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-I ‘ STRATEGIC
THINKING

A systematic process of envisioning a desired future
for the department; translating this vision into defined
cross-functional objectives and steps to achieve them.

1. Has a long-term vision and outlines where the
department wants to be, and how it wants to be seen in
the Line of Business in which it operates.

2. Anticipates strategic issues, opportunities and risks in the
Line of Business internal and external environment.

3. Generates and communicates broad and compelling
department strategy and direction, inspiring others to
pursue that same direction.

4. Develops challenging but achievable objectives and
initiates actions to optimize resources for the achievement
of results.




OPERATIONS
DEVELOPMENT

A practice of planned and systematic change mechanism
in the processes and practices of the department
operations to enable Raya to better adapt to the dynamic
business environment, markets and technologies.
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1. Actively seeks new business opportunities to expand the
operation or do operational changes whenever needed.

2. Directing the department operations and strategy
seeking worldwide best practices.

3. Communicates well the foundations of any needed
change across the Line of Business and deals effectively
with resistance.

4. Facilitates a participative decision-making process
regarding business changes and critical decisions.




3 ‘ INFLUENCING
OTHERS

Gaining alignment and convincing others to achieve
the vision and strategy of the Line of Business.

1. Leading by example and serving as a role model that
other people want to follow.

2. Establishes and maintains relationships with a broad
range of people to understand needs and gain support.

3. Empowers direct and indirect reports to translate vision
into results and clear business objectives.

4. Anticipates and resolves conflicts by pursuing the buy-in
of direct and indirect reports.




4 ‘ DEVELOPING
SUCCESSORS

Helps direct and indirect reports to acquire the
awareness, confidence and resources necessary to
fulfill their potential and career growth.

1. Identifying the department critical positions and putting
an action plan for filling these positions on the short and
long run.

2. Helps direct and indirect reports assume more
challenging roles and opportunities and grow within Raya.

3. Providing and encouraging using the suitable
development tools for facilitating the professional growth
of direct and indirect reports.

4, Coaches and shares expertise to provide advice for direct
and indirect reports to meet their career aspirations.




5 ‘ CUSTOMER
CENTRICITY

Building the department identity and vision towards a
customer centric environment.

1. Designing and communicating the department strategy
around exceeding internal and external customer
expectations.

2. Help critical business customers achieve broader
business goals through Raya rather than just conducting
individual business deals with the Line of Business.

3. Encouraging innovation and flexibility in the business
operations to meet internal and external customer
expectations.

4, Making sure there are systems in place in all business
areas that turn the voices of customers into actions.
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-I ‘ FORWARD
THINKING

Ability to envision the big picture for the Line of
Business operations and how it fits in the whole
market/industry.

1. Foresees where current market trends will lead, and how
they may influence the Line of Business operations.

2. Translates the vision of the Line of Business into clear
operational strategies to be implemented on the ground.

3. Analyzes business opportunities and decisions based on
long-term pay-offs or outcomes.

4. Forms and articulates a clear picture of the future the
organization should strive for and communicates it with
stakeholders.




2 ‘ BUSINESS
ACUMEN

Understanding of the methodologies, processes and
systems allowing the department to create value for its
stakeholders.

1. Deep understanding of critical interdependencies across the
Line of Business business functions and analyze the long-term
and short-term consequences of decisions on all of them.

2. Deep understanding of the drivers of growth, profitability,
cashflow and the Line of Business financial statements, key
performance measures and understands the implications of
decisions on value creation.

3. Deep understanding of the internal and external customers’
needs, and the value each customer brings to the business.

4. Deep understanding of the internal and external business
environment and how their dynamics affect the department
operations.




N
INTERNAL AND
EXTERNAL
NETWORKING

Builds and maintains effective and constructive

working relationships, partnerships and networks of
contacts with people who are, or might someday be,
instrumental in achieving the Line of Business goals.

