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The following competencies are presented:
1. Adaptability
2. Accountability and Execution
3. Aligning performance for success
4. Problem solving
5. Strategic thinking
6. Facilitating change (Leadership)
7. Entrepreneurship
8. Influencing (Leadership)
9. Decision making
10. Team orientation 
11. Client focus/client orientation
12. Resilience 
13. Leadership 
14. Planning and organising
15. Control and efficiency
16. Gaining commitment
17. Optimising diversity
18. Mentoring
19. Analytical thinking
20. Resource management
21. Business awareness/business acumen
22. Mentorship


[bookmark: _Hlk502793030]Competency Definition | Adaptability
Maintaining effectiveness when experiencing major changes in work tasks or the work environment; adjusting effectively to work within new work structures, processes, requirements, or cultures
	Level
	Entry level
	First line manager
	Middle manager
	Senior Manager
	Executive

	Proficiency scale
	
	
	
	
	

	Exceptional (consistently demonstrates exceptional behaviours, serves as role model) - 5
	Quickly modifies behaviour to deal effectively with changes in the work environment.
	Always treats change and new situations as opportunities for learning or growth; focuses on the beneficial aspects of change; speaks positively about the change to others. 

	Take initiative to drive change through their teams and be the example to change behaviour.
	Plan and drive change effectively and motivate team to implement change. Will ensure all understand the benefits of the change.
	Initiate change activities and set the vision for the new way of working and influence the culture of the organisation positively. Inspire and motivate others on all levels to implement change effectively.

	Highly effective (consistently demonstrates effective behaviour and often demonstrates exceptional behaviours)-4
	Acknowledge that behaviour needs to change to deal with changes in work environment and change it in time.
	Treats change in business as opportunity to learn and focuses on positive but will also still continue with some of the old way of working till comfortable with the new changes.
	Support the change on strategic level and will motivate team to support change.
	Will demonstrate plan to implement the change and set team up to deliver. Will follow the strategy.
	Help set the vision for the new way of working and motivate others to support the change and implement it effectively.

	Effective/Competent (consistently demonstrates effective behaviour)-3
	Understands changes in work environment and adjust behaviour to work with team to achieve new way of working.
	Will support the change and focus on how to implement it in the business as directed.
	Will set new targets to drive the change aligned to the strategy as set by others. Will follow direction.
	Implement the plan as set by others to support change in the business in implementing processes, work structures and culture.
	Support the change and demonstrate the changed behaviour required to implement the change in processes, work structures effectively

	Consistent (demonstrates some behaviours but not others, or uses behaviours inconsistently)- 2
	Change behaviour most of the time if it is still in the personal comfort zone
	Will seek to understand the reason and logic for change but will not take the lead to implement.
	Understands the change and support the initiative.
	Selective change behaviours to support change and work in new culture. Will fall back to old way of working.
	Support the change in most areas and will set goals for teams to implement the change effectively.

	Unsatisfactory (rarely demonstrates competency behaviours; requires significant development) -1
	Resist changes and continue with old behaviour and way of working.
	Will continue to drive the old way of working and not equip team to deliver the change.
	Will try to make an effort to understand the reason for the change and will implement some of the changes.
	Will continue to work in old work structures and not fully support new processes or implementation thereof; selective change in behaviour.
	Will resist the changes and argue for doing things as it was and enforce the old culture.

















Competency Definition | Accountability & Execution
Demonstrates and communicates a high level of ownership and commitment to achieving and completing results effectively
	Level
	Entry level
	First line manager
	Middle manager
	Senior Manager
	Executive

	Proficiency scale
	
	
	
	
	

	Exceptional (consistently demonstrates exceptional behaviours, serves as role model) - 5
	Accepts responsibility for own behaviour and job related tasks " Accepts the consequences of own performance " Avoids laying blame
	Takes steps to perform work at a high level in order to achieve goals " demonstrates a high level of effort to complete work to agreed standards. Works outside the limits of own job when necessary to achieve results " seeks feedback and modifies own behaviour and approach to improve performance
	Makes a contribution to the goals of others and to the team. Derives satisfaction from seeing the team succeed " in collaboration with team members takes ownership of how the team behaves and the results it produces
	Assumes responsibility for the performance and results of the entire team " acts Immediately to provide feedback on individual and team performance (results & behaviour) " involves others as appropriate in responding to external feedback " ensures the consequences associated with behaviour and performance are appropriate and understood.
	Assumes responsibility for the performance of the entire business; immediately provide feedback and set new direction of action and manage the consequences across the business.

	Highly effective (consistently demonstrates effective behaviour and often demonstrates exceptional behaviours)-4
	Accepts responsibility for own performance and behaviour and delivers tasks exceptionally.
	Takes steps to perform at a high level to achieve goals and demonstrates a high level of effort to complete work to agreed standards. Seeks feedback to modify behaviour and improve performance.
	Support the goals of others and the team; encourage collaboration with team members and takes ownership of the team behaves and the result it produces.
	Assumes responsibility for the performance of the entire team; acts in time to provide feedback to team and external parties. Manage the consequences associated with the behaviour in an effective constructive way.
	Assumes responsibility for the performance of functional business areas and set new direction of action and manage consequences across functional businesses.

	Effective/Competent (consistently demonstrates effective behaviour)-3
	Accepts responsibility for own performance and communicates consequences of behaviour with manager.
	Perform to achieve goals and complete work to agreed standards. Seeks feedback to modify behaviour and improve performance.
	Support the goals of others and the team and takes ownership of self and how the team behaves.
	Assumes responsibility for the performance of the functional area and manage consequences appropriately timely. Manage external consequences and provide feedback. 
	Assumes responsibility of performance of own areas and set new direction of action and manage most of the consequences.

	Consistent (demonstrates some behaviours but not others, or uses behaviours inconsistently)- 2
	Accepts responsibility for some areas of responsibility and will blame other team members for non- performance.
	Perform to achieve goals and complete work to most of the agreed standards.
	Takes ownership of self and how the team behaves. At times drives collaboration between teams.
	Assumes responsibility of performance of own team and ensure most of the consequences are appropriate. 
	Delayed responsibility of performance of core team; set new direction of action but not taking all factors in consideration.

	Unsatisfactory (rarely demonstrates competency behaviours; requires significant development) -1
	Seldom accepts responsibility for performance and blame other team members.
	Achieve some of the goals and perform not to agreed standards.
	Align to goals set by others and occasionally take responsibility for team performance.
	Reluctant to assume responsibility of self and team performance and seldom address associated consequences.
	Does not assume responsibility for performance and blames others/subordinates for unsatisfactory performance.









Competency Definition | Aligning performance for success
Focusing and guiding others in accomplishing work objectives
	Level
	Entry level
	First line manager
	Middle manager
	Senior Manager
	Executive

	Proficiency scale
	
	
	
	
	

	Exceptional (consistently demonstrates exceptional behaviours, serves as role model) - 5
	
	Collaboratively works with direct reports to set meaningful performance objectives to achieve strategic goals; sets clear specific performance goals and identifies measures for evaluating goal achievement 

	Implements a system or uses techniques to track performance against goals and to track the acquisition and use of appropriate behaviours, knowledge, and skills. 

	Creates a learning environment—As necessary, helps secure resources required to support development efforts; ensures that opportunities for development are available; pro-actively help managers overcome obstacles to learning. 

	Creates a learning environment—As necessary, helps secure resources required to support development efforts across the business; ensures that opportunities for development are available; pro-actively to help leaders overcome obstacles to learning. 


