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What will be covered during the session?

• An overview of the Realising Your Potential Approach behaviours 
framework
• An understanding of how the Approach is used within recruitment, 

induction, developing training plans and the Annual Development 
Review process 

• Introduction to Durham University Job Families 
• Career Pathways for Professional Services Staff
• Personal Development Workbooks

• Further development opportunities for Professional Services Staff



Realising Your Potential 
Approach: 
A Behaviours Framework



Realising Your Potential Approach behaviours across all Job Families
Adapted from the AUA’s Professional Behaviours Framework, 2009 for Durham University non-commercial use, by kind permission of the AUA 

https://www.dur.ac.uk/hr/realisingpotential/
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Durham University Job Families :
Job Profiles and Personal 
Development



1. Job Families consist of groups of jobs which share similar characteristics
2. Within each family there are a number of role profiles against which 

individual jobs can be matched
3. The core nature of activities is similar across all levels within each family 
4. The skills, competencies and responsibilities differ between each level

What is a Job Family?



We now have 4 Job Families for Professional Services Staff – (see below)
resulting in a reduction of 1119 different job descriptions to 64 core job profiles and 

requiring all members of PS to gain a new job description in 2018

Community, Participation and 
Engagement Services (CPES)

Roles in this family provide an 
excellent stakeholder experience 

for our diverse and supportive 
community

Business, Process and People 
Services (BPPS)

Roles in this family provide a 
comprehensive service and 

deliver the efficient 
administration and governance of 

the University

Technical Research and 
Teaching Services (TRTS)

Roles in this family provide 
creative and analytical input to 
facilitate the delivery of world-

class teaching, learning and 
research activities

Estates and Information 
Infrastructure Services (EIIS)

Roles in this family manage 
and maintain the integrity of 
University buildings, estates 

and information services



• Introduction of consistent job descriptions provided transparency over role, 
behaviour and skills requirements at every grade across the whole institution for 
some 2200 members of staff. 

• Core pathways for each Job Family have been developed to illustrate the variety 
and diversity of roles that are available within the University. 

• Specialist career pathways have also been developed focusing on potential 
opportunities within specific departments. 

• All pathways are interactive with links to further information on the requirements of 
specific roles and can be viewed at https://www.dur.ac.uk/od/strain/careerpath/

An example of the career pathway developed with the Accommodation and 
Commercial Services team who have roles in 3 of the 4 families is demonstrated on 
the next slide.

How did we identify career opportunities and career pathways?

https://www.dur.ac.uk/od/strain/careerpath/


GRADE 1
Housekeeping and Cleaning 

Assistant

Postal and Delivery Services 
Assistant

No jobs at this grade

Business Support Apprentice

University Retail Support

GRADE 2

General Services Assistant

No jobs at this grade

University Retail 
Administrative Assistant

GRADE 3

No jobs at this grade

Reception Helpdesk 
Assistant

Senior Business Support 
Assistant

Senior Event Durham 
Assistant

GRADE 4

Housekeeping and Cleaning 
Services Supervisor

Reception Helpdesk 
Supervisor

Facilitator (Accommodation 
and Facilities Services)

GRADE 5
General Services Team 

Leader

Postal and Delivery Services 
Team Leader

Event Durham Coordinator 
(Sales)

Event Durham Coordinator 
(Corporate)

Event Durham Coordinator 
(Customer Relations)

Event Durham Coordinator 
(Event Management)

Personal Assistant
Programme Coordinator

Business Support Team 
Leader

Business Systems Analyst

University Retail Team 
Leader

Estates and Facilities 
Relationship Coordinator

GRADE 6
No jobs at this grade

Assistant Event Durham 
Manager

Assistant Fire Safety
Manager

GRADE 7
Housekeeping, Cleaning and 
General Services Manager

Reception Helpdesk Manager

Event Durham Manager

Estates and Facilities 
Relationship Manager

Business Resilience Manager

Health and Safety Compliance 
Manager (Estates)

GRADE 8
Senior Housekeeping, 
Cleaning and General 

Services Manager

Senior Events and Customer 
Services Manager

Health and Safety Business 
Partner

Senior Systems, Revenue 
and Information Manager

Senior Business Services 
Manager (Estates and 

Colleges)

Senior Business Resilience 
Manager

Senior Business Support 
Manager

GRADE 9
No jobs at this grade

No jobs at this grade

Head of Estates and Facilities 
Relationship Management

Head of Health and Safety 
Services

EIIS

BPPS

CPES

Accommodation and Commercial Services Career Pathway

There are other roles within these Job Families 
for roles within BPPS click here
for roles within CPES click here
for roles within EIIS click here. ACS July 2019 NP/CO

