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Your skills framework workbook

Welcome to your skills framework workbook. The framework outlines five core 
skills that will be required during your career with us, for each band from three 
through to seven. It describes the experience you will require as you progress 
through information and intelligence roles at each level. This allows you to see 
very easily what skills are expected of you at each step of your career.

With the workbook, you can record your progress over time and keep that 
information in one place. It can help you to have meaningful conversations with 
your line manager about your development needs and future career. You will be 
able to see at a glance any gaps in your experience, where you want to develop 
skills and help identify when you are ready for new opportunities.

This is your workbook and you can use it in any way that supports your career 
whether you want to progress through the grades to a more senior role or 
become more expert in your current role.
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Using your skills framework workbook

There are a number of ways you will be able to use your skills framework 
workbook.

 » As a self-assessment tool.

 » When you are setting objectives with your line manager.

 » When you are reviewing your personal development plan.

 » When you are compiling evidence for the Knowledge Skills 
Framework.

 » When considering new opportunities within your current role.

 » When you are completing an application form for a new role or 
promotion.

 » When invited to a competency based interview where you have to 
give examples of work you have done.

Your workbook supplements information in job descriptions, post outlines and 
person specification documents as well as local, job-specific training material.
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Five core skills

We have identified five core skills that are central to all information and intelligence 
roles in our organisation.

 1 Working with data and analytical tools  Data and analysis 
are central to the services we provide to customers. Building an 
understanding of how we collect and manage data for Scotland, 
the best ways to analyse and present these data and use it for 
improvement is essential to developing a role in information and 
intelligence in our organisation.

 2 Communications and engaging with others  Communications 
and engagement skills touch on every part of our working 
lives  —  speaking to colleagues, attending meetings, talking to 
customers on the phone, writing emails, producing reports and 
publications, presenting at events  —  all of these situations can be 
made more effective when supported by good communication 
and engagement skills.

 3 Delivering a customer-focused service  We are here to help 
our customers, providing information that will allow them to make 
important decisions that will improve the health and wellbeing of 
people in Scotland. It is important that we put our customers at 
the heart of what we do; build strong professional relationships 
with them; take time to understand what information they need; 
and guiding them in the use of that information. 

 4 Managing yourself and others  The first person you ever 
manage is yourself. Balancing different priorities, managing and 
meeting deadlines while ensuring you are providing a high quality 
service can be a challenge. If you become a line manager, your 
role will be to lead, guide and motivate others in your team to 
deliver our services.

 5 Working securely and safely  Our organisation is trusted with 
important, confidential and sensitive information. It is essential that 
our workplace is a secure environment and that all of us follow 
good information governance to keep that information secure. We 
must also make sure our working environment is a safe place for 
all of us.
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Using the workbook

For each of the five core skills areas, read the statements starting with the band 
three descriptions and working up through the grade descriptions. In each 
section mark off the ones you feel you have achieved. You may find there are 
some statements for your current band or lower that you are not yet able to tick 
off, however there may be areas in a higher band that you can. What you can 
or cannot tick off depends on the experience you have had to date. There is no 
expectation that you must tick off everything in a band before you can move onto 
the next band.

There is space for you to add some notes about what you have done and we 
would encourage you to keep this document as a way of recording of your 
achievements. Having all that information in one place will be useful for your mid-
year and end of year reviews and the workbook can be attached into e-KSF as 
your evidence.

The workbook will be a useful tool when considering your readiness for the next 
role, it will help to show when you are ready for the next role. The information you 
have collated will also be useful for completing any application forms or preparing 
for interview.

We encourage you to work with your line manager. They will be able to help you 
assess what you have achieved and how you are meeting the standards for your 
grade. With your line manager’s help, you will be able to identify what further 
development could support your long term ambitions.
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 core skill one  Working with data and analytical tools

Understanding data and data quality.
what I did 

band 3 Understand how different health and social care data is collected in Scotland.

Know where the data you work with has come from.

Be able to explain the importance of accuracy in data collection and recording.

Understand the different fields or variables in a data set. Be able to explain the differences 
between mandatory, optional and conditional data and how these fields can be used.

Understand the quality, completeness and timeliness of the data you work with.

band 4 Be able to explain any patterns that your analysis shows. For example your data might show 
increased activity in the winter months which reduces in the summer.

Provide support to the ongoing maintenance of data sources. Contact and work with colleagues 
in data management. This will ensure you are not duplicating any work that they might already be 
doing.

Provide basic advice and guidance on data and analytical matters to colleagues and customers.

