


[bookmark: _GoBack][image: ]



Why do we need a “Behavioural Framework”? 
It is widely recognised that our performance at work is not just about what we do (technical competence) and what we know (knowledge and experience) but also it’s about HOW we perform in terms of our behaviours.  
In common with around 79% of UK employers*, Fire & Rescue Services have used a set of competencies (the PQA framework) to define desired behaviours and to help us develop these in our roles.
Like most UK Fire & Rescue Services, Wiltshire FRS is now in a period of unprecedented change and the future Service may look and feel very different to that of the past.  Our Strategic Managers have identified the need to develop our working culture to support the organisational changes in the way that we deliver our services.  
Our culture, in the simplest terms, is “how we do things” and is shaped by our values, beliefs and behaviours.  The RESPECT framework has, therefore, been developed to help everyone in the Service understand the behaviours required in our new culture.  
(* source:Xpert HR)

Why RESPECT?
RESPECT has been developed as part of “Our Service, Our Future” a major programme of organisational change across Wiltshire Fire & Rescue Service.
Strategic Managers reviewed the Service from their own perspective and gathered information and opinions throughout the organisation in order to define the principles, values and behaviours that were considered be essential for our future success. 
A very long list resulted which was distilled into “key areas” (see below) and three priorities for development were identified – Respect, Responsibility and Professionalism.
RESPECT was suggested and accepted as a memorable and understandable framework to convey behavioural requirements and priorities to everyone in the Service.
The key areas that were identified are:-
· RESPECT – treating each other respectfully and giving our best service;

· RESPONSIBILITY – taking responsibility and accountability for ourselves, others and our jobs;

· PROFESSIONALISM – being effective, competent, aware and delivering high standards;

· TRUST – feeling empowered and empowering others by being fair, open and honest;

· INSPIRATION – Being more creative and inspiring others to bring about meaningful change;

· SUPPORTIVE – Listening to each other, caring, encouraging and developing people;

· COURAGE – Taking risks, making decisions, having strength of commitment and resolve;

· EMOTIONAL INTELLIGENCE – Focussed on people/relationships and understanding strengths, weaknesses and styles of ourselves and others. 

    
Does this replace PQA’s?

The areas identified above have been mapped against the national set of Personal Qualities and Attributes (PQAs) to produce the RESPECT framework explained in this document.  Please see the detail about each behaviour which references which of the PQA areas are mapped across.
It is intended that RESPECT will be used on a day to day basis instead of the full PQA framework to review and develop behaviours in the workplace. 
The national PQA framework will continue to be utilised where more detailed behavioural indicators and constructs are needed, eg. Identifying personal development needs; refining recruitment and selection techniques; Assessment and Development Centres; etc.

Does it replace the FRS Values?

RESPECT does not replace everything from the past but it does build upon it and highlights Wiltshire Fire & Rescue Service’s current priorities.  The elements within the RESPECT framework have been mapped to and support the four corporate values:
SERVICE TO THE COMMUNITY
We value service to the community by…
· Working with all groups to reduce risk
· Treating everyone fairly and with respect
· Being answerable to those we serve
· Striving for excellence in all we do

PEOPLE
We value all our employees by practising and promoting…
· Fairness and respect
· Recognition of merit
· Honesty, integrity and mutual trust
· Personal development
· Co-operative and inclusive working

DIVERSITY
We value diversity in the service and the community by…
· Treating everyone fairly and with respect
· Providing varying solutions for different needs and expectations
· Promoting equal opportunities in employment and progression within the service
· Challenging prejudice and discrimination

IMPROVEMENT
We value improvement at all levels of the service by…
· Accepting responsibility for our performance
· Being open-minded
· Considering criticism thoughtfully
· Learning from our experience
· Consulting others

How will everyone know about RESPECT?
During the programme of changes within the Service, RESPECT will be introduced to a number of processes to help all of us ensure that the work we do, and the way that we do it, is fully in line with organisational aims and expectations.  
It will be introduced to a number of processes throughout 2012 to continue to reinforce key messages about the desired behaviours and the need for change.
This will include changes to the Performance Review process, i-Serve reference documents and guidance, posters and other reminders. 

What is RESPECT? 
DICTIONARY DEFINITION:-

NOUN [RI SPEKT]  	1. A feeling or attitude of admiration and deference towards somebody or something, 
2. The state of being admired deferentially, 
3. Consideration or thoughtfulness.	

This is an important principle, in itself, for our desired culture and RESPECT is also the acronym used to outline the seven key areas of behaviour that Wiltshire Fire & Rescue Service expects.
The following pages explain each aspect of the RESPECT framework in more detail and list some indicators to help us all understand how we need to behave to support the Service changes.


  


WHAT DOES IT MEAN?
· Taking ownership for the job that we have within the Service.
· Being responsible for ourselves and the needs of others around us.
· Feeling empowered and trusted to do what’s best for the Service.
· Being willing to take decisions and justify our course of action.