https://www.dur.ac.uk/resources/hr/Job%20Families/HousekeepingandCleaningServicesAssistant.pdf
https://www.dur.ac.uk/resources/hr/Job%20Families/PostalandDeliveryServicesAssistant.pdf
https://www.dur.ac.uk/resources/hr/Job%20Families/UniversityRetailSupport.pdf
https://www.dur.ac.uk/resources/hr/Job%20Families/GeneralServicesAssistant.pdf
https://www.dur.ac.uk/resources/hr/Job%20Families/UniversityRetailAdministrativeAssistant.pdf
https://www.dur.ac.uk/resources/hr/Job%20Families/ReceptionHelpdeskSupervisor.pdf
https://www.dur.ac.uk/resources/hr/Job%20Families/SeniorBusinessSupportAssistant.pdf
https://www.dur.ac.uk/resources/hr/Job%20Families/SeniorEventDurhamAssistant.pdf
https://www.dur.ac.uk/resources/hr/Job%20Families/HousekeepingandCleaningServicesSupervisor.pdf
https://www.dur.ac.uk/resources/hr/Job%20Families/HousekeepingandCleaningServicesSupervisor.pdf
https://www.dur.ac.uk/resources/hr/Job%20Families/FacilitatorAccommodationandFacilitiesServices.pdf
https://www.dur.ac.uk/resources/hr/Job%20Families/GeneralServicesTeamLeader.pdf
https://www.dur.ac.uk/resources/hr/Job%20Families/PostalandDeliveryServicesTeamLeader.pdf
https://www.dur.ac.uk/resources/hr/Job%20Families/EventDurhamCoordinatorSales.pdf
https://www.dur.ac.uk/resources/hr/Job%20Families/EventDurhamCoordinatorCorporateEvents.pdf
https://www.dur.ac.uk/resources/hr/Job%20Families/EventDurhamCoordinatorCustomerRelations.pdf
https://www.dur.ac.uk/resources/hr/Job%20Families/EventDurhamCoordinatorEventManagement.pdf
https://www.dur.ac.uk/resources/hr/Job%20Families/PersonalAssistant.pdf
https://www.dur.ac.uk/resources/hr/Job%20Families/ProgrammeCoordinator.pdf
https://www.dur.ac.uk/resources/hr/Job%20Families/BusinessSupportTeamLeader.pdf
https://www.dur.ac.uk/resources/hr/Job%20Families/BusinessSystemsAnalyst.pdf
https://www.dur.ac.uk/resources/hr/Job%20Families/UniversityRetailTeamLeader.pdf
https://www.dur.ac.uk/resources/hr/Job%20Families/EstatesandFacilitiesRelationshipCoordinator.pdf
https://www.dur.ac.uk/resources/hr/Job%20Families/AssistantEventDurhamManager.pdf
https://www.dur.ac.uk/resources/hr/Job%20Families/AssistantFireSafetyManager.pdf
https://www.dur.ac.uk/resources/hr/Job%20Families/HousekeepingCleaningandGeneralServicesManager.pdf
https://www.dur.ac.uk/resources/hr/Job%20Families/ReceptionHelpdeskManager.pdf
https://www.dur.ac.uk/resources/hr/Job%20Families/EventDurhamManager.pdf
https://www.dur.ac.uk/resources/hr/Job%20Families/EstatesandFacilitiesRelationshipManager.pdf
https://www.dur.ac.uk/resources/hr/Job%20Families/BusinessResilienceManager.pdf
https://www.dur.ac.uk/resources/hr/Job%20Families/HealthandSafetyComplianceManager.pdf
https://www.dur.ac.uk/resources/hr/Job%20Families/SeniorHousekeepingCleaningandGeneralServicesManager.pdf
https://www.dur.ac.uk/resources/hr/training/SeniorEventsandCustomerServicesManager.pdf
https://www.dur.ac.uk/resources/hr/Job%20Families/HealthandSafetyBusinessPartner.pdf
https://www.dur.ac.uk/resources/hr/Job%20Families/SeniorSystemsRevenueandInformationManager.pdf
https://www.dur.ac.uk/resources/hr/Job%20Families/SeniorBusinessServicesManagerEstatesandColleges.pdf
https://www.dur.ac.uk/resources/hr/Job%20Families/SeniorBusinessResilienceManager.pdf
https://www.dur.ac.uk/resources/hr/Job%20Families/SeniorBusinessSupportManager.pdf
https://www.dur.ac.uk/resources/hr/Job%20Families/HeadofEstatesandFacilitiesRelationshipManagement.pdf
https://www.dur.ac.uk/resources/hr/Job%20Families/HeadofHealthandSafetyService.pdf
https://www.dur.ac.uk/hr/paypensionsreward/jobfamilies/jobdescriptions/eiis/
https://www.dur.ac.uk/hr/paypensionsreward/jobfamilies/jobdescriptions/bpps/
https://www.dur.ac.uk/hr/paypensionsreward/jobfamilies/jobdescriptions/cpes/
https://www.dur.ac.uk/resources/hr/Job%20Families/CareerPathwayBPPS2019.pdf
https://www.dur.ac.uk/resources/hr/Job%20Families/CareerPathwayCPES.pdf
https://www.dur.ac.uk/resources/hr/Job%20Families/CareerPathwaytemplateEIIS.pdf


1. 64 online Personal Development workbooks were created in PebblePad to support each core job profile 
so that individual development needs can be highlighted against;

• the core skills for the job role linked to the University strategy and values as described in the Job 
Families,

• the personal behaviours from the Durham Realising Your Potential Approach behaviours framework 

• and the role specific skills by working through the that complement this approach. 
https://www.dur.ac.uk/od/strain/cpd/pdworkbooks

2. Each pathway is supported by a comprehensive blended training and development offer and suggestions 
of other development opportunities so it is easy for staff to identify what options are available to support skills 
and personal development requirements.  

