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LEADERSHIP
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· leading and managing change effectively

· championing and implementing management decisions with energy and commitment
· acting as a positive role model to motivate team members and engage them in delivering organisational objectives and upholding organisational values

· behaving appropriately and modifying behaviour to suit the situation, keeping own emotions under control and being able to restrain negative reactions under provocation

· acting with integrity self belief and self motivation
· projecting drive and determination in all aspects of the Team Leader role
· managing effectively within an environment of ambiguity, uncertainty and pressure, being resilient, determined and confident

· managing own and others stress positively

· being well organised, managing own and team members’ time effectively

· being visible, approachable and accessible
in seven key competency areas








TEAM LEADER COMPETENCY –

PUTTING CUSTOMERS AT THE HEART OF WHAT WE DO

	Demonstrated by:
	Evidence and examples

	BEING ACCESSIBLE


	· developing good working relationships with service users and citizens

· recognising customers’ need to give and receive information, using appropriate media

· demonstrating positive customer relationship skills such as listening & problem solving


	HARNESSING CUSTOMER INPUT


	· actively encouraging customer feedback using a range of consultation techniques
· using customer knowledge to play a part in prioritising local needs

· providing their line manager and the team with feedback from customers
· being visibly open to and actively seeking views from members of different cultures



	RESPONDING TO LOCAL NEEDS
	· delivering services personally and through the team to meet long term customer needs

· liaising with partners in public, private and voluntary sectors to respond to the needs of the local community 

· contributing to adapting service in line with customer needs and changing requirements

· customising service delivery to meet the needs of all the communities in Bolton 



	MAINTAINING CUSTOMER SERVICE STANDARDS
	· demonstrating and encouraging a strong customer focus

· fulfilling agreed corporate and borough wide customer service standards

· influencing service and departmental strategies drawing on information from customers

· recognising conflicting needs and providing support and help to others in resolving them




TEAM LEADER COMPETENCY – IMPLEMENTING OUR VISION

	Demonstrated by:
	Evidence and examples

	SEEING THE BIGGER PICTURE AND WORKING IN A POLITICAL ENVIRONMENT
	· being aware of local agendas
· translating SIAPs into clear action plans for the team and individual work plans where appropriate
· demonstrating an understanding of how political structures work and how decisions are made in a political environment 
· developing good working relationships with others

	RESOURCE

MANAGEMENT


	· continually seeking opportunities to get and develop resources
· emphasising value for money and efficiency in obtaining and allocating resources
· monitoring and managing devolved and departmental budgets
· presenting arguments clearly for increased funding and for changing resources to deliver better services


	PROJECT

MANAGEMENT


	· ensuring that individual projects provide an effective contribution to the achievement of the objectives of the department or programme
· generating and evaluating a wide range of  creative solutions to resolve difficult problems 
· Involving relevant personnel and subject experts across and outside the organisation in the project planning process
· setting clear project plans for the team with objectives, deadlines, milestones and targets and organising the team to achieve these
· holding project planning meetings and regularly updating the team on progress
· understanding the implications their actions have on the bigger picture


	UNDERSTANDING

COMMUNITY LEADERSHIP AND STRATEGIC DIRECTION


	· working to develop own and team members’ understanding of Bolton’s corporate aims and objectives and the changing face of local government

· helping others to understand the reasons for strategic decisions by continuously linking operations to strategic decisions
· demonstrating an understanding of how the Council works as a whole
· providing support and links across the Council and with partners 


TEAM LEADER COMPETENCY – ENGAGING OTHERS

	Demonstrated by
	Evidence and examples

	NETWORKING 


	· developing contacts in the wider environment including external professional networking
· seeking to incorporate new ideas from within and outside the Council
· consulting with and involving customers, the team and other stakeholders wherever possible in improving services


	WORKING WITH PARTNERS


	· building positive relationships with partners through joint problem solving
· understanding others’ agendas and objectives

· eliminating duplication
· understanding how other teams and organisations use their resources effectively
· incorporating those ideas in their own service delivery


	INFLUENCING & PERSUADING
	· developing a strong influencing style: being able to argue a case effectively 

· understanding the sensitivities of a political environment

· showing genuine interest in others’ views
· encouraging consultation and seeking advice from others


	VALUING DIVERSITY


	· being visibly open to others, showing genuine concern for people

· tackling all issues directly eg. harassment, bullying, racism, discrimination

· demonstrating a good knowledge of relevant HR policies, legislation and action on diversity

· influencing how the service and its delivery are adapted to meet a wide variety of cultural needs and the individual needs of both customers and staff

· actively trying to engage hard to reach groups

· communicating to the team the impact of service delivery options on different parts of the community




TEAM LEADER COMPETENCY – COMMUNICATING POWERFULLY

	Demonstrated by:
	Evidence and examples

	USING  A VARIETY OF COMMUNICATION METHODS
	· using and encouraging innovative methods of communicating with customers

· using and encouraging the use of ICT in improving service delivery

· using different processes for collecting, keeping and giving information to customers, staff and other stakeholders 



	MAKING AN INPACT THROUGH PERSONAL COMMUNICATION STYLE


	· demonstrating clear and concise communication skills

· using the appropriate language and materials to reach a variety of audiences and checking their understanding

