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It’s about 
how we 
work

The way we behave at work affects 
everything we do. That’s why we’ve set 
out the behaviours we all need to follow, 
so we can deliver the best for local 
people, our colleagues, and the Council.

Read this booklet to find out more.
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“Our behaviours apply to everyone - 
including me. 

And in these challenging times 
we have opportunities to do great 
things. By working together, always 
improving, being adaptable and 
putting local people at the heart of 
everything we do we will make a 
difference.

Applying our behaviours every 
day will help give us the consistent 
approach that will enable us to do 
great things - together.

Knowing what’s expected of us every 
day will help us become a better place 
to work.”

Martin Reeves
Chief Executive



Why do we need 
behaviours?

Behaviours are about how we work every day. So whether 
we’re making big budget decisions or picking up rubbish 
from the streets, our behaviours will help us know what’s 
expected of us and guide us to do the right thing.

Having a behaviour framework will help give us consistent 
standards across a range of areas. But most of all it will 
help make sure we’re delivering the very best for local 
people—the people who pay our wages.

The behaviours support our Kickstart principles. They give 
you more detail about what the principles mean day to 
day - something you told us you wanted to know.



Our principles We have a set of principles that 
guide our work. They are:

• Simplify
• Share
• Everyone matters
• Flexible and adaptable
• Responsible and accountable
• Improve



Putting Customers First
Focusing on delivering high quality services 
that local people need.

Being adaptable
Responding flexibly to things that happen 
and changing what we do to get things 
done.

Always improving
Taking responsibility for doing what we 
say we are going to do and always looking 
for ways to improve, helping us to be more 
efficient in delivering better services for local 
people.

We’ve looked at good practice from other organisations and met with colleagues across the Council to 
develop Our Behaviours framework. There are core behaviours that everyone must follow and depending on 
your role and performance objectives for the current year, there may be additional behaviours. Your manager 
will discuss if any of the additional behaviours are applicable to your role.

Our behaviours—at a glance

Working together
Working together across teams, services, 
partners and organisational boundaries to 
deliver high quality services for local people.

Leading by example
Demonstrates the ability to inspire and 
influence people, driving quality, equality 
and value through working collaboratively 
to promote and further organisational 
objectives.

Having a strategic perspective
Taking a long-term view, thinking broadly 
and strategically envisioning wide ranging 
possibilities in developing the future of our 
services. 

Making the right decisions
Thinking through issues using the evidence 
available and making decisions based on 
relevant and appropriate grounds.

Building support
Working with others, being a good 
communicator and skilfully influencing to 
help change, including empowering others 
as appropriate.

Being confident
Having confidence in our abilities, even 
when things are difficult, recognising the 
need to continue to develop our own skills.

Understanding how we work
Analysing and understanding the Council, 
how it works, what affects us and what 
we need to do to get things done, driving 
change and improving services.

Developing people 
Identifying talent and developing capability 
to ensure that we have a highly skilled, 
committed and motivated workforce now 
and in the future.
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How the 
behaviours 
work

Over the next few pages you can find 
out about all the behaviours - core and 
additional - and see examples of what  
we expect. 

Each behaviour has five levels. You will 
see we expect more from people as they 
progress up the levels. Your manager will set 
the level they expect for your role.
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Putting 
Customers 

First

What we expect to see Level

Champions and harnesses diversity to 
deliver business objectives

Senior  
Leadership

Works strategically across services to 
provide an integrated and efficient service 
to customers.

4

Acts as a customer champion, continually 
challenging others to think and act in a way 
that improves the customer experience.

3

Supports and enables customers to 
understand their choices and make 
appropriate decisions even when this may 
be difficult to do so.

2

Acts on customer feedback; takes 
responsibility for correcting problems.

1

Focusing on delivering high quality services 
that local people need.



Being 
adaptable

What we expect to see Level

Thinks creatively to broaden the range of 
options for achieving objectives.

Senior  
Leadership

Anticipates upcoming changes and 
adapts.

4
Changes approach if things aren’t working. 3
Adapts to different situations and takes the 
most appropriate approach.

2
Has a ‘can do’ attitude and is willing to give 
things a go.

1

Responding flexibly to things that happen and 
changing what we do to get things done.

Always 
improving

What we expect to see Level

Acts as a champion for world class 
service standards, leading by example 
and creating a culture which reflects this 
aspiration.

Senior  
Leadership

Delivers major change and improvements. 4
Sets and delivers challenging goals. 3
Always asks ‘Can we do this better?’  
Identifying and implementing innovative 
approaches and evaluating how they  
add value.

2

Focuses on delivering outcomes. 1

Taking responsibility for doing what we say we 
are going to do and always looking for ways 
to improve, helping us to be more efficient in 
delivering better services for local people.