3. The University Executive has endorsed a minimum 21 CPD hour allocation (pro rata) to all PS staff to 
ensure that their development is supported.

How does a member of staff identify their development needs to enable 
them to follow their desired career pathway?

https://www.dur.ac.uk/od/strain/cpd/pdworkbooks


All four Job Families core
profiles were analysed 
and these are the 9 core skills
that all members of PS staff 
would need to be able to
demonstrate.  

The L&D offer has been completely 
refreshed and there is now a 
comprehensive
development offer available for all PS 
staff underpinning each of these core 
skills. This can be accessed at
https://www.dur.ac.uk/od/strain/careerdev/

https://www.dur.ac.uk/carod/strain/careerdev/
https://www.dur.ac.uk/od/strain/careerdev/


Individual responsibility to complete the 
Personal Development workbooks: three specific TNAs 

Core skills+RYPA+Occupational skills = an Individual development plan

Core Skills 
Training 
Needs 

Analysis on 
Job Family 
core skills 
linked to 

grade

Training Needs 
Analysis on 

Realising Your 
Potential 
Approach  

behavioural
attributes linked 

to grade

Consider and 
identify 

essential 
occupational 
skills for your 

role

Creation of a  
development  

plan + + =



`

EIISCPESBPPS

In-house training courses relevant to Job Family grades
Click on the workshop title to find out more information

INDICATIVE GRADE

Personal Development workshop Grade 1 Grade 2 Grade 3 Grade 4 Grade 5 Grade 6 Grade 7 Grade 8 Grade 9

Administering Meetings and Minute 
Taking
Being an Internal Candidate
CV Writing & Interview Support
Developing Resilience During Change
Developing Resilience & Personal 
Confidence
Ease the Load
Equality, Diversity and Inclusion E-
Learning*
Introduction to Mindfulness
Respecting Others: Challenging Negative 
Behaviours* 
Unconscious Bias*
Perfecting Presentation Techniques*
Stress Management

TRTS

https://www.dur.ac.uk/hr/paypensionsreward/jobfamilies/jobdescriptions/eiis/
https://www.dur.ac.uk/hr/paypensionsreward/jobfamilies/jobdescriptions/cpes/
https://www.dur.ac.uk/hr/paypensionsreward/jobfamilies/jobdescriptions/bpps/
https://www.dur.ac.uk/carod/training/courses/persdevel/administering_meetings/
https://www.dur.ac.uk/carod/training/courses/persdevel/internalcand/
https://www.dur.ac.uk/carod/training/courses/persdevel/cvsupport/
https://www.dur.ac.uk/carod/training/courses/persdevel/resilchange/
https://cms.dur.ac.uk/carod/training/courses/persdevel/assert/
https://www.dur.ac.uk/carod/training/courses/persdevel/easetheload/
https://www.dur.ac.uk/carod/ed.training/
https://www.dur.ac.uk/carod/training/courses/persdevel/mindfulness/
https://www.dur.ac.uk/carod/ed.training/
https://www.dur.ac.uk/carod/ed.training/
https://www.dur.ac.uk/carod/training/courses/persdevel/perfecting_pres_skills/
https://www.dur.ac.uk/carod/training/courses/persdevel/stress/
https://www.dur.ac.uk/hr/paypensionsreward/jobfamilies/jobdescriptions/bpps/


`In-house leadership programmes relevant to Job Family grades

Click on the leadership programme title to find out more information

INDICATIVE GRADE
GRADE 1 GRADE 2 GRADE 3 GRADE 4 GRADE 5 GRADE 6 GRADE 7 GRADE 8 GRADE 9

Leadership programme
Team Leader Essentials
Manager Essentials
Modular Manager Pathway
Level 3 Team Leader / Supervisor 
Apprenticeship**
Level 5 Operations Manager 
Apprenticeship**
Leadership Essentials
Aspiring Strategic Leaders
Level 7 Senior Leader 
Apprenticeship**

EIISCPESBPPS TRTS

**Apprenticeships are delivered by external providers

https://www.dur.ac.uk/carod/training/courses/supervisory/teamleaderessentials/
https://www.dur.ac.uk/carod/training/courses/supervisory/manageressentials/
https://www.dur.ac.uk/carod/training/courses/supervisory/modularmgtprog/
https://www.dur.ac.uk/carod/training/courses/supervisory/level3teamleader/
https://www.dur.ac.uk/carod/training/courses/supervisory/evel5opsmanager/
https://www.dur.ac.uk/carod/training/courses/supervisory/eadershipessentials/
https://www.dur.ac.uk/carod/training/courses/supervisory/asiringstratleaders/
https://www.dur.ac.uk/carod/training/courses/supervisory/level7snrleaderapp/
https://www.dur.ac.uk/hr/paypensionsreward/jobfamