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Ambition 1

Sandwell is a community where our families have high aspirations 
and where we pride ourselves on equality of opportunity and on our 
adaptability and resilience.

Ambition 2

Sandwell is a place where we live healthy lives and live them for longer, 
and where those of us who are vulnerable feel respected and cared for.

Ambition 3

Our workforce and young people are skilled and talented, geared up 
to respond to changing business needs and to win rewarding jobs in a 
growing economy.

Ambition 4

Our children benefit from the best start in life and a high quality education 
throughout their school careers with outstanding support from their 
teachers and families. 

Ambition 5

Our communities are built on mutual respect and taking care of each 
other, supported by all the agencies that ensure we feel safe and 
protected in our homes and local neighbourhoods.

Ambition 6

We have excellent and affordable public transport that connects us to all 
local centres and to jobs in Birmingham, Wolverhampton, the airport and 
the wider West Midlands.

Ambition 7

We now have many new homes to meet a full range of housing needs in 
attractive neighbourhoods and close to key transport routes.

Ambition 8

Our distinctive towns and neighbourhoods are successful centres of 
community life, leisure and entertainment where people increasingly 
choose to bring up their families.

Ambition 9

Sandwell has become a location of choice for industries of the future 
where the local economy and high performing companies continue  
to grow.

Ambition 10

Sandwell now has a national reputation for getting things done, where 
all local partners are focused on what really matters in people’s lives 
and communities.



Councillor Steve Trow 
Cabinet Member - Core Council Services

Welcome to the council’s engine room! The 
council’s core services are all about continuing to 
push forwards while keeping constantly focused 
on what the people of Sandwell want, and the 
difference we can make.

We focus consistently on best value, efficiency and improvement, 
on balancing the books, and maximising the return on our assets. 
We insist on best practice and on getting it right. There’ll always 
be problems and challenges – we’ll tackle them. There’ll always be 
people who struggle or who are at greater risk of being left behind – 
we’ll look out for them.

And our greatest asset is the 4,500 staff who work for you – all of 
them committed to the council’s values: Trust, Unity and Progress. 
They are the way-finders, making sure we really understand  
what our communities want, finding new ways to improve our 
performance, and working with others to build the relationships and 
partnerships that will make Sandwell the thriving, confident and 
resilient community we want it to be.

Section 1

What is the  
Resources Directorate?
The Resources Directorate plays a crucial role in running the 
business of Sandwell Council. This includes providing effective 
governance of our legal and democratic processes and the 
management of all our resources including the 4,500 people we 
employ and the £700 million we collect and spend every year 
delivering services to the people of Sandwell.

A key part of this role is helping members and the Management 
Board to plan ahead. We assist in the development of the key 
strategic documents that will drive the work of the council, including 
the Sandwell 2030 Vision and the council’s budget strategy.

We also have a key role to play in supporting the delivery of key 
frontline services by our colleagues in the rest of the council.

Section 2

Darren Carter 
Executive Director – Resources

In 2030, Sandwell is a thriving, 
optimistic and resilient 
community. It’s where we call 
home and where we’re proud 
to belong - where we choose to 
bring up our families, where we feel safe and cared 
for, enjoying good health, rewarding work, feeling 
connected and valued in our neighbourhoods and 
communities, confident in the future, and benefiting 
fully from a revitalised West Midlands.

These words underpin the Sandwell 2030 Vision, 
setting out an ambitious agenda for what we are 
going to achieve in the coming years.  

Looking back on 2017 we can be rightly proud of  the 
work we did to launch the Vision, but there were lots 
of  other things that deserve to be celebrated:

•  The development of  the Sandwell Children’s Trust.

•   The great work of  our counter fraud team,  
as featured in Council House Crackdown our 
national tv.

•   The support we gave to more than 35,000 of  the 
poorest people in Sandwell through the local 
Council Tax Reduction Scheme.

•   The 50,000 (and rising) people signed up to the  
My Sandwell portal.

•   The numerous national awards we won, including 
the best workforce initiative 2017 for See 
Something, Do Something.

•  The delivery of  more than 100 affordable funerals.

And we did all this while continuing to maintain a 
stable and secure budget position after more than  
seven years of  the age of  austerity.