1. Builds networks with parties that can enable the
achievement of the department strategy and goals.

2. Keeps connected to industry experts for advisory
whenever the situation permits.

3. Actively seeks and participates in external events for
networking with industry experts and knowledge sharing.

4. Seeks to build connections with and between individuals
and teams that may be of mutual benefit to each other,
and foster a climate that encourages cross-organizational
collaboration.




DU
TEAM

EMPOWERMENT

AND DEVELOPMENT
N

Encouraging the development of direct and indirect
reports by providing a supportive environment for
enhanced performance and career growth.

1. Discusses team career growth and aspirations with
direct and indirect reports openly and provides support to
achieve these goals.

2. Facilitating on-the-job opportunities for supporting
direct and indirect reports’ career growth and continuous
learning.

3. Provides opportunities for development through
assignments, mentoring and coaching for each team
member to meet their career aspirations.

4. Encourages risk-taking and supports creativity and
initiative from team members.




5 ‘ CUSTOMER
CENTRICITY

Ability to build the department operations with a focus
on customer centricity.

1. Establishes and maintains productive partnerships with
internal and external customers by gaining their trust and
respect.

2. Monitors ongoing changes inside and outside the
customers’ environment to anticipate needed proactive
actions.

3. Embedding customer centricity in all department-
related processes and policies.

4. Making sure all employees understand their role in
delivering exceptional customer experiences.
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-I ‘ RESULT
ORIENTATION

Identifying the fastest, most efficient and effective
way to achieve the best business/operational results
possible.

1. Demonstrates a clear understanding of department
objectives and desired outcomes, as well as all factors
affecting results.

2. Develops challenging but achievable objectives for the
team while providing all needed resources to achieve
them.

3. Seeks to understand reasons for obstacles that hinder
achieving objectives and finds ways to overcome them.

4, Develops measures to assess objective achievement
while highlighting learnings for better future results.




2 ‘ OPERATIONAL
AWARENESS

Uses knowledge of the Line of Business operations and
external environment affecting it to solve problems and
accomplish goals.

1. Understands how the role of own department relates to
and impacts other departments; sees the interrelationships
between parts of the Line of Business.

2. Understands internal and external business environments
and theirimpact on the Line of Business operations.

3. Knows the logic behind key policies, practices and
procedures, and seeks their improvement whenever needed to
achieve operational goals.




BUILDING
NETWORKS

Ability to initiate conversations, build rapport and trust,
and maintain current working relationships.

3

1. Maintains good business relations with existing internal
and external stakeholders related to their own area.

2. Seeks opportunities to attend and network in different
external and internal events (e.g. conferences, meetings,
committees, and seminars) to keep updated with industry
knowledge.

3. Leverages on own internal and external networks to seek
industry-related knowledge and achieve best results.




4 COACHING AND
MENTORING

Providing timely guidance and feedback to help others
strengthen specific knowledge and skills needed to
accomplish business objectives.

1. Clarifies expected behaviors, knowledge and level
of proficiency by giving information and checking for
understanding.

2. Regularly discusses team performance and provides
feedback and coaching for team members.

3. Delegates the appropriate responsibility, accountability
and decision-making authority for team members to
facilitate career growth and learning.




5 ‘ CUSTOMER
CENTRICITY

Directing the team towards building customer centric
business processes.

1. Encourages team members to be highly responsive to
internal and external customer needs and see things from
the customers' perspective.

2. Directs the team to design customer centric business
processes or policies to better meet customer needs.

3. Examines decisions, policy implementation from the
perspective of the customer before acting, and seeks
improvement whenever needed.
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A
1 ‘ OWNERSHIP

Assumes responsibility for successfully
accomplishing work objectives while setting high
standards of performance.

1. Demonstrates and understands the link between one's
own job responsibilities and overall department goals and
needs.

2. Accepts responsibility for positive and negative outcomes
of work and seeks continues development.

3. Looks beyond the requirements of one's own job to offer
suggestions for improvements of overall department and
Line of Business operations.




