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Our Vision, Values and Strategic Objectives 

 Excellent housing in vibrant communities. 

 
Our values guide everything we do. Whenever we make decisions, we look to 
our values to make sure we are doing the right thing. 

Respect 

We see the positive in everyone, 
especially our tenants. We treat 
everyone fairly, regardless of 
age, race, gender, sexuality or 
background. We ask for 
opinions even if we know we 
might not like what we hear. And 
we address people’s concerns 
in any way we realistically can. 

Integrity 

What we say in public is the 
same as what we say behind 
the scenes. If we say we’ll do 
something, we mean it. Our 
tenants can count on us to 
solve their problems and 
make sound decisions. 

Aspiration 

We want the best for all our current 
and future tenants. We’re not afraid 
to strive for things that won’t be 
easy – or try things that haven’t 
been done before. We seek out 
opportunities and welcome change. 
If it doesn’t turn out as planned, we 
learn and improve again. And then 
we try again. 

 

A) Building and sustaining popular neighbourhoods 

B) Creating and supporting greater life opportunities for all 

C) Developing greener spaces and community wellbeing 

D) Being a dynamic and listening community partner  

E) Treating people equally and with respect 

Our Equality, Diversity and Inclusion Commitment (EDI) 

Our EDI Strategy sets out our aim to break down barriers to communication and participation, 
eliminate discrimination and give equal opportunities and access to services to all groups, 
communities and individuals. The strategy outlines five objectives that includes placing equality and 
diversity in our mainstream day to day activity.  We promote equality, diversity and inclusion in all our 
employee policies and procedures to ensure that all employees are treated equally and that they are 
treated fairly on in relation to the protected characteristics as outlined in the Equality Act 2010.   

Positive about disabled people:  Building on our commitment to equality, diversity and inclusion we 
take positive steps to provide an environment where people with a disability can maximise their 
potential and have equality of opportunity in recruitment, training and promotion.  We will ensure any 
reasonable adjustments are made to support employees with a disability throughout our employment 
policies and procedures.   

LGBTQI:  We understand that people perform better when they can be themselves.  Therefore, we are 
committed to making the Association an environment where lesbian, gay, bi, trans and intersex people 
can be themselves.  To support colleagues and to create an inclusive environment, we are a 
Stonewall Diversity Champion. Working with Stonewall Scotland, we ensure our policies, procedures 
and employee benefits align with best practice for sexual orientation, gender identity, equality, 
diversity and inclusion.  

Data Protection Statement 

As your employer we will collect and process personal data relating to you to manage our contract 
with you.  We are committed to being transparent about how we collect and use your data, and to 
meeting our data protection obligations with you.  Further information about this commitment can be 
found within our Worker (employee) Privacy Notice. 
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Behavioural competencies describe how you approach an activity or situation. 
 
They are not the skills we use to do a particular job, such as using a PC or writing a report. 
They are not the knowledge you need to complete a task. 
 
Behavioural competencies describe how we do something, such as manage our jobs, our 
homes or our lives generally. 
 
Behavioural competencies give clear direction and state the expectations that the Queens 
Cross has of its employees. They are firmly anchored in our values and place the customer at 
the centre (bear in mind that this is both external and internal customers). 
 
Behavioural competencies should guide our day-to-day actions and decisions, enabling us to 
deliver consistently excellent services. 
 
The competencies are cumulative, this means that: 
 

Core Competencies All employees must meet and demonstrate these 
competencies. 

Leadership Competencies All supervisors, team leaders, and managers must meet and 
demonstrate these in addition to the core competencies. 

Executive Competencies All directors and executive team members must meet and 
demonstrate these in addition to the core and leadership 
competencies.  

 
 



 
 

 

 

We all bring expertise in specialist areas. We talk to each other, listen, and find the best way 
forward. Crucially, we reach a decision and set targets for how to make it happen. We’re always 
working towards common goals. 
 

We act with respect and tolerance, so everyone feels comfortable sharing their ideas and 
playing their part. If something goes wrong, we act together to make it right. 
 

We focus on our work, but we never forget that others might need our support. If they do, we 
help – even if it means our day doesn’t go exactly as we’d planned. 
 

