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Core Competency
	
Example Performance Criteria/related behaviours


	1. Put our customers first 
A.   Brief Descriptor
Our customer comes first and we strive to ensure they have the best experience.
B. When we are successful at this:
We aim to achieve high quality outcomes for customers and seek to provide outcome based solutions and focus on the customer experience.
	
1. Takes action to understand the customer’s needs and encourages feedback 
2. Goes the extra mile to ensure we deliver the best possible services 
3. Takes the initiative to actively improve services
4. Develops others to provide excellent services
5. Actively promotes and develops equality and accessibility in all the services we provide. 

	
2. Strive for Excellence
A. Brief Descriptor
We value excellence and quality and aim to achieve high standards in all we do
B. When we are successful at this:
We strive to be the best that we can be taking responsibility to for align our services, systems and processes to deliver our goals with excellence. We define what high performance means for our teams and are jointly accountable. 
	
1. Is active in benchmarking performance against our peers and learning from the best in our field
2. Supports engagement by ensuring that the teams understand our organisational vision, values and mission and their contribution to there achievement 
3. Ensures our internal and external business processes are designed to be efficient, effective and collaborative
4. Actively seeks and acts upon customer feedback and demonstrates learning from service issues, errors or complaints. 



	3. Be Accountable

A. Brief Descriptor
We are accountable for our actions and we take responsibility and ownership for outcomes
B. When we are successful at this:
We are accountable for our actions and we take responsibility and ownership for achieving agreed outcomes and targets. Our Vision, Mission and Strategic Goals provide clarity for all to deliver our business and are linked to both personal achievements and financial objectives.
	
1. Clearly communicates expectations 
2. Provides open and honest feedback 
3. Holds others accountable for results - proactively addresses under-performance 
4. Agrees the resources (people, budget, materials or tools) required to deliver results 
5. Raises awareness of the financial impact of improved performance and efficiencies and helps their team understand how they can impact this. 
6. Develops tools and processes to plan, track and adjust resources to provide services and deliver results, including workforce planning. 
7. Ensures succession plans are in place 
8. Is open and honest about future opportunities and potential for development

	
4. Think and act as one team 
A. Brief Descriptor
We work as one team and build excellent working relationships to achieve our goals.
B. When we are successful at this:
We work together collaboratively to develop positive working relationships. We utilise the skills of all to ensure we provide the best possible service. 
	

1. Works collaboratively with colleagues across teams, locations and departments to achieve common goals. 
2. Demonstrates and respects priorities and pressures for others and values their contribution. 
3. Prioritises resources collaboratively and ensures representation and involvement in the decision-making process. 
4. Actively promotes and develops teamwork behaviours and skills



	
5. Demonstrates Respect
A. Brief Descriptor
We value high standards of fairness, treating everyone with consideration and dignity
B. When we are successful at this:
We are honest and fair in our expectations of others. We deal with one another in an open, equal and respectful way. 

	
1. Treats others with genuine consideration and understanding
2. Really listens to others views and opinions without jumping to conclusions. 
3. Keeps promises and is positive constructive and honest in dealings with others. 
4. Maintains agreed confidences. 
5. Shows respect for others time by being punctual and prepared for meetings. 
6. Acts as a role model to those you do business with
7. Demonstrates empathy, equality and fairness towards others and respects differences 
8. Ensures equality and fairness is at the heart of all strategic and operational change and improvement. 






	
6. Achieve Work/Life balance 
A. Brief Descriptor
Demonstrates our commitment to supporting high performance by ensuring we have balanced workloads and healthy work/life balance.
B. When we are successful at this:
We regularly review workloads and working hours to track personal impact and wellbeing. Our working arrangements are flexible and adaptable whilst aiming for effective staff engagement and job satisfaction. 



	
1. Regularly reviews own, and others, workloads and working patterns promoting realistic demands on time or resources. 
2. Demonstrates genuine concern and care for people’s wellbeing and addresses behaviours which threaten the wellbeing of others. 
3. Takes issues and concerns with unrealistic demands on staff or resources seriously and action to influence improvements. 
4. Supports staff to plan and prioritise workloads and leave entitlement, applying our policies with equality and fairness. 
5. Encourages a collaborative process of prioritisation and support to avoid undue pressure on individuals and teams. 




	
7. Leading Others
A. Brief Descriptor
As leaders and managers in our organisation, we role model Cairn’s values and behaviours
B. When we are successful at this:
We demonstrate our integrity, maturity and credibility as leaders by keeping commitments; by applying and developing our ability. We build our reputation by continuing to deliver excellent results.  We use our judgment and experience to trust wisely and inspire trust in others.
We develop our staff to grow and perform to their potential 



	
1. Acts as a role model for the Cairn Values
2. Challenges behaviours which do not reflect Cairn Values empowering and supporting others to do the same. 
3. Talks straight, demonstrates honesty and uses simple language. 
4. Actively identifies and develops potential and ensures the right person is in the right role to deliver the right results. 
5. Recognises and rewards great performance 
6. Promotes learning and personal growth through stretch goals and responsibilities. 
7. Leads positive change and development by engendering trust and confidence in others. 
8. Encourages initiative and removes obstacles 
9. Inspires others to commit to a course of action
10. Practices openness and transparency in decision-making processes and governance






	
8. Leadership Insight

A. Brief Descriptor
The ability to recognise and understand feelings in ourselves and others and to differentiate among them to guide ones thinking and actions.

B. When we are successful at this:
Understand others; their concerns, feelings, strengths and weaknesses.  We consider this to lead and influence, and use it to create a sense of inclusiveness required in a diverse workplace.  Through understanding, they discover what others need and work with them for the success of the Association/business.

	
1. Shows sensitivity to others emotions by reading body language, and/or voice
2. Can objectively receive feedback on themselves, teams and business service and shows consideration in managing their response.
3. Works to understand thoughts, concerns and feelings of others, even when not clearly expressed
4. Demonstrate their ability to turn negative situations into a positive through their behaviour and actions
5. They demonstrates ability to regulate their own emotions even in less positive situations

	
9. Future Thinking

A. Brief Descriptor
The process of identifying long-term goals and championing the implementation of different or alternative ideas
B. When we are successful at this:
We generate creative and strategic solutions that can be successfully implemented.  We think in innovative ways and support creativity in others.  We challenge and push the Association to constantly improve and grow.





	
1. Demonstrates thinking in innovative and creative ways
2. Views tactical problems or initiatives from a wide-ranging perspective and emphasises solutions that support organisational strategies
3. Generates new ideas and solutions that can be successfully implemented
4. Challenges and pushes the Association to constantly improve and grow
5. Identifies long-term, future goals for the Association and/or the department
6. Supports and champions the strategic initiatives of others
7. Can solve difficult problems through careful and systematic evaluation of information, possible alternatives and understands the consequences.
8. Demonstrates critical thinking in the decision making process, ensuring decisions made are robust, supported and aligned to agreed strategies
9. Demonstrates a recognition and understanding of organisational politics and works within organisational dynamics to achieve outcomes.
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