Work with your more senior colleagues to help resolve queries and quality issues with our data 
providers such as information staff in NHS Boards.
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what I did 
band 5 Find an opportunity to speak to one of your data providers. For example arrange to meet medical 

records staff or information staff in an NHS Board. This helps you to better understand how 
data collection works in practice as well a chance to hear directly from a data provider about the 
process of supplying data.

Be able to explain to colleagues or customers how the data you work with is processed, collected 
and validated.

Systematically check analytical processes and data capture to locate and investigate data quality 
issues.

Help to resolve a data quality issue. Work with your team, colleagues in data management and 
stakeholders as required to achieve this.

Keep up-to-date with data developments that affect your work and that of your team. These might 
include changes to what information is collected or how it is collected.

Identify a solution that will enable you to ‘work around’ a data quality issue while the original 
problem is fixed at source. Speak to your team and line manager to learn from their experiences of 
doing this.

band 6 Take the lead in discussions on data quality with internal and external data suppliers.

Identify, discuss, and agree a solution to resolve a data quality issue. Implement the solution in 
a timely way. Work in collaboration with colleagues in data management and stakeholders as 
required to achieve this.

Participate in a data development project, understand and be able to explain the key requirements 
at each stage of the development.

band 7 Support team members to negotiate and implement resolutions to data quality issues. Encourage 
the team to work collaboratively with internal and external stakeholders so that the team 
understands the issues fully to reach the best outcome for all.

Find an opportunity to become involved in an information development project that involves 
working collaboratively with colleagues in IT and data suppliers. Take a lead role in that project 
so that you can influence the decisions made, using your analytical experience to inform those 
decisions.
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 core skill one  Working with data and analytical tools

Using information technology to analyse and manage data effectively.
what I did 

band 3 Understand and follow local guidelines on the analysis and reporting of data.

Be able to use Microsoft applications to a basic level.

Be able to use a statistical or programming tool at a basic level to record, store and retrieve 
information accurately and appropriately.

Use team filing systems correctly to store information, following local and organisational guidelines.

band 4 When carrying out analysis for a customer and before you send it to them, check the results are 
accurate, fit for the purpose it has been asked for and presented clearly. Add any relevant notes 
that will help the customer to better understand the findings quickly.

Be able to explain the limitations of presenting small numbers or populations in plain English to 
someone who is unfamiliar with the issues involved.

Be able to use Microsoft Excel to an intermediate level.

Be able to use a statistical programming tool to an intermediate level.

Be able to use Business Objects to an intermediate level.
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what I did 
band 5 Use Microsoft Excel to analyse and present data at an advanced level.

Understand and be able to use a statistical or programming tool to an intermediate to advanced 
level.

Understand and use Business Objects at an intermediate to advanced level.

Understand and use Excel VBA programming at an intermediate to advanced level.

Have intermediate to advanced knowledge of any applications or tools specific to your role.

Take responsibility for learning to use any tools or products that are relevant to your role. For 
example Tableau, R, SQL, SAS, Python or STATA.

Share your knowledge of tools and products with colleagues to support their development. For 
example you might show a colleague how you use a particular tool or present at a team meeting.

Demonstrate that you keep up to date with developments in technology, tools and analytical 
techniques. Finding out about what others are doing helps to keep your knowledge fresh and 
contribute to delivering an effective service.

band 6 Advanced knowledge and skills in the use of a statistical or programming tool.

Advanced knowledge of any applications or tools specific to your role.

Proactively maintain your knowledge of developments in technology, tools and analytical 
techniques. Share that knowledge with your colleagues and use your learning to deliver services 
more effectively.

Ensure that any staff that you supervise comply with local guidelines and procedures for the 
reporting of information.



9

what I did 
band 7 Lead an analytical, data-led project.

Proactively develop your knowledge of evolving technologies, tools and analytical techniques that 
could help to deliver results more effectively. This may involve finding new and innovative ways to 
use existing tools and technologies.
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 core skill one  Working with data and analytical tools

Producing analysis and providing data interpretation that meets customer requirements.
what I did 

band 3 Demonstrate a high level of attention to detail. Ensure that any information that you provide has 
been subject to quality and checking procedures before releasing to your customer.

Maintain and add to documented procedures for quality assurance and checking.

Ensure that analysis you are performing is fit for the customer’s purpose and meets their 
requirements.

Interpret and explain basic findings of your analysis in plain English to your customers.

band 4 Provide advice and guidance to customers on basic data and analytical matters.

Be able to perform basic statistical techniques.

band 5 Proactively share your knowledge with customers on suitability of data outlining the strengths and 
limitations of that data.

Develop clear job specifications for analysis. Gather requirements from your customer so that you 
fully understand their information needs. By finding out what they are looking to achieve, you will 
be better able to provide analysis that will meet their needs first time.

Be able to interpret and summarise findings in plain English for a lay-audience who are not familiar 
with analytical or statistical terminology.

Investigate and interrogate datasets relating to the topic you are working on.

Be able to perform a range of statistical techniques on the same data. Develop your understanding 
of the drawbacks of using one technique over another.

band 6 Take the lead on complex discussions with customers. Support your colleagues to be effective in 
these discussions.

Investigate and interrogate complex datasets.



11

what I did 
band 7 Show your initiative in exploring new methodologies or approaches to data extraction, analysis or 

provision.
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 core skill one  Working with data and analytical tools

Presenting data that provides intelligence.
what I did 

band 3 Present simple data effectively through the use of tables, charts and graphs.

Be aware of the sensitivities around certain data and information releases. These sensitivities might 
be due to the subject matter itself or because the results are sensitive or of high political interest.

band 4 Present complex data in a way that makes it easy to understand the findings. This might be 
through the effective use of visuals such as charts and graphs.

band 5 Interpret the results of analyses. Identify what are the main messages from the findings.

Use visuals to explain findings of analysis to customers and colleagues. This could be through the 
use of charts, graphs, infographics or dynamic visualisations.

Be able to present, communicate and provide analyses in a variety of ways appropriate to different 
audiences.

Understand the sensitivities around certain data and information releases. Know what action is 
appropriate to deal with this and take that action.

band 6 Develop innovative visualisations that present complex analysis in a way that will be meaningful to 
stakeholders.

Lead the development of statistical release or data products.

Provide the background and context to your findings to customers and stakeholders as a topic 
expert.

Evaluate the products and services you provide to customers. Get feedback from a range of 
customers to understand if you are meeting their different needs effectively. Use that feedback to 
inform improvements in the products and services you provide.

Understand the sensitivities around particular types of data and information releases. Be able to 
explain these issues to more junior colleagues.
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what I did 
band 7 Understand how changes in government policy, strategy and priorities can affect demand for data 

and information.

Lead the evaluation of your products and services through consultation and user engagement. Use 
findings to make improvements. Encourage a culture of continuous improvement in your team.

Guide decision-makers and policy leads by providing information and intelligence that helps them 
to make decisions about their areas of responsibility.

Provide guidance to your team on how to deal with politically sensitive data and information 
releases.
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 core skill one  Working with data and analytical tools

Using data for improvement.
what I did 

band 3 Understand why data and measurement are important for improving the quality of health and 
social care delivery. Consider how this relates to your role.

band 4 Be able to explain to a customer the role of information in giving them an evidence base for 
decision-making and service improvement.

Understand and be able to carry out the most common analytical methods used in quality 
improvement such as statistical process control, run and control charts. Be aware of the 
importance of variation.

Understand the basics of Demand Capacity Activity and Queue as an improvement methodology.

band 5 Understand the influence of data and intelligence on decision-making and improvement by service 
providers and policy makers.

Understand the statistical process control methodology for measuring and controlling quality. Be 
able to present data using this methodology effectively.

Understand the theory behind Demand Capacity Activity and Queue as an improvement 
methodology. Explore using this technique in a simple way.

band 6 Use Demand Capacity Activity and Queue analysis to support your own improvement practices. 
For example using this technique as a way to improve how your team delivers services.

Produce Demand Capacity Activity and Queue information that customers can use in their local 
improvement work. Be able to interpret the analysis to your customers.

band 7 Be able to explain to your team the impact and influence of data and intelligence on decision-
making and improvement by service providers and policy makers.

Promote using data for improvement with external customers.

Share your knowledge about data improvement methodologies with your colleagues to ehance the 
capability of the team.
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 core skill two  Communications and engaging with others

Communicating effectively face to face, in writing and on the phone.
what I did 

band 3 Be able to communicate with different people on the phone, face to face and on email. Consider 
what the best method of communication for the situation is.

Be a good representative of our organisation. Be positive and professional when you deal with 
colleagues and customers.

Develop and apply active listening skills so you better understand the needs of colleagues and 
customers. Be confident in asking questions to clarify your understanding.

Understand any technical terminology or acronyms that are used in your area of work.

Use plain English in your communications. Avoid using acronyms, technical terms or jargon where 
you can and if you have to use them, explain them.

band 4 Be able to communicate confidently and knowledgeably with different people on the phone, face 
to face and on email.