I feel incredibly proud of  the work we did in 2017 but 
in some ways the real work starts now – delivering 
the Sandwell 2030 Vision – and Resources has a 
massive role to play.

This business plan sets out the key strategic things 
we will deliver within Resources in the coming years. 
It’s an ambitious plan and some of  it might not work 
first time but I’m confident we will deliver all this  
and more.



John Smith 
Finance

Rebecca Griffiths 
Finance

Surjit Tour 
Director – Monitoring Officer 
Law and Governance

Law and Governance Services 
operate at the heart of the 
council and provide essential 
business support services. This 
enables the council to achieve its ambitious outcomes 
and priorities, making a real difference to Sandwell 
residents and their families. 

We provide a wide range of  excellent professional 
services including:

•    overseeing and managing the council key 
decision-making functions

•   supporting elected members in their varied roles

•   delivering first rate bereavement registration and 
coronial services 

•  providing expert legal advice on significant projects 
within the borough and prosecuting rogue traders 
those putting the public at risk as a result of  by 
breaching food safety standards, environmental 
abuses and health and safety failings. 

We play a critical role in making sure the council’s 
governance arrangements are robust and effective to 
ensure the public maintains trust and confidence in 
the council.

Embedded within Law and Governance Services 
is a strong work ethic and culture of  pursuing 
excellence. This underpins its approach to supporting 
the council’s strategic vision over the next decade 
to ensure Sandwell is a prosperous, thriving and  
resilient borough. 

Our aim is to provide high quality professional and specialist financial support services. This will enable the 
council to spend and invest its money wisely and to help minimise the risk of exposure to fraud and other 
irregularities. In doing this our finance teams will be best placed to make a huge contribution towards achieving 
the council’s ambitions and its 2030 Vision.



Tara Malik 
Change and Communications

A key enabling service, the 
Change and Communications 
Team provides vital support 
across all council services. We are 
responsible for a range of change 
initiatives that support Cabinet, the chief executive 
and management to deliver the Sandwell 2030 
Vision. We play a strategic role in helping to ensure 
the council is outcome focused, facilitating and 
supporting service improvement to deliver business 
plans in pursuit of our ambitions.  

Future focused, we are a ‘go-to’ team, with an eye 
on what matters most, ensuring we invest in the right 
place and extending our reach of  transformation 
activity to add new value into services.   

We play a pivotal role in communicating and 
engaging with staff, stakeholders and the local 
community, adopting an approach of  local 
collaboration and partnership working.

Sue Knowles 
ICT Service

The section provides and 
supports the IT infrastructure that 
underpins many of the council’s 
front and back office services. This 
includes the provision of telephony, 
end user devices, networks, servers,  
storage, applications and print services. 

Our vision is to help maximise the use of  existing and 
new technology to enable the workforce and residents 
to achieve a better work life balance, contributing to 
their overall health and wellbeing. We will help develop 
and improve access to services, and encourage the 
adoption of  self-service via citizen and employee 
portals. We will enable and promote the use of  remote 
and agile working throughout the council ensuring our 
workforce have the appropriate technology to enable 
them to do their jobs. We will support the development 
of  the councils digital strategy and seek to bring 
about efficiencies in working practices, targeting a 
reduction in printed output and automation of  workflow 
processes where possible. 

Revenues and Benefits Service

The Revenues and Benefits Service provides the 
following key services:

·    The billing and collection of  Council Tax and  
Non Domestic Rates (Business Rates)

· General debt recovery

· Cashier services

·  Providing crucial financial and emergency support 
to some of  our most vulnerable residents through 
effective, accurate administration of  Housing 
Benefit, Local Council Tax Reduction, Discretionary 
Housing Payments and Local Welfare Provision

In 2016-2017 Sandwell was recognised as the second 
best metropolitan borough for Council Tax collection.  
Our aim is to maintain and improve this fantastic 
performance for 2017-2018 and 2018-2019.

The Revenues and Benefits Service will continue to 
provide the excellent services it has been recognised 
for while also introducing further efficiencies through 
channel shift and ‘digital by default’ to reduce costs 
and support the council’s 2030 Vision.