	Highly effective (consistently demonstrates effective behaviour and often demonstrates exceptional behaviours)-4
	
	Set meaningful performance objectives to achieve team goals; sets specific performance goals and measures for evaluating.
	Supports the system that has been implemented as well as techniques to track performance against goals and to track the acquisition and use of appropriate behaviours, knowledge & skills.
	Enables the learning environment and as necessary help secure resources required to support development efforts. Offers to help managers overcome obstacles to learning.
	Enables the learning environment and as necessary help secure resources required to support development efforts across the business. Offers to help leaders overcome obstacles to learning.

	Effective/Competent (consistently demonstrates effective behaviour)-3
	
	Set performance objectives to achieve team goals and general measures for evaluating.
	Drives the behaviour in teams to track performance against goals and encourage the use of appropriate behaviour, knowledge and skill.
	When required will secure resources to support development efforts and support managers to overcome obstacles when requested.
	When required will secure resources to support development efforts and support leaders to overcome obstacles when requested.

	Consistent (demonstrates some behaviours but not others, or uses behaviours inconsistently)- 2
	
	Set high level performance goals and some measures for evaluating.
	Support the system to track performance most of the time.
	Will provide resources to support development efforts when convenient for own business.
	Will provide resources to support development efforts when convenient for own function(s).

	Unsatisfactory (rarely demonstrates competency behaviours; requires significant development) -1
	
	Limited team goals and no measurement for evaluating.
	Focus on own team goals and not aligned to the system.
	Reluctant to provide resources to support development efforts.
	Reluctant to provide resources to support development efforts.















Competency Definition | Problem solving
Identifies and analyzes problems; weighs relevance and accuracy of information; generates and evaluates alternative solutions; makes recommendations.
	Level
	Entry level
	- First line manager
	Middle manager
	Senior Manager
	Executive

	Proficiency scale
	
	- 
	
	
	

	Exceptional (consistently demonstrates exceptional behaviours, serves as role model) - 5
	Constantly find effective solutions for daily activities to streamline and improve administrative function.
	Addresses routine organizational problems by leading a team to brainstorm solutions. Establishes guidelines to clarify complex and/or controversial processes
	Reconciles conflicting and/or incomplete information to develop solutions. Applies appropriate methodology to discover or identify policy issues and resource concerns
	 Synthesizes information from internal and external sources to develop an action plan addressing program issues. Addresses systemic barriers inhibiting the achievement of results by forming teams to conduct focus groups and develop solutions
	Improves organizational efficiency by developing, planning, and implementing a multi-tier solution to complex or unprecedented problems. Develops and implements a remediation plan restoring stakeholder confidence in a critical organisation program

	Highly effective (consistently demonstrates effective behaviour and often demonstrates exceptional behaviours)-4
	Identifies most of the time solutions for problems to ensure effective streamlined processes in administrative function.
	Involves team to solve organisational problems or business unit problems. Occasionally establish guidelines to clarify complex and/or controversial processes.
	Reconciles conflicting and/or incomplete information to develop solutions. Applies known methodology to discover and identify issues.
	Synthesizes information from internal and external sources to develop an action plan addressing program issues. Occasionally forming teams to conduct focus groups and develop solutions
	Improves organizational efficiency by developing, planning, and implementing a multi-tier solution to complex or unprecedented problems.

	Effective/Competent (consistently demonstrates effective behaviour)-3
	Find solutions for daily problems and share with others to ensure effective processes.
	Involves team to solve organisational problems or business unit problems.
	Reconciles conflicting and/or incomplete information to develop solutions.
	Synthesizes information from internal and external sources to develop an action plan addressing program issues
	Improves organizational efficiency by developing, planning, and implementing a solution to complex or unprecedented problems

	Consistent (demonstrates some behaviours but not others, or uses behaviours inconsistently)- 2
	Occasionally identifies a problem and propose a solution.
	Solve business unit problems on own and instruct team to execute solution.
	Solves recurring problems and implement some solutions.
	Synthesize linear information and develop action plan.
	Improves functional efficiency by developing, planning, and implementing a solution to  recurring problems.

	Unsatisfactory (rarely demonstrates competency behaviours; requires significant development) -1
	Address the wrong problem and no solution. No problem solving initiatives,
	Struggle to identify problems and seldom involve team to address business unit problems.
	Defer problems to team or other managers; don’t solve problems 
	Solve problems in own business unit and does not solve systemic problems.
	Solves functional problems or defer/delegate problem to team.















Competency Definition | Strategic thinking
Formulates objectives and priorities, and implements plans consistent with the long-term interest in the global environment. Capitalizes on opportunities and manages risks.
	Level
	Entry level
	First line manager
	Middle manager
	Senior Manager
	Executive

	Proficiency scale
	
	
	
	
	

	Exceptional (consistently demonstrates exceptional behaviours, serves as role model) - 5
	
	Considers client needs and trends in the development of strategic plans. Implements strategic objectives and develops metrics to assess attainment of work unit goals
	Conducts review of the organisation’s core mission and gathers information from relevant sources to support development of a strategic plan for the business unit. 
	Leads and directs a strategic planning team to address and outline the future direction of a function. Establishes strategic performance measures to allow the function to continually assess and adjust direction
	Anticipates a demographic change in society and establishes a vision to effect change through formulation and implementation of objectives and priorities. Designs approaches and procedures to develop a strategic plan supporting key national goals and objectives

	Highly effective (consistently demonstrates effective behaviour and often demonstrates exceptional behaviours)-4
	
	Implements strategic objectives and develops metrics to assess attainment of work unit goals
	Gathers information from relevant sources to support development of a strategic plan for the business unit
	Set out themes for a strategic planning team to address and outline future direction of a function. Set strategic performance measures to continually assess and adjust. direction
	Supports the drive to anticipate a demographic change in society and establishes a vision to effect change through formulation and implementation of objectives and priorities.

	Effective/Competent (consistently demonstrates effective behaviour)-3
	
	Implement strategic objectives and align team goals and selective metrics.
	Designs a strategic plan for the business unit.
	Establishes strategic performance measures to allow the function to continually assess and adjust direction.
	Set strategic goals for functions to align implement a strategic plan.

	Consistent (demonstrates some behaviours but not others, or uses behaviours inconsistently)- 2
	
	Implement most of the strategic goals and align team performance 
	Designs a tactical plan for the business and implement it.
	Inconsistent strategic performance measures to assess or adjust direction
	Inconsistent strategic performance measures to assess or adjust direction

	Unsatisfactory (rarely demonstrates competency behaviours; requires significant development) -1
	
	Only team goals and implementation thereof.
	Creates an operational plan for the individual teams
	Operational performance measures to assess or adjust direction.
	Tactical performance measures to assess or adjust direction.

















Competency Definition | Facilitating change (Change Leadership)
It involves the ability to bring about strategic change, both within and outside the organization, to meet organizational goals. Inherent is the ability to establish an organizational vision and to implement it in a continuously changing environment.
	Level
	Entry level
	First line manager
	Middle manager
	Senior Manager
	Executive

	Proficiency scale
	
	
	
	
	

	Exceptional (consistently demonstrates exceptional behaviours, serves as role model) - 5
	Supports and buy-in to any change initiative and implement in own role. 
	Creates a new quality control system to monitor unit/team processes. Uses cutting-edge ideas to develop business unit services. Works with co-workers to coordinate a project using a creative process
	Creates a system to redistribute work across units during unexpected situations. Solicits feedback from team members in the creation of new business unit initiatives and services. Displays creativity by deviating from traditional methods in developing new procedures. Re-evaluates current procedures and suggests improvements to ensure an effective, streamlined process
	Creates new methods for planning, designing, and carrying out program objectives. Organizes and leads cross-divisional work group in developing creative solutions to address problems. Creates new units to streamline functions based on work flow analysis
	Devises new methods, procedures, and approaches having organisation-wide impact. Develops new performance management system aligned with organisational vision to measure staff performance. Develops, introduces, defends, and gains support for a new approach impacting the budget process organisation-wide

	Highly effective (consistently demonstrates effective behaviour and often demonstrates exceptional behaviours)-4
	Supports and buy-in to any change initiative and implement in own role.
	Uses cutting-edge ideas to develop business unit services. Works with co-workers to coordinate a project using a creative process
	Creates a system to redistribute work across business units during unexpected situations. Solicits feedback from team members in the creation of new business unit initiatives and services. Re-evaluates current procedures and suggests improvements to ensure an effective, streamlined process

	Creates new methods for planning, designing, and carrying out program objectives. Organizes and leads cross-divisional work group in developing creative solutions to address problems.
	Devises new methods, procedures, and approaches having organisation-wide impact. Develops new performance management system aligned with organisational vision to measure staff performance.

