	Explanation of HERA Elements & Sample Evidence


	Communication:  

	Covers communication through written, electronic or visual means and oral communication, in both informal and formal situations.  This may include the need to convey basic factual information clearly and accurately; conveying information in the most appropriate format; and explaining complex or detailed specialist information.

	Examples may include:
Oral

· Handle routine enquiries from members of staff within the School/Service and across the University, using set policies and procedure, accurately and in a timely manner.  
· Excellent negotiation and interpersonal skills are required to interact with senior managers across the University to inform them of changes to service.  
· Communicate effectively on a weekly basis with staff at all levels across the University and negotiate, listen, understand and articulate customer requirements and propose pragmatic solutions.

· Occasionally required to explain issues in a sensitive manner that can be easily understood by the recipient.

Written

· Provide written reports and committee papers explaining why and how a complex system should be implemented within the University.

· Present papers at international conferences.  

· Convey new legal requirements and their implications to colleagues.

· Take minutes at meetings.

· Produce policies and procedures.



	Teamwork and Motivation: 

	Covers team work and team leadership when working in both internal and external teams.  This may include the need to contribute as an active member of the team; motivating others in the team; and providing leadership and direction for the team.   


	Examples may include:
· Strategically lead and motivate a team of staff, develop team working to achieve outstanding results through effective performance management.
· Monitor delivery of agreed team outcomes.

· Ensure colleagues understand what is to be achieved and by when.

· Participate and contribute to weekly management meetings.


	Liaison and Networking: 

	Covers liaising with others both within and outside the institution and creating networks of useful contacts.  This may include passing on information promptly to colleagues; ensuring mutual exchange of information; influencing developments through one’s contacts; and building an external reputation.  Liaison is making one-off contacts for work related reasons.  A network in an interconnecting group of people who exchange information, contact and experience on a recurrent basis for professional purposes connect with the role.


	Examples may include:
· Build and maintain external professional relationships relevant to the needs of the University and represent the University as appropriate.
· Establish and maintain effective working relationships at all levels both internally and externally.

· Utilise effective negotiation and networking skills, in order to build and maintain internal and external networks to benefit the University.
· Exchange information with other staff for effective working (e.g. checking availability for meetings, making room bookings).  

· Participate in Administrator’s network to exchange information on effective ways of working.



	Service Delivery: 

	Covers the provision of help and assistance to a high standard of service to students, visitors, members of staff and other users of the University.  This may include reacting to requests for information or advice; actively offering or promoting the services of the institution to others; and setting the overall standards of service offered.
The term customer is used in its broadest sense to include anyone who consumes or benefits from the services provided by role holders and includes other members of staff as well as students, visitors and clients.


	Examples may include:
· Provide a responsive and accurate service to staff and external contacts.
· Set up and monitor service standards by seeking and acting upon customer feedback.

· Provide a responsive service based on staff and student needs.  Contact is normally initiated by the customer.

· Identify changes to users’ needs by obtaining feedback from staff and students.  

· Discuss feedback obtained with Line manager with a view to modifying the service provided.

· Contact potential customers to let them know of new services.

· Set and maintain service standards.


	Decision Making Processes and Outcomes: 

	Covers the impact of decisions within the institution and externally. This may include decisions which impact on one’s own work or team; decisions which impact across the institution; and decisions which could have significant impact in the longer term within or outside the institution.
Decisions include those made by the role holder alone, in conjunction with others and the provision of advice to others to aid their decision making.


	Examples may include:
· Contribute to University Committee decision making including taking the initiative to put items forward for the agenda and presenting papers/ideas at the meeting.  Provide full information to assist University Committees to make decisions.
· Encourage own staff to take appropriate decisions through delegation of appropriate responsibility and accountability.

· Responsible for day-to-day decisions relating to diary and office management.
· Make independent decisions on a daily basis in relation to all aspects of the work of the school/service; purchase low cost items using the company visa card.

· Provide information to academic staff to help them make decisions about the purchase of new equipment.

· Develop new services or change existing work practices that affect broad areas of the institution.

	Planning and Organising Resources: 

	Covers organising, prioritising and planning time and resources, be they human, physical or financial.  This may include planning and organising one’s own work; planning work for others on day to day tasks or on projects; carrying out operational planning; and planning for coming years.

	Examples may include:
· Ensure the smooth running of the laboratory/office; plan and prioritise own workload in accordance with agreed objectives.

· Have the ability to work under pressure and to prioritise workload with minimal supervision/guidance to ensure high standards of application, care and accuracy in self and others.

· Manage a specific project, e.g. organising a conference or event.

· Project Management:  monitor progress and keep to timescales.
· Manage staff.

· Contribute to the School/Service annual plan.
· Set objectives for team using the University’s PDR/appraisal system.




	Initiative and Problem Solving: 

	Covers identifying or developing options and selecting solutions to problems which occur in the role.  This may include using initiative to select from available options; resolving problems where an immediate solution may not be apparent; dealing with complex problems; and anticipating problems which could have major repercussions.

	Examples may include:
· Investigate and resolve student complaints.