Vision Engagement Events

Richard Luckman 
Human Resources

Human Resources (HR) provides 
a full range of specialist services 
to ensure that the council’s 
workforce is talented, engaged and 
motivated to deliver the Vision.

We use our expert knowledge of  people management 
practice to enable our workforce to be their best; 
through applying our professional insight to develop 
strategic solutions.

With a forward looking and flexible approach, we 
respond and adapt to our customers’ needs across 
the diverse range of  council services. 

Through our easily accessible and customer focused 
teams we provide:

• Frontline HR advice and support

• Learning & Development 

• Change Management

• Talent Management

• Employee Relations and Policy Development

•  Resourcing and Wellbeing – delivering the Jobs 
Promise, employee benefits

• Strategic Business Partnering

•  Transactional Services, some of  which is traded  
(eg.) Payroll & Pensions



3.  Invest in meaningful partnership working to improve 
how we work together across Sandwell to deliver the 
Vision.

•  Run ‘think tanks’ to encourage collaborative working 
across the 10 ambitions, which will evolve into Vision 
Improvement Groups.

•  Work with our statutory partnerships to help them take 
forward the Vision.

4. Digital Sandwell – delivering the Digital Strategy.

•   Establish a strong digital governance structure – with tools, 
permissions and standards to help services maximise digital 
opportunities and embed technical innovation into service 
design and policy development.

•  Set up a commissioning group represented by key 
organisations from our community and voluntary sector that 
work with residents to develop community-led digital inclusion 
projects in Sandwell.

•   Introduce a ‘digital champions’ scheme with the community 
and with our workforce to provide training, pass on digital skills 
and offer targeted support for residents and employees.

•   Launch self-serve kiosks in Oldbury, West Bromwich, 
Smethwick and Cradley Heath.

•  Use SMS texting across the Revenues and Benefits service to 
improve performance and reduce postage costs.

•   Promote Office 365 functions to reduce printing and carry out 
a full review of the Managed Print Unit.

Section 3
AFTER YOUR APPRENTICESHIP

Successfully completing your apprenticeship might be the beginning of your career. You’ll be able to apply internally for roles within Sandwell Council and also further develop your skills or learn entirely new ones via the training and courses offered by our Learning 
and Development Team. There is also 
the potential opportunity to progress 
towards a degree apprenticeship which could expand your career pathway.

Successfully completing your apprenticeship will give you the skills 
and experience you need to launch 
your career and progress through the 
organisation.

Joining Sandwell Council at the age of 19 was the best decision I 

ever made!
In my time at Sandwell I've met some of the most brilliant, 
inspirational people you could ever wish to meet.
I've been involved in a huge variety of work, like building new 

schools; new leisure centres; the new West Midlands Combined 

Authority; the Birmingham 2022 Commonwealth Games bid, the 

future of Birmingham Airport and protecting vulnerable children.
If you want an exciting start to your career and you are passionate 

about making Sandwell better -  apply for a higher apprenticeship 

at Sandwell Council. Darren CarterExecutive Director of Resources
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1.  Develop a skilled and flexible workforce that meets the 
needs of our business and has the capacity to deliver 
the Vision. 

•  Develop a future talent strategy to make sure we have the 
right people with the right skills in the right jobs at the right 
time. This will address skill gaps, help with succession 
planning and attract and retain new talent through 
internships, apprenticeships and graduate programmes.

•  Run tailored recruitment campaigns and use proactive 
redeployment to support specific resource needs.

•   Work closely with Investors in People (IIP) to build on 
existing people management practices to ensure our 
workforce is the best it can be to deliver the Vision.

2.  We will inspire and motivate young people in our 
community through creating exciting life skill 
opportunities and experiences.

•  Actively engage with schools to understand what we can 
do to inspire and motivate our young people.

•  Ensure that young people from Sandwell are given access 
to the opportunities available through our internships, 
apprenticeships and graduate programmes.

The priorities detailed in this section represent the key areas of focus 
for the Resources Directorate and will ensure that the Directorate is a 
the heart of innovation and change in Sandwell.



7.  To support community development and empowerment 
through the development of town plans, building on the 
strengths of our six towns.

