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Key Accountabilities for Manager Roles 

 

 Ensures implementation of decisions within own team 

 Works collaboratively internally to ensure work is accomplished and stakeholder needs are met 

 Makes decisions with low to moderate degree of risk with respect to own area of specialty 

 Contributes to managing budget 
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Achieving Results Leading Effectively Thinking Critically Personal Effectiveness 

Collaboration Developing Others Business Acumen Interpersonal Sensitivity 

The intention to collaborate and engage 
constructively with others, to be part of a team, 
to work together, as opposed to working 
separately or competitively. Collaboration 
involves promoting a positive climate, resolving 
conflict, and creating alignment within and 
across internal and/or external groups/partners. 

The genuine intent to foster the long-term learning 
or development of others through coaching, 
managing performance and mentoring in order to 
stretch and challenge others to actualize core 
values of the healthcare system, achieve higher 
level goals and develop new skills/competencies. 
The individual’s actions are driven by a genuine 
desire to develop and empower others, rather than 
simply a need to transfer skills to complete tasks. 

The ability to understand the 
business implications of 
opportunities and decisions and to 
implement successful business 
strategies that improve the 
functioning of the organization. It 
requires an awareness of issues, 
processes and outcomes as they 
impact the organization’s and 
stakeholders’ strategic direction. 

Acting to understand and respond 
appropriately to the concerns of 
others. It involves practicing active 
listening when interacting with 
individuals or groups. It includes the 
ability to reflect on verbal and non-
verbal behaviour and communicate 
effectively. 

Impact and Influence Holding Self and Others Accountable Strategic Orientation Leadership Presence 

Implies an intention to advocate, motivate, 
persuade, convince, or influence others 
(individuals or groups) in order to gain their 
support and commitment. It also includes the 
desire to effectively gain the support, 
collaboration or commitment of others to an 
idea, plan or course of action, which may 
include supporting a cause or issue – speaking 
up, drawing the attention of others to an 
important issue, and directing decision makers 
towards a solution. Requires the ability to 
communicate effectively. 

Outstanding leaders expect the best from 
themselves and others and position others and the 
organization for success by establishing 
appropriate levels of responsibility, holding them to 
account for delivery of agreed upon objectives and 
implementing appropriate positive/negative 
consequences. They hold team members and/or 
others accountable to execute to high standards of 
excellence, and they hold themselves accountable 
to the same or higher standards. They provide 
clear directions, priorities and expectations. They 
consistently monitor performance and provide 
corrective feedback when performance is not up to 
the standards. They confront performance issues 
directly and promptly, and will not hesitate to take 
action (e.g., terminating poor performers) when 
improvement is not forthcoming. 

The ability to understand the 
business implications of decisions 
on one’s role, and link daily work to 
the organization’s strategy. This 
ranges from a simple understanding 
to a sophisticated awareness of the 
impact of the world at large on 
strategies and choices. This 
includes the ability to take a long-
term perspective on the nature of 
healthcare and the community 
served by the organization, charting 
a course that delivers results today 
and well into the future. 

The ability to develop and maintain a 
sense of presence and emotional 
maturity that is anchored in: an 
accurate awareness of one’s 
strengths and limitations; an 
understanding of one’s own 
emotions and the impact of one’s 
behaviour on others; consistent 
behaviour that is congruent with 
personal and organizational values; 
appropriate management of 
emotions; demonstration of 
resilience in a range of complex and 
demanding situations; and, an inner 
confidence that one can succeed 
and overcome obstacles. 

Organizational Awareness 

The ability to learn and understand and learn 
the key relationships, diverse interest groups 
and power bases within one’s own and other 
organizations with which one interacts and in 
the wider community, and to use that 
understanding to lead healthcare services more 
effectively. 

