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What the council expects of you – the competency framework 
 
This framework has been developed to provide all employees with clear guidance about 
what the council expects of them with respect to their performance standards and 
behaviours whilst employed by Norwich city council. 
 
The organisational values (PACE) were developed in 2011 in consultation with employees 
and this competency framework reflects organisational values and employee policies such 
as Code of Conduct. 
 
The competency framework has four competency areas based on the four values:   
 
1. Pride (We will take pride in what we do and demonstrate integrity in how we do things). 
2. Accountability (We will take responsibility, do what we say we will and see things 

through). 
3. Collaborative (We will work with others and help people to succeed). 
4. Excellence (We will strive to do things well and look for ways to improve and learn). 
 
Each competency has performance standards along with examples of expected behaviour. 
 
 
The purpose of the competency framework 
 
The competency framework will support employees and the council in the following ways: 

 It helps to clarify and communicate clear expectations to all employees 

 It provides a benchmark for employees to assess how well they are performing 

 It helps employees identify areas for further development 

 It assists employees to plan for progression into other job roles 

 It clarifies the behaviours of an effective manager 

 It assists the council with induction, reviewing performance and developing 
employees 

 It helps the council to manage and improve performance 
 
 
How will the competency framework be used? 
 
Each year, as part of the performance review (PR) process, each employee’s behaviour will 
be assessed against the PACE competency framework along with achievement of 
objectives. 
 
The purpose of assessing competencies as part of the PR process is to ensure that all 
employees understand clearly what is expected of them and that they are supported to 
perform well at work.  In addition, it will be used as a tool to identify and prioritise learning 
and development needs and where appropriate identify employees who are strong in 
particular areas that could mentor and support others to further develop. 
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Assessing competencies 
 
The employee’s behaviour against the PACE competency framework will contribute – along 
with their performance against objectives - to their overall rating score which is as follows: 
 

Level Rating Assessment 

4  Excellent The employee exceeds the expected level of performance 
against objectives and behaviours detailed in the competency 
framework  
 
i.e. does what is expected and more. 
 
Employees may be asked if they would be willing to 
support/mentor other colleagues. 
 

3 Very good The employee performs well against their objectives and 
consistently demonstrates the expected level of behaviours 
detailed in the competency framework.  
 
i.e. does what is expected.  
 
An employee who only meets the required level some of 
the time should be rated at 2. 
 

2 Good – but 
areas for 
development 

The employee achieves most of their objectives and 
demonstrates the majority of  the expected levels of behaviours 
detailed in the competency framework  
 
i.e. does most of the things expected but there are gaps and 
some things that could be done better. 
 
Training/development is needed for the employee to 
address the gaps or shortfalls identified. 
 

1 Unsatisfactory The employee consistently fails to achieve their objectives and 
does not demonstrate the expected level of behaviours detailed 
in the competency framework  
 
i.e. often doesn’t do things that are expected or there are lots of 
things that could be done better. 
 
The manager and employee should, if not already, be 
regularly meeting to discuss expectations through an with 
improvement plan.  
 

 
It is expected that the employee and manager will make every effort to reach a joint 
decision on the ratings.  However, if a joint decision cannot be reached, a more senior 
manager can support both parties to reach a consensus decision, thereby demonstrating a 
fair and consistent approach.   
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PRIDE – we will take pride in what we do and demonstrate 
integrity in how we do the following things 

COMPETENCIES 
1. Influence the strategic direction of the service providing a clear direction 

and plan for the service in line with the council’s vision, priorities and 
values. 

2. Act as an advocate for the council at all times. 
3. Inspire and motivate others to own and achieve outcomes for customers. 

 
EXAMPLES OF BEHAVIOUR 

 

Examples of types of behaviour 
we want to see 

Examples of types of behaviour we don’t 
want to see  

Influence the strategic direction of the 
service by keeping up to date with the 
wider political, socio-economic and 
corporate environment the service 
operates in and assess the impact 
changes would have on the direction 
and plan of the service and the ability 
of it to deliver. 
 

Lack awareness and understanding of the wider 
environment and how changing circumstances 
would impact on the service and its ability to 
deliver current and future outcomes. 

Create and lead a clear direction to 
successfully deliver outcomes and 
performance targets overcoming 
organisational level problems and 
difficulties through inspiring 
leadership. 
 

Fail to inspire and lead a clear direction for the 
service allowing problems, difficulties and 
changes to deflect from the successful delivery 
of outcomes and performance targets by the 
service. 

Lead by example at all times, 
behaving in line with the 
organisational values and 
competencies respecting 
confidentiality of others and treating 
all employees fairly.  
 

De-motivate others by failing to behave in line 
with the organisational values and competencies 
and at times being disrespectful of others 
treating employees inconsistently. 
 

Represent the council in a 
professional way to others. 
 

Fails to professionally represent the council. 

Is visible to their service area 
engaging in open conversations 
listening to issues, concerns and 
always encouraging ideas for 
changes to improve services for 
customers.  
 

Fails to make themselves known to their service 
area making themselves unapproachable and 
elusive ignoring opportunities to make 
improvements for customers. 
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ACCOUNTABILITY – we will take responsibility, do what 
we say we will and see things through   

COMPETENCIES 
 

1. Lead the effective performance of systems, processes, budgets, teams and 
individuals within the service against desired outcomes and performance 
targets. 