HOW DO I DEMONSTRATE “RESPONSIBILITY”?
· You are willing to take a lead role.
· You pro-actively get involved and use your experience to make a difference.
· You gather and analyse all available information.
· You draw suitable conclusions.
· You make necessary decisions at the appropriate level.
· You can explain how a decision was arrived at and justify your actions.
· You stay focussed on your job or priorities despite other pressures.
· You are assertive when you need to be.
· You are confident about what you need to achieve.
· You are persistent in looking for new solutions.
· You are calm and controlled even when things are difficult.
· You question and involve other people effectively and listen to their ideas.
· You recognise that some things take longer to resolve than others.
· You balance short-term needs with longer-term goals and wider implications.
· You challenge poor performance.
WHERE DO PEOPLE GO WRONG?
· Avoiding necessary decisions.
· Failing to take control of situations.
· Saying yes to everything – even if unreasonable.
· Over-reacting to situations or requests.
· Closing debates that might generate ideas.
· Reacting badly to criticism or questioning.
· Giving up when faced with difficulties.
· Always taking a short term view or not considering wider implications.








RELATED PQAs = Confidence and Resilience, Problem Solving

WHAT DOES IT MEAN?
· Treating everybody fairly, ethically and with equal respect.
· Being supportive regardless of individual differences.
· Taking accountability for our actions and admitting mistakes.
· Honouring our commitments to others.
· Challenging the unacceptable behaviour of others.

HOW DO I DEMONSTRATE “EQUALITY”?
· You treat everyone fairly.
· You are supportive of others.
· You accept responsibility for the actions you take.
· You are open minded.
· You appreciate individual differences.
· You understand the benefits of diversity.
· You stand up for others.
· You are true to yourself regardless of the group that you are with.
· You do what you say you’re going to.
· You speak up if you can’t do something or don’t know an answer.
· You are prepared to challenge unacceptable behaviour.
· You respect people’s rights as individuals
· You can be trusted with personal or confidential information.
WHERE DO PEOPLE GO WRONG?
· Showing bias or prejudice towards certain individuals or groups.
· Having to be supervised as they can’t be trusted.
· Making assumptions about people and/or situations.
· Believing diversity is just about race or religion.
· Ignoring different needs and trying to make “one size fit all”.
· Ignoring unacceptable behaviour or, even worse, joining in!
· Sharing the personal information of others.
· Not respecting confidentiality.




RELATED PQAs = Commitment to Diversity and Integrity

WHAT DOES IT MEAN?
· Sharing our information and knowledge with others.
· Looking for ways to involve others and utilise everyone’s talents.  
· Proactively giving and seeking feedback.
· Being interested in and understanding of the needs of others.
· Encouraging people to develop their potential.

HOW DO I DEMONSTRATE “SUPPORTIVE”?
· You support others by sharing what you know.
· You inspire people to work hard towards goals.
· You encourage those around you.
· You build good relationships.
· You look for opportunities to involve people.
· You listen to and appreciate contributions from others.
· You are a good influence on others.
· You are approachable.
· You help others to make good decisions.
· You are sensitive to other people’s feelings.
· You ask for and welcome feedback from others.
· You help others to improve their performance.
· You check your own progress and development.
· You learn from people around you.
· You offer constructive feedback to others.
WHERE DO PEOPLE GO WRONG?
· Being negative at work.
· Allowing bad working relationships to develop.
· Keeping information to themselves which might benefit others.
· Failing to delegate.
· Being indifferent about other people’s issues and feelings.
· Being too controlling.
· Taking no interest in the people around them.
· Believing someone else is responsible for their performance.
· Ignoring feedback or taking it personally.
· Failing to recognise development opportunities.
· Not tailoring learning and development to individual needs.

RELATED PQAs = Working with Others, Commitment to Development

WHAT DOES IT MEAN?
· Understanding our own role.
· Delivering what’s required of us to a high standard.
· Portraying a positive image of ourselves and the Service.
· Being aware of the operating environment that we’re working in.
· Recognising the wider implications of what we do.