Have the ability to provide information in a clear and concise way, both in written and verbal form.

band 5 Proactively engage with customers. Be able to discuss your analysis, alternative options for 
analysis, explain data limitations and explore findings.

Take part in regular updates with team members. Support more junior staff to communicate 
effectively and offer constructive feedback to improve communications.

Co-ordinate decision-making between groups of people in an email.

band 6 Use influencing and negotiation skills to identify, address and solve problems amongst customers 
or colleagues. Work to find mutually acceptable compromises and solutions.

Engage in open and regular communication with your team colleagues through meetings and 
updates. Develop appropriate methods of communication if your team members are dispersed 
across various locations.

Co-ordinate decision-making between a range of people during a phone conversation or at 
meetings.
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what I did 
band 7 Be a role model for keeping communication open and constant across your team. Use a range 

of channels such as team meetings, updates and emails. Consider any additional communication 
requirements if your team is geographically dispersed. Ensure information is cascaded to all staff 
effectively.

Influence and negotiate outcomes of communication with a wide range of people, including those 
more senior to you.

Be able to assimilate information quickly in order to help resolve immediate issues with staff both 
junior and senior to you or with customers.

Co-ordinate communication and decision-making between a range of people that may be 
dispersed across a number of different organisations and locations.
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 core skill two  Communications and engaging with others

Skills for effective meetings.
what I did 

band 3 Attend internal meetings. Be able to express your opinions and ideas and to contribute to the 
discussion.

Take an opportunity to shadow more senior members of your team at meetings to increase your 
understanding of your work and the wider organisation.

band 4 Attend external meetings and actively listen to others. Be able to express your opinions and ideas 
in a constructive way and contribute to the discussion.

band 5 Present and be able to explain complex information in a way that is clear and concise in a meeting.

Contribute to meetings, be able to answer questions confidently and where you are unable to 
answer at the time, arrange to follow up after the meeting.

Prepare and deliver an effective presentation at a meeting or event with the support of a senior 
colleague.

Chair an internal team meeting, circulate the agenda in advance, and manage the time, identify and 
capture action points and timescales for attendees. Circulate these points soon after the meeting. 
Make sure that you carry out your action points in good time.

band 6 Ask questions at meetings you attend with different levels of seniority present. Remain objective 
and professional where you need to challenge. Answer questions where you can and where you 
are unable to answer at the time, arrange to provide a response after the meeting.

Prepare and deliver an effective presentation at an external event. Be able to adapt your 
presentations to suit the needs of different audiences.

Lead or chair internal and external meetings in a range of formats - face to face, video 
conferencing or telephone. Ensure effective management of the agenda items and time keeping. 
Capture action points for the meeting and take responsibility for ensuring action points are followed 
up and carried out.
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what I did 
band 7 Lead an internal or external meeting with different levels of seniority present. Ensure effective 

management of the meeting, co-ordinate decision-making and agree actions between the different 
individuals and organisations attending.

Influence and negotiate outcomes within meetings with a wide range of people, many of whom 
may be working at a more senior level.

Present information at meetings or external events to a variety of different size audiences. Be able 
to read clues from the audience and adapt your presentation accordingly.

Develop the ability to quickly assimilate information so that you can to help resolve immediate 
issues within a meeting.

Understand the complex and underlying needs, motivation, emotion or concerns of others within 
meetings and be able to adjust your communication style to meet those needs appropriately.
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 core skill three  Delivering a customer-focused service

Putting the customer at the heart of your service delivery.
what I did 

band 3 Carry out tasks given to you, making sure you provide a good level of service consistently to your 
colleagues and customers.

Be able to explain who your internal and external customers are and how they are connected to 
the service you provide.

Develop an understanding of your customer’s needs and expectations. Understand what would be 
excellent customer service within your role.

Make sure that your customers experience equally good service, particularly if you have to balance 
the needs of more than one customer at a time.

Be aware of issues that may have a negative impact on customer service. Speak to your team 
leader or line manger to escalate any issues.

If you receive feedback from a customer, positive or negative, deal with that feedback 
appropriately. Ask your team leader or line manager for advice.

band 4 Use your initiative to identify and carry out tasks to ensure a good level of service is being provided 
to customers.

Identify how you could adapt your work practices to put customer at the heart of delivering your 
services. 

band 5 Demonstrate how you have put the customer at the heart of your work.

Demonstrate a strong understanding of our products and services. Be able to explain these to 
customers.