	Effective/Competent (consistently demonstrates effective behaviour)-3
	Implements some changes in own role.
	Uses new ideas to develop business unit services in collaboration with team.
	Creates new systems to redistribute work and re-evaluates current procedures to improve streamlined processes
	Creates new methods for planning, designing, and carrying out program objectives across functions.
	Devises new methods, procedures, and approaches having organisation-wide impact.

	Consistent (demonstrates some behaviours but not others, or uses behaviours inconsistently)- 2
	Occasionally implements changes in role
	Uses new ideas to sustain business unit/team services and work with team to deliver results.
	Re-evaluates current procedures to improve streamlined processes
	Participate in the execution of new methods for planning, designing, and carrying out program objectives across functions.
	Supports and implements new methods, procedures and approaches having impact on functions.

	Unsatisfactory (rarely demonstrates competency behaviours; requires significant development) -1
	Does not support changes
	Not exploring new ideas to sustain or develop team services.
	No evaluation of current procedures or exploring of new system.
	Continue to work with current planning, designing methods for program delivery in own function.
	No evidence of new methods of working that has an organisational-wide impact.





Competency Definition | Entrepreneurship 
Positions the organization for future success by identifying new opportunities; builds the organization by developing or improving products or services. Takes calculated risks to accomplish organizational objectives.
	Level
	Entry level
	First line manager
	Middle manager
	Senior Manager
	Executive

	Proficiency scale
	
	
	
	
	

	Exceptional (consistently demonstrates exceptional behaviours, serves as role model) - 5
	Considers current guidelines when developing a new product. Considers feedback when developing a new service.
	Identifies concepts for new programs, products, or services. Seeks feedback for new products or services based on client needs.
	Creates a new product, service, or policy based on requirements submitted by users. Makes recommendation to invest in emerging technologies to produce new products
	Takes calculated risks by creating new and innovative business lines. Conducts research and develops business proposals resulting in a high return on investment.
	Assesses client needs across the businesses and develops innovative products and services to address recommendations. Implements an innovative strategic campaign to accomplish organisational goals

	Highly effective (consistently demonstrates effective behaviour and often demonstrates exceptional behaviours)-4
	Considers feedback when developing a new service.
	Seeks feedback for new products and services based on client needs and at times identifies concepts, services or programs for new ideas.
	Creates a new product, service, or policy based on requirements submitted by users. Often recommend new technologies to invest in.
	Conducts research and develops business proposals resulting in a high return on investment.
	Assesses client needs across the businesses and develops innovative products and services to address recommendations.

	Effective/Competent (consistently demonstrates effective behaviour)-3
	Considers options to develop a new service.
	Consider client feedback to identify new services or programs.
	Identify ideas for new product, services or policy based on requirements submitted by users.
	Suggests ideas for new and innovative business lines and conducts research to develop business proposals that at times resulting in a high return on investment.
	Assess client needs across functions and develop some innovative products and services to address functional needs.

	Consistent (demonstrates some behaviours but not others, or uses behaviours inconsistently)- 2
	At times considers options to develop new service.
	At times identifies new concepts for services, programs or products.
	At times identify ideas for new creation for services, product or policy based on feedback from users.
	Conduct research in business proposals with potential to result in high return on investments.
	Support and drive strategic campaign to accomplish organisational goals.

	Unsatisfactory (rarely demonstrates competency behaviours; requires significant development) -1
	Does not consider new options to develop new service.
	Does not consider client feedback as important to identify new concepts for client services/programs/products.
	Continues to utilize the current services, products or policies and ignore feedback from users.
	Does not take any risks to develop new business lines.
	Continue to work in current client needs and drive current programs to achieve functional goals.













Competency Definition | Influencing (Leadership)
Persuades others; builds consensus through give and take; gains cooperation from others to obtain information and accomplish goal
	Level
	Entry level
	First line manager
	Middle manager
	Senior Manager
	Executive

	Proficiency scale
	
	
	
	
	

	Exceptional (consistently demonstrates exceptional behaviours, serves as role model) - 5
	
	Uses factual information to support own point of view when meeting with team members.
Explains to staff the importance of their involvement on high stakes projects. Recommends employee seek professional assistance for personal issues affecting work performance. Justifies request for internal resources to accomplish goals.
	Develops trust among various parties involved in a negotiation process. Persuades manager to change leadership position or approach to better fit a situational need. Represents the organization in reaching agreements with other organizations and contractors. 
	Negotiates with leaders for changes to reorganization design based on feedback from subordinates. Guides a team of experts to provide advice on, and build credibility for, a multi-level negotiation process.
	Convinces colleagues and management to accept recommendations involving substantive organisation resources and changes in established practice. Influences external executive decision makers to achieve substantive goals.

	Highly effective (consistently demonstrates effective behaviour and often demonstrates exceptional behaviours)-4
	
	Use factual information to support own point of view; encourage staff to be involve in high stake projects and know when to recommend staff for professional support.
	Develops trust among various parties involved in a negotiation process. Persuades manager to change leadership position or approach to better fit a situational need. 
	Negotiates with leaders for changes in organisation based on feedback from subordinates. Occasionally can guide a team of experts.
	Convinces colleagues and management to accept recommendations involving substantive organisation resources and changes in established practice. 

	Effective/Competent (consistently demonstrates effective behaviour)-3
	
	Drives own point of view by using factual information and ensure staff contributes to high stake projects.
	Persuades manager to change leadership position or approach to better fir a situational need. Can develop trust amongst selected parties in negotiation process.
	Can negotiate with leaders on the right forum to implement organisational change.
	Can convince colleagues at most times to accept recommendations involving substantive organisation resources.

	Consistent (demonstrates some behaviours but not others, or uses behaviours inconsistently)- 2
	
	Use factual information when there is engagement with staff to drive own point of view.
	Can develop trust amongst selected parties in negotiation process if the outcome is not complicated.
	Can at times enter into negotiation and achieve organisational results.
	Can negotiate with colleagues on organisational level to accept recommendations on minor/less strategic organisation resources 

	Unsatisfactory (rarely demonstrates competency behaviours; requires significant development) -1
	
	Can force own point of view without using facts when engaging with team.
	Struggle to develop trust amongst other leaders. Prefers not to negotiate.
	Struggle to negotiate and influence others to see own point of view.
	Drives own point of view to obtain results.











Competency Definition | Decision making (Leadership)
Makes well-informed, effective, and timely decisions, even when data are limited or solutions produce unpleasant consequences; perceives the impact and implications of decisions.
	Level
	Entry level
	First line manager
	Middle manager
	Senior Manager
	Executive

	Proficiency scale
	
	
	
	
	

	Exceptional (consistently demonstrates exceptional behaviours, serves as role model) - 5
	Always except decisions and understand it with regards to change and impacts on implementation process.
	Makes sound and timely decisions for a project, team, or work unit. Seeks out best practices to make organizational decisions. Develops meeting agenda and determines topics for group decision making. Determines the appropriate individuals needed for a decision-making process.

