
The Castle Competency Framework      

Competencies are the skills, knowledge and behaviours that lead to successful performance. This framework 
outlines 7 competencies, providing a description of what each one means in practice depending on whether 
your role involves primarily operational, leadership or strategic responsibilities.  
 
The competencies are intended to be discrete and cumulative, with each level building on the levels below i.e. 
a person demonstrating a competency at the Leadership level should be demonstrating that competency at 
an operational level as a matter of course.  
 
These indicators of behaviour are not designed to be comprehensive, but provide a clear sense of and greater 
understanding and consistency about what is expected from individuals working at the Castle.  
 
With that in mind, the competency framework is an important tool to improve performance management practices at the Castle and is also key to helping 
people understand the contribution that they make and to feel engaged and motivated to deliver their best. 
 
Most of you will need to focus on a number of competencies specific to your role(s) at any given point in your career at the Castle. These should always be 
identified and discussed closely with your line manager and should form one base of your development plans at the Castle.  
  
 

Competencies Summary   
 

Inspires – At all levels, effectiveness in this area is about being clear on purpose – leading from the front – and communicating with openness, 

clarity, conviction and enthusiasm. It’s about motivating and supporting principles of fairness, diversity and opportunity. 

 
Decisive – effectiveness in this area is about having a clear awareness of what’s required of you and having a clear, sound plan to deliver it. This 

means being objective and exercising sound judgement. At all levels, it means showing clarity in thought, using evidence in evaluating options, and 
taking responsibility for your decisions. 
 



 Visionary – effectiveness in this area means being able to see beyond the confines of your own role to the bigger picture vision of the Castle, 

and being willing to challenge to drive this vision forward. It also means listening to other, cooperating to reach agreement, and accepting change – 
we are engaged in a collaborative exercise and we can only succeed if we are simultaneously bold in our outlook and open to other views.  
 

Caring – effectiveness in this area is about showing concern for colleagues, customers and the Castle. It is about taking an interest across the 

board, acting from principle and consistently taking account of your own actions & decisions on the well-being of others.  

 
Resilient – effectiveness in this area is about being motivated, committed and able to perform duties in all situations. Being able to maintain a 

personal conviction, professionalism and patience when faced with resistance and unforeseen problems/constraints will make you more effective 
in your role and more able to reflect calmly on/learn from past events. 
 

Risk – we must all promote and contribute to an organised, safe and secure environment if we are to protect the public and staff in delivering 

Castle services. This is a key responsibility. Effectiveness in this area means developing and practicing the skills and systems necessary for mitigating 
the various risks posed by our building and operations.  
 

Delivering Advantage – The Castle is an industry leader and its vision is to be Europe’s leading climbing wall. This can’t happen without 

constantly improving ourselves, the quality of the services we offer and the way we work while ensuring the value of our contribution. Effectiveness 
in this area means adapting and finding innovative solutions within resource/budgetary constraints, controlling costs and driving quality.     

  



 
 
 

Competency Group 
Competency/Behaviour Description 

Operational Leadership Strategic 

Inspires  

 Constructive and confident with people, 
supporting colleagues & encouraging 
feedback. 

 Willingly shares information and 
contributes ideas. 

 Develops credibility and expertise in 
particular area of work/service.  

 
 

 Provides clear sense of 
purpose and direction in 
their Role. 

 Supports & coaches team – 
motivates, develops and 
recognises achievements. 

 Empowers others to increase 
their contribution and 
responsibility. 

 Leads by example. 
 

 

 Communicates clear vision 
of the strategic direction of 
the Castle. 

 Develops and incorporates 
best practice people 
management processes 
across the organisation. 

 Encourages a diversity of 
talent. 

 

Decisive 
 Knows role/duties and when to seek 

help/further training. 

 Prioritises based on objective criteria. 

 

 Organised with clear aims 
and plan. 

 Creates and implements 
evidence based solutions.  

 Owns decisions - takes 
responsibility for outcomes. 

 Regularly reviews plans and 
timescales to ensure 
leadership decisions support 
the delivery of wider 
organisational milestones. 

 

 Develops accurate resource 
plans and budgets to enable 
sound decision making. 

 Ensures contingency 
planning is embedded into 
management processes. 