Delegate for a more senior colleague in the delivery of a service to a customer.

band 6 Be a role model for customer service. Ensures your team has a clear understanding of what 
excellent service means and support them in delivering that.

Work with customers to fully understand their requirements. Be able to explain what products and 
services we have to support their needs. If unsure, know who to contact to find out.



20

what I did 
band 7 Have a sound knowledge of products and services across the organisation. Be able to make 

connections between customer requirements and how our organisation can help them.

Seek out and act on customer feedback, making changes to services where necessary to 
improve.

Ensure praise and recognition is passed on to the team when positive feedback is received.

Be accountable for the work and outputs of your team. Ensure their service delivery meets 
customer requirements. 

Work with customers to understand their requirements, agree actions and timescales for service 
delivery. Be able to negotiate so you can influence the outcome.
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 core skill three  Delivering a customer-focused service

Building strong customer relationships.
what I did 

band 3 Be aware of the importance of building good working relationships and use opportunities to put 
this into practice.

Understand the benefits of working collaboratively and in partnership with customers. 

Understand how policies and procedures that encourage and support equality and diversity 
contribute to the services we offer.

band 4 Develop your own professional reputation. Build good working relationships with customers. Your 
customers should trust you to deliver a good service.

Take the time to understand your customer needs. Work hard to meet their expectations.

band 5 Meet some of your customers and find out what they do and how they use the information that 
you provide.

Be able to interpret discussions with customers and stakeholders to best understand their 
requirements and agree specifications for work.

Ensure work is carried out to agreed timescales and standards. Keep customers and other team 
members up to date with progress on a particular job or project. Advise of any issues so that 
everyone has a good understanding of how work is progressing.

band 6 Demonstrate sound judgement in solving problems with internal and external customers. Work 
collaboratively to come up with solutions that are mutually agreeable.

Manage handovers between colleagues and customers. If you move to a different piece of work or 
role, pass on all the relevant information to your colleagues, advise your customers of the change 
and introduce whoever is taking over to them.

Support more junior staff members where they are required to deal with any difficult issues with 
customers.
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what I did 
band 7 Communicate with customers on behalf of more senior staff.

Identify action which needs to be taken to deal effectively with issues or complaints. Keep 
channels of communication open and provide regular updates so they know that their issue is 
being addressed.

Share lessons learned with the team to ensure continuous improvements are made to customer 
relationships and service delivery.
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 core skill four  Managing yourself and others

Organising your time and workload.
what I did 

band 3 Use systems, such as task lists and calendar alerts to plan and manage your time. Speak to 
colleagues to see what tools and techniques they find useful and apply these to your work.

Review your work plan at regular intervals so you take account of any new or changed priorities. 
Adapt your work plan to meet these.

Make sure work is completed and returned to your colleagues or customers within the agreed 
deadlines. 

Manage more than one request at one time.

Speak to your line manager if you have capacity to carry out more work in addition to your 
delegated tasks.

band 4 Give an estimate of the time, effort and resources needed to carry out tasks so you can give 
your customers and colleagues a clear indication of when work will be complete If things change, 
always keep others updated.

Identify which of the tasks you have are urgent or non-urgent, important or less important. This 
will allow you to prioritise more effectively and adjust your work accordingly. Ask more senior 
colleagues for advice. 

Be able to cope with a range of different tasks that need completed by the same deadline.

Be able to handle unexpected interruptions such as telephone calls or enquiries from colleagues or 
customers and then return to what you were doing and re-focus your attention.
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what I did 
band 5 Differentiate between tasks which are urgent, non-urgent, important and less important. Once you 

have prioritised tasks, delegate where appropriate.

Help more junior colleagues to be more effective by supporting them to organise their workload. 
When appropriate, help them to resolve conflicting priorities while maintaining standards for 
customer service.

Show that you are able to work under pressure producing accurate and informative outputs, within 
tight timescales.

Identify points where the service you provide might be under pressure and suggest solutions to 
resolve these to more senior colleagues.

Have the ability to manage multiple competing priorities, frequent interruptions and still deliver to 
customer expectations.

When participating in a project, follow project management principles.

band 6 Coordinate the tasks of a team, delegating effectively so that a good service is provided to 
customers and colleagues.

Monitor the workload capacity of your direct reports. Inform senior colleagues of any available 
resource.

Lead the team on pieces of work, applying project management principles to manage the 
workload and timescales.