	Decides to redesign current performance appraisal system to better meet organizational needs. Makes the decision to solve controversial workplace issue by establishing an employee task force.
	Changes course of action despite public support when new information indicates previous strategy would not succeed. Makes timely decisions using available information regarding severe operating budget reductions.
	Uses limited information to solve a variety of complex problems during a crisis situation.  Solves highly-complex technical, administrative, and policy issues involved in the implementation of new systems and programs by making timely decisions.

	Highly effective (consistently demonstrates effective behaviour and often demonstrates exceptional behaviours)-4
	Except decisions to make changes most of the time and understand the impact on implementation.
	Makes sound and timely decisions for a project, team, or work unit. Develops meeting agenda and determines topics for group decision making. Determines the appropriate individuals needed for a decision-making process.

	Decides to redesign current performance appraisal system to better meet organizational needs. 
	Change course of action as needed when current strategy would not achieve set goals. Understands with sufficient available information and enough support to adjust budget.
	Solves highly- complex technical, administrative, and policy issues involved in the implementation of new systems and programs by making timely decisions.

	Effective/Competent (consistently demonstrates effective behaviour)-3
	Implement decision to make changes.
	Can set up meetings to make decisions with the right people to achieve objectives for project or work unit.
	Can make decision to change functional organisational design
	Can change course of action if there are substantial factual evidence to change course of action.
	Takes a long time and needs sufficient information before a decision is made.

	Consistent (demonstrates some behaviours but not others, or uses behaviours inconsistently)- 2
	Except decision to make changes at times and doesn’t always understands the impact of the decision.
	At times does not involve the right people to make decisions to achieve project or work unit goals.
	Make operational decisions without aligning to strategic goals.
	Makes inconsistent decisions without substantial information.
	Struggle to make timely complex decisions.

	Unsatisfactory (rarely demonstrates competency behaviours; requires significant development) -1
	Does not implement decision to make changes.
	Makes critical decisions without other team members.
	Struggles to make significant informed decisions.
	Struggles to make significant informed decisions.
	Struggle to make timely strategic decisions.














Competency Definition | Team orientation 
Inspires and fosters team commitment, spirit, pride, and trust. Facilitates cooperation and motivates team members to accomplish group goals.
	Level
	Entry level
	First line manager
	Middle manager
	Senior Manager
	Executive

	Proficiency scale
	
	
	
	
	

	Exceptional (consistently demonstrates exceptional behaviours, serves as role model) - 5
	Works with team to implement operating procedures within business unit Actively contributes in team building exercises to improve office dynamics
	 Encourages staff to share skills and abilities within work group to facilitate completion of challenging tasks. Forms teams to identify and address business unit concerns. Informs team members of issues requiring resolution and considers input
	Includes entire team in decision-making process when developing mission and goals for the division. Creates senior-level teams to design and implement requirements for new systems and procedures. Leads team from various organizational units to create new systems or processes
	Promotes cohesiveness of a dysfunctional team by defining roles and responsibilities of each team member and establishing overall objectives. Motivates business unit-wide teams by assigning work based on team member skill level and area of interest
	 Leads a team to address controversial organisation-wide legislative and regulatory policy issues. Inspires collaboration across the organisation to accomplish long-term strategic goals.

	Highly effective (consistently demonstrates effective behaviour and often demonstrates exceptional behaviours)-4
	Actively contributes in team building exercises to improve office dynamics
	Encourages staff to share skills and abilities within work group to facilitate completion of challenging tasks. Informs team members of issues requiring resolution and considers input
	Includes entire team in decision-making process, and help create senior teams to design and implement requirements for new systems/procedures.
	Promotes cohesiveness of a dysfunctional team by defining roles and responsibilities of each team member and establishing overall objectives. 
	Leads team to address controversial organisation wide legislative and regulatory policy issues.

	Effective/Competent (consistently demonstrates effective behaviour)-3
	Support team activities as active team member.
	Ensures staff share skills and abilities to achieve team goals.
	Includes entire team in decision-making process.
	Can lead high performing team and identify roles and responsibilities and establish overall objectives.
	Leads team to address specific functional issues. Can inspire collaboration across teams.

	Consistent (demonstrates some behaviours but not others, or uses behaviours inconsistently)- 2
	At times acts as active team member.
	Manage team to work together within their roles and responsibilities.
	Prefers to work with preferred individuals in team to make decisions and can identify team members for senior-level team to drive new developments.
	Identify roles and responsibilities for cross-functional teams and set overall objectives.
	At times can lead team to address controversial policies or procedures across business.

	Unsatisfactory (rarely demonstrates competency behaviours; requires significant development) -1
	Prefers to achieve own personal goals despite the team goals.
	Drive team to deliver goals without informing them of changes. 
	Believes in own decision-making process and does not contribute in cross functional teams.
	Set high level expectations for team members and set general objectives to deliver specific tasks.
	Drive silo behaviour amongst teams in organisation.




.






Competency Definition | Client focus/Client orientation 
Anticipates and meets the needs of both internal and external clients. Delivers high-quality products and services; is committed to continuous improvement.
	Level
	Entry level
	First line manager
	Middle manager
	Senior Manager
	Executive

	Proficiency scale
	
	
	
	
	

	Exceptional (consistently demonstrates exceptional behaviours, serves as role model) - 5
	Addresses client questions in a timely manner. Proactively address client needs.
Identify new clients and maintain relationships. Create demand.
	Ensures products and services comply with client requirements and strive to exceed client expectations by involving the team. Streamlines procedures based on client feedback. Identify new clients and create demand.
	Develops client satisfaction surveys, analyzes results, and makes necessary improvements. Addresses client service deficiencies by involving employees to identify solutions. Identify new clients and create demand.
	Anticipates growing client needs and expectations to continuously improve product development and service delivery. Identify new clients and create demand.
	Develops innovative client orientation initiative which significantly improves quality and enhances client satisfaction. Implements organization-wide client orientation initiative to raise employee skill levels to improve client service. Identify strategic new clients and consistently create new demand.

	Highly effective (consistently demonstrates effective behaviour and often demonstrates exceptional behaviours)-4
	Asks questions to identify needs and expectations. Responds with the appropriate level of urgency. Takes personal ownership in ensuring that expectations are met.
	Is alert and responsive to changes in expectations  Seeks information about real needs, beyond those expressed initially  Takes personal responsibility to ensure external and internal satisfaction despite time pressures and significant obstacles. 
	Clearly states what one can and can’t do to meet desires with strong emphasis on creatively applying what one can do to meet the needs. Builds relationships with key decisionmakers in the client area.
	 Looks for trends that are likely to shape the wants and needs in the future. Develops scenarios and strategies that anticipate future needs. Identifies products and services that meet the needs of current and new clients.
	Develops strategic, long-term relationships, gaining trust and respect with current and new strategic clients. Excellent stakeholder management. Ongoing demand creation.

	Effective/Competent (consistently demonstrates effective behaviour)-3
	Asks questions about the satisfaction with the service provider. Takes into account the impact on the client when carrying out own job.
	Seeks information about real needs, beyond those expressed initially. Takes personal responsibility to ensure external and internal satisfaction despite time pressures and significant obstacles.
	Develops an ongoing relations with clients. Takes variety of actions to assess satisfaction.
	Works to remove barriers that get in the way of providing exceptional service.
	Uses feedback for developing future-orientated client service strategies.

	Consistent (demonstrates some behaviours but not others, or uses behaviours inconsistently)- 2
	Prioritises own needs over client needs. Doesn’t respond to clients.
	Takes responsibility for effective client service most of the time if it doesn’t impact own job.
	Sets up systems to effectively monitor client satisfaction.
	Design solutions to address key priorities and adapts solutions as needed to changing client and market demands.
	Creates work group consisting of stakeholders and neutral parties to develop solutions to client barriers.