2. Take full responsibility for the achievement of the best possible 
performance and the most efficient use of resources within the service. 

 
EXAMPLES OF BEHAVIOUR 

 

Examples of types of behaviour 
we want to see 

Examples of types of behaviour we don’t 
want to see  

Develop the service plan in 
conjunction with your team obtaining 
their views and ideas establishing 
clearly defined outcomes and 
performance targets.  
 

Fail to engage with the team in contributing to 
the understanding of the council’s business 
planning process.  

Allocate and manage service 
resources and potential risks 
effectively to achieve outcomes and 
performance targets, changing plans 
as necessary and always striving for 
improvement and greater efficiency.  

Fail to allocate or manage service resources 
effectively to achieve outcomes and performance 
targets, use changing situations as an excuse for 
failing to deliver and ignore opportunities to 
improve or become more efficient.  
 

Is aware of the workloads of different 
teams within the service, arranging 
for extra resources or redistributes 
workload when necessary to ensure 
delivery of projects on time and within 
budget. 

Has no awareness of workloads of different 
teams within the service, ignoring requests or 
ideas from the teams for help in challenging 
situations leading to slippage of project timelines 
and over budget. 
 

Effectively understands, explains and 
ensures that work procedures and 
processes are followed across the 
service including health and safety, 
risk management, equality and 
diversity, business continuity planning 
and audits. 
 

Fails to understand, appreciate and ensure that 
procedures and processes are followed across 
the service and does not act on 
recommendations for improvements. 

Closely monitor service performance 
against agreed standards and 
targets, addressing areas of poor 
performance as necessary putting in 
place the appropriate support. 

Fail to monitor progress and effectively address 
areas of poor service performance against 
agreed standards and or targets, ignoring calls 
for support. 
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COLLABORATIVE -  Make the best use of the opportunities 
arising from partnership working promoting an 
environment of collaboration and team working 

COMPETENCIES 
 

1. Ensures the service meets the needs of its customers and stakeholders  
2. Identifies and builds the relationships needed with key stakeholders and 

partners to ensure the effective delivery of outcomes and performance 
targets   

3. Be a credit to the council and bolster the council’s reputation 
 

EXAMPLES OF BEHAVIOUR 
 

Examples of types of behaviour 
we want to see 

Examples of types of behaviour we don’t 
want to see  

Understand who the council’s 
external partners/stakeholders are 
and their expectations from the 
service, securing results by working 
collaboratively with partners and 
stakeholders. 

Lack understanding of who the council’s external 
partners/stakeholders are and their expectations 
from the service, failing to engage, consult and 
work collaboratively and successfully with 
external partners or stakeholders. 
 

Actively make connections with other 
senior managers and services to 
improve service delivery, building and 
maintaining a wide network of 
contacts. 

Show little awareness of the importance and 
benefits of working with other senior managers 
and services effectively blocking networking 
opportunities. 
 

Use a range of methods to engage 
with and actively listen to current and 
potential customers to identify their 
needs, requirements and 
preferences, benchmarking customer 
service delivery against that of other 
relevant organisations. 
 

Fail to value the importance of the customer 
perspective, delivering services in isolation 
without benchmarking against other relevant 
organisations. 

Communicate needs and priorities of 
diverse communities/customers to 
teams and employees responsible for 
service delivery. 

Fail to communicate the needs and priorities of 
diverse communities/customer to teams and 
employees responsible for service delivery. 
 

Be positively recognised externally as 
a champion within their professional 
discipline. 
 

Is perceived negatively by those external and 
internally to the council. 
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EXCELLENCE  - we will strive to do things well and look for 
ways to improve and learn 
COMPETENCIES 

 
1. Dynamically drives service improvement, efficiency and income 

generation through innovation.  
2. Demonstrate excellent management practices. 
3. Role model excellent behaviours for the people they lead. 
4. Be well thought of and respected by the colleagues who work around 

them and wider groups. 
 

EXAMPLES OF BEHAVIOUR 
 

Examples of types of behaviour we 
want to see 

Examples of types of behaviour we don’t 
want to see  

You lead your service by continuously 
seeking to identify and implement 
improvements, efficiencies and ways 
to generate income, ensuring 
resources are utilised in the most 
efficient way but delivering robust 
outcomes for customers. 
 

You fail to take the initiative in continuously 
looking for ways to improve, ignoring 
opportunities to save resources and money. 
 

Always role model the performance 
management process ensuring direct 
reports understand what is expected 
from them whilst addressing any 
issues with performance quickly, fairly 
and effectively. 
 

Expect managers to complete performance 
reviews with little or no guidance from you 
seeing this as not a necessary part of your 
leadership. 

Seek opportunities to share or 
maximise resources, sharing best 
practice with other senior managers 
whilst being open to constructive 
feedback. 
 

Fails to identify opportunities to work more 
efficiently through collaborative working, being 
reluctant to share any best practice and being 
defensive about any constructive feedback.  

Is instrumental in building capacity in 
the team in succession planning 
supporting employees in their career 
development and progression in line 
with organisational plan. 
 

Fails to plan for the future, blocking potential 
talent from opportunities failing to understand the 
bigger picture of workforce planning..   

Provides regular positive and 
constructive feedback to their team, 
offering praise for good work. 
 

Fails to give any positive or constructive 
feedback to the team leaving them de-motivated 
and unsure of achievements. 

 
 
 