Proactively identify where there are issues that may impact service delivery and take action to 
prevent these. Escalate issues to more senior colleagues where necessary. Working collaboratively 
with senior colleagues and customers to resolve these.

band 7 Manage projects following project management principles and techniques. Share these principles 
across team members to develop their understanding of good practice.

Assist in the workload planning of the wider team and delegate work accordingly with the available 
resources and time. Help other managers within the team to plan and increase flexibility to 
accommodate business priorities.

Liaise with internal and external stakeholders to manage any conflicting priorities that might have a 
wider impact.
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 core skill four  Managing yourself and others

Effective team working and team development.
what I did 

band 3 Think about what makes an effective team compared to a group of people working together. Take 
time to understand the different roles and responsibilities within your team.

Contribute to a trusting, open and respectful team environment.

Understand the overall team and organisational objectives and how your role contributes to 
achieving these.

Build good, professional working relationships with the members of your team.

band 4 Build effective relationships across other teams within the organisation; know who to approach for 
advice and answer queries.

Have an understanding of what it means to work collaboratively and why it is beneficial to work in 
that way.

Be proactive in supporting junior members of the team, share knowledge, provide advice and 
guidance when they require assistance.

band 5 Take on board the range of different views and opinions within the team. Appreciate the 
contributions of others. 

Be able to share your expertise of your service area to colleagues and customers.

Actively promote the workplace as a learning environment, encourage everyone to learn from each 
other and from external opportunities.

Assisting with the induction of new team members, sharing skills and knowledge.
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what I did 
band 6 Create a strong team environment where there is trust, openness, respect and an appreciation of 

the contributions of others. Be aware of team morale and the welfare of the team. Take actions to 
support team members when required.

Act as a mentor to more junior staff or new staff; take the time to share your knowledge and 
expertise of the service area and wider organisation.

Be aware of any training and development needs within the team and where appropriate, put 
actions in place to address these.

Co-ordinate induction. Ensure new members of the team are supported during their introduction to 
the team and its work, and during their early stages working within the team.

band 7 Develop the capacity and capability across the team members to build team resilience. Ensure 
there is knowledge transfer between all team members.

Make time to engage regularly with your team. Notice the attitudes expressed within the 
team  —  how enthusiastic or confident do they seem? If you think morale is low, take action to 
resolve this.
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 core skill four  Managing yourself and others

Demonstrating leadership qualities and managing others.
what I did 

band 3 Develop self awareness so you can understand how your behaviour and actions have an impact 
on others.

Ask others for feedback to support your development.

Identify the areas where you have responsibility for making decisions within your role. Seek 
guidance from more senior colleagues if unsure.

band 4 Offer feedback and advice to junior members of the team to support their development.

Be aware of different people’s leadership style. Be aware of what style works for you and motivates 
you the most. 

band 5 Provide day-to-day management for any staff you supervise or manage. This includes giving 
feedback, guidance and motivation to these individuals as well as being responsible for managing 
their work. Ensure you have regular one-to-one meetings with your staff.

Take responsibility for the performance review process for any staff that you manage. Ensure that 
all the necessary meetings are held at the appropriate time and any paperwork is completed fully 
such as personal development plans and e-KSF.

band 6 Be a role model within your team, encourage team members that you manage to perform to high 
standards, leading by example.

Communicate regularly to ensure everyone is clear of their objectives and provide clear direction to 
the team.

Discuss career opportunities with your staff. Understand their aspirations. Offer support and 
guidance for career development.

Be aware of all NSS policies relating to line management responsibilities. Make sure these are 
applied fairly and consistently. Complete the relevant policy training.

Address any concerns such as attendance or capability and sensitively in line with the relevant 
policy. Seek guidance from senior colleagues who may have dealt with similar situations. Be 
supportive and constructive in your communications with staff.

Help team members understand and adapt to change. Provide support to the team when dealing 
with change.
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what I did 
band 7 Translate the strategic direction and objectives of the organisation, set by the senior management 

team, into actions that your team can deliver.

Work with more senior colleagues on the strategic direction of the team and your service.  Share 
these updates with your team.

Lead and motivate the team, inspiring them to do their best, offer praise and recognition for good 
results.

Understand the career aspirations of the individual members of your team. Consider the impact 
of staff movement.  Be supportive of career development and make plans to accommodate 
staff turnover and build team resilience. Work with your line manager and senior colleagues on 
workforce planning and development for the team.

Be able to address sensitive issues within the team such as attendance, conduct or capability. 
Take a consistent and fair approach in these matters.

Lead the team through times of change, providing clear communication and support to team 
members.
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 core skill four  Managing yourself and others

Continuous quality improvement.
what I did 

band 3 Make suggestions for how your own work area might be improved to your colleagues, team leader 
or line manager.