	Unsatisfactory (rarely demonstrates competency behaviours; requires significant development) -1
	Ignores feedback from clients and doesn’t respond to clients.
	Service worsens when under pressure.
	Treats clients with disrespects or is rude/impatient.
	Not open to client feedback and focus on functional delivery. Does not identify new client and no demand creation.
	Selective client orientation and poor stakeholder management.












Competency Definition | Resilience   
Being able to handle stress and maintain flexibility. Pulls himself/herself together after disappointments.  Persists with finding solutions despite setbacks. Maintaining effectiveness under pressure or when faced with setbacks or disappointment. Adapts performance to meet the challenge without giving up.

	Level
	Entry level
	First line manager
	Middle manager
	Senior Manager
	Executive

	Proficiency scale
	
	
	
	
	

	Exceptional (consistently demonstrates exceptional behaviours, serves as role model) - 5
	Quickly responds to stress in a positive manner, cooperates with team to address stressful situation 
	Provides guidance to team in a stressful situation and maintaining composure
	Able to identify issues that are causing the stress (problem) and make suggestions for possible solutions 
	Ability to apply innovative thought to a problem 
	Seeks creative solutions to problems 

	Highly effective (consistently demonstrates effective behaviour and often demonstrates exceptional behaviours)-4
	Effectively responds to pressure with proactive approach takes direction from team leader /manager 
	Provides direction to team under stressful conditions whilst maintaining calm 
	Communicates with team to ensure that effective solution is identified and implemented
	Provides opportunities for team to bridge the transition from current situation to the desired situation 
	Balances the need to solve issues with flexibility to adapt to situations in order to find the best solutions –applies innovative and creative thought 

	Effective/Competent (consistently demonstrates effective behaviour)-3
	Responds to stress in a positive manner without affecting team and delivery.
	Able to bounce back when faced with failure /adversity 
	Able to adapt approach to failure or adversity through trying different approaches
	Adapts approach as outcomes allow, tries different angles to find a solution that works
	Applies unique approach to problem, streamlining effectiveness 

	Consistent (demonstrates some behaviours but not others, or uses behaviours inconsistently)- 2
	Occasionally works with team when under stress.
	In control of emotions most of the time
	Sometimes able to adapt approach to problem 
	Occasionally able to provide alternative solutions 
	Sometimes able to provide general direction towards a solution but not specifics 

	Unsatisfactory (rarely demonstrates competency behaviours; requires significant development) -1
	Rarely works cooperatively with team or does not follow instructions under stressful circumstances.
	Displays extreme emotions as response to stress 
	Gives up easily and doesn’t respond well to stress and affects team and implementation negatively.
	Unable to provide solutions to problem and impacts effective implementation.
	Remains remote from management and teams 





















Competency Definition | Leadership 
The ability to direct and contribute to the initiatives and processes within the organisation.
	Level
	Entry level
	First line manager
	Middle manager
	Senior Manager
	Executive

	Proficiency scale
	
	
	
	
	

	Exceptional (consistently demonstrates exceptional behaviours, serves as role model) - 5
	Responsible for leading one self and take responsibility for actions.
	Assists with the implementation of initiatives and escalates issues. Demonstrates flexibility, adaptability, and initiative. Acts consistently with and represents the culture of the organization. Develops knowledge of internal policies and procedures for responding to transactional issues. 
	Manages programs, policies, and procedures to support the organizational culture. Demonstrates flexibility, adaptability, and initiative. Serves as point person on projects and tasks.
	Consistently drives and recommends the strategic plan and goals to achieve exceptional results. Translates the vision, mission, and strategy into projects and initiatives with milestones and delivery schedules.
	Works with other executives to design, maintain and drives the vision, mission and values of the organisation. Manages risks gaps and opportunities in the business strategy.

	Highly effective (consistently demonstrates effective behaviour and often demonstrates exceptional behaviours)-4
	
	Establishes ground rules and guiding principles for team operation and interaction. Establishes a clear purpose for the team. Sets team priorities in a way that demonstrates understanding of workload priorities. Keeps people motivated and focused on work deliverables. 
	Involves others in leadership development opportunities. Leads initiatives to change the process, system, or function to support departmental goals more effectively. Leads by example, acting as a role model for others, demonstrating commitment to the achievement of departmental and functional goals.
	Execute skills in leading resources available to meet planned strategic objectives. Drives critical large scale projects to implement change.
	Drives alignment and buy-in at all levels in the organisation. Serves as a change agent for the organisation.

	Effective/Competent (consistently demonstrates effective behaviour)-3
	
	Provides detail-oriented support in the administration of organizational programs and initiatives. Gains the knowledge and skill to implement organizational processes and initiatives
	Links work proposals to departmental initiatives and ensures team is aware of objectives. Gains the knowledge and skill to implement organizational processes and initiatives 
	Manages the resources available effectively to meet planned objectives for initiatives. Makes functional decisions. Develops clear action plans with results-oriented goals for measuring success.
	Makes policy interpretations and practice decisions. Implements plans using results-oriented goals for measuring success

	Consistent (demonstrates some behaviours but not others, or uses behaviours inconsistently)- 2
	
	Is seen as discourteous/offensive Uses inappropriate or unacceptable language or communication methods (e.g. body language, tone).
	Builds buy-in and enthusiasm for departmental goals and vision across teams and functional boundaries and levels
	At times set clear goals and ensure alignment to implementation and ensure buy-in of all. Inconsistent measurement of effective delivery of functional goals.
	At times set a strategic vision and ensure organisational wide alignment.

	Unsatisfactory (rarely demonstrates competency behaviours; requires significant development) -1
	
	Puts own needs ahead of others.
	Undermines the confidence of others. Is a poor role model to others.
	Does not link own goals to those of the function.
	Does not modify behaviour to the needs of the situation or the person/team.






Competency Definition | Planning & organising
The ability to plan a task or job realistically, allocating time to prioritise and build in time for contingencies.  The ability to apply effective time management when planning tasks that have to be executed. The ability to generate long and short term schedules of activities that prioritises resource allocation and utilization. The ability to accurately interpret the most efficient manner in which to perform a process or task.
	Level
	Entry level
	First line manager
	Middle manager
	Senior Manager
	Executive

	Proficiency scale
	
	
	
	
	

	Exceptional (consistently demonstrates exceptional behaviours, serves as role model) - 5
	Able to complete tasks timeously 
	Able to manage time effectively i.e. completes deliverables ahead of time 
	able to manage tasks are completed timeously by team or themselves via good leadership 
	Able to provide blueprint for most efficient process to complete tasks on time and effective leadership 
	Able to provide strategic input and guidance to allow team to complete tasks in the most efficient manner 

	Highly effective (consistently demonstrates effective behaviour and often demonstrates exceptional behaviours)-4
	Completes tasks on time consistently 
	Able to manage time effectively and complete deliverables on time 
	Practices leadership skills in order to allow team to deliver targeted goals 
	Meets targets consistently through effective management of team dynamics and outputs 
	Handles strategic input in order to guide and direct team and management efforts towards meeting goals

	Effective/Competent (consistently demonstrates effective behaviour)-3
	Completes tasks on time with some occasional deviations 
	Manages deliverables effectively by meeting targets 
	Manages deliverables to enable staff /team to meet targets 
	Manages team responsible for deliverables and ensures that targets are met timeously
	Provides enough input to assist team towards goals 

	Consistent (demonstrates some behaviours but not others, or uses behaviours inconsistently)- 2
	Consistently completes tasks within reasonable limits of time frame given
	Consistently manages most deliverables towards meeting some of the targets 
	Demonstrates some leadership skills to enable team to meet goals 
	Manages the team deliverables and timelines but not always successfully
	Occasionally provides input to allow team to achieve goals 