•  Deliver a bespoke town plan for each of Sandwell’s six towns.

•  Work with councillors and our local communities to develop 
local governance arrangements for each of the six towns.

•  Develop the devolution offer for the six towns through 
reviewing the constitution and decision-making processes.

8.  Maintain the council’s financial stability through 
developing a commercial approach that is right for the 
whole organisation.

•  Continue the ongoing development of the council’s medium 
term financial stratergy.

•  Develop a programme of commercial awareness training 
for managers across the council so they can take more of a 
commercial approach to delivering their services.

•   Adopt a new social value policy and framework to maximise 
benefits to our local communities.

9.  Ensure that the ICT infrastructure enables a truly  
agile workforce.

•  Set up a single work programme for ICT to improve engagement and 
make sure project work is prioritised from a corporate perspective.

• Complete the roll out of Citrix and Windows 10.

•  Refresh the ICT in meeting rooms across council buildings.

•  Ensure services make full use of Office 365 functions, which will 
support agile working.

• Introduce a cyber security role/function in ICT.

•  Upgrade the council’s intranet so that it is fit for purpose and 
complements agile working.

5.  We will deliver positive, engaging and inspirational 
communication that aims to galvanise staff, 
stakeholders and communities.

•   Set minimum levels of staff engagement and communication 
so that expectations are clear.

•    Refresh the council’s internal communications offer, including 
a new intranet and improved staff engagement.

•    Run internal and external campaigns focused around  
Vision 2030.

•   Support the official launch of Sandwell’s Children’s Trust, 
including branding, internal communications and media.

•    Continue to roll out new creative communications on digital 
and social media platforms – while still using traditional 
methods such as press releases and the Sandwell Herald.

•   Help residents to help themselves by promoting self-service 
channels (e.g. MySandwell) and advice on welfare reform 
changes, budgeting and jobs.

•   Grow the Discover Sandwell brand and promote headline 
council events.

•  Maximise opportunities, such as the 2022 Commonwealth 
Games aquatics centre being built in Smethwick, that put 
Sandwell on the map.

6.  To ensure that the governance structure and 
arrangements of the council supports and underpins 
delivery of the Vision.

•   Carry out a full review of the council’s governance 
arrangements, including the governance structure.

•  Provide governance training for both councillors and 
officers to raise awareness of good governance across 
the council.

•  Offer a high-quality, accredited and effective member 
development programme.



Director:  
Darren Carter

Divisional Context:                                                                                                                                                    
The Resources directorate consists of five distinct areas providing a range of functions both front facing & back office.

With both budget cuts and current and forthcoming changes in legislation the council is going through a massive 
transformation right now. The functions currently in Resources have a wide range of both internal and external 
customers with conflicting needs and priorities. These services need to be resilient but flexible enough, in order that 
they can rise to the challenge of continuous change so that they can shape, influence and drive the council forward.

Unit Description: Target Budget Target Budget Target Budget Target Budget 
2017/18 £’000 2018/19 £’000 2019/20 £’000 2020/21 £’000

Directorate  540  420  393  391 
Change and 
Communications

 1,931  1,824  1,694  1,692 

Revenues and 
Benefits and ICT

 8,641  7,687  7,532  7,483 

Finance  4,020  3,567  3,517  3,452 
Law and Governance  2,056  1,637  1,438  1,357 

Human Resources  4,146  3,929  3,847  3,771 

Total Net Target 
Budget:

 21,334  19,064  18,421  18,146 

Staffing Levels:  778  754  740  737 
Total Full Time 
Equivalents

 742.9  718.3  704.3  701.3 

The Services provided within the Division are delivered through a range of service units and teams.  The above 
information provides an overview of the structure of the Division and highlights the level of financial resources 
allocated to deliver the services that we provide.       

