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Success Through HR Professionals



Competencies for HR Roles (MCP Personnel)

Three competencies have been identified by government’'s HR Community as being critical to
being successful in an HR role and to help achieve the HR Community’s vision.

These three HR Leadership competencies are:

= Client Orientation
= Change Leadership
= Effective Interactive Communication

These three (3) competencies are for career development purposes only as part of a pilot for the
HR community.

Please note that MCP employees are still responsible for the eight leadership
competencies as part of the performance management process. These competencies are
outlined in the Competency Dictionary for Leadership Roles in the Public Service of Nova
Scotia and Leadership Competencies Assessment Questionnaire (CAQ).

Definition of Competency

A competency is any observable and/or measurable knowledge, skill, ability or behaviour that
contributes to successful job performance.

There are two major components to a competency -- the definition and the scale. The definition
explains what the competency means. This provides a common language that everyone in the
organization can understand the same way. Each competency also has associated levels of
proficiency, which are described as a scale. The scale is descriptive in that it lays out a behaviour
pattern for each level. It is incremental and additive, which means that any one level is inclusive
of all preceding levels. For example, a level ‘C’ includes the behaviours described in levels ‘A’
and ‘B’. The scale begins with passive behaviour at level one and activity gradually increases
from levels two to four or five. The progression of this scale is provided with the definition.

Self-Assessment Tool

This tool can be used for a self-assessment to assist in developmental planning. It is designed to
help you assess your personal strengths and development opportunities.

The competencies for HR Roles (MCP Employees) apply to all MCP (management compensation
group) employees in the HR community including those who have direct reports and those who
are individual contributors. The assessment tool consists of instructions for completion of the tool,
a table indicating the validated levels for each competency, competency definition and its
assessment page and a summary page. Please take a moment to review the instructions before
completing the assessment forms.

Assessing your competency performance provides the opportunity to identify areas for
development as well as directly indicating “how” you are achieving your target level of
performance.

COMPLETING THE SELF-ASSESSMENT
e Turn to the first competency.
e Step 1: Read the description at the top of the page for the competency. This will
give you an overall sense of meaning of the competency.
e Step 2: Find your level for this competency.
e Step 3: Read the Behavioural Descriptors for this level.



e Turn to the next page (Assessment).

e Step 4:

Describe a situation in which you demonstrated this competency level, in
the box provided.

e Repeat Steps 1-4 for the remaining competencies.
e Save the Assessment file and use during the career discussion with your manager.

e Step 5:

Failed to Attain

Almost Attained

Attained

Surpassed

Greatly Exceeded

Use the following scale to determine your current performance:

Did not sufficiently demonstrate the behaviours required for
effectiveness in current assignment. Consider for Development
Plan.

Inconsistently or partially demonstrated the behaviours
required for effectiveness in current assignment. Consider for
Development Plan.

Regularly demonstrated the behaviours at the level required
for effectiveness in current assignment.

Consistently demonstrated the behaviours which surpass
those required for effectiveness in current assignment.

Not only demonstrated the behaviours far above that required
for effectiveness in the current assignment, but also represents
one of the very best examples of this behaviour that the rater
has witnessed.

Validated Competency Levels for MCP Employees (HR Community)

Competency

Leadership Management Consultant Development

Client Orientation E D D

Change D C C
Leadership

Effective D C C
Interactive

Communication

Not all of the behaviours at a given level need to be demonstrated to justify a competency
rating. Some of the behaviours described at a given competency level may not be
applicable to you (eg. Some behaviours apply only to those who manage people).
Therefore, you need to determine whether you demonstrate the essence of the level.




Client Orientation

Step 1: Read the description of the competency to give yourself an overall
sense of the meaning of the competency.

Definition:

Client Orientation involves developing and maintaining strong relationships with clients. Focuses
one’s efforts on discovering and meeting the client's needs, while balancing against the
government’s key business and strategic priorities. Clients may be broadly defined, including
internal “customers” or “clients”, as well as the public.

Step 2: Find your level for this competency.
Step 3: Read the Behavioural Descriptors for this Level.
Levels:

A. Maintains Clear Communication

e Follows through, when asked, on client inquiries, requests and/or complaints in a friendly,
cheerful manner.

o Keeps client informed about progress of projects
¢ Provides clients with timely, effective information/products and services.

e Asks questions of clients to maintain clear communication regarding mutual and realistic
expectations, desires, or needs for improvement and monitors client satisfaction.