HOW DO I DEMONSTRATE “PROFESSIONAL”?
· You know what is required of you.
· You get stuck in and do what you can to get the job done.
· You respond to what is happening around you.
· You understand how your tasks link to wider Service aims (and/or political agendas)
· You present yourself well.
· You are an ambassador for the Service.
· You can think about more than one thing at a time.
· You offer information that will help the situation.
· You ask questions to make sure you have all the information.
· You show other people how to do tasks effectively.
· You see things that other people miss.
· You work with others to achieve positive outcomes.
· You understand what the priorities are – yours and the Service’s.
· You get different people/teams/organisations to work together.
· You recognise other people’s influence.
· You take steps to avoid potential problems.
· You know when to compromise and when to be firm.
WHERE DO PEOPLE GO WRONG?
· Doing what they want to do rather than what’s required.
· Working on particular tasks with no regard to other people around them.
· Having no interest in the bigger picture or where they fit in.
· Reacting badly when things go wrong.
· Failing to read signals from people around them.
· Not adapting their approach when things change.
· Not wanting to seek assistance from others.
· Being unable to prioritise.
· Failing to consider who/what might be affected by their decisions or actions.
· Leading on everything regardless of whether they’re the best person to do so.
RELATED PQAs = Situational Awareness, Political and Organisational Awareness

WHAT DOES IT MEAN?
· Striving to do our best at all times.
· Setting and maintaining high standards for ourselves and others.
· Being a good role model.
· Going the extra mile.
· Caring about those we work with and serve.

HOW DO I DEMONSTRATE “EXCELLENCE”?
· You believe in and live the Service values.
· You want to do a good job.
· You give your best effort to all tasks.
· You help others out when they need it.
· Others know what you expect from them.
· You care about the people that you live and work with.
· You promote the things we believe in.
· You have creative ideas for improvements.
· You are brave enough to suggest new possibilities.
· You are clear about what can be achieved by yourself and your group.
· You monitor performance and behaviours effectively.
· You deal with performance or behavioural issues quickly.
· You are a good role model.
· You aspire to be the best that you can be.
WHERE DO PEOPLE GO WRONG?
· Lacking any vision of how to improve.
· Doing the minimum required of them.
· Having no aspirations or creative ideas.
· Being unclear about what is required of them/others.
· Failing to communicate expectations to others.
· Expecting more of others than they do themselves.
· Failing to check progress.
· Ignoring performance and/or behavioural issues.  
· Lacking interest in the people around them.
· Not believing or promoting Service values.


RELATED PQAs = Commitment to Excellence

WHAT DOES IT MEAN?
· Sharing what we know for the benefit of others.
· Giving clear and concise messages.
· Actively listening to views and opinions of others.
· Using the right method and style of communication for the circumstances.
· Ensuring that we understand what others are telling us. 

HOW DO I DEMONSTRATE “COMMUNICATION”?
· You share information openly.
· You think about how to say things as well as what to say.
· You make sure others understand what you are saying.
· You are sensitive to the feelings of others.
· You are aware of your own body language.
· You recognise non-verbal signals from others.
· You adjust your style to suit your audience.
· You listen attentively.
· You ask questions to ensure you understand what you are being told.
· You identify the best method to communicate according to the circumstances.
· You avoid gossiping.
· You manage rumours and conjecture.
· You structure written work effectively.
· You use simple language wherever possible.
· You simplify complex data so that others can understand it.
WHERE DO PEOPLE GO WRONG?
· Keeping information to themselves and thinking that “knowledge is power”.
· Being undiplomatic.
· Failing to listen to others.
· Having no awareness of body language - own or others’.
· Using the same method and/or style regardless of audience or situation.
· Using technical jargon.
· Failing to check that others understand them.
· Showing no interest when others are speaking.
· Failing to check their understanding of a message.
· Over-complicating written work.
· Frequently interrupting when others are speaking.
· Responding aggressively or “ranting”.
RELATED PQAs = Effective Communication

WHAT DOES IT MEAN?
· Looking to the future and visualising what might be possible.
· Constantly seeking opportunities to improve and develop ourselves, others and 
the Service.
· Being prepared to take risks for the good of the Service.
· Planning for the future so that changes are implemented effectively.
· Prioritising goals and objectives appropriately.

HOW DO I DEMONSTRATE “TRANSFORMATION”?
· You recognise the need for change.
· You are willing to question the status quo.
· You ask “what if…?”
· You support and drive changes that are taking place.
· You encourage others to have ideas.
· You make sure you know what is going on around you.
· You plan for more than one eventuality.
· You check that things are going according to plan.
· You adapt at short notice when you need to.
· You balance your own goals with wider Service objectives.
· You can identify “quick wins”.
· You consider the impact of your own plans on everyone else involved.
· You divide complex plans into bite-sized tasks.
· You share progress with everyone that needs to know.
WHERE DO PEOPLE GO WRONG?
· Knowing things could be improved but carrying on as they always have.
· Waiting to be told what to do.
· Failing to ask anyone else what they think.
· Ignoring or dismissing other peoples’ ideas.
· Taking no interest in how efficient the Service can be.
· Concentrating on only one option and ignoring possible alternatives.
· Ploughing on with their plan regardless of things going wrong.
· Being negative about any or all suggestions or proposals.
· Failing to plan.
· Planning in isolation without understanding how things fit together.
· Failing to engage with others or keep them informed.
· Not monitoring progress frequently enough

RELATED PQAs = Openness to Change, Planning and Implementing
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