 Appropriately directs 
leadership decisions to 
maximise return and 
minimise risk, providing 
sustainable outcomes.   



Visionary 
 Sees beyond own role/department  

 Adaptive & receptive to change 

 Bold and courageous (willing 
to challenge) 

 Closely aligns actions to 
Castle Values 

 Able to innovate and 
collaborate imaginatively 

 Committed to personal 
development 

 Anticipates long term impact 
of national/international 
developments (economic, 
political, environmental, 
social, technological) on 
organisation. 

 Creates change strategies for 
Castle that add value for all 
stakeholders and the 
community.  

 Drives industry 
developments and change to 
meet Castle vision.  

Caring 

 Consider needs and perspectives of 
colleagues & customers in actions and 
communications. 

 Supportive of Castle and its customers 

 Takes interest in Team, 
listens to and includes them. 

 Is positive about the Castle 
& engages in its wider 
business. 

 Acts with integrity and is 
trusted. 

 Consistent & open in 
managing performance 
fairly. 

 Builds culture of open 
interaction and effective 
consultation across all levels 
of the organisation. 

 Ensures reward and 
recognition mechanisms 
promote effective 
leadership. 

 Ensures that the 
organisation’s operations 
and governance are socially 
& environmentally 
responsible. 

Resilient 

 Shows commitment to role and delivery 
of duties within organisation, overcoming 
obstacles. 

 Open to challenge and able to take 
feedback. 

 Shows patience & 
determination 

 Learns from mistakes/set-
backs 

 Has high aspirations for the 
Castle 

 Maintains professionalism 
under all circumstances 

 Remains focussed on 
objectives in spite of 
resistance, constraints or 
unforeseen problems.  

 Ensures organisational  



resilience is built into 
strategy, structure & policy 

Risk 

 Is aware of organisational H&S 
implications of role. 

 Effective in practicing running risk 
assessments while carrying out duties. 

 Identifies and challenges any 
behaviour/actions that may increase risk 
to staff, customers & associated parties. 

 Promotes culture of safety 
through policies, training 
documentation, formal risk 
assessments, workshops and 
working processes. 

 Regularly monitors 
performance and outcomes 
of staff/department & audits 
training documentation & 
needs. 

 Keeps current with best 
practice in H&S in relevant 
area and is proactive in 
ensuring Castle compliance. 

 Able to create appropriate, 
functional and sustainable 
H&S controls for new 
situations/circumstances.     

 Takes responsibility for risk 
(H&S, economic & 
commercial) on an 
organisation wide basis, 
ensuring strategies and 
organisational systems 
safeguard employees, 
customers and other 
stakeholders. 

 Cultivates and leverages 
external 
relationships/networks to 
maintain the Castle’s 
position as market leader in 
terms of H&S. 

 Ensures regular external 
audits of Management 
systems in respect of H&S 
and that appropriate 
recommendations are 
implemented. 

 Leads on crisis response, 
guaranteeing effective 
systems/plans are in place to 
protect the brand, staff and 
all relevant stakeholder 



interests.   



Delivers Advantage 

 Completes tasks to expectation/within 
deadlines, balancing quality with available 
resources. 

 Consistently displays a positive, ‘can-do’ 
outlook. 

 Takes initiative in improving processes 
and delivering results. 

 Adapts to fluctuating 
workload, developing 
working practices & systems 
to guarantee operational 
effectiveness. 

 Builds culture of quality 
within specialist 
area/department, focussing 
on customer needs and 
innovation. 

 Understands own specialist 
budget in the context of 
Castle finances and 
recognises impact of this for 
own service delivery. 

 Manages spend against 
budget, making strategic 
choices & monitoring 
outcomes to ensure value & 
quality. 

 Drive & deliver a culture that 
emphasises continuous 
improvement, efficiency, 
value and quality.  

 Ensure accountability and 
transparency regarding 
financial controls, systems 
and choices. 

 Ensure an in-depth, evolving 
understanding of customer 
requirements and market 
trends is embedded in 
relevant departments. 

 Develops accurate 
budgets/resource plans and 
ensures organisational 
flexibility in these plans to 
meet unforeseen 
developments.  

 