− Be approachable and respectful. 

− Build positive relationships with colleagues. 

− Put the achievement of team objectives before the pursuit of personal objectives. 

− Listen to others. 

− Understand that everyone has different skills and abilities, and value the work done by them. 

− Invite feedback.  

− Listen to feedback with an open mind. 

− Offer positive and constructive feedback to colleagues in a respectful manner. 

− Support colleagues. 

− Share learning with colleagues and learn from others. 

− Communicate with colleagues respectfully and constructively. 

− Show gratitude and thank colleagues for their help. 

− Help to provide continuity of service is the absence of colleagues. 

− Put effort into achieving team goals. 

− Show empathy. 

− Work well with colleagues from other teams and departments. 

− Punctual for meetings and respectful of the time of others. 

− Work in an inclusive manner. 

− Offer assistance to colleagues. 

− Share examples of good practice. 
 

− Encourage teamwork. 

− Encourage inter-departmental working. 

− Are open and honest when sharing information with their teams. 

− Get to know the individuals within their team and, where appropriate, the wider Association and 
understand their aspirations 

− Contribute knowledge and expertise to the team, readily sharing ideas and information. 

− Offer constructive assistance to colleagues across the Association. 

− Seek and listen to the views of employees and managers from across the Association. 

− Delegate work appropriately, providing clear guidance and boundaries that empower employees 
to carry out tasks. 

− Recognise performance and achievements. 

− Are consistent and fair when recognising employee performance and achievements. 

− Delegates in a fair manner across the team and ensures that the performance of every team 
member is recognised. 

 

− Build productive relationships with people across and outwith the Association 

− Give priority to benefits for the whole Association over quick wins for own area or department. 

− Commit resources from their own area to support wider projects and initiatives. 

− Harness views across the Association to achieve business objectives and shared outcomes. 



 
 

 

 

When we are asked to do something or see a problem that needs addressed, we take 
responsibility for making sure it happens. If we can help directly, we do. If we can’t, we find 
someone who can. 
 

We know what we’re responsible for and do everything we can to make it happen. We don’t put 
things off or pick and choose the tasks we like best. But we do ask for help if something is 
beyond our limits and use the skills of others whenever it’s appropriate.  
We communicate clearly and lead by example. 
 

− Accept responsibility for delivering work tasks that contribute to team, departmental and 
Association goals and objectives. 

− Make the best decisions possible in the circumstances based on the information available. 

− Accept and learn from their own mistakes. 

− Act on feedback or complaints received. 

− Take action when it is within their capability to do so. 

− Demonstrate a “right first time” attitude and have a flexible, “can do” approach to their work. 

− Reflect on and learn from their own performance. 

− Understand their role and the roles of their colleagues throughout the Association so that they 
can signpost effectively if they are unable to assist. 

− Ask questions in a timely manner and in an appropriate setting. 

− Understand the limits of their authority. Work within them and signpost appropriately when they 
are unable to assist 

− Present a united approach to stakeholders outwith the Association. 

− Follow up on work that they have passed on to colleagues. 

− Close the loop by providing feedback to colleagues who have raised matters with them. 
 

− Work unsupervised, seeking support appropriately as required. 

− Focus on key areas that benefit the business. 

− Evaluate situations quickly and accurately. 

− Plan ahead and communicate plans in a manner that gives colleagues time to carry out their 
work in a planned manner 

− Anticipate problems and challenges, taking action to avoid or mitigate them where possible. 

− Identify and address areas of development within self and team. 

− Retain responsibility for overall delivery while delegating appropriately. 

− Delegate appropriately to ensure that their time is spent on tasks that add most value. 

− Express opinions clearly and concisely at supervisor, team leader or managers meetings. 

− Champion the collective view once a decision has been made at a supervisor, team leader or 
managers meeting.. 

 

− Take difficult decisions based on data and evidence. 

− Weigh business risks carefully before taking action. 

− Take calculated risks. 

− Flex plans in light of developments or feedback. 

− Seek to continuously improve performance. 

− Express opinions clearly and concisely within ET meetings. 