· Take a lead role in moving forward projects, bringing forward new ideas and resolving issues at both organisational and individual level.

· Use initiative and creativity where the optimal solution may not be immediately apparent, e.g.  handling difficult meetings, complaints, grievances.

· Manage and balance the School/Service budget and resources against needs and plans.

· Investigate areas of ineffective working or systems failure and develop approaches to improve operational effectiveness by introducing a new system or simplyfying practices.

· Design new courses or programmes of study to attract students.

	Analysis and Research: 

	Covers investigating issues, analysing information and carrying out research.  This may include following standard procedures to gather and analyse data; identifying and designing appropriate methods of research; collating and analysing a range of data from different sources; and establishing new methods or models for research, setting the context for research.

	Examples may include:
· Monitor the budget and check and report any anomalies.
· Collate, monitor and authorise payroll data.

· Carry out research on new resources, including software.

· Conduct and analyse student satisfaction surveys.

· Conduct research in own subject area
· Develop methodologies and design data gathering and analytical techniques.

· Have the ability to assess legal developments in depth to guage when and how to seek expert advice.

· Analyse potential opportunities or problems in order to recommend ways forward for the University.

· Benchmark against other universities in order to assure quality of service.


	Sensory and Physical Demands: 

	Covers the sensory and physical aspects of the role required to complete tasks.  This may include physical effort, co-ordination and dexterity, using aural evidence to assess next actions; applying skilled techniques and co-ordinating sensory information; and high levels of dexterity where precision or accuracy is essential.

	Examples may include:
· Responsible for moving expensive equipment around the laboratories.

· Responsible for setting up and dismantling data projector and audio visual equipment in laboratories.

· Required to use a computer for more than 50% of working time.

· Responsible for the operation and repair of highly specialised, hazardous or complex tools, equipment or instruments.



	Work Environment: 

	Covers the impact the working environment has on the individual and their ability to respond to and control that environment safely.  This may include such things as the temperature, noise or fumes, the work position and working in an outdoor environment.

	· Required to understand Health and safety issues and to take management responsibility for staff.

· Required to work in a relatively stable office environment.

· Required to provide advice to staff and students on safe working practices within own area of responsibility. 
· Required to follow safety procedures using machinery or electrical equipment.

	Pastoral Care and Welfare: 

	Covers the welfare and well being of students and staff within the institution, in both informal and formal situations.  This may include the need to be aware of the support services available; giving supportive advice and guidance; and counselling others on specific issues.

	· Required to deal with students who are experiencing difficulties that affect their studies.  At times these difficulties are complex and involve relationships, finance and housing as well as academic issues.  Guidelines and training are provided but must be able to assess the situation and to refer elsewhere when required.

· Required to provide supportive advice and guidance to team on HR procedures and practices including dealing with requests for special leave and absence management.
· Required to work in a confidential environment and to deal sensitively with individuals.

· Required to manage disciplinary procedures within the team and occasionally to deal with complex personal problems.

· Required to be sensitive to colleagues in the work area.
· Expected to respond with sensitivity and tact where necessary to staff and students and to pass the individual on to a recognised contact, where required.

	Team Development: 

	Covers the development of the skills and knowledge of others in the work team.  This may include the induction of new colleagues; coaching and appraising any individuals who are supervised, mentored or managed by the role holder; and giving guidance or advice to one’s peers or supervisor on specific aspects of work.

	· Required to co-ordinate the induction and training of new staff.

· Responsible for acting as a mentor for new colleagues.

· Expected to take the lead in helping colleagues make use of computer based teaching methods.

· Required to conduct regular staff appraisals, one-to-one meetings, quarterly reviews and to identify learning and development needs.



	Teaching and Learning Support:

	Covers the development of the skills and knowledge of students and others who are not part of the work team.  This may include providing instruction to students or others when they are first using a particular service or working in a particular area; carrying out standard training; and the assessment and teaching of students.
Any activity aimed at supporting the learning of others outside the team identified above is included here. 


	· Explains the use of the library, computing or laboratory facilities to students, other staff or visitors.
· Required to design and run staff training courses.

· Demonstrates the use of models and kits to students as required and to groups of students in supervised sessions.

· Delivers and assesses a course, module or part of an undergraduate degree scheme.

· Acts as academic supervisor.


	Knowledge and Experience
	Make distinction between desirable (D) and essential (E).

	Covers the relevant knowledge needed to carry out the role, however acquired, whether this is technical, professional or specialist.  This may include the need for sufficient experience to carry out basic, day to day responsibilities; the need for a breadth or depth of experience to act as a point of reference for others; and the need to act as a leading authority in one’s field or discipline.

	· Ability to lead the teaching of a discipline or lead a significant area of research.

· Sufficient experience to deliver lectures in a broad subject area.

· Educated to degree level.

· Appropriate professional qualification.

· Track record of successful delivery of the provision of services in a demanding user-focused environment.  



	Knowledge and Experience (continued)
	Make distinction between desirable (D) and essential (E).

	
	· Management/supervisory skills.

· Knowledge of word processing packages.

· Excellent communication and interpersonal skills.  

· Ability to manage change and to adapt to unexpected demands.
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