B. Takes Personal Responsibility for Correcting Problems

e Takes personal responsibility for correcting client service problems promptly and un-
defensively; responds to a client’s concern and ensures that the client is aware of what
actions are being taken.

e Explains the rationale for decisions/outcomes to the client.
e Works co-operatively with other departments/agencies to meet client needs.

C. Acts to Make Things Better for the Client
e States candidly what can be done to meet client needs, offering innovative/creative
solutions to problems, explains rationale for decisions/outcomes.
e Meets and strives to exceed client expectations.

o Makes self fully available, especially when client is going through a critical period. (e.g.,
spends extra time and effort with client when the client needs it)

D. Addresses Underlying Client Needs

e Understands the client's business issues and/or seeks information about the real
underlying needs of the client, beyond those expressed initially.

e Adds value by taking action beyond normal expectations. Demonstrates a “client first”
orientation by working to remove barriers and identifying new/creative approaches to
providing top-notch client service.

e May commit to doing (or having others do) additional work/research in order to solve a
client’s problem or meet their need(s).

E. Uses alLong-Term Perspective/Acts as a Trusted Advisor

e Becomes involved in client's decision-making process, while remaining objective and
impartial and upholding the ethical principles of the Government.
e Builds an independent opinion on client needs, problems, or opportunities and possibilities for

implementation and may act on this opinion (e.g., recommends approaches which are new and
different from those requested by the client).



SELF-ASSESSMENT FOR THE CLIENT ORIENTATION COMPETENCY:

Expected level of performance for this
competency:

Step 4: Describe a situation in which you demonstrated this competency

level in the self-assessment box.

Self-Assessment

Manager’s Assessment (Optional)

Enter the number (1-5) that reflects how well you
met the expected level of performance for this
competency:

Enter the number (1-5) that reflects how well your
direct report met the expected level of performance
for this competency:

Describe a situation(s) in which you demonstrated this
competency level.

Comment on the example(s) provided by the employee
and/or describe additional situations where the employee

has or has not demonstrated this competency level.

Step 5: Use the following scale to determine your current performance.

1-Failed to Attain 2-Almost Attained

3-Attained

4-Surpassed

Your Assessment: Enter the number (1-5) that
reflects the agreed to rating following discussion
between you and your manager.

Note: If you have identified development opportunities during the assessment of this
competency, please transfer the development information to the first page of your

Career Development Plan.

5-Greatly Exceeded




Change Leadership

Step 1: Read the description of the competency to give yourself an overall
sense of the meaning of the competency.

Definition:

Change Leadership is the ability to energize and alert groups to the need for specific changes in
the way things are done. People with this competency willingly embrace and champion change.
They take advantage of every opportunity to explain their vision of the future to others and gain
their buy-in.

Step 2: Find your level for this competency.
Step 3: Read the Behavioural Descriptors for this Level.
Levels:

A. Fosters Understanding of Change

o Effectively manages own personal resistance or reaction to change.
e Shares own understanding of change with others.

B. Fosters Acceptance of and Commitment to Change
¢ Involves others in planning for and implementing change, and in so doing gains buy-in for
change.
e Helps others deal with their resistance to change.

e Communicates to colleagues, staff and/or clients why change is needed, the benefits of
change, what is at stake, and how the change will impact employees and clients.

C. Manages Change
e Translates organizational change strategies into specific and practical goals, processes,
and time frames.
e Develops and implements strategies to transition from the current to future situation.

e Develops contingency plans for major resistance and/or unforeseen issues in
implementing change.

D. Leads Change

e Communicates a clear, compelling vision of what the change will accomplish.

e Ensures ongoing communication strategies are in place to facilitate understanding and
commitment to change.

e Generates momentum and genuine enthusiasm for change.

e Spearheads the development and implementation of change strategies, developing or
adjusting organizational systems to facilitate the change and employee or client
transition.

¢ Reinforces the change message with own actions and attitudes.

e Publicly recognizes individuals who are demonstrating behaviours consistent with the
“new organization”.