− Champion corporate view once decisions are made by ET. 

− Challenge opinions of other Directors constructively in an appropriate setting. 

− Accept overall responsibility for results of Association. 

− Deliver unpopular messages clearly and concisely. 



 
 

 

 

We take time and listen carefully to identify the real issue; what’s needed and what can we do to 
help. We consider all options, challenging previous decisions where necessary. 
We draw on our experience and expertise to find answers. If we are unsure, we ask others for 
advice, canvas ideas and do everything we can to get a result. We try new ways of working and 
take calculated risks. 
  

That said, we’re realistic. Compromise and collaboration is a necessary part of what we do. 
Where an ideal solution isn’t possible, we identify and act on the next best thing. We welcome 
feedback, apologise when we need to and learn from our mistakes. 
 

− Actively listen to feedback and complaints. 

− Identify key issues that need to be resolved or changed. 

− Seek innovative solutions. 

− Gather all necessary data to drive decision making. 

− Share learning with others 

− Involve other employees in developing solutions in an appropriate manner. 

− Escalate or pass on issues that they cannot address personally. 

− Value complaints – encouraging stakeholders to provide constructive feedback and lodge 
complaints if appropriate. 

− Learn from complaints. 

− Persevere until a solution is identified. 
 

− Encourage their team to develop innovative solutions. 

− Communicate information and data to team and colleagues to assist decision making and 
problem solving. 

− Be prepared to change policies, procedures and work practices that no longer work. 

− Keep up to date with changes in working practices in other organisations. 

− Ensure that proposed solutions are cost effective. 

− Provide direction to employees who are seeking solutions. 

− Recognise that employees may take different approaches to resolving issues than the line 
manager may have chosen. 

 

− Create a culture where innovation and new ideas are welcomed. 

− Place a high value on the needs and desires of customers. 

− Ensure that the Association delivers value for money when implementing solutions. 

  



 
 

 

 

We take action that delivers sustainable benefits to the people we work with, the communities 
we serve and the wider environment. 
 

Every customer’s situation is different. We get to know each one to make sure we help the best 
way we can. We listen to what they tell us, recognise their struggles, and act with 
understanding. 
 

We learn as much as possible about our areas of expertise to make sure our advice is always 
relevant and informed. We get to know our colleagues well, so we can ask for the right support 
and provide the best possible solution. 
We’re proactive and go beyond what’s expected – we persist where others would give up.. 
 

− Go above and beyond on a regular basis to ensure that stakeholders receive the best possible 
service. 

− Reflect on performance and behaviours to increase self-awareness. 

− Be open to learning new things every day 

− Utilise their skills and knowledge to benefit the team, department and Association. 

− Be flexible and adapt to changing circumstances. 

− Adapt their interpersonal style to the situations and people that they encounter. 

− Maintain a positive outlook at work. 

− Develop their resilience. 

− Speak with their line manager when issues arise, either at work or personally. 

− Show respect to everyone that they interact with. 

− Treat everyone as a valued individual. 
 

− Manage with empathy. 

− Take an interest in team members and other colleagues. 

− Encourage self-reflection and learning within their team. 

− Lead change. 

− Support team members and colleagues through change. 
 

− Create an environment that enables every employee to perform to the best of their ability. 

− Create a learning organisation. 

− Embrace and lead change. 

  



 
 

 

 

Managers, supervisors and team leaders should provide inspirational leadership for their teams 
and the Association as a whole. 
 

− Provide team members with clear direction. 

− Set and enforce appropriate standards of performance and behaviour. 

− Enthuse and motivate team members and colleagues. 

− Be committed to the Associations’ goals and objectives. 

− Have an approachable style of management while retaining appropriate boundaries. 

− Provide clear direction to their team. 

− Provide positive and constructive feedback. 

− Recognise individuals for their achievements. 

− Empower employees within appropriate boundaries. 

− Encourage their team through challenges and provide appropriate levels of support. 

− Assess training needs and provide development opportunities for team members. 

− Tackle poor performance. 

− Build trust and credibility. 

− Follow through when they undertake to do something. 

− Be aware of the capability of each team member and manage them appropriately. 