	Unsatisfactory (rarely demonstrates competency behaviours; requires significant development) -1
	Rarely completes tasks on time 
	Requires significant guidance and back up to achieve goals 
	Does not provide management input or leadership skills required by staff
	Does not manage to meet deliverables or timelines or provide significant leadership 
	Rarely provides management input to allow team to achieve goals 



Competency Definition | Control and Efficiency   
Applying implementing and maintaining structure in day to day business. Demanding a high degree of quality of provided products or services and acting accordingly. Effectively handling detailed information and being consistently attentive to details. Systematically organising activities and setting time frames, setting priorities to allow for optimal efficiency in processes and procedures.
	Level
	Entry level
	First line manager
	Middle manager
	Senior Manager
	Executive

	Proficiency scale
	
	
	
	
	

	Exceptional (consistently demonstrates exceptional behaviours, serves as role model) - 5
	Always exceeds and maintains quality standards set by company
	strives to deliver good quality at all times ,often exceeding the set company standards 
	provides input to set out acceptable standards and puts measures in place to maintain them  
	Ensures that quality standards are not compromised ,does not accept sub standard results 
	Able to remain strategically engaged and ensuring that quality standards are met

	Highly effective (consistently demonstrates effective behaviour and often demonstrates exceptional behaviours)-4
	consistently maintains quality standards 
	sets the example to the team of what is expected of them and drives the process from the front.
	provides input on improving set standards whilst ensuring that acceptable levels are met,
	Takes accountability for maintaining standards, rejects poor quality and insists on improvement remaining actively involved until required standard is met.
	Accepts responsibility for poor standards or quality but also ensures that required tools and communication has occurred to allow for quality output to be delivered.

	Effective/Competent (consistently demonstrates effective behaviour)-3
	Maintains set company standards effectively 
	Ensures that the team has everything that it needs in order to deliver the quality expected of them
	Ensures that the team fully understands what is acceptable and what is not and has the necessary equipment to do so.
	Does not accept poor quality work, insists on work being re-done or process change if required. Communicates this clearly with team.
	Ensures that the management team has understood the brief and has the necessary tools to deliver what is required.

	Consistent (demonstrates some behaviours but not others, or uses behaviours inconsistently)- 2
	occasionally demonstrated set standards though not consistently so 
	Sometimes checks in with team to obtain an update 
	Adopts a laissez -faire attitude, only checking on team if a problem is raised by them 
	Allows team to manage itself with only intermittent communication 
	Occasionally checks in with management team 

	Unsatisfactory (rarely demonstrates competency behaviours; requires significant development) -1
	rarely maintains set standards of control and efficiency.  Does the absolute minimum.
	Unconcerned with quality standards, or inconsistent with checks. 
	Does not check in with team, remains focussed on other duties.
	Remains passive and allows team to find its own way
	Makes no attempt to communicate required standards, remains remote from team



















Competency Definition | Gaining Commitment  
Able to sketch a joint vision that everyone is able to “buy into”. Addressing the question of “what’s in it for me” at all levels. Able to communicate the vision effectively to create enthusiasm and commitment from teams. Maintaining a positive stance despite challenges in the way.
	Level
	Entry level
	First line manager
	Middle manager
	Senior Manager
	Executive

	Proficiency scale
	
	
	
	
	

	Exceptional (consistently demonstrates exceptional behaviours, serves as role model) - 5
	Ensures a clear understanding of the vision and expectations of management. Follows instructions but also contributes suggestions for improvement of process to address potential risks  
	Able to see potential obstacles to team buy in (on an individual basis) and address them with the specific team member as necessary 
	Able to address potential resistance to the established goals through the formulation and mitigation of risks to the goals
	Able to address the risks associated with resistance to the vision with effective solutions /interventions 
Pro- active approach  
	Addresses and formulates 
strategic vision of the company and aligns management goals to meet these. Remains in touch with teams at the coal face through feedback from management team

	Highly effective (consistently demonstrates effective behaviour and often demonstrates exceptional behaviours)-4
	takes direction from team leader supervisor and is able to work towards the goals with minimal intervention
	Assists fellow team members who are unsure of the vision, confirms expectations with the team and ensures that the correct tools and environment are provided to allow optimal successful delivery 
	Breaks down management goals and vision into manageable chunks for the team to devise process for achieving them. Able to communicate clearly and inject enthusiasm into the project. 
	Actively communicates with teams to ensure common understanding of vision and goals
	seeks feedback and maintains good communication channels to address any potential problems 

	Effective/Competent (consistently demonstrates effective behaviour)-3
	takes direction from team leader and is able to perform well under supervision 
	Communicates vision to the team clearly setting goals, expectations and standards.
	Communicates the management goals clearly.
	able to garner respect from the team who admire strong and consistent leadership skills 
	communicates vision clearly 

	Consistent (demonstrates some behaviours but not others, or uses behaviours inconsistently)- 2
	usually is able to follow instructions from supervisor /team leader 
	Sometimes communicates when there is a crisis 
	Communicates the management goals with precision 
	Adopts a reactive approach to issues that may arise when vision is resisted Has not gained respect of staff through sound /consistent leadership practice .
	communicates inconsistently or only if a crisis arises 

	Unsatisfactory (rarely demonstrates competency behaviours; requires significant development) -1
	rarely follows instructions from team leader or ignores instructions 
	Does not communicate unless prompted to by senior staff 
	Communicates inconsistently and allows team to discover expectations and set their own standards.
	Avoids addressing lack of “buy in “ or provides poor leadership on a number of occasions.
	Rarely communicates vision ,expects management team to do so 













Competency Definition | Optimising Diversity    
Easily adapts to the prevailing culture and is able to interact with people from various backgrounds. Is able to adjust their way of doing things to what others consider pleasant. Fosters good relationships by adapting where necessary.
	Level
	Entry level
	First line manager
	Middle manager
	Senior Manager
	Executive

	Proficiency scale
	
	
	
	
	

	Exceptional (consistently demonstrates exceptional behaviours, serves as role model) - 5
	Embraces and is able to adapt to the prevailing culture and thrives in promoting it 
	Able to act as an example to the team on how to conduct oneself in the prevailing culture 
	Acts as a role model for fostering good relationships across diverse cultures 
	Actively encourages good relationships across cultures in the company and strives to identify and use opportunities to do so 
	Creates opportunities to optimise diversity in the company 

	Highly effective (consistently demonstrates effective behaviour and often demonstrates exceptional behaviours)-4
	Demonstrates consistently positive approach to optimising diversity by following examples set by superiors.
	Provides direction to their team 
	Provides input and substance on various approaches to promote diversity 
	Sets up opportunities for staff to grow their understanding and knowledge of diversity 
	Provides clear vision of strategy behind promoting diversity in the company and communicating this to management team

	Effective/Competent (consistently demonstrates effective behaviour)-3
	Accepts prevailing culture and works within its parameters
	Adapts to company culture in an effective manner 
	Sets an example by demonstrating social skills in adapting to diversity 
	Shows commitment to prevailing culture and ways to improve it even more 
	Actively communicates the vision and goals and seeks innovative ways to promote diversity 

	Consistent (demonstrates some behaviours but not others, or uses behaviours inconsistently)- 2
	Occasionally demonstrates acceptance of prevailing culture 
	Sometimes shows adaptation skills 
	Occasionally demonstrates adaptation skills 
	At times will show adaptation to optimising diversity 
	Strategically provides direction and guidance though not consistently so 

	Unsatisfactory (rarely demonstrates competency behaviours; requires significant development) -1
	Actively resists cooperating with prevailing culture 
	Rarely demonstrates effort to adapt to prevailing culture 
	Leaves their team to find their own adaptation methods 
	Makes little effort to promote prevailing culture 
	Seldom provides direction and guidance 



Competency Definition | Negotiation 
Coming to an agreement in situations in which people have a common objective but different interests.
Effective negotiators must have the skills to analyse a problem to determine the interests of each party in the negotiation. A detailed problem analysis identifies the issue, the interested parties and outcome goals. Identifying the issues for both sides can assist in finding an acceptable compromise for all concerned stakeholders.