Identify any errors in your own or others work and take appropriate action to correct these at the 
earliest opportunity.

band 4 Where you see that a working practice could be made more effective or efficient, share your ideas 
for improvement with your colleagues. Where you have agreement, take the lead in supporting the 
change.

Be aware of the importance of attention to detail. Review your own work and others work when 
required. Take responsibility for ensuring accuracy before sending on for further checking.

band 5 Encourage colleagues to generate ideas or make suggestions for making improvements to current 
services.

Develop and implement procedures or systems that help improve service delivery in your work 
area. 

Take responsibility for ensuring accuracy of work before sending on for formal checking. Offer 
support and feedback to colleagues to ensure their outputs are of a high standard.

band 6 Create a team environment which promotes improvement. Encourage staff to make suggestions 
for change and generate ideas.

Identify any work practices that are inefficient. Pilot new ideas. Once tested, replace old practices 
with these more effective processes and procedures.

Oversee the implementation of improvements to team processes and procedures to ensure 
change is embedded.
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what I did 
band 7 Promote a culture of continuous improvement. Encourage your team to focus on improving service 

delivery and value.

Be open to new ideas that could drive improvement in service delivery. Encourage team members 
to offer ideas and possible solutions.

Develop a peer-review approach which encourages and supports the team to review each other’s 
work and give constructive feedback.

Set goals for service improvement that your team may find challenging to achieve. Encourage and 
motivate the team to deliver these, monitor their progress and recognise successes.
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 core skill five  Working securely and safely

Understanding and following policies and procedures.
what I did 

band 3 Know where to find local and organisational policies and procedures relevant to the work you do. 
Carry out your work in line with these. Know who to contact for further advice and guidance.

band 4 Provide advice and guidance to more junior members of the team on how to locate and follow 
polices and procedures.

band 5 Provide advice and guidance to others on organisational policies and procedures.

band 6 Identify where local policies and procedures need to be reviewed or developed. Discuss these with 
your colleagues and line manager.

Take responsible for developing any new policies or procedures with your team.

band 7 Make sure your team understand the policies, procedures and standards that must be applied in 
their day-to-day work. The actions required should be communicated clearly to everyone in the 
team.

Oversee the sign off and implementation of any new polices or procedures within the team. 
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 core skill five  Working securely and safely

Ensuring security of information.
what I did 

band 3 Complete all mandatory information governance training.

Read and understand the NSS Confidentiality Guidelines. Apply these to your day-to-day work.

Demonstrate a clear understanding of the principles of information governance, data protection, 
confidentiality, disclosure and data sharing protocols, and how they apply to your work. Be able to 
locate these policies and know who to ask for further advice or guidance in their use.

Ensure that any communication with customers and colleagues is in accordance with information 
governance policies. Know when you should ask for advice before circulating information.

Be aware of the UK Statistics Authority Code of Practice and understand how it relates to your 
work.

Report any possible breaches or risks of breaches of information governance to your line manager 
in the first instance. Always follow organisational procedures for reporting actual or possible 
breaches of information governance including near misses.

band 4 Understand the rules of information governance, including data protection, confidentiality and 
disclosure and apply these to your work.

Be aware of the Data Protection Act 1998, the Freedom of Information (Scotland) Act 2002, 
Environmental Information (Scotland) Regulations 2004 and the local policies on information 
security and information requests.

Know who the data controller is for the datasets you work with.

band 5 Offer and provide guidance to more junior colleagues on information governance policies and 
principles.

band 6 Identify team training needs relating to security of information. Put actions in place to ensure staff 
are appropriately trained.
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what I did 
band 7 Ensure your team has completed the mandatory information governance training. Encourage staff 

to take responsibility for keeping their training up to date.

Keep up to date with developments and changes in information governance guidance. Take 
responsibility for advising colleagues and customers as necessary.

Work with information governance colleagues on any complicated or complex issues. Ensure clear 
communication and guidance is provided for the team.

If any breaches or risks of breaches of information governance occur within the team, ensure the 
team follow the correct organisational procedures. Promote a continuous improvement approach 
within the team to learn from these events.
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 core skill five  Working securely and safely

Working safely.
what I did 

band 3 Complete statutory fire training.

Complete mandatory health and safety training. 

Be able to explain how health and safety policies and procedures relate to your work environment 
and work that you do.

Be responsible for keeping your work area free of health and safety hazards.

Carry out your work in a way which does not pose a health and safety threat to yourself or others.