Summary of 
Divisional Target 
Budget 

Target Budget 
2017/18 £’000

Target Budget  
2018/19 £’000

Target Budget  
2019/20 £’000

Target Budget  
2020/21 £’000

Employees  28,632  28,754  28,843  28,774 
Premises  910  700  567  580 
Transport  146  133  133  133 
Supplies & Services  8,878  7,687  7,447  7,477 
Third Party  1,644  976  987  998 

Transfer Payments  50  50  50  50 
Capital Charges  1,594  1,235  1,235  1,235 
Total Gross 
Expenditure

 41,854  39,535  39,262  39,247 

INCOME:-
Specific Grants  2,721  2,721  2,738  2,755 
Partner 
Contributions

 867  900  900  900 

Fees & Charges  7,774  7,684  7,932  8,068 
Interest  -    -    -    -   
Recharges  9,158  9,166  9,271  9,378 
Total Income  20,520  20,471  20,841  21,101 
Net Expenditure  21,334  19,064  18,421  18,146 

Central Items  4,256  3,620  3,443  4,378 

Section 4: Whole Budget 2018/2021 

Resources 



Resources 
Directorate
Manager:  
Darren Carter

Divisional Context:                                                                                                                                                     
The Resources directorate consists of five distinct areas providing a range of functions both  
front facing and back office.                                                                                                                                                                                                    
• Revenues and Benefits and ICT
• Law and Governanc
• Finance
• Change and Communications
• Human Resources

Target Budget Line Target Budget 
2017/18 £’000

Target Budget  
2018/19 £’000

Target Budget  
2019/20 £’000

Target Budget  
2020/21 £’000

Employees  652  523  498  498 
Premises  -    -    -    -   
Transport  3  3  3  3 
Supplies & Services  14  13  13  13 
Third Party  -    -    -    -   

Transfer Payments  -    -    -    -   
Capital Charges  -    -    -    -   
Total Gross 
Expenditure

 669  539  514  514 

INCOME:-
Specific Grants  -    -    -    -   
Partner 
Contributions

 -    -    -    -   

Fees & Charges  16  6  6  6 
Interest  -    -    -    -   
Recharges  113  113  115  117 
Total Income  129  119  121  123 
Net Expenditure  540  420  393  391 
Staffing Levels:  10  10  10  10 
Total Full Time 
Equivalent 

 10  10  10  10 

Resources 
Change and Communications
Manager:  
Tara Malik

Divisional Context: 
The Change and Communications  team is made up of three divisions, who deliver a wide range of excellent 
services to all the communities of Sandwell:
• Change team
• Communications
• Service Improvement

Target Budget Line Target Budget 
2017/18 £’000

Target Budget  
2018/19 £’000

Target Budget  
2019/20 £’000

Target Budget  
2020/21 £’000

Employees  2,011  2,061  1,934  1,934 
Premises  -    -    -    -   
Transport  6  6  6  6 
Supplies & Services  269  180  181  183 
Third Party  -    -    -    -   

Transfer Payments  -    -    -    -   
Capital Charges  4  1  1  1 
Total Gross 
Expenditure

 2,290  2,248  2,122  2,124 

INCOME:-
Specific Grants  -    -    -    -   
Partner 
Contributions

 -    -    -    -   

Fees & Charges  -    -    -    -   
Interest  -    -    -    -   
Recharges  359  424  428  432 
Total Income  359  424  428  432 
Net Expenditure  1,931  1,824  1,694  1,692 
Staffing Levels:  45  43  41  41 
Total Full Time 
Equivalent 

43.5 41.3 39.3 39.3 



Resources 
Benefits and ICT
Manager:  
Sue Knowles

Divisional Context:                                                                                                                                                     
Revenues and Benefits provide the following services:
• The billing and collection of Council Tax and Non Domestic Rates
• General debt recovery
• Cashier services
•  Administration of Housing Benefit, Local Council Tax Reduction, Discretionary Housing Payments and Local   

Welfare Provision
Information and Communication Technology (ICT) is responsible for a range of activities ranging from the   
development and review of the council’s ICT Strategy to the day-to-day support of the ICT infrastructure

Target Budget Line Target Budget 
2017/18 £’000

Target Budget  
2018/19 £’000

Target Budget  
2019/20 £’000

Target Budget  
2020/21 £’000

Employees  9,468  9,604  9,701  9,678 
Premises  160  10  11  12 
Transport  19  19  19  19 
Supplies & Services  4,281  3,769  3,576  3,610 
Third Party  1,333  965  976  987 