Visionary Leadership   

The ability to inspire others to work toward 
common goals by increasingly engaging and 
empowering them. It involves providing inspiration, 
clarity and direction through a compelling vision of 
the future. This includes focusing the team on 
priorities, leading and supporting the team through 
change, holding the team accountable, soliciting 
the team’s input to form plans, and inspiring the 
courage to challenge team process, and the 
commitment to achieve personal, team and 
organizational goals. 

Planning, Coordination & Execution 

The ability to plan and coordinate work, 
understand and effectively manage resources, 
prioritize steps to be taken, anticipate potential 
issues/barriers and develop contingency plans 
to address these, and execute individual and 
team activities in a way that ensures the 
achievement of a set of objectives. At the 
highest levels, individuals are able to achieve 
desired results on a consistent basis despite 
having to deal with unpredictable or unexpected 
circumstances. 

Service and Quality Orientation 

The desire to provide quality, patient-centered 
care. It means focusing one’s efforts on 
discovering the expressed and unexpressed 
needs of customers, patients and stakeholders, 
and meeting these needs. It is about ensuring 
quality and patient safety in the delivery of 
services, and complying with existing rules, 
regulations and legislation. It is expressed in 
the monitoring of service information, insisting 
on clarity of roles and expectations, and setting 
up and maintaining systems that enhance 
quality and maximize efficiencies. 
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Achieving Results 

Competency Definition Behavioural Indicator 

Collaboration The intention to collaborate and engage 
constructively with others, to be part of a 
team, to work together, as opposed to 
working separately or competitively. 
Collaboration involves promoting a positive 
climate, resolving conflict, and creating 
alignment within and across internal and/or 
external groups/partners. 

Solicits Input and Shares with Others 

 Engages others (e.g., team members, peers, colleagues, external partners) 
in changing overall plan, goal or initiative to fit evolving situation. 

 Solicits ideas and opinions from others to help form specific decisions or 
plans. 

 Actively seeks to learn from others. 

 Brings together relevant individuals to discuss areas of conflict and 
facilitates consensus-based decisions as required. 

 Seeks to gain support and collaboration from key stakeholders/partners and 
the community. 

 Actively shares ideas, opinions and expertise with others not in their team.  

Impact and 
Influence 

Implies an intention to advocate, motivate, 
persuade, convince, or influence others 
(individuals or groups) in order to gain their 
support and commitment. It also includes the 
desire to effectively gain the support, 
collaboration or commitment of others to an 
idea, plan or course of action, which may 
include supporting a cause or issue – 
speaking up, drawing the attention of others 
to an important issue, and directing decision 
makers towards a solution. Requires the 
ability to communicate effectively. 

Calculates Impact of Actions or Words 

 Adapts a presentation or discussion, in terms of style, mode and tone, to 
appeal to the interest and level of others and according to the issue being 
addressed. 

 Anticipates the effect of one’s words or actions on others’ perceptions of 
himself/herself. 

 Recognizes who the key stakeholders and decision-makers are, and targets 
them specifically to ensure they clearly understand the benefits of proposed 
actions. 

 Clarifies complex concepts/proposals in terms that are appropriate for the 
audience. 

 Uses targeted arguments to convince customers/stakeholders/leaders of the 
value and importance of their participation or to push an issue forward. 

 Sells own ideas by linking them to the values, needs and goals of others. 

 Presents arguments in the context of mutually beneficial outcomes. 

 Takes well thought out dramatic or unbiased action in order to have a 
specific impact. 

 Identifies and creatively uses the needs, self-interest and shared outcomes 
of an individual when persuading. 

 Deliberately plans an approach, or steps in an argument, that will be 
successful with a particular audience or interest group, including 
understanding the sensitivities surrounding different individuals and 
adapting language, tone, style and content of communications appropriately. 

Organizational 
Awareness 

The ability to learn and understand and learn 
the key relationships, diverse interest groups 
and power bases within one’s own and other 
organizations with which one interacts and in 
the wider community, and to use that 
understanding to lead healthcare services 
more effectively. 

Understands Climate and Culture 

 Recognizes unspoken organizational limitations – what is and is not 
possible at certain times or in certain positions in a given local or national 
climate – in terms of health service provision. 

