'How we do things round here'

Line Managers Guide to the Values

The responses to the questionnaire and focus groups gave many examples, good and bad, of how we do things in Systems, Operations and Investment Administration. This document is intended to provide some examples of the positive ways the values might be demonstrated, and to highlight some of the more negative behaviours we hope to see changed as a result of this initiative.  We anticipate that this document will provide a guide for your team meetings and that you and your team will have many of your own examples of the values being displayed to discuss and add to this list.
	Customer Focus is….
	Customer Focus isn’t….

	· Taking the time and effort to listen to our customers to fully understand their perspective.
· Asking skillful questions of our customers to establish and explore their requirements.

· Recommending and agreeing solutions with customers, based on what they really need.
· Managing our customer’s expectations and being honest with them about what we can deliver.
· Being consistent, professional and polite in our dealings.

· Escalating issues or redirecting enquiries in a timely and efficient fashion.

· Following up with customers when we say we will.

· Delivering on our promises


	· Simply saying “yes” because it is the easy option.

· Taking the easy option when it does not bring about the best solution for the customer.
· Failing to deliver on promises, whether that be missing deadlines or not returning telephone calls.

· Letting issues stagnate, and escalate out of control.

· Being rigid, inflexible and unwilling to compromise.

· Finding excuses for not delivering.



	Team work is….
	Team work isn’t….

	· Willingly sharing knowledge and information that it might be helpful for others to know.

· Being polite and courteous.

· Making an effort to understand other people’s views and position

· Realising that everyone works in different ways and making an effort to understand why they do so.

· Compromising on your own preferred style to meet people halfway.
· More than the people sat next to you in your own department.

· Making proactive offers of help – not waiting to be asked. When you are asked you help willingly, not grudgingly.

· Having a healthy debate; taking and giving feedback.

· Presenting a supportive, united front when appropriate.
· Recognising that team work applies more widely than within you’re your immediate team.
	· Protecting your skills, knowledge and experience thereby becoming a key point of failure.

· Talking behind people’s back.

· Deliberately sabotaging the efforts of others.

· Arguing for the sake of it.

· Scoring points off colleagues and trying to get one over on them.

· Continuing to argue beyond the point of consensus.

· Bearing grudges.

· Agreeing with everybody all of the time.




	Respect is….
	Respect isn’t….

	· Being timely and punctual.

· Being reliable – doing what you say you will, when you say you will.

· Encouraging others to share their opinion, listening to them when they do, and making them feel valued for their opinion.

· Being open to views and stand points different to your own.

· Giving credit when credit is due.

· Understanding all people are different and respecting people for the contribution they make.


	· Undermining others by the things you say.
· Shouting at people in public.

· Gossiping about other people’s private lives.

· Holding grudges.

· Allowing your personal mood to impact on your behaviour.

· Cutting people off, not letting them have their say and not listening.

· Taking colleagues for granted.

	Innovation is….
	Innovation isn’t….

	· Thinking of new ideas and better ways of doing things.
· Trying to do your job and tasks a little better each day.

· Realising making change needs hard work and commitment and being willing to put in this work.

· Sharing your improvements with others.


	· Resisting change and trying to obstruct it.
· Saying “we’ve always done it like this”.

· Doing the bare minimum.

· Doing things the same way, even when you know it is reinforcing mistakes.

· Accepting mediocrity.



	Ownership is….
	Ownership isn’t….

	· Caring about your job and taking personal pride in your work.

· Going the extra mile.

· Getting the job done.

· Holding up your hand when things go wrong. Learning from these mistakes and sharing this experience with your team. 
· Being tenacious and persistent in achieving what you say you will.

· Proactively seeking new responsibilities.

· Sometimes operating outside the scope of your role.

· Taking control.

· Seeking clarity and agreeing where ownership lies


	· Doing the bare minimum.
· Missing deadlines.

· Operating in isolation.

· Not making an effort to understand where your role fits in.

· Waiting for everything to fall into your lap and using the fact that it doesn’t as an excuse for not delivering.

· Waiting for information to come to you and not being proactive in seeking it out.




	Integrity is….
	Integrity isn’t….

	· Honesty, even when the message is difficult. 

· Making honest decisions or observations even when it is difficult.

· Communicating clearly and honestly.
· Not waiting to be asked before communicating important messages to your colleagues and team members.
· Making sure the credit sits with the person who does the work.

· Saying the same to people’s faces as behind their backs.

· Doing the right thing even when no-one will find out if you don’t.

· Not always taking the easy course of action.

· Having an open door and being willing to listen.

· Being sensitive and acting with a degree of empathy.

· Respecting confidentiality.

· Being genuine and fair.


	· Agreeing to anything so you look good.

· Simply paying lip service to key policies or initiatives.

· Deliberately withholding information.

· Putting a false spin on everything.

· Gossiping.

· Always putting yourself as number one priority.

	Enthusiasm is….
	Enthusiasm isn’t….

	· Displaying a strong sense of can do.
· Showing commitment.

· Demonstrating you enjoy what you do.

· Displaying a positive attitude and outlook.

· Being optimistic – seeing the glass as half full.

· Demonstrating a keenness and energy which rubs off on those around you.

· Going the extra mile.
	· Being loud.
· Carrying organisational “baggage”.

· Being invasive and intrusive.

· Bringing other people down with your mood.

· Being negative

· Complaining about your situation.

· Being apathetic and disinterested.
· Finding a reason for not doing something.

· Avoiding responsibility.