2 ‘ FUNCTIONAL
SKILLS

Having achieved a satisfactory level of technical,
professional skills and knowledge in position-related
areas. Keeping up with current developments and trends
in areas of expertise.

1. Understands well how his/her role fits in the department
operations and is considered subject matter expert in their
area.

2. Understands the industry and the factors that can affect
departmental or Line of Business goals and specifically in own
area.

3. Seeking new information and stays updated with market
trends in all relevant technical knowledge areas.

4. Understands basic financial areas that affect his/her work
and how to accurately keep track of them.




IDEAS
3 PRESENTATION AND

TAKING INITIATIVE
I

Actively seeks new ideas for improving business/
operations processes.

1. Actively seeks new ideas from others' experiences to
improve programs, services, work processes he/she is
working on.

2. Proactively offers new and different approaches to solve
problems and meet internal and external customer needs.

3. Ability to build and present a valid business case to
persuade others to consider new ideas.

4. Not bound by current thinking or traditional approaches
for solving problems.




CONTINUOUS
LEARNING

&

Actively identifying new areas for self-development,
regularly creating and taking advantage of learning
opportunities and applying newly gained knowledge
and skills to the job.

1. Actively seeks opportunities to develop oneself
professionally and personally and willing to share
knowledge with colleagues.

2. Stays informed of industry and business trends,
competition and changing technology.

3. Shows willingness to learn from more experienced
colleagues through observing or shadowing.

4, Seeks feedback and advice from more experienced
colleagues and direct manager, and works on it.




5 ‘ CUSTOMER
CENTRICITY

The desire to anticipate, meet and exceed internal
and external customers’ needs, thus creating positive
customer experiences.

1. Ability to understand business operations from the
internal and external customer point of view.

2. Does everything at hand to meet timeline for delivery of
products/services to the customer.

3. Builds collaborative relationships with customers by
building rapport and cooperative relationships.

4. Implementing effective ways to monitor and evaluate
customer feedback and analyze for insights.
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A
1 ‘ DEDICATION

Gets the job done by focusing on results and desired
outcomes and best ways to achieve them.

1. Understands set goals well and works hard to achieve
them.

2. Pushes self and other team members to reach tasks/
goals.

3. Willingly puts in extra time and effort in needed
situations; goes the “extra mile” to ensure the task/goal is
met.




QUALITY
OF WORK

2

Accomplishing tasks by showing concern for all aspects
of the job and accurately checking processes and tasks
completion with good quality.

1. Delivers outputs for which they are responsible within
prescribed time, cost and quality standards.

2. Follows set quality and specification standards to achieve all
parts of a job.

3. Always checks that the standard operating procedures
are adhered to and informs affected party of any defects in a
timely manner.




3 ‘ INTERPERSONAL
SKILLS

Ability to exchange information and ideas in a clear
and concise manner appropriate to the audience.

1. Able to communicate clearly and with discipline when
dealing with different audiences.

2. Takes others’ perspectives into account when
communicating or presenting his/her point of view.

3. Practices active listening, often paraphrasing the
message of the speaker to ensure understanding.

4. Ability to make own thoughts and feelings known by
using clear and concise non-verbal communication skills.




4 SUPPORTING AND
COOPERATING

Working collaboratively with others to achieve goals.

1. Does own fair share of work to support others complete
the task smoothly after him/her.

2. Initiates collaboration with others to achieve tasks/
projects when needed.

3. Accepting additional responsibilities to facilitate the
achievement of team goals.




5 ‘ CUSTOMER
CENTRICITY

Maintaining a positive interface with the internal and
external customers, and ensuring highest quality for all
responsibilities.

1. Delivers the task on time to the internal/external
customer.

2. Maintains discipline when dealing with internal/external
customers.

3, Makes sure all tasks at hand are delivered with the best
quality to the internal/external customers.
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