· providing clear written information

· actively listening, questioning, clarifying and responding to ensure messages are understood, 

· ensuring body language and communication methods are consistent

· being assertive when confronting difficult situations

· representing the team confidently and professionally in internal and external communications



	USING COMMUNICATION PROCESSES
	· sharing information across the team, the service and the wider organisation as appropriate
· actively seeking and responding to team members’ feedback 
· encouraging people to contribute their ideas
· meeting with the team regularly to share information
· ensuring staff are informed, consulted and involved in key decisions affecting their work



	PROMOTING THE

ORGANISATION
	· acting as a positive champion for the Council in all situations

· Championing and safeguarding the Bolton brand




TEAM LEADER COMPETENCY – CHANGING CULTURE

	Demonstrated by:
	Evidence and examples

	WORKING IN A CHANGING ENVIRONMENT
	· demonstrating  flexibility in response to rapid change

· maintaining a positive, open approach to change, despite setbacks

· demonstrating self control & resilience 

· letting go of the past



	PROBLEM 

SOLVING
	· analysing information accurately and quickly for use in generating clear, detailed action plans
· identifying the key issues and applying innovative problem solving techniques to change issues
· identifying and applying a variety of appropriate skills and techniques to manage problems
· fostering a joint problem-solving approach 
· encouraging and sharing the adoption of new ideas across and outside the organisation
· working across all boundaries including geographical and departmental



	LEADING CHANGE
	· explaining clearly the Council’s vision for the future to  their own team

· actively ‘selling’ the need for change to the team

· helping the team understand what change involves and how to make things happen

· working with the team to take action to produce visible change

· recognising the need for support in helping people change
· anticipating likely barriers to introducing and sustaining change and using constructive ways of minimising or overcoming obstacles 

· using organisational and project management skills effectively to deliver change

· understanding change models and their usefulness in driving change through



	TAKING RISKS
	· understanding the concept of risk management

· assisting in the implementation of risk assessment 




TEAM LEADER COMPETENCY – 

DEVELOPING AND MANAGING PEOPLE
	Demonstrated by:
	Evidence and examples

	ORGANISATIONAL DEVELOPMENT


	· promoting, developing and supporting a learning culture within the team
· identifying and developing potential to build capacity in the team

· assisting with workforce development planning including succession planning 

· identifying resource requirements for the future

· promoting and demonstrating work life balance 



	DEVELOPING

SELF AND OTHERS
	· identifying skill gaps and ensuring training is provided to develop a multi-skilled and flexible workforce

· encouraging individuals to take responsibility for own development
· maximising a range of opportunities for self and team to learn and develop eg through coaching, mentoring, shadowing and delegation
· ensuring team members and delegates understand the Council’s values such as valuing diversity
· identifying  individuals’ development needs through personal development process and coaching them through to improvement
· being a role model for continuous learning, actively seeking personal development opportunities
· responding constructively to personal feedback and using this as a learning opportunity

	LEADING AND MANAGING TEAMS


	· using a wide range of leadership techniques to respond appropriately to team members
· demonstrating flexibility in leadership and management styles
· understanding and taking appropriate action to ensure the health, safety and welfare of people
· understanding Council policy and procedures with regard to managing people e.g. sickness, capability, stress management etc
· actively demonstrating appreciation of others’ contributions and giving regular praise
· ensuring regular communication meetings for the team and effectively managing these
· tackling problems in the team quickly and effectively


	KNOWLEDGE MANAGEMENT


	· identifying and sharing factors which determine success and learning from past projects
reflecting on past individual and team performance to ensure that key knowledge and learning is regularly identified, used and retained


TEAM LEADER COMPETENCY – 

CONTINUALLY IMPROVING PERFORMANCE

	Demonstrated by
	Evidence and examples

	MEETING SERVICE EXCELLENCE STANDARDS
	· implementing service excellence standards for Bolton Council and its services

· understanding and contributing towards meeting internal and external service excellence standards

· helping to ensure services meet external performance requirements



	PROMOTING A PERFORMANCE IMPROVEMENT  CULTURE
	· systematically setting clear targets, standards and expectations for the team and monitoring them
· supporting team members when difficult issues arise
· providing regular constructive feedback on performance for individuals including tackling poor performance
· using the personal development plan to reinforce excellent performance
· actively seeking feedback on own performance and acting on it and leading by example
· acknowledging and praising effective performance at individual and team levels
· showing appreciation and recognition of achievement in a variety of ways


	PROMOTING EXCELLENCE IN  SERVICE DELIVERY
	· constantly reviewing and developing services with reference to Service Improvement Action Plans

· regularly undertaking service development activity with the team, identifying improved ways of working to deliver a better service and maximise resources
· ensuring services are delivered in accordance with departmental and Council values 
· encouraging involvement of entire team in adding value to services
· prioritising own and others’ workload in order to maximise performance and resources
· marketing service where appropriate to encourage usage


	MANAGING INFORMATION


	· ensuring team is aware of performance against targets, benchmark standards and best practice 
· applying technology to manage information effectively, speed up decision making and ensure clear project  management
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