
INTRODUCTORY BOOKLET>Background information, benefits, and overview 
of the project stages

MANAGING THE SERVICE>1 Analysis and Decision Making
2 Quality and Customer Focus
3 Planning, Organising and Prioritising

MANAGING YOURSELF>4Change and Self-Development
5 Initiative, Drive and Resilience

MANAGING CHANGE >6 Managing Change/Strategic Thinking

MANAGING PEOPLE >7 Managing Performance  
8 Communicating and Influencing
9 Motivating, Developing and Empowering 

10 Building Effective Relationships

Each competency is presented in a separate booklet in the following format. 

COMPETENCY TITLE   [ E.G. ANALYSIS & DECISION MAKING]

DEFINITION   [ A BRIEF DESCRIPTION OUTLINING THE CRITICAL ASPECTS OF THIS COMPETENCY ]

> 2 lists of actions 
to help managers
understand 
how to demonstrate
this competency 
in practice.

Indicators of MORE 
effective performance

Indicators of LESS
effective performance

>

>

>

>

>

>

>

>

Why the competencies were identified

This user pack presents a set of competencies that have been
identified for support service managers in the health services. It
aims to provide a comprehensive model and framework for
management development activities for managers across a
diverse range of supervisory roles in the support services area.

Since 1999 the Office for Health Management (OHM) has
been involved in commissioning research on competency
frameworks for other groups of health service managers such as
nursing managers, clerical administrative managers and
managers of health and social care professions.

The National Health Strategy Quality and Fairness: A Health
System for You (2001) highlights the need to further develop
human resources in the Irish health services, and Action Plan
for People Management (APPM), published at the end of 2002,
sets out the steps which need to be taken in order to build this
capability.  As part of this initiative, SHL (Ireland), a consultancy
firm of occupational psychologists, was commissioned by the
Office for Health Management (since 1 January 2005 renamed
Health Service Executive – Health Management) to undertake
research to identify the skills and attributes required for
managers of support staff within the health services, in other
words to establish a ‘competency framework’.

What are the benefits for managers/supervisors?

A multi-million euro education, training and development
initiative called the SKILL (Securing Knowledge Intra Lifelong
Learning) Project is being rolled out in the support services area
over the coming years. This comprehensive initiative will involve
a significant increase in opportunities for both support staff and
managers/supervisors in the support services area to avail of
FETAC (Further Education and Training Awards Council)
accredited education, training and development programmes. 

If a manager wants to learn how to perform better with his/her
team, s/he can use the competency framework provided here to
see what approach is considered to be the most effective.

If someone is interested in progressing to a management role
s/he can look up the skills and attributes that are required and
the areas in which s/he needs to develop.

If a person is needed to fill a management role, the competency
framework will provide a detailed list of the skills and attributes
required.

How the management competencies were devised

SHL (Ireland) was commissioned to identify the most important
management skills and attributes for managers who work in the
support services area. By way of underpinning this initiative a
steering group representative of management and staff interests
was convened to oversee and guide the research. The members
of the steering group are listed on the back cover of this folder. 

The project progressed through six discrete stages from its
inception in September 2004 to its completion in March 2005:  

> during stage 1 the objectives and timeframes were agreed

> stage 2 was devoted principally to ensuring that everybody
involved understood what the project entailed and had a
chance to ask questions

> the objective in stage 3, the information gathering stage, was
to meet as many people as possible in interviews or groups
so that as much as possible could be learned about the
skills and attributes required in the relevant roles 

> the first draft of competencies was produced during stage 4,
following an analysis of all the information gathered in the
previous stage, its integration into behavioural themes and
the production of a comprehensive list of behavioural
descriptions for each theme

> widespread consultation took place during stage 5 in order
to get as many people as possible to review the draft of
skills and attributes so that it could be adapted and  finalised

> the draft of skills and attributes was revised during stage 5
and the final report was written.

Members of the steering group 

Alan Smith (chairperson) General Manager, Office for Health  Management

William Beausang Principal Officer, Department of Health  and Children

Ann Judge Management and Organisation Development Specialist, 
Office for Health Management

Matt Merrigan National Secretary, SIPTU

John O’Connor Acting Director of Human Resources, AMNCH

Sé O’Connor Acting Assistant Chief Executive,
Change Management, Health Service Employers Agency

Caroline O’Regan Management and Organisation Development Specialist, 
Office for Health Management

Francis Rogers Director of Human Resources, NWHB

Jillian Sexton HR Training and Development Coordinator, 
National Federation of Voluntary Bodies
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A technical report published in March 2005, from which this competency user pack was prepared, 
may be accessed at www.skillproject.ie.
August 2005

HSE - Employers Agency
63-64 Adelaide Road
Dublin 2

www.skillproject.ie