SELF-ASSESSMENT FOR THE CHANGE LEADERSHIP COMPETENCY:

Expected level of performance for this
competency:

Step 4: Describe a situation in which you demonstrated this competency

level in the self-assessment box.

Self-Assessment

Manager’s Assessment (Optional)

Enter the number (1-5) that reflects how well you
met the expected level of performance for this
competency:

Enter the number (1-5) that reflects how well your
direct report met the expected level of performance
for this competency:

Describe a situation(s) in which you demonstrated this
competency level.

Comment on the example(s) provided by the employee
and/or describe additional situations where the employee

has or has not demonstrated this competency level.

Step 5: Use the following scale to determine your current performance.

1-Failed to Attain 2-Almost Attained

3-Attained

4-Surpassed

Your Assessment: Enter the number (1-5) that
reflects the agreed to rating following discussion
between you and your manager.

Note: If you have identified development opportunities during the assessment of this
competency, please transfer the development information to the first page of your

Career Development Plan.

5-Greatly Exceeded




Effective Interactive Communication

Step 1:

Read the description of the competency to give yourself an overall
sense of the meaning of the competency.

Definition:

Effective Interactive Communication implies the ability to transmit and receive information clearly
and communicate effectively to others by considering their points of view in order to respond
appropriately. It includes using tact and diplomacy in all communications as well as the ability to
convey ideas and information, both orally and in writing, in a way that brings understanding to the
target audience.

Step 2:

Step 3:

Find your level for this competency.

Read the Behavioural Descriptors for this Level.

Levels:

A. Pays Attention to the Communication of Others

Pays attention to the communication of others (individuals or groups)

Actively listens to people and asks probing questions to gain a broader understanding of
the issue or question at hand

Listens attentively to others and encourages others to express their own views

B. Checks Understanding and Clarifying

Seeks to ensure that factual messages are clearly understood, useful and timely
Correctly interprets non-verbal clues

Is receptive and responds in ways that communicate clear understanding

Clearly presents information or provides explanations so that it is easily understood

Careful to remain factual in providing information to various sources to avoid negative
repercussions (e.g. when taking on a representational role or when dealing with the
media)

C. Adapts Language to the Audience

Clarifies complex concepts/proposals in terms that are appropriate for the audience
Adapts style, mode and tone based on the audience/client reactions and the issues being
addressed

Understands the sensitivities surrounding different individuals and adapts language, tone,
style and content of communications appropriately

Responds appropriately to on-the-spot questions even when specific responses have not
been crafted beforehand

D. Communicates for Maximum Results

Understands the underlying needs, interests, issues and motivations of others

Interprets complex and possibly contradictory or competing signals/messages

Optimizes communications to achieve desired results (e.g., through the use of mediation,
counselling, group facilitation, and/or media relations)

Considers the purpose of communications (e.g., to build rapport, move a situation along,
put people at ease) as well as other key factors (e.g., the needs and feelings of the target
audience, the impact of the message on the audience, confidentiality) in deciding what to
communicate and how to deliver the message.



SELF-ASSESSMENT FOR THE EFFECTIVE INTERACTIVE COMMUNICATION

COMPETENCY:
Expected level of performance for this
competency:
Step 4. Describe a situation in which you demonstrated this competency

level in the self-assessment box.

Self-Assessment

Manager’s Assessment (Optional)

Enter the number (1-5) that reflects how well you
met the expected level of performance for this
competency:

Enter the number (1-5) that reflects how well your
direct report met the expected level of performance
for this competency:

Describe a situation(s) in which you demonstrated this
competency level.

Comment on the example(s) provided by the employee
and/or describe additional situations where the employee

has or has not demonstrated this competency level.

Step 5: Use the following scale to determine your current performance.

1-Failed to Attain 2-Almost Attained

3-Attained

4-Surpassed

Your Assessment: Enter the number (1-5) that
reflects the agreed to rating following discussion
between you and your manager.

Note: If you have identified development opportunities during the assessment of this
competency, please transfer the development information to the first page of your

Career Development Plan.

5-Greatly Exceeded




Summary of Final Assessments for Competencies HR Roles
(MCP Employees)

Competency

Self Rating

Manager

1. Client Orientation

2. Change Leadership

3. Effective Interactive
Communication

Average Rating for
Competencies
(Divide sum by 3)

10




