
 

 
The values Antrec wants to embody: 

 Doing the right thing for the right person at the right time – 
making every day matter 

 High performance – not stopping once an achievement has 
been reached, pushing forward and being the best, we can be. 

 Efficient use of resources – streamlining paperwork and 
maximising the use of technology 

 Doing the basics really well – quality is at the heart of 
everything we do 

 Being Highly successful as a consequence of hard work, doing 
things right but not being afraid of doing things differently  

 Challenging the ‘norm’ and looking for solutions rather than 
focussing on problems. 

 

Antrec’s People Values 
Integrity 

Personal Impact 
Continuous Improvement, Learning and Innovation 
Business Sense and Risk 

Achieving Results (Can do attitude) 

Service Excellence 

Managing Change 

Building and Maintaining Relationships 

Communication 



 

 
Integrity – To be seen as a role model and make 
people feel valued, involved and important 

  Evidence 

M
ust H

aves 

• Acts as a role model to others   
• Treats all colleagues and customers as 
individuals, recognising and valuing diversity   

• Has a positive approach to any situation   
• Turns a problem into an opportunity   

• Approachable to all   

N
ext Level 

• Gets to know individuals and their aspirations   

• Recognises the contribution of an individual in 
a way that is of value to that individual   

• Gives direction and explains what needs to be 
done and why   

• Has the courage to be creative and think 
outside the box   

 

Concerns:  

• Holds on to power, information and high profile work 

• Undermines others 

• Puts own agenda before the teams 

• Takes decisions but does not stand by them 

• Gets sucked into short term issues and loses sight of the longer term  

 
 
 
 
 
 
 
 
 
 



 

 
Personal Impact – Exude the confidence and willingness 
required to create the environment that make positive things 
happen 

  Evidence 

M
ust H

aves 

• Uses persuasion in a discussion or presentation   

• Plans approach in advance, ensuring proposals create greatest interest   

• Positions recommendations to meet decision maker’s needs   

• Takes questions and challenges without acting defensively   

• Gets others to see their point of view in a respectful way   

N
ext Level 

• Has the ability to influence a range of different people regarding the 
benefits of Antrec Limited   

• Ensures all recommendations are based on practical considerations   

• Adopts a range of strategies to ensure win-win results   
• Adapts style to suit different people, cultures and situations   

• Makes clear recommendations for action rather than presenting options   

 

 

Concerns:  
• Shows no concern for first impressions 
• Uses influence in a destructive way 
• Puts their foot in it by speaking without 
thinking 
• Focuses on symptoms rather than 
causes 
• Blames others and waits to be told what 
to do 

 

 

 

 

 

 

 



 

 
Continuous Improvement, Learning and Innovation – 
Encouraging other to learn and develop and taking ownership of 
your personal development 

  Evidence 

M
ust H

aves 

• Provides on the job demonstrations   

• Provides clear and detailed instructions 
  

• Shares knowledge relating to their job with others 
  

N
ext Level 

• Expresses a confidence in others to achieve potential   
• Encourages others to reject perceived limitations   
• Makes time to help people learn   
• Provides honest and constructive feedback to others   
• Shares common information and good practice   
• Applies learning from their own and other’s experiences and 
shares this within the team   

 

Concerns:  
Makes false promises 
Gives destructive and demotivating 
feedback 
Fails to demonstrate how a job should be 
done 
Little or no knowledge shared with others 
Providers insufficient supervision and 
guidance 

 

 

 

 

 

 

 

 



 

 
Business Sense and Risk – Making sound judgements about the 
levels of risk and having the ability to decide what should be 
done to eliminate or reduce the risk 

 
  Evidence 

M
ust H

aves 

• Understands the company’s strategic goals and objectives   

• Understands the consequence of their actions for the rest of the 
team 

  

• Understands and can promote key messages about Antrec Limited 
  

N
ext Level 

• Recognises the need to balance the commercial and social 
aspects of the business   

• Demonstrates the ability to undertake calculated business risk 
  

• Understands financial drivers and parameters and delivers 
business accordingly 

  
 

Concerns:  

Shows little or no concern for cost control 
and efficiency 
Demonstrates extreme caution 
Fails to take decisions if any uncertainty or 
ambiguity exists 
Fails to evaluate risk versus benefits 
Fails to understand the impact personal 
actions have on business performance 

 

 

 

 

 

 

 



 

 
Achieving Results (Can do attitude) - working in a constant 
search for better ways of being great in all aspects of the 
business, a task that doesn’t stop once an achievement has 
been reached. 