	Level
	Entry level
	First line manager
	Middle manager
	Senior Manager
	Executive

	Proficiency scale
	
	
	
	
	

	Exceptional (consistently demonstrates exceptional behaviours, serves as role model) - 5
	Stands for the principals that will enhance the performance of the team and is aware of the issues surrounding the problem to be addressed.
	Negotiates with integrity and honesty for the benefit of all affected stakeholders.
	Stands up for his /her interests in a negotiation 
	Has a clear and specific goal in mind in a negotiation 
	Ensures that strategic objectives are met whilst maintaining relationships on all sides of the negotiation 

	Highly effective (consistently demonstrates effective behaviour and often demonstrates exceptional behaviours)-4
	Communicates stand on the issues clearly with integrity and in the interests of resolving the problem 
	Willing to participate in give and take negotiations from a standpoint of fairness and not “winner takes all”
	Keeps an open mind to all aspects of the issue and willing to concede to a reasonable degree.
	Ensures that the relationship is maintained in a negotiation 
	Sets strategic objectives 

	Effective/Competent (consistently demonstrates effective behaviour)-3
	Focussed on problem resolution to the mutual satisfaction of all the affected parties.
	Prepared to make concessions to enable parties to reach a satisfactory resolution.
	Investigates what is important to the other party in a negotiation 
	Strives for an end result that is attractive /acceptable to all parties in a negotiation.
	Maturely steers negotiation between affected parties towards a mutually successful resolution for all concerned parties.

	Consistent (demonstrates some behaviours but not others, or uses behaviours inconsistently)- 2
	Aware if the issues around the problem and able to grasp the importance of achieving a resolution that is acceptable to all.
	Able to grasp how issues affect all parties.
	Can identify issues that would affect the negotiation process.
	Aims for a successful outcome to the negotiation for all parties.
	Attempts to keep negotiation on track towards achieving a mutually acceptable resolution but is only partially successful.

	Unsatisfactory (rarely demonstrates competency behaviours; requires significant development) -1
	Only sees myopic view of the problem and unwilling to work towards achieving a resolution.
	Unwilling to make any concessions to achieve a mutually acceptable resolution.
	Does not care about the issues that affect the other parties in the negotiation.
	Closed minded about other perspectives other than own.
	Attempts to steer negotiations towards a satisfactory resolution but is not successful in achieving this goal.















[bookmark: _Hlk504580746]Competency Definition | Analytical Thinking 
Analyses problems systematically, organizing, and identifying underlying causes and generating solutions.

	[bookmark: _Hlk504580714]Level
	Entry level
	First line manager
	Middle manager
	Senior Manager
	Executive

	Proficiency scale
	
	
	
	
	

	Exceptional (consistently demonstrates exceptional behaviours, serves as role model) - 5
	Analyses issues to identify problems and potential problems and able to suggest potential solutions 
	Researches issues and thinks them though before suggesting potential solution/resolution
	Analyses connections between several parts of the problem or situation, able to systematically break down complex tasks into manageable components
	Keeps big picture in mind when making decisions, mindful of organisation strategy and vision
	Keeps big picture (external and internal) in mind when making strategic decisions and ensuring alignment with vision and mission statements. Recognises ambiguity and makes decisions without hesitation based on a combination of facts and intuition.

	Highly effective (consistently demonstrates effective behaviour and often demonstrates exceptional behaviours)-4
	Analyses issues to identify problem and potential problems
	Draws logical conclusions based on in depth analysis of information. Uses diverse sources of information and able to recognise broad consequences of alternative courses of action.
	Identifies critical connections and patterns in information gathered. Sets team priorities to support the organisational vision, values and strategic direction
	Explains complex situations/processes to internal and or external clients to ensure that they are kept well informed about the organizations business processes. Asks “what” and “why” questions of a decision and whether it makes sense for the organization
	Analyses complex concepts by asking open ended questions to pursue the root cause of problems /issues.
Actively researches or benchmarks against other world class organizations to help formulate tactical and strategic plans.

	Effective/Competent (consistently demonstrates effective behaviour)-3
	Analyses issues to understand problem 
	Breaks straightforward situations into discreet tasks or activities to find the best solutions 
	Gathers information/obtains input from team and other sources to reach a potential solution/conclusion 
	Recognises causes and consequences of actions and events that are not readily/immediately apparent.
	Seeks alternatives, never accepts just one solution to a problem, forcing out of the box thinking /lateral thought to generate new possibilities.

	Consistent (demonstrates some behaviours but not others, or uses behaviours inconsistently)- 2
	Able to understand issues or problem 
	Able to deconstruct the basic problem or issue
	Does not rely on gathering alternative information, bases decision on limited input or uses only one source
	Able to see main causes and some consequences but may overlook some areas
	Sees main causes and consequences ambiguity associated with them

	Unsatisfactory (rarely demonstrates competency behaviours; requires significant development) -1
	Unable to identify issues or problems, solely focussed on own role
	Unable to deconstruct the problem or issue effectively or misinterprets the actual problem/issue.
	Makes limited effort or nine at all to gather information from different sources
	Unable to identify causes and consequences or may misinterpret them completely
	Unable to identify nuances to possible solutions












Competency Definition | Resource Management
Establishes a course of action for self and others to accomplish a specific goal. Identifies, obtains and manages resources (people, material, information, budget, time) effectively in order to accomplish goals. Prioritizes work according to the organisation’s goals, not just own area’s responsibilities; manages own time effectively.

	[bookmark: _Hlk504580829]Level
	Entry level
	First line manager
	Middle manager
	Senior Manager
	Executive

	Proficiency scale
	
	
	
	
	

	Exceptional (consistently demonstrates exceptional behaviours, serves as role model) - 5
	n/a
	Plans and implements moderately complex activities/projects  Clearly defines objectives and translates them into workable activities. Anticipates potential obstacles and their impact on the accomplishment of goals and timelines  Uses time and resources effectively to accomplish desired results  Monitors and tracks progress to ensure delivery of all planned commitments, and keeps the appropriate people informed. Make ethical decisions to implement activities/projects.
	Plans and implements moderately to complex activities/projects. Maintains a keen awareness of the interrelationships among various components of large-scale activities/projects. Considers the financial implications before finalising activity/project plans. 
	Plans and implements complex activities/projects. Proactively manages the interrelationships among various components of large scale complex activities/projects. Highly effective in managing costs and financial aspects of all resources.
	Plans and leads the most complex and difficult activities/projects. Re-engineers or creates new business processes and systems to provide the highest quality services. Regularly reviews service strategy, identifying ways to provide better services to clients. Takes highly visible action to underscore organisation’s commitment and determination for providing highest quality service to all clients. Makes visible consistent ethical decisions in implementing and leading multiple projects.

	Highly effective (consistently demonstrates effective behaviour and often demonstrates exceptional behaviours)-4
	
	Plans with a realistic sense of the time and resource demands involved maintaining awareness of the interrelationships between own and another activities/project. Uses time and resources effectively to accomplish desired results. Make ethical decisions when implementing activities/projects
	Allocates time and resources as required when faced with multiple demands and competing priorities. Monitors costs incurred against budget and make adjustments most of the time. Makes ethical decisions 
	Demonstrates the ability to understand the big picture, in which the business is operating, the inter-play between the different components and the impact on the function. Have a sound commercial and financial understanding and is evident in implementation and management of resources. Makes ethical decisions constantly.
	Skilfully leads and coordinates the work of multiple, diverse teams; facilitates optimal cooperation among those teams takes quick and decisive action to remove obstacles to overall success. Ethical decision -making is of core importance.

