behavioural competencies listing   


Competencies describe “how” work is to be performed.  They are typically behaviourally or skill based and therefore definitions and measures tend to be more subjective in nature.  
You may find the following samples helpful as a starting point to develop meaningful competencies for your funeral home.   The sample competencies are intended to be broad enough to be useful in most settings and for most positions types and levels from staff to management.  You may wish to select competency categories suitable for your environment and adjust the definitions to fit the language and culture of your funeral home.   
Behavioural competencies are described in the following categories:

· Action Oriented/Results Focus
· Adaptability
· Building Trust
· Communication/Interpersonal Skills
· Conflict Management
· Cultural Competence
· Decision Making/Problem Solving
· Delegating Responsibility
· Facilitating Change/Adaptability to Change
· Guiding and Developing Staff
· Influence
· Initiative and Follow-Through
· Innovation/Creativity  
· Leadership
· Organizing and Prioritizing   
· Personal Effectiveness/Stress Tolerance
· Strategic Focus/Understanding the Business  
· Teamwork  

· Technical/Professional Knowledge and Skills 

· Work Style


	Action Oriented/Results Focus 

	· Consistently maintains high levels of activity or productivity
· Sustains long working hours when necessary, works with vigor, effectiveness and determination over a sustained period 
· Pursues work with energy, drive, and a need for completion 

· Fosters innovative solutions 

· Gives guidance to process improvement efforts 

· Creates a work culture that rewards teamwork and cooperation 

· Creates a work culture that rewards positive results 

· Has a contagious and positive work ethic, inspiring others to rise above their own comfort levels and abilities, and to break through barriers

· Helps others to define goals and plan a route to successful attainment of them

	Adaptability 

	· Adapts well to changes in assignments and priorities
· Adapts behaviour or work methods in response to new information, changing conditions, or unexpected obstacles
· Approaches change positively and adjusts behaviours accordingly 

	Building Trust 

	· Interact with others in a way that gives them confidence in one’s motives and representations and those of the organization
· Is seen as direct and truthful
· Keeps confidences, promises, and commitments 
· Acts with integrity 

· Tells the truth 

· Acts ethically 
· Admits mistakes 

	Communication/Interpersonal Skills 

	· Demonstrates good written, oral, and listening skills 
· Treats others with respect 

· Is pleasant and friendly and builds rapport with people

· Communicates openly and honestly 

· Uses diplomacy and tact to diffuse tense situations comfortably

· Practices attentive and active listening, often paraphrasing the message of the speaker to ensure understanding

· Expresses self verbally in a clear and organized way 

· Effectively presents ideas, information and materials to individuals and groups
· Expresses facts and thoughts in writing in a clear and organized way 
· Keeps others informed as appropriate
· Promotes cooperation, trust, and open exchange of ideas 

· Makes an extra effort to put others at ease with a warm, friendly, and accepting demeanour

· Establishes environment of open communication 

· Builds constructive and effective relationships inside and outside the organization

· Values diversity, generating an air of acceptance and goodwill toward everyone

	Conflict Management 

	· Uses appropriate interpersonal styles and techniques to reduce tension and/or conflict between two or more people
· Able to size up situations quickly
· Able to identify common interests
· Facilitates resolution 

	Cultural Competence 

	· Cultivates opportunities through diverse people
· Respects and relates well to people from varied backgrounds, understands diverse worldviews, and is sensitive to group differences
· Sees diversity as an opportunity
· Challenges bias and intolerance 

	Decision Making/Problem Solving 

	· Breaks down problems into components and recognizes interrelationships
· Makes sound, well-informed, and objective decisions
· Compares data, information, and input from a variety of sources to draw conclusions
· Takes action that is consistent with available facts, constraints, and probable consequences
·  Considers costs, benefits and risks when making and implementing decisions 
· Guides team towards making effective decisions 

· Collaborates with team members and teams before making important decisions 

	Delegating Responsibility 

	· Delegates work and authority 

· Establishes a good work plan, and distributes the workload appropriately 
· Comfortably delegates responsibilities, tasks, and decisions
· Appropriately trusts others to perform
· Provides support without removing responsibility 

	Facilitating Change/Adaptability to Change  

	· Talks positively about change and demonstrates a willingness to try new ways of doing things

· Facilitates the implementation and acceptance of change within the workplace
· Encourages others to seek opportunities for different and innovative approaches to addressing problems and opportunities 

	Guiding and Developing Staff 

	· Focuses and guides others in accomplishing work objectives
· Rewards and recognizes others, both formally and informally, in ways that motivate them
· Sets high performance expectations for team members
· Sets clear performance expectations and objectives
· Holds others accountable for achieving results
· Successfully finds resources, training, tools, etc. to support staff needs
· Works with staff to create developmental opportunities to expand knowledge and skill level
· Provides effective feedback and guidance for career development 
· Encourages a work culture of continuous learning, information sharing, and professional development 

