initiatives Without Investing time or energy 

in them. 

Allows service plans to 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 slio, With Insufficient 
collaboration with other health agencies. 
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MANAGING CHANGE 

• 

• 

Strives to improve the quality and efficiency 
of service provided by their team. 

Learns from mistakes and ensures that 
these do not reoccur. 

Communicates changes to practice in a 

Umely and thorough manner. 

Looks to the team for ideas for change. 

Embraces change by being enthusiastIC and 

flexible to new ideas and new ways of 

working. 

Makes appropriate use of technology to 

advance the quality and efficiency of service 

provision. 

Welcomes and acts on feedback from 

service-users in an effort to improve the 
quality of the servICe provided. 

. ' 

Accepts current standards of service without 

seeking to improve them. 

Doesn't think ahead to prevent mistakes 

reoccurring in the future. 

Doesn't communicate changes in a manner 
that ensures the departmenfs effiCiency. 

Doesn't encourage the team to generate 

ideas for service improvement. 

Has a preference for tradibonal methods of 

working and is slow to adapt to new ideas. 

Falls to make full use of available 

technology. 

Fails to seek or discounts feedback from 

service-users. 



MANAGING EMBRACING 

LEVE 

Brings all staff groups together to gather 

ideas on where change is needed and 

suggestions on how to bring it about. 

Looks cntically at the service to identify 

where inefficiencies lie and bring 

suggesttons 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 

make improvements. 

PosItively contributes to the implementaUon 

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 ideas and initiatives with staff 

and colleagues in order to seek their 

opinions. 

Ensures the co-operation of the staff wilhin 

their remit by supporting them through the 

change process. 

• • 

Fails to create a cullure in the team where 

change is discussed openly and 

constructively. 

Is not sufficiently driven or capable 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 strive for greater 

efficiency. 

Is too passive in their contnbutlon to change. 

Waits for others to find ways to make 

changes happen. 

Fails to make full use of available 

technology. 

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

Doesn't suffiCiently support members of the 

team through the change process. 
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• 

• • • 
• 

Brrngs disparate groups together to 

establish consensus on the need for change 

Gnd to gain SlJg~lestlons on how to bring II 

aboul 

Makes senior management aware of the 

blocks to progress within the organisation 

and provides realistic solutions. 

Embr aces Ihe Nat,onal Health Strategy by 

encouI'agll19 activities that lead to progress. 

Is flex ible and rewards attempts at reform. 

IdentifIes the needs for change by 

benchmarking their area of the service 

nationally and internationally. 

Underslands how the needs and 

expectations of service-users are changing. 

Is up 10 date wIth the latest Ihlnklng on 

managemen1 practice In the health ::.ervlct.:. 

Takes a national perspective, avoid ng 

unnecessary dupllcatlon across the serv!ce. 

Implements strategic Ideas for change, 

finding practical ways to make policies work. 

Stnves to keep staff drrected towards the 

longer-term change agenda. while maintaining 

efficiency of day-to-day service. 

Bases IInplementahon plans on a sound 

understanding of the pnnclples of 

change management. 

• • 

• • 

Allows dIfferent agendes and groups to go 

their own way, to the detriment of a unified. 

cohesive programme of change. 

Is not sufficiently driven or capahle of 

identifying the need for reform Of finding 

solutions. 

Is not an active advocate for change. 

Discourages IIsk taking and promotes the 

status quo. 

Does no1 pnontlse the need to look outside 

the organisation for examples of best practice. 

Bases plans on the current n~eds and make 

up of the service-user populaUon. 

Is not sufficIently aware of the latest 

thrnklng In management practrce. 

Works on the change agenda In an Insular 

fashion. or competes with other agencies in 

an unproductive manner. 

Finds It difficult to translate high-Iel/el 

direction rnto practical steps towards 

progress. 

Creates a culture where staff focus too 

much on the day to day and not enough on 

the future. 

Needs a greater understanding of the 

prir.oples that underpin successful 

change Inltratives. 





Establishes consensus within the senior 

leam and key stakeholders aboul the 

priorities for change. 

Ensures that new pOlicies are futur e 

oriented and that those blocking progress 

are revised. 

Embraces Ihe National Health Siralegy by 

encouraging activities that lead to Increased 

learning and progress towards the viSion. 

Creates a culture of Innovation and flexibility 

Within upper and middle rnanagement levels. 

Bnngs a VISionary perspective to the senior 

team by keeping up 10 dale Wllh trends in 

health care nationally and Internationally. 

Has a clear picture of the trends that will 

impact on the future of management 

practice In the health service. 

Takes a national perspedlve, avoiding 

unnecessary duplication across the service. 

Controls Ihe pace and extent of change 

Within the organisation, balanCing the need 

for progress With thai for stability. 

Stllves 10 keep the energy of lhe 

organlsa!lon directed towards the strategic 

change agenda. 

• • 

Allows disparate groups and agendas 10 

block progress towards comprehensive 

change. 

Has a strategic focus Ihalls nol suHICIently 

driven by the need for reform and change. 

Is not an active advocate for change. fails to 

encourage valid attempts at reform. 

Discourages risk laking and promoles the 

status quo. 

Is not sufficiently aware of strategic trends 

in health care. 

Is not sufficiently aware oi strategic trends 

III m;::magemen1 practice. 

Works on the change agenda In an Insular 

fashIOn, or competes With other agencies In 

an unproductive manner. 

Allows the balance 10 \lp 100 much 10 eilher 

side, allowing the pace to drop 100 low, or 

Irying 10 achieve too much 100 qwckly. 

Creates a culture where upper and middle 

management levels focus too much on the 

day to day, here and now. 