  Evidence 

M
ust H

aves 

• Makes decisions based on the interpretation of regulations and 
procedures   
• Explains decisions in a way which customers and colleagues can 
understand   

• Accepts responsibility for own decisions   
• Has an ability to plan and prioritise workload to meet deadlines and 
objectives   
• Monitors the progress of plans and ensures that action is taken to 
resolve delays   
• Understands the importance of quality and compliance when 
delivering results   

N
ext Level 

• Uses available information, past experience, own judgement and 
reasoning in decision making   
• Reviews the quality of personal decisions and modifies the 
decision making process   
• Assesses the implication of decisions on customers and 
colleagues   

 

Concerns:  

Shows little enthusiasm or commitment 
Avoids challenging and stretching tasks 
Fails to meet deadlines 
Backs down quickly in the face of criticism 
Fails to check detail / Quality of work 
Gives up at the first obstacle and struggles to 
recover from setbacks 

 

 

 

 

 

 



 

 
Service Excellence – Constantly driving customer services so it’s at the 
centre of all we do. High standards have got to be a way of life and the 
minimum levels expected. Our mantra of excellent in the new normal is 
standard across all of our services. 

  Evidence 

M
ust H

aves 

• Delivers a courteous and prompt service   
• Always delivers what has been promised and strives to exceed 
expectations wherever possible   

• Takes personal responsibility for resolving customer concerns 
  

• Demonstrates an enthusiastic, positive, can-do attitude   
• Records information accurately and collates information 
appropriately   

N
ext Level 

• Ensures knowledge is up to date in order to provide the best 
possible service and ensure customers / clients can rely on the 
advice   
• Ensures their advice complies with any legal or regulatory 
requirements   
• Consults with other specialists to ensure clients receive the best 
advice   
• Develops an excellent understanding of individual customer needs, 
analyses situations and responds appropriately   
• Presents advice and solutions so that the customer can assess 
implications prior to making decisions   
• Treats each contact with customers as an opportunity to impress 
them with the service offered   
• Actively seeks feedback from customers and responds accordingly 
and appropriately. Acts as the key interface between the business 
and our customers   

 

Concerns:  

Ignores or avoids customer needs 
Let’s people down and fails to keep a promise 
Misunderstands the customer needs 
Fails to recognise who the customer is 
Spots problems for the customer but ignores them 

 
 
 
 
 



 

 
Managing Change - Evaluating the necessary change required to 
achieve company goals. Maintaining a positive character and 
facilitating changes to support business growth. 

  Evidence 

M
ust H

aves 

• Implements improvement to processes and procedures as required   
• Maintains a sense of pace and urgency so that change initiatives 
do not stagnate   

• Shows a willingness to accept new challenges   

• Demonstrates flexibility by willingly coping with a changing 
environment   

• Is supportive and positive about changes within the location / 
company   

N
ext Level 

• Encourages others to look at change positively   
• Seeks ways of using personal strengths / skills to bring in change 
smoothly   

• Encourages customer and, where appropriate, partner input to aid 
improvement   

• Explains the implication of change to customers and partners   

• Communicates the reason and benefit of change   

 

Concerns:  

Fails to implement instructions or suggestions 
Doesn’t take change seriously 
Slow in application or resists what's required 
Stuck with the tried and tested 
Fails to keep expertise up to date 

 

 

 

 

 

 

 

 



 

 
 

Building and Maintaining Relationships – having the knowledge, skills, 
strategies and styles required for building lasting and effective working 
relationships  

  
Evidence 

M
ust H

aves 

• Presents a good image of the company to customers and partners   
• Builds rapport and trust by taking a real interest and by meeting 
needs   

• Has the ability to empathise with customers and colleagues   

• Acts with honesty and integrity   

• Treats others as they would expect to be treated 
  

N
ext Level 

• Has an ability to manage excellent relationships with customers 
and partners   
• Builds trust by making their specialist knowledge available and 
understandable to customers and partners   
• Demonstrates an understanding of peoples’ circumstances   
• Has the ability to handle objections sensitively and constructively   
• Grasps non verbal clues and reacts sensitively   

• Gives objective advice based on sound evidence and analysis   
 

 

Concerns:  

Is hostile and aggressive towards others 
Fails to build contact with others beyond 
own area of expertise / activity 

Uses the same approach with everyone 

Ignores clear non-verbal cues from others 

Fails to help others or with-holds required 
information 

 
 
 
 



 

 
 

Communication – Understanding what your message is, the audience you 
are sending it to and the impact it will have. You must also weigh up the 
circumstances surrounding your communications such as situational and 
cultural context. 

  Evidence 

M
ust H

aves 

• Explains clearly what is required and the reasons 
for the request   

• Interacts with colleagues and customers 
confidently   

• Has the ability to communicate effectively with all 
individuals calmly, courteously and tactfully   

• Listens and demonstrates understanding   

• Competent responding in writing letters, emails 
and enquiries   

• Uses IT to communicate when appropriate and 
available   

N
ext Level 

• Takes account of the audience and key messages 
when communicating with others and adapts style 
and method to best effect 

  

• Has the ability to challenge, influence and 
persuade   

• Is able to engage clients and partners   
• Is able to talk to groups and individuals   
• Explains procedures without using jargon   
• Involves people in deciding what has to be done 
and how   

• Adapts style to suit different people and situations   
 

Concerns:  

Is consistently unclear 

Uses too much jargon 

Overloads with too much irrelevant 
information 

Misleads or misinforms others 

Mainly uses closed or leading questions 

 