Transfer Payments  -    -    -    -   
Capital Charges  1,465  1,119  1,119  1,119 
Total Gross 
Expenditure

 16,726  15,486  15,402  15,425 

INCOME:-
Specific Grants  2,721  2,721  2,738  2,755 
Partner 
Contributions

 867  900  900  900 

Fees & Charges  869  908  926  944 
Interest  -    -    -    -   
Recharges  3,628  3,270  3,306  3,343 
Total Income  8,085  7,799  7,870  7,942 
Net Expenditure  8,641  7,687  7,532  7,483 
Staffing Levels: 287 278 274 273
Total Full Time 
Equivalent 

274.5 264.2 260.2 259.2

Resources 
Finance
Manager:  
John Smith

Divisional Context: 
Finance Services comprises three divisions, delivering a wide range of excellent services to all the communities of 
Sandwell:
• Finance and Accounting Services
• Audit, Risk, Fraud and Insurance
• Procurement 

Target Budget Line Target Budget 
2017/18 £’000

Target Budget  
2018/19 £’000

Target Budget  
2019/20 £’000

Target Budget  
2020/21 £’000

Employees  5,058  4,971  4,939  4,893 
Premises  -    -    -    -   
Transport  10  10  10  10 
Supplies & Services  790  490  496  502 
Third Party  -    -    -    -   

Transfer Payments  -    -    -    -   
Capital Charges  3  -    -    -   
Total Gross 
Expenditure

 5,861  5,471  5,445  5,405 

INCOME:-
Specific Grants  -    -    -    -   
Partner 
Contributions

 -    -    -    -   

Fees & Charges  505  537  547  558 
Interest  -    -    -    -   
Recharges  1,336  1,367  1,381  1,395 
Total Income  1,841  1,904  1,928  1,953 
Net Expenditure  4,020  3,567  3,517  3,452 
Staffing Levels: 124 112 108 106
Total Full Time 
Equivalent 

120.0 108.9 104.9 102.9



Resources 
Law and Governance
Manager:  
Surjit Tour

Divisional Context:                                                                                                                                                     
and Governance Services comprises three divisions, delivering a wide range of excellent services to all the 
communities of Sandwell:
• Legal Services
• Governance Services
• Registration Services

Target Budget Line Target Budget 
2017/18 £’000

Target Budget  
2018/19 £’000

Target Budget  
2019/20 £’000

Target Budget  
2020/21 £’000

Employees 6,314 6,193 6,270 6,270
Premises 750 690 556 568
Transport 104 93 93 93
Supplies & Services 2,120 2,000 2,015 2,040
Third Party 311 11 11 11

Transfer Payments 0 0 0 0
Capital Charges 122 115 115 115
Total Gross 
Expenditure

 9,721  9,102  9,060  9,097 

INCOME:-
Specific Grants  -    -    -    -   
Partner 
Contributions

 -    -    -    -   

Fees & Charges 5,041 4,617 4,744 4,831
Interest 0 0 0 0
Recharges 2,624 2,848 2,878 2,909
Total Income  7,665  7,465  7,622  7,740 
Net Expenditure  2,056  1,637  1,438  1,357 
Staffing Levels: 165 165 161 161
Total Full Time 
Equivalent 

155.6 154.6 150.6 150.6

Resources 
Human Resources
Manager:  
Richard Luckman

Divisional Context: 
Resources comprise three divisions, delivering a wide range of excellent services to the council:
• Human Resource Management 
• Human Resource Development 
• Human Resource Transactional Services

Target Budget Line Target Budget 
2017/18 £’000

Target Budget  
2018/19 £’000

Target Budget  
2019/20 £’000

Target Budget  
2020/21 £’000

Employees  5,129  5,402  5,501  5,501 
Premises  -    -    -    -   
Transport  4  2  2  2 
Supplies & Services  1,404  1,235  1,166  1,129 
Third Party  -    -    -    -   

Transfer Payments  50  50  50  50 
Capital Charges  -    -    -    -   
Total Gross 
Expenditure

