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Introduction 

Central Bedfordshire Council’s (CBC) 
organisational competency framework 
outlines the core behaviours, skills 
and abilities that are crucial for CBC to 
continue to deliver great services. It 
enables us to more effectively develop 
and manage good performance in a 
clear and consistent manner as well as 
enabling us to recruit and retain great 
people.  

The CBC competency framework 
provides visibility and an 
understanding of the core 
competencies required in each role. 
This helps individuals to plan their 
own development and career 
pathway. By being explicit about the 
competencies required to be 
successful it supports the organisation 
and individuals to reflect on how 
effective they are in these areas and 
where they may need to develop. 

 

What are Competencies? 

Competencies are the behaviours, skills and abilities which you need to perform 
effectively in your role. Competencies are not only about ‘what’ you know, but 
about ‘how’ you apply what you know to deliver the outcomes of your role. 

What is a Competency Framework? 

A competency framework is the structure that defines the key competencies 

needed for each role to perform effectively. There are 8 core competencies 

within CBC’s competency framework with a range of levels to each competency 

depending on the requirements of your Family Profile. 

Want to see the competency guidance? 
 Click here to find out more! 
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Communicating Working together Using resources Customer focused 

    

Problem solving Change Leading* Developing  

 
* You will only need to show Competency in  

Leading if you line manage staff 
 
 

All staff are required to demonstrate competency in … 
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Level 1  Level 2  Level 3  Level 4 
 

✓ Treats everyone, whoever they are 
with respect 

✓ Adapts communication style to 
best meet the needs of individuals  

✓ Asks appropriate questions to 
clarify understanding  

✓ Listens carefully to understand 
what others want and need. 

✓ Captures and relays accurate and 
timely information  

✓ Consistently communicates clearly 
both verbally and in writing 

✓ Gives others good advice and 
guidance 

✓ Does what they say they will do, on 
time 

✓ Uses digital communication 
methods appropriately   

 

 ✓ Communicates difficult messages 
tactfully  

✓ Identifies relevant information and 
communicates it promptly to the 
people who need to know  

✓ Chooses the most effective  
communication methods to meet 
the needs of different people or 
situations. 

✓ Uses empathy in addition to well-
reasoned arguments to deal with 
challenging individuals  

✓ Communicates promptly to resolve 
issue 

✓ Makes best use of digital 
technology to communicate 
effectively  

 

 ✓ Translates vision into clear 
objectives  

✓ Interprets complex information 
into clear messages to inform, 
advise or guide others  

✓ Helps others to plan the steps they 
need to take to resolve complex 
issues  

✓ Positively influences others to take 
the best decisions  

✓ Negotiates with others in ways 
that achieve the best outcomes  

 
 

 ✓ Consistently role models open and 
honest communication  

✓ Clearly communicates the strategic 
plan, vision and direction  

✓ Builds powerful relationships of 
trust with senior stakeholders 

✓ Provides quality, practical advice to 
key stakeholders 
 

 

You are not demonstrating your best when you are… 
 Communicating mainly through one channel such as 

email when other methods would be much more 
appropriate 

 Only speaking to staff and stakeholders when 
pressured to do so 

 Sometimes openly disrespectful, creating 
unnecessary conflict 

 Presenting information in a muddled, unclear or 
jargonised way 

 Operating too independently, for example not asking 
for input from colleagues or not keeping others 
informed 

 Failing to listen or take onboard the views of others 

 
 

COMMUNICATING 
Description Why it matters … 

Effective communication is about dialogue which builds mutual understanding and 
respect. Sharing and receiving information through language and channels that 

work 

Communication is the lifeblood of our organisation, crucial to us being able to 
manage services, relationships and expectations effectively 
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Level 1  Level 2  Level 3  Level 4 
 

✓ Understands how their 
contribution impacts the council 
and adds value  

✓ Works well with colleagues to 
ensure the team objectives are 
achieved 

✓ Considers the views of others and 
takes these into account 

✓ Involves others in helping to get 
the best solution for all parties 

✓ Builds and maintains people’s trust 
and confidence in them 

 ✓ Builds team spirit and encourages 
wider collaboration with others  

✓ Encourages others to express their 
ideas and think of better ways to 
do things 

✓ Identifies opportunities to work 
with others to achieve better 
outcomes 

✓ Maintains a wide range of contacts 
to draw upon for support and 
advice  

✓ Support others by listening and 
offering solutions 
 

 ✓ Consistently keeps key 
stakeholders well informed with 
relevant information 

✓ Takes a lead on identifying and 
developing joint working 
arrangements  

✓ Readily shares knowledge, 
expertise, information and best 
practice with others 

