[bookmark: _Toc39574735]Problem Solving 
This skills is about taking responsibility for your own work and that of your team.  Offsetting problems by mitigating risk and planning solutions.  Also includes working with others to deal with setbacks when they arise.

	 (Model )
	 (Excellent)
	 (Good)
	 (Poor)

	Is able to forecast and anticipate customer needs and develops plans to meet those needs.
Deals successfully and proactively with customer problems.  Uses the experience to provides lessons learnt analysis, using it to mitigate and plan for future risk.
Develops systems and strategies for  independent thinking and problem solving for others in the team.  Providing strategies and guidance for staff, helping others towards timely resolution.
Constantly reassesses priorities to focus energy most productively on the right tasks.
Engages and consults with own team as well as other teams in the organisation, supporting them to reach a consensus and plans actions towards  solutions. 
Motivates everyone to get involved with resolving priority/emergency situations, using their influence to get “all hands on deck”. 
Always offers help if it is required.
Identifies slippages independently and takes immediate action to rectify them, using the experience to inform future actions.
	Regularly monitors each customer to ascertain what their current needs are and how these are being met.
Proactively addresses most problems, finding solutions quickly and can make decisions independently.  
Usually can solve problems independently, and will consult with others upon problems which require a shared approach.
Often reassesses priorities to focus energy most productively on the right tasks.
Regularly involves and engages with other team members in the decision making process within own and external to own area.  
Will voluntary offer to help when dealing with priority or “emergency” situations, in or out of their usual remit.
Adopts a flexible approach to work; will voluntarily ‘pitch in’ when necessary without having to be asked. 
Identifies slippages independently and takes immediate action to rectify them.
	Often monitors customers to ascertain what their current needs are.
Proactively addresses some problems, may need support finding solutions and making decisions.  May operate reactively to some problems.
Sometimes can solve problems independently but will often refer issues upwards quickly to get action and/or assistance.
Sometimes reassesses priorities to focus energy most productively on the right tasks.
Consults with other team members to resolve problems outside own specialist area rapidly.
Will cover tasks outside of their immediate remit if requested by others, but might not offer this voluntarily, nor necessarily foresee if their help is required.
Usually adopts a flexible approach to work and will usually pitch in, especially if someone asks them to.
Often takes action to rectify slippages, although may not immediately recognise an issue.
	Does not monitor customer needs regularly. 
Delays taking decisions until forced to do so.
Avoids taking responsibility for own work and that of others
Turns immediately to others for help in resolving situations; does not persist in trying to resolve problems independently.
Is unable to prioritise their workload and often delivers work that will need amendment or further effort later on.
Pursues avenues of interest which are irrelevant, superfluous or not set as priority.
Repeatedly finds reasons why tasks could not be completed on time or to desired quality.  
Does not offer to support team members during challenges.   
Has to be forced to ‘pitch in’ and commit any extra effort.
Fails to respond immediately to slippages within the project.