	Effective/Competent (consistently demonstrates effective behaviour)-3
	
	Plans effectively to ensure efficient use of resources and taking cost and time in consideration. Make ethical decisions during implementation.
	Plans proactively and allocates time and resources effectively when faced by demands but can’t manage all multiple demands- more silo focussed. Makes ethical decisions during implementation.
	Effective management of resources taking into account complexity of implementation. Have a sound financial understanding and evident in planning and can manage a few resources in two to three projects.
	Makes sound business decisions when faced with complex and contradictory alternatives.

	Consistent (demonstrates some behaviours but not others, or uses behaviours inconsistently)- 2
	
	Fails to meet deadlines most of the time  Unable to define objectives or translate them into workable activities.
	Plans are unrealistic, wasteful or do not consider dependencies and impacts on other projects.
	Gets distracted, or is unfocussed, flitting between jobs in a disorganised way. 
	Creating additional load for self and others. Doesn’t take strategic goals into consideration. Narrowly focused on own function.

	Unsatisfactory (rarely demonstrates competency behaviours; requires significant development) -1
	
	Unable to reports on progress.
	Unable to change plans when circumstances require change. Make unethical decisions.
	Uses rules and procedures for non-delivery. Make unethical decisions.
	Unable to see interdependencies or possible obstacles. Make unethical decisions and solve problems in an unethical way.


















Competency Definition | Business Acumen (business development)
Definition: Business awareness (Entry level/first line manager)
Understanding what activities, the job involves, and the skills and attributes needed to be successful at these activities. Understanding how an organisation, company or economic sector operates, and its context. How is it influenced by local, national and global politics and economics and how it affects the job within the value chain.
Definition: Business Acumen (Middle- executive management)
Business Acumen is a deep and applicable understanding of the system of how a business achieves its goals and objectives. It includes a thorough understanding of the levers that create and position a value proposition to customers and it drives profitability, cash flow, and shareholder value. Specifically, the definition is an understanding and awareness of how to think about and successfully make the right business decisions. It is about having Industry specific knowledge and skills as well as having strategic thinking tools and skills.

	Level
	Entry level
	First line manager
	Middle manager
	Senior Manager
	Executive

	Proficiency scale
	
	
	
	
	

	Exceptional (consistently demonstrates exceptional behaviours, serves as role model) - 5
	Acute awareness of business issues
 and brings potential issues
 and solutions to the attention
 of business leaders
. Knows how business works
	Implements the business targets in area effectively and understand the competition, and rest of value chain. 
	Stays abreast of external global business developments and understands the potential impact on the business performance. Creates plans to mitigate impacts.
	Brings cross disciplinary knowledge to bear on issues and opportunities.
Actively integrates external global best practice and trends.
	Focuses on profitability across the business and considers effective cost options when making decisions.
Leads strategy to implement current and possible future policies, practices, trends, technology, and information affecting their business and organisation. Highly efficient to drive business to growth.


	Highly effective (consistently demonstrates effective behaviour and often demonstrates exceptional behaviours)-4
	Aware of how business works and identifies issues,
	Implements business targets and consider business factors.
	Understands external business developments and impacts on the business. Discuss potential plans with senior management.
	Implements strategies and tactics in the business to ensure growth and know how to add value across the value chain.
	Focus on profitability in own business and supports the strategy to implement possible future policies, practices and trends to build the organisation.

	Effective/Competent (consistently demonstrates effective behaviour)-3
	Support and discuss implementation of business decisions in own team
	Have a commercial awareness and interest in the business and the wider environment in which the business operates
	Builds own business effectively and contribute to overall profitability and growth of the business.
	Implements tactical plans in business and is aware of commercial trends and external environment in which the business operates. Not always aware of the full value chain of the business and how it functions.
	Support the implementation of profitability strategy in own business and are aware of client needs and trends in the environment. Understand external factors and the implications on the organisation.

	Consistent (demonstrates some behaviours but not others, or uses behaviours inconsistently)- 2
	Implements business decisions without enquiring how it will impact processes in the business. Have some commercial awareness.
	Narrowly tactical and not aware of how it impacts the overall business.

	Does not keep up with changes in business environment and how it impacts the full value chain of the business including profitability.
	Very dedicated functional expert. May be seen as too theoretical and data-based.
	May overdevelop or depend upon industry and business knowledge and skills at the expense of personal, interpersonal, managerial, and leadership skills

	Unsatisfactory (rarely demonstrates competency behaviours; requires significant development) -1
	Have no interest in how the business works
	Lacks interest or experience in general business.
	May use deep technical knowledge and skills to avoid ambiguity and risk.

	Does not keep up with the strategies and activities of competitors and client needs. Narrowly tactical.
	Does not keep up with business trends and developments; uninformed about the industry.


















Competency Definition | Mentorship   
“Off line help by one person to another in making significant transitions in knowledge, work or thinking. A mentor is a more experienced individual wiling to share knowledge with someone less experienced in a relationship of mutual trust”. David Clutterbuck
The important thing about mentoring is the quality of the relationship. This needs to be one of complete trust and empathy which then allows for honesty, openness and challenge between two parties.

	Level
	Entry level
	First line manager
	Middle manager
	Senior Manager
	Executive

	Proficiency scale
	
	
	
	
	

	Exceptional (consistently demonstrates exceptional behaviours, serves as role model) - 5
	Always assists peers in instances where they are struggling with a task. Does so for the good of the team and enhances team output. Exceptional and charismatic influence on peers and team.

	Leads by example, constantly strives for ways to improve duties and processes which in turn is shared with subordinates.
	Displays pro active leadership by developing talent in team with a view to succession planning and improving processes and procedures
	Leads by example from the front -sets the pace and looks for improvement and high standards from subordinates including middle management team.
	Clearly communicates expected performance targets and standards. Remains in touch with acceptable industry norms and entrenches them within the organization via the senior management team.

	Highly effective (consistently demonstrates effective behaviour and often demonstrates exceptional behaviours)-4
	Assists peers through demonstrating a positive outlook and displays good team work ethic.

	Proficient in all aspects of their position and willingly shares this knowledge with subordinates and peers
	Respectfully passes on knowledge and takes opportunities to allow for learning to take place 
	Communicates to senior management team and deals with gaps and uncertainty on what is required by the team.
	Leads from the front with sensitivity and respect for subordinates. Charismatic and inspirational motivation 

	Effective/Competent (consistently demonstrates effective behaviour)-3
	Competent when required to assist peers who are struggling without affecting own output. 
	Competently performs duties required and can pass on knowledge to subordinates.
	Tries where possible to guide and counsel employees that are struggling or unsure of themselves in a work environment.
	Able to interpret what is required to perform a task and communicate these requirements to the middle management team.
	Able to provide mentorship with the utilization of EQ and using knowledge and experience to guide management teams.

	Consistent (demonstrates some behaviours but not others, or uses behaviours inconsistently)- 2
	Demonstrates positive orientation towards assisting peers who are struggling when they have capacity to do so.
	Demonstrates understanding of duties and processes and on occasion takes time to instruct less experienced employees 
	Holds regular sessions with subordinates to gauge potential problems/risks which would prevent the successful completion of a task. 
	Provides occasional guidance but is sporadic or inconsistent in display.
	Provides occasional guidance to senior management team.

	
	Rarely assists peers who struggle with tasks, focus is on own output/struggles with tasks and or produces poor quality work.
	Makes little or no effort to instruct subordinates in processes and procedures required by company
	Rarely follows up on others work, is purely focussed on own performance.
	Provides minimal guidance to subordinates. 
	Provides little or no guidance to subordinates 
“Just make it happen” approach 
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