Follow any emergency procedures as guided by the organisation.

Know when and how to report an emergency, risk or potential incident which may threaten the 
safety of yourself or others.

band 4 Provide advice and guidance to more junior staff to help them meet health and safety 
requirements.

band 5 Help explain the fire and health and safety procedures in your work area to new team members.

band 6 Ensure any staff you supervise have carried out statutory and mandatory training.

Support staff to complete mandatory health and safety training. Offer advice and guidance to team 
members.

band 7 Ensure that all members of your team have completed statutory fire training and the necessary 
records are submitted.

Provide leadership and guidance to staff in completing mandatory health and safety training 
requirements, ensuring staff understand the importance of these.
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Your summary

Band 3 Band 4 Band 5 Band 6 Band 7

Working with data and analytical tools

Understanding data and data quality.

Using information technology to analyse and manage data effectively.

Producing analysis and providing data interpretation that meets customer requirements.

Presenting data that provides intelligence.

Using data for improvement.

Communications and engaging with others

Communicating effectively face to face, in writing and on the phone.

Skills for effective meetings.

Delivering a customer-focused service

Putting the customer at the heart of your service delivery.

Building strong customer relationships.

Managing yourself and others

Organising your time and workload.

Effective team working and team development.

Demonstrating leadership qualities and managing others.

Continuous quality improvement.

Working securely and safely

Understanding and following policies and procedures.

Ensuring security of information.

Working safely.



36

Supporting your future 

There are lots of internal and external learning and development resources 
available to you to help you build your skills.

Internal resources

Public Health and Intelligence Staff Development page on geNSS

Go-2: Line Management

Go-2: Workforce Development 

HR Connect is the hub for all NSS HR policies and learning and development. It is 
also where you will find Healthy Working Lives health and safety training.

 » Learning and Development:

 › Essential Line Management

 › European Computer Driving Licence

 » Learning and Development Guide

 » Plain English Campaign

 » Organisational Development:

 › 360 degree feedback

 › Coaching

 › NSS Leadership Programme Organisational Change and 
Development Workforce support

All other corporate information can be found on geNSS, the NSS intranet. You will 
find policies and procedures on information governance and fire safety here.

NHSScotland e-Learning

NHS national online learning portal  —  LearnPro

External resources

Carnegie Mellon University Open Learning Initiative

Codecademy   —  learn to code

Coursera   —  online university courses

EdX   —  online university courses

FutureLearn   —  online courses

Harvard Business Review

Harvard Medical School Open Courseware Initiative

Johns Hopkins Bloomberg School of Public Health Open Courseware

Knowledge Hub   —  collaboration platform for public services

Massive Open Online Courses

Massachusetts Institute of Technology   —  open courseware

NovoEd   —  social learning and professional development

Open Education Consortium   —  online educational material

Open Yale courses

Royal Statistical Society

Scotland Data Science and Technology Meetup

Tufts University   —  open courseware

Udemy   —  online courses

Udacity   —  online classes and nanodegrees

Workforce Development Scotland

http://www.go-2.scot.nhs.uk/
http://www.go-2devworkforcedevelopment.scot.nhs.uk/
http://www.nssscotland-hr.scot.nhs.uk/
http://genss.nss.scot.nhs.uk/portal/page?_pageid=515,1&_dad=portal&_schema=PORTAL
http://genss.nss.scot.nhs.uk/portal/page?_pageid=513,1016140&_dad=portal&_schema=PORTAL
http://genss.nss.scot.nhs.uk/portal/page?_pageid=513,2042904&_dad=portal&_schema=PORTAL
https://nhs.learnprouk.com/lms/login.aspx?ReturnUrl=%2flms%2fuser_level%2fwelcome.aspx
http://oli.cmu.edu/learn-with-oli/see-our-free-open-courses/
https://www.codecademy.com/
https://www.coursera.org/
https://www.edx.org/
https://www.futurelearn.com/
https://hbr.org/
http://mycourses.med.harvard.edu/public/
http://ocw.jhsph.edu/index.cfm/go/find.browse#courses
https://khub.net/home
https://www.mooc-list.com/
http://ocw.mit.edu/index.htm
https://novoed.com/
http://www.oeconsortium.org/courses/
http://oyc.yale.edu/courses
http://www.rss.org.uk/
http://www.meetup.com/Scotland-Data-Science-Technology-Meetup/
http://ocw.tufts.edu/CourseList
https://www.udemy.com/
https://www.udacity.com/
https://workforcescotland.com/
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