 Is keenly aware of group norms and the way things have been customarily 
done. 

 Recognizes and uses the organizational culture and language, etc., that will 
produce the best response. 

Continued on next page
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Achieving Results, continued 

Competency Definition Behavioural Indicator 

Planning, 
Coordination 
& Execution 

The ability to plan and coordinate work, understand and 
effectively manage resources, prioritize steps to be taken, 
anticipate potential issues/barriers and develop contingency 
plans to address these, and execute individual and team 
activities in a way that ensures the achievement of a set of 
objectives. At the highest levels, individuals are able to 
achieve desired results on a consistent basis despite having 
to deal with unpredictable or unexpected circumstances. 

Coordinates Activities Involving Others Within One’s 
Team 

 Prioritizes team’s involvement on several simultaneous 
initiatives. 

 Organizes work and assignment of tasks to maximize 
efficiency. 

 Optimizes their own and/or the team’s schedule by taking 
time to organize the work environment. 

Service and 
Quality 
Orientation 

The desire to provide quality, patient-centered care. It means 
focusing one’s efforts on discovering the expressed and 
unexpressed needs of customers, patients and stakeholders, 
and meeting these needs. It is about ensuring quality and 
patient safety in the delivery of services, and complying with 
existing rules, regulations and legislation. It is expressed in 
the monitoring of service information, insisting on clarity of 
roles and expectations, and setting up and maintaining 
systems that enhance quality and maximize efficiencies. 

Monitors and Improves Quality, Safety and Service 

 Anticipates patient, customer or stakeholder needs and 
ensures organization/region services exist to meet those 
needs. 

 Builds an independent opinion on customer, patient or 
stakeholder needs, problems, or opportunities and 
possibilities for implementation (e.g., recommends 
approaches that are new and different). 

 Acts proactively to help ensure or improve quality service 
that achieves evidence-based best practices in service 
delivery. 

 Helps others understand how specific services fit together 
in the organization. 
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Leading Effectively 

Competency Definition Behavioural Indicator 

Developing 
Others 

The genuine intent to foster the long-term learning or 
development of others through coaching, managing 
performance and mentoring in order to stretch and challenge 
others to actualize core values of the healthcare system, 
achieve higher level goals and develop new 
skills/competencies. The individual’s actions are driven by a 
genuine desire to develop and empower others, rather than 
simply a need to transfer skills to complete tasks.  

Coaches Others and Provides Advice Relative to 
Competency Acquisition  

 Gives specific constructive feedback for developmental 
purposes.  

 Coaches others by providing feedback relative to learning 
new competencies.  

 Reassures and/or expresses positive expectations for 
future performance when giving corrective feedback after a 
setback.  

 Gives individualized suggestions for improvement.  

 Gives others specific opportunities, wherever possible, to 
stretch their capabilities and practice new skills. 

Holding Self 
and Others 
Accountable 

Outstanding leaders expect the best from themselves and 
others and position others and the organization for success by 
establishing appropriate levels of responsibility, holding them 
to account for delivery of agreed upon objectives and 
implementing appropriate positive/negative consequences. 
They hold team members and/or others accountable to 
execute to high standards of excellence, and they hold 
themselves accountable to the same or higher standards. 
They provide clear directions, priorities and expectations. 
They consistently monitor performance and provide corrective 
feedback when performance is not up to the standards. They 
confront performance issues directly and promptly, and will 
not hesitate to take action (e.g., terminating poor performers) 
when improvement is not forthcoming. 

Gives Corrective Feedback 

 Consistently monitors own and others’ performance against 
clearly articulated expectations using a wide range of 
metrics. 

 Gives corrective feedback in private when performance 
does not meet standards. 

 Warns people about the consequences of continued sub-
standard performance. 