What we expect to see Level

Creates a positive, dynamic and productive 
learning environment.

Senior  
Leadership

Builds a common understanding of needs 
and shared goals across different partners,

4

Supports existing partnerships to work 
together effectively.

3

Brings together colleagues/partners 
around a specific issue/problem.

2

Is respectful and responsive to colleagues. 1

Working together across teams, services, 
partners and organisational boundaries to 
deliver high quality services for local people.

Working 
together

What we expect to see Level

Demonstrates how diversity can lead to 
organisational change.

Senior  
Leadership

Builds a shared sense of purpose even in 
unclear situations.

4
Knows what they stand for as a leader and 
models what they want from others in their 
own behaviour.

3

Helps people understand what they need 
to do and how they fit into the bigger 
picture.

2

Treats members of the team fairly; is open 
and honest with the team.

1

Demonstrates the ability to inspire and 
influence people, driving quality, equality 
and value through working collaboratively to 
promote and further organisational objectives.

Leading by 
example
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What we expect to see Level

Successfully manages competing 
demands in complex situations and is able 
to prioritise and ensure focus is on critical 
issues.

Senior  
Leadership

Sees situations from different viewpoints 
and understands the implications.

4
Digs beneath the surface to find the root 
cause of the situation.

3
Analyses issues from different perspectives 
before deciding on appropriate course of 
action.

2

Breaks down issues into tasks or lists to 
help understand or plan approach to 
situation.

1

Thinking through issues using the evidence 
available and making decisions based on 
relevant and appropriate grounds.

Making 
the right 

decisions

What we expect to see Level

Ensures that the organisation has the 
capacity to deliver its objectives to the 
highest possible standards.

Senior  
Leadership

Seeks out learning from the best 
organisations and uses this knowledge to 
help redefine our strategic approach.

4

Generates clear strategic alternatives 
based on data and evidence gathered from 
multiple sources.

3

Finds and uses existing models to 
help understand a situation or develop 
innovative solutions to an issue or problem.

2

Is adept at moving between the 
operational detail and the big picture.

1

Taking a long term view, thinking broadly 
and strategically, envisioning wide-ranging 
possibilities in developing the future of 
Coventry’s services.

Having a strategic 
perspective



What we expect to see Level

Builds and maintains productive 
relationships with internal and external 
stakeholders to ensure objectives are met.

Senior  
Leadership

Uses a range of techniques to change 
perceptions or perspectives.

4
Builds relationships or networks to 
establish support for ideas.

3
Considers best approach for engaging 
their audience around an issue.

2
Communicates clearly using facts. 1

Working with others, being a good 
communicator and skilfully influencing to 
help change, including empowering others as 
appropriate.

Building 
support

What we expect to see Level

Inspires confidence through own attitudes 
and actions.

Senior  
Leadership

Willingly takes on major challenges which 
carry significant risk and inspires strong 
belief that they can be delivered.

4

Has the confidence to speak up for what is 
best for the Council, even with those more 
senior.

3

Constructively challenges the views and 
behaviours of others.

2

Asks for support when necessary. 1

Having confidence in our abilities even when 
things are difficult, recognising the need to 
continue to develop our own skills.

Being 
confident



What we expect to see Level

Promotes a culture which celebrates 
achievements at team and personal levels.

Senior  
Leadership

Takes a long-term view of development of 
their teams.

4
Follows through to ensure that any 
performance issues are resolved and 
objectives are met.

3

Manages talent at a service level, 
identifying potential and moves individuals 
where they will most add value.

2

Systematically monitors performance and 
capability, keeps connected to what is 
happening.

1

Identifying talent and developing capability 
to ensure that we have a highly skilled, 
committed and motivated workforce.

Developing 
people

Understanding 
how we work

What we expect to see Level

Uses understanding of organisational and 
stakeholder politics and culture as a lever 
to make change happen.

Senior  
Leadership

Understands and anticipates how shifts in 
local/national party politics or policy will 
affect services and uses this to consider 
their approach.

4

Considers the informal political dimensions 
of situations when considering an 
approach or response.

3

Understands the role of members and the 
political decision making process.

2

Understands how decisions are made and 
where to find the information to get the job 
done.

1

 
Analysing and understanding the Council, 
how it works, what affects us and what we 
need to do to get things done, driving change 
and improving services.



Our behaviours are now part of the 
performance management and 
development process. Your manager 
will set the levels appropriate to your 
role and you’ll have the opportunity 
to discuss and provide evidence 
about how you’re delivering against 
the behaviours at your performance 
management and development 
meetings and during your regular  
one-to-ones.

What’s 
next?
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We’ve set up a behaviours section on the intranet.  
Here you’ll find more examples about the  
behaviours we expect to see every day.

Where can I find 
out more?