− Challenge negativity and bad practice in the workplace. 

− Seek input at an appropriate time and in an appropriate manner. 

− Provide a positive role model for employees. 
 

− Encourage colleagues and employees to take on challenging tasks and projects. 

− Make best use of diverse talents across the Association. 

− Set clear long and short term objectives. Monitor progress towards achievement of objectives. 

− Apply a situational leadership style. 

− Delegate interesting and challenging tasks to employees. 

− Empower employees to decide what has to be done and planned for the future. 

  



 
 

 

 

While decision making takes place at all levels of the Association, managers, supervisors and 
team leaders have a key role to play in supporting and encouraging effective decision making. 
 

− Gather and analyse relevant available data before making decisions. 

− Weigh business risks when making decisions. 

− Retain responsibility for success or failure of decisions made by the team while delegating 
appropriately. 

− Make clear and unambiguous decisions in collaboration with colleagues. 

− Consult with colleagues appropriately. 

− Communicate decisions clearly and concisely, including difficult decisions and decisions that will 
not be well received. 

− Make decisions in a timely and prompt manner. 

− Actively contribute thoughts and opinions at an appropriate time to ensure that decisions are 
made on the best information. 

− Reflect on the outcome of decisions that they make in order to learn for the future. 

− Plan ahead and set appropriate time-scales for involvement and / or consultation so that 
everyone who needs to be involved can have provide input for decisions. 

− Support team members when they make decisions. 

− Confident in their decision making. 
 

− Set clear levels of authority for decision making across the Association. 

− Hold directors, managers, supervisors, team leaders and employees to account when decisions 
need to be made. 

− Make tough choices in the best interests of the long-term sustainability of the Association. 

  



 
 

 

 

The Association should be run in an efficient manner, ensuring that it delivers value for money 
and excellent services. 
 

− Understand that decisions made in one department may impact across the business and takes 
steps to identify and mitigate such situations. 

− Deliver value for money and work within budgetary constraints. 

− Link the goals and objectives of team members to the Association’s strategic objectives to help 
employees understand how they contribute to the success of the Association. 

− Set performance standards for the team and individual team members. 

− Ensure that team and individual performance meets the standard that has been set. 

− Ensure that new and transferring employees are set clear performance targets as part of their 
induction. 

− Collaborate with colleagues across the Association to set and deliver on performance targets and 
business objectives. 

− Share information and data freely with colleagues. 

− Participate in Association-wide initiatives and projects that may not directly benefit their own area. 

− Promote an understanding of the work done by other teams and departments. 

− Encourage the Association to evolve and change in a planned and structured way to meet the 
changing needs of customers and stakeholders. 

− Develop processes and procedures that support and facilitate service delivery.. 
 

− Prioritise performance management. 

− Consider impact of decisions made in own area on other areas within the business. 

− Take collective responsibility for every performance indicator. 

− Accept feedback from outwith own area. 

− Set, review and revise 30-year financial model. 

− Are committed to the success of the entire Association 

− Consider business and reputational risks when implementing initiatives. 

  



 
 

 

 

Being resilient and unwavering to do whatever needs to be done to produce the best long-term 
results for the Association. 
 

− Not be deflected by problems or challenges. 

− Remain consistent and show unwavering resolve to do whatever needs to be done to produce 
the best long-term results for the Association. 

− Be resilient. 

− Review and revise goals based on sound data and evidence. 

− Clearly define the Vision, Values and Business Objectives for the Association. 

− Work openly with the Board of Management to determine the strategic direction of the 
Association. 

− Communicate in a clear and timely manner with the Board to ensure that it can make informed 
decisions about the strategic direction of the Association. 

 

 

 

 

Being alert and attentive to what is happening in world surrounding the Association to identify 
and take advantage of potential opportunities.  Understanding the wider implications of business 
decisions. 
 

− Scan the horizon. 

− Identify opportunities to improve. 

− Understand and react to the wider implications of business decisions and external developments. 

− Interpret the Association’s strategy into clear and understandable operational plans. 

− Analyse data to identify trends and patterns affecting the Associations’ strategy. 

  



 
 

 