Visionary 
Leadership 

The ability to inspire others to work toward common goals by 
increasingly engaging and empowering them. It involves 
providing inspiration, clarity and direction through a compelling 
vision of the future. This includes focusing the team on 
priorities, leading and supporting the team through change, 
holding the team accountable, soliciting the team’s input to 
form plans, and inspiring the courage to challenge team 
process, and the commitment to achieve personal, team and 
organizational. 

Empowers the Team to Contribute 

 Solicits contributions and incorporates ideas to help make 
decisions or plans or as input into change initiatives.  

 Encourages differing opinions when building consensus 
and manages conflicts when necessary. 

 Demonstrates respect for the valuable contributions of 
others. 

 Creates a supportive environment for change. 

 Continually evaluates the change process, accepting 
relevant input from others, and makes necessary 
adjustments to maximize effectiveness. 
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Thinking Critically 

Competency Definition Behavioural Indicator 

Business 
Acumen 

The ability to understand the business implications of 
opportunities and decisions and to implement successful 
business strategies that improve the functioning of the 
organization. It requires an awareness of issues, processes 
and outcomes as they impact the organization’s and 
stakeholders’ strategic direction. 

Demonstrates a Business Orientation  

 Balances revenue and cost control when making decisions 
that impact the unit/program. 

 Actively seeks feedback from customers, patients, 
employees and other stakeholders on strategies to improve 
performance. 

 Decisively addresses and resolves business problems that 
impact programs and other areas of the organization. 

Strategic 
Orientation 

The ability to understand the business implications of 
decisions on one’s role, and link daily work to the 
organization’s strategy. This ranges from a simple 
understanding to a sophisticated awareness of the impact of 
the world at large on strategies and choices. This includes the 
ability to take a long-term perspective on the nature of 
healthcare and the community served by the organization, 
charting a course that delivers results today and well into the 
future. 

Understands and Aligns Current Actions with Strategic 
Goals 

 Analyzes and comprehends operational and service area 
goals and strategies developed by others. 

 Prioritizes own work in alignment with business goals. 

 Reviews own and team’s actions and priorities against the 
organization’s business plan, and adjusts actions/ priorities 
accordingly. 

 Develops and defines unit objectives and goals in line with 
larger organizational goals. 

 Uses common sense and past experience to understand 
issues in the business. 

 

 



 

 
 

 
 

 

Manager 

 

 © Ontario Hospital Association. All Rights Reserved. 7/7 

 

 

Personal Effectiveness 

Competency Definition Behavioural Indicator 

Interpersonal 
Sensitivity 

Acting to understand and respond appropriately to the 
concerns of others. It involves practicing active listening when 
interacting with individuals or groups. It includes the ability to 
reflect on verbal and non-verbal behaviour and communicate 
effectively. 

Makes Insightful Assessments 

 Is capable of accurate assessment and sensitivity to the 
underlying complex root causes of individual or group 
behaviour patterns. 

 After assessing an issue, takes appropriate action to 
resolve workplace related issues/problems and conflict. 

Leadership 
Presence 

The ability to develop and maintain a sense of presence and 
emotional maturity that is anchored in: an accurate awareness 
of one’s strengths and limitations; an understanding of one’s 
own emotions and the impact of one’s behaviour on others; 
consistent behaviour that is congruent with personal and 
organizational values; appropriate management of emotions; 
demonstration of resilience in a range of complex and 
demanding situations; and, an inner confidence that one can 
succeed and overcome obstacles. 

Demonstrates Personal Courage 

 Rises to, and relishes, a range of challenges. 

 Has the confidence to involve others in support of a 
particular goal. 

 Recognizes how challenges to one’s personal values are 
likely to trigger certain responses in them. 

 Understands the likely implications and impact of one’s 
emotions, both on self and others, in a range of situations.  

 Develops and effectively utilizes a range of coping 
mechanisms (e.g., may temporarily withdraw from a 
stressful situation, create time-out for reflection or 
recuperation) and/or seeks support from peers/others. 

 Is prepared to support others who are acting consistently 
with core values. 

 