 6,587  6,689  6,719  6,682 

INCOME:-
Specific Grants  -    -    -    -   
Partner 
Contributions

 -    -    -    -   

Fees & Charges  1,343  1,616  1,709  1,729 
Interest  -    -    -    -   
Recharges  1,098  1,144  1,163  1,182 
Total Income  2,441  2,760  2,872  2,911 
Net Expenditure  4,146  3,929  3,847  3,771 
Staffing Levels:  147  146  146  146 
Total Full Time 
Equivalent 

139.3  139.3  139.3  139.3 



Living our values and 
behaviours in our work

Below are good examples of what our 
behaviours look like in practice. They are not 
all the ways we should behave but they help 
us to understand better what is expected 
from us as employees.  Your manager will 
discuss the values and behaviours that are 
essential to your job role.Putting our behaviours into practice

Trust |   Show respect, make a personal 
impact, being open and honest

This behaviour 
means:

Show respect 
Being aware of your 
impact on others and your 
use of resources. Valuing 
openness, listening to 
and understanding other 
people’s views. Actively 
promoting equality and 
diversity. Working to 
minimise any harm in the 
working environment.

Personal impact 
Taking ownership of your 
work, decisions, performance 
and development. 
Having a ‘can do’ approach 
and attitude. 

Open and honest  
Displaying high levels of 
personal integrity and ethical 
behaviour. Being truthful, 
honest and realistic. Giving 
reasons for your decisions 
and actions. Not getting 
carried away. 

Examples of good 
performance:
Valuing difference. 
Encouraging ideas.
Being open and non-
judgemental.
Controlling emotions. 
Demonstrating sensitivity.
Balancing courage and 
consideration when 
challengin g others.

Being reliable and 
accountable. 
Seeing things through to 
completion. Using initiative. 
Focusing on performance 
and accuracy. 
Being willing to learn.

Being sincere, trustworthy 
and reliable. 
Focusing on what is right – 
not who is right.  
Encouraging free-flowing 
conversation.

Unity |   Focusing on customers, working with 
a team, communicating effectively   

This behaviour 
means:

Customer Focus  
Always thinking about 
what customers get 
from us. Reaching out to 
customers, listening to them 
and understanding their 
needs. Helping them make 
decisions about the services 
they need.

Team Worker  
Working well with 
colleagues, forming effective 
partnerships (both inside 
and outside the council). 
Working fast. 
Achieving shared  goals by 
working across disciplines.

Communicate Effectively    
Encouraging two-way 
communication choosing 
the optimum time, style 
and approach to  ensure 
effectiveness.  

Examples of good 
performance:
Connecting with, and 
involving others by listening 
and talking to them. Giving 
sound advice. Following 
up on customers’ requests. 
Seeking ways of helping 
customers. Sorting out 
problems promptly and 
professionally.

Creating a positive team 
spirit. Accepting responsibility 
for your own performance. 
Agreeing personal objectives 
(specific, measurable, 
agreed, realistic and timely) 
in consultation with others. 
Delivering results on time and 
to the required standard. 

Using language that is clear 
and understandable. Keeping 
people informed and up-to-
date. Being accurate and on 
time when you get or provide 
information. Questioning and 
listening effectively. Adapting 
your approach and style to 
meet the needs of the people 
you are communicating with.

Progress |   Being open to change, focusing on 
performance, getting team results   

This behaviour 
means:

Open to Change   
Seeing change as an 
opportunity, being receptive 
to new ideas. Adjusting to 
unfamiliar situations, demands 
and changing roles.    

Performance Focus 
Planning and organising your 
work so you meet deadlines 
(within the resources 
available to you). Consistently 
and successfully meeting 
objectives.

Team Results 
Working with others to reach 
a common goal. Sharing 
information and supporting 
each other in a positive way. 

Examples of good 
performance:
Thinking about how to 
improve. Being flexible 
and adaptable. Seeking 
performance improvements. 
Being open- minded about new 
ideas and proposals

Prioritising and planning. 
Working  to high standards. 
Paying close attention to detail. 
Being conscientious and going 
further than expected 
(‘the extra mile’).

Recognising and appreciating 
the contributions of other 
team members. Sharing credit 
for success. 
Sharing skills, knowledge and 
encouraging others.
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