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Behaviours Framework

This document seeks to define a set of core behaviours for how we are expected to approach our work within Citizens Advice in North
and West Kent. It was been co-designed by all our people, with workshops amongst management, staff and volunteer teams, to draw
together the behaviours and expectations which we believe are essential for our organisation to be inclusive and effective within our
community.

Behaviours demonstrate the attitudes and approach we take to our work. They are how we do things, how we treat others, what we say
and how we say it, and how we expect to be treated by others.

The framework details the behaviours and attitudes required of all our people to support the delivery of our Strategy and meet our
commitments to our clients and ourselves. Our behaviours link closely to our Citizens Advice values:

e We are inventive
e We are generous
e We areresponsible
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We are inventive

Behaviours we value:

L . We question ourselves and others with respect, to make

= We are open to others and their views and ideas. = e B
things better.

— We are creative, practical and pragmatic.

— We change when things are not working.
= We are adaptable and not afraid to try new things or

. . = We draw on diverse perspectives to ensure solutions are
learn by getting things wrong.

as inclusive as possible.

commitments
to our clients and
ourselves:

We are generous We are responsible

+ You won't struggle to get help from us.

+ Our service will feel joined up.

Behaviours we value: Behaviours we value:

+ You'll get the level of support you need.

+ We'll help you find a way forward, whatever your problem. = We take ownership of our
work and do what we say

we will do.

— We are trustworthy and honest.

+ You know that we'll speak up for you.

= We show respect and
consideration for others in

the way we act and = We take responsibility for
communicate. our actions and decisions.

+ We'll make it easier for CANWK Advisers to give advice.

= We are non-judgemental and welcoming. — We review our own performance and ask for feedback to

. . ' learn and improve.
= We see diverse working styles as an asset and take the time P

to understand what people need from us to work well. = We use our initiative to solve problems.

= We are empathetic with both colleagues and clients. — We keep others informed when we are aware of

= We are kind and supportive. potentialisstes.

= We are always mindful of our commitment to client

= We recognise and value each other's successes and ; -
confidentiality.

achievements.
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