✓ Reaches out to build collaborative 
relationships with others, outside 
their own team  

✓ Works pro-actively with partners 
to agree and achieve common 
goals 

 ✓ Understand the differing needs 
and expectations of different 
stakeholders  

✓ Works with others to identify 
organisation-wide issues and 
opportunities and to agree 
appropriate solutions 

✓ Identifies and facilitates strategic 
partnerships to deliver CBC aims  

✓ Involves the people affected in 
developing strategies, plans and 
decisions  

✓ Role models  a “One Council” 
approach  
 

 

You are not demonstrating your best when you are… 
 Working in a silo    Letting your own personal views create barriers 

to working effectively 
 Jumps to solutions or actions without talking to 

others who may be involved  
 Failing to turn up to meetings or arriving late without 

notifying others 
 Failing to take opportunities to work together with 

any other services or teams where relevant  

 Refusing to help others with tasks, while 
expecting support from them when you are 
busy 

 Continuing with ineffective working groups   

 Delivering services in isolation when a joined up 
approach is needed  
 

  

WORKING TOGETHER 
Description Why it matters … 

Working together to share information appropriately in order to build well 
connected, supportive, professional relationships both internally and externally to 

improve the service we deliver 

Working together allows us to build professional working relationships that we can 
utilise to share information and enhance the service we provide to our customers 

in order to improve performance    
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Level 1  Level 2  Level 3 
 

✓ Follows policies, procedures and written 
instructions accurately  

✓ Chooses the most appropriate resource to 
achieve outcomes   

✓ Spots opportunities to eliminate waste and 
unnecessary use of resources 

✓ Makes best use of time by focusing on own work 
priorities or proactively supporting others  

✓ Uses equipment, materials and buildings with 
care and ensures they are kept secure  

✓ Does what they have agreed to do 

 ✓ Uses management information to make the best 
use of resources  

✓ Actively seeks opportunities to increase 
efficiency or generate income  

✓ Develops robust forecasts to inform the effective 
planning of resources 

✓ Maximises the use of resources to optimise 
value for money 

 ✓ Ensures financial and management information 
is widely understood and used effectively  

✓ Ensures forecasts are evidence based  
✓ Uses modelling techniques to support 

development of plans  
✓ Anticipates resource implications and plans 

effectively to achieve best return on investment  
✓ Collaborates with others to ensure resources are 

used flexibly across service areas 

 

You are not demonstrating your best when you are… 
 Managing money carelessly, resulting in 

overspending 
 Refusing to share resources and support  
 Making people do things that really aren’t 

necessary or a good use of time 

 Assuming that what we already have is the 
best/only option 

 Failing to explore alternative resourcing 
options 

 Blaming others when you should be taking 
ownership yourself 

 

 Copying everyone into emails for the sake of it, 
rather than on a need to know basis 

 Taking it for granted that suppliers are delivering 
what is needed  

 
  

USING RESOURCES 
Description Why it matters … 

This involves the effective, efficient & innovative use of resources which could 
include the use of people, time, information, equipment, materials, systems, 

processes and money 

It is vital that we maximise the quality and value of the resources available to us to 
deliver flexible and responsive services. We need to avoid waste and manage the 

Council’s resources as carefully as we do our own. 
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Level 1  Level 2  Level 3 
 

✓ Understands the impact of their behaviour and 
decisions on others 

✓ Sees things from the customer’s point of view  
✓ Makes the customer feel valued  
✓ Shows empathy to understand each customer 

and determine the best response 
✓ Asks questions to clarify the customer needs 
✓ Keeps customers’ informed of progress  
✓ Works with the customer to resolve simple 

issues and escalates where appropriate  
✓ Takes ownership of problems  
✓ Ensures customer expectations are met or 

exceeded wherever possible 
✓ Demonstrates the principles of equality, 

diversity and inclusion in day to day behaviour  
✓ Is realistic with others about what can and can’t 

be done 
 

 ✓ Tailors options, support and guidance to 
customers’ individual needs  

✓ Shows empathy and diplomacy when relaying 
difficult information to the customer 

✓ Takes customers’ needs into account when 
making decisions  

✓ Acts on customers’ feedback to improve 
performance  

✓ Shows resilience when dealing with difficult 
customers or circumstances  
 

 

 ✓ Is firm but fair with customers facing difficult 
situations 

✓ Demonstrates empathy and professionalism 
when dealing with customers in challenging 
situations  

✓ Supports customers to manage their own risks 
and circumstances so they achieve better  
outcomes  

✓ Seeks and applies customer feedback to improve 
performance  

 

 

You are not demonstrating your best when you are… 
 Failing to do what you have said you would do 
 Using technical jargon that the customer doesn’t 

understand  

 Over promising and underdelivering  
 Treating the customer disrespectfully  
 Being unresponsive   

 Ignoring customer feedback  
 Failing to consider things from the customers point 

of view  
  

CUSTOMER FOCUSED 
Description Why it matters … 

Putting customers (internal/external) at the heart of what we do means 
understanding who they are, what they need or want and responding to this 

proactively.  