	Influence 

	· Uses appropriate interpersonal skills and techniques to gain acceptance for ideas or solutions
· Uses influencing strategies to gain genuine agreements
· Seeks to persuade rather than force solutions or impose decisions or regulations 


	Initiative and Follow-Though 

	· Takes action without being asked or required to
· Achieves goals beyond job requirements
· Is proactive
· Takes prompt action to accomplish objectives 
· Shows ability to plan, schedule, direct work of self and others
· Sets challenging yet achievable goals for self and others

	Innovation and Creativity 

	· Uses creativity and imagination to develop new insights into situations and applies new solutions to problems
· Comes up with new and unique ideas 

	Leadership 

	· Communicates a clear vision of team goals and objectives 

· Modifies leadership style to meet situational requirements
· Focuses the team's efforts on both the process and desired outcomes
· Shares knowledge freely with others 

· Shares wins and successes such that each team member feels valuable and appreciated

· Demonstrates an honest respect and appreciation for cultural diversity

· Works to find a win/win resolution of differences
· Learns each direct report’s career goals, and watches for development opportunities to explore

· Accepts the responsibilities of her/his position and takes actions and make decisions within the scope of their position 

· Rewards behaviour that supports organizational values 

· Communicates high standards and expects ethical behaviour 

· Deals head-on with people problems and prickly situations

· Leads by personal example 

· Keeps confidences and honours commitments 


	Organizing and Prioritizing 

	· Organizes work
· Sets priorities, and determines resources requirements
· Determines necessary sequence of activities needed to achieve goals 
· Keeps orderly files and records such that information can be retrieved when requested

· Handles multiple projects simultaneously and efficiently

· Enlists resources (people, material, support) to get things done efficiently
· Delegates tasks to efficiently and continually move projects forward

	Personal Effectiveness/Stress Tolerance 

	· Maintains effective performance under pressure
· Handles stress in a manner that is acceptable to others and to the funeral home  

	Self-Development 

	· Able to learn and properly apply new job-related information in a timely manner
· Is committed to developing professionally 

· Takes advantage of a variety of learning activities
· Introduces newly gained knowledge and skills on the job 
· Identifies own strengths and weaknesses 

· Accepts constructive personal feedback and makes appropriate changes

	Service Orientation 

	· Makes customers/clients and their needs a primary focus of one’s actions
· Shows interest in and understanding of the needs and expectations of customers 
· Anticipates customers' needs 

· Gains customer trust and respect
· Meets or exceeds customer expectations 
· Provides services in a respectful manner 

· Delivers services accurately 

· Delivers services on time 

· Establishes and maintains effective contacts with customers 

· Takes accountability for resolving issues, follows through and provides a prompt response

· Suggests ways to improve processes to fulfill customer needs 

· Builds and maintains effective relationships with customers and gains their trust and respect

· Dedicated to and openly communicates to staff that customer service to stakeholders comes first 

· Ensures consistency and flexibility as needed 

· Empowers employees to improve service delivery strategies 

· Interacts regularly with stakeholders to gain feedback and to ascertain ways to improve services

	Strategic Focus/Understanding the Business 

	· Understands the funeral home’s services and priorities.

· Understands how an organization must change in light of internal and external trends and influences
· Understands how his or her job impacts business results.

· Keeps the big, long range picture in mind
· Responds to external and internal forces affecting work environment.

· Builds a shared long-range organizational vision with others
· Committed to course of action to achieve long-range goals and influences others to translate vision into action. 
· Ensures that everyone understands each other's roles and responsibilities and how they relate to the funeral homes’ success. 
· Aligns individual and team goals with those of the funeral home.  

	Teamwork 

	· Participates as an active and contributing member of a team to achieve team goals
· Works cooperatively with other team members
· Involves others
· Shares information as appropriate
· Shares credit for team accomplishments 
· Values the input and know-how of other team members 

· Recognizes peers for their achievements and support

· Asks for help, when needed 

· Offers help to other team members, when needed 

· Builds trust and respect among fellow team members 

· Works effectively with a diverse range of people

· Behaves professionally and supportively when working with individuals from a variety of ethnic, social and educational backgrounds 
· Takes actions that demonstrate consideration for the feelings and needs of others

	Technical/Professional Knowledge and Skills 

	· Possesses, acquires, and maintains the technical/professional expertise required to do the job effectively 
· Technical/professional expertise is demonstrated through problem solving, applying professional judgment, and competent performance 

	Work Style  

	· Sets high standards and well-defined, realistic goals 
· Displays a high level of effort and commitment towards completing assignments in a timely manner
· Works with minimal supervisor
· Is motivated to achieve 
· Defines and solve problems 

· Takes responsibility for actions 

· Uses time and resources wisely 

· Organizes and prioritizes work 

· Prepares for potential problems before they occur 

· Learns from what went well and what did not go well  
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Refer to FSABC HR Toolkit for additional information and resources 
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