Everyone in the Council has a responsibility to customers, either directly or 
indirectly. This may mean helping them to help themselves rather than providing a 

service directly, but in all circumstances, we should manage our customer 
engagement well 
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Level 1  Level 2  Level 3  Level 4 
 

✓ Gathers relevant information from 
a variety of sources to inform 
actions and decisions  

✓ Takes ownership to resolve 
straightforward issues, and 
escalates where appropriate  

✓ Challenges decisions they don’t 
agree with in an appropriate way 

✓ Makes sound decisions  
✓ Plans and prioritises own workload 

effectively 
✓ Checks own work to reduce errors 

or omissions 
 

 ✓ Draws on a wide range of evidence 
sources to inform decisions  

✓ Explores a variety of options when 
problem solving 

✓ Identifies relevant risks and looks 
for ways to mitigate them 

✓ Builds flexibility into plans, to be 
able to respond quickly to changes 
and problems 

✓ Uses initiative (respecting 
procedure and regulation) to make 
and implement decisions  

✓ Coaches people to come up with 
their own solutions (before 
offering his/her own) 

✓ Explains to people the reasons for 
decisions  
 
 

 

 ✓ Draws sound conclusions based on 
both analysis and experience 

✓ Provides sound advice and 
guidance on how best to interpret 
and use information 

✓ Helps others to resolve complex 
issues 

✓ Achieves a good balance between 
short-term operational and longer- 
term strategic thinking 

✓ Develops policies, plans or 
solutions that address issues over 
the medium term  

✓ Applies discretion, initiative, 
professional practice and 
guidelines to make and implement 
decisions 

✓ Recognises when problems need 
multi service solutions  

 ✓ Uses complex data and 
information to measure and 
improve performance  

✓ Looks at the bigger picture as well 
as service data to develop 
corporate strategies  

✓ Encourages people to identify 
potential problems, risks and 
opportunities 

✓ Thinks through the impact of 
strategic decisions on other service 
areas  

✓ Considers risks, implications and 
critical factors for success 

✓ Encourages people to try new 
things to solve problems 

✓ Ensures that strategic decisions are 
informed by the latest thinking and 
practice  

 

You are not demonstrating your best when you are… 
 Jumping to a solution based on insufficient 

information  
 Applying a quick fix without considering the long 

term implications and consequences 

 Leaving others to resolve problems  
 Making decisions without considering their 

wider implications  

 Failing to accept responsibility for your own 
actions 

 Ignoring problems until they become significant 
issues  

  

PROBLEM SOLVING 
Description Why it matters … 

Recognising a difficulty or complication, gathering and analysing all appropriate 
information, and then making an evidence-based decision to implement the most 

appropriate solution 

Problem solving allows you to think about the issues you face within your role, 
allowing you to make a decision in the best interests of the customer and council 

to improve the service we offer 
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Level 1  Level 2  Level 3 
 

✓ Adapts well to changes and new ways of working 
✓ Talks positively to others about change  
✓ Makes suggestions to improve the way things 

are done 
✓ Identifies why things have gone wrong and puts 

improvements in place to ensure they do not 
happen again 

 ✓ Identifies ideas to improve service delivery  
✓ When change needs to happen, supports people 

so they understand it and can implement it  
✓ Encourages and monitors process improvement  
✓ Anticipates resistance or barriers to change and 

takes effective action to manage them 
effectively  

✓ Challenges ineffective working practices 
✓ Is flexible and responsive to changing priorities  
✓ Actively encourages and supports creative and 

innovative thinking to deliver continual 
improvement 

 

 ✓ Looks outside to other services and sectors for 
best practices that will improve performance  

✓ Communicates a clear vision for change to 
everyone affected  

✓ Maximises the use of technology to create and 
deliver improvements and efficenices 

✓ Champions innovation and a culture of 
professional curiosity within the organisation 

 

You are not demonstrating your best when you are… 
 Unwilling to try new ways of working  
 Easily influenced by the negativity of others  
 Distancing yourself from change 

 Consistently displaying a negative attitude 
when change is implemented   

 Leading with, 'we cannot do that because...' 
rather than, 'to do that we would need to…'  

 Looking for the difficulties that change brings 
rather than focusing on the positives  

 
  

CHANGE 
Description Why it matters … 

Having a positive attitude to change and the ability to identify opportunities to 
improve performance.  Planning for, adapting to and working with change.   

Change and continuous improvement is vital to ensure the organisation continues 
to evolve to meet customer needs. It helps us to improve our ways of working and 

deliver effective outcomes. 
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Level 1  Level 2  Level 3 
 

✓ Updates others promptly with relevant 
information 

✓ Translates key messages into practical, day to 
day actions   

✓ Adapts leadership approach to meet the needs 
of different people and situations. 

✓ Manages the team to improve in performance 
and outcomes  

✓ Challenges poor performance or behaviour 
promptly and effectively  

✓ Motivates others with a clear sense of purpose 
and direction  

✓ Understands people as individuals and provides 
relevant support  

✓ Is clear about the standards they expect people 
to achieve  

✓ Tells people when they have done a good job 

✓ Delegates work and decisions appropriately 
 

 ✓ Ensures plans, activities and outcomes for 
service areas are aligned to wider plans or 
strategies  

✓ Models the organisational values, corporate 
priorities and qualities - encouraging others to 
do so 

✓ Provides guidance and support in uncertain and 
complex situations 

✓ Encourages and motivates others to use their 
initiative and work flexibly to achieve objectives 

✓ Works to and demands high standards of 
performance  

 
 

 ✓ Develops strategy and priorities based on the 
bigger picture  

✓ Engages locally, regionally and nationally to 
positively influence developments that affect 
our work  

✓ Demonstrates a genuine passion and 
commitment to making it happen  

✓ Inspires people with their vision of the future 
✓ Provides clear direction to teams across service 

areas to achieve maximum service impact  
✓ Rigorously focuses resources on the most 

important priorities for Central Bedfordshire  

 

You are not demonstrating your best when you are… 
 Leaving people uncertain about what is expected 

and by when 
 Preventing others from adopting new ways of 

working  
 Failing to support the team when times get tough  

 Holding staff back from progressing as you 
don’t want them to leave your team  

 Pushing staff to do something when they lack 
the skills or knowledge to do it 

 Taking good performance for granted and 
not providing recognition  

 

 Failing to translate, articulate and inspire people 
around vision or stretching goals  

 Expecting certain behaviours of others when you 
are not demonstrating them yourself  

 Avoiding dealing with underperformance 

LEADING 
Description Why it matters … 

Setting or supporting the achievement of goals linked to the organisational 
priorities 

In the context of our ambitions and the challenges we face, leading the people we 
work with (in our own teams and organisation or in the wider world) is key to our 

success 
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Level 1  Level 2  Level 3 
 

✓ Actively keeps up to date with innovations and 
good practice   

✓ Recognises what they need to do differently to 
improve their own performance 

✓ Reacts constructively to feedback and makes 
changes as a result  

✓ Committed to continuous personal development  
✓ Readily shares knowledge and expertise with 

those they work with 
✓ Uses critical reflection to evaluate own 

performance and behaviour 

 

 ✓ Supports the development of others by ensuring 
they are aware of their strengths and 
development needs 

✓ Actively makes time to upskill others in specialist 
area 

✓ Acts as a mentor in area of technical specialism 
✓ Creates opportunities for others to develop and 

learn 
✓ Advises & signposts to help people take 

responsibility for their own development 
✓ Inspires others to exceed and achieve more than 

they thought was possible  
 
 

 ✓ Values and encourages critical reflection and 
development  

✓ Fosters a strong culture of continuous learning 
and knowledge sharing  

✓ Champions the importance of people, talent 
management and development 

✓ Ensures recruitment and development 
opportunities and initiatives are aligned with 
strategic needs  
 

 

You are not demonstrating your best when you are… 
 Unaware of own development areas due to lack of 

reflection 
 Failing to support colleagues who are struggling to 

understand things  
 Accepting poor performance in yourself and 

others  

 Withholding information that will help 
support and develop the team and wider 
workforce 

 Unwilling to help new people in the team 

 Completing work for others rather than coaching 
them how to do it  

 Lacking interest in personal development and 
declining all opportunities to learn 

 

DEVELOPING 
Description Why it matters … 

Maintaining your own personal and professional expertise and being open to 
learning to continually improve. Supporting others to develop and learn by taking 

time to work with them to continually improve. 

Ongoing development is the key to organisational success, it’s important that you 
take accountability for own development and supports others through sharing 

knowledge so that we continually evolve as an organisation and share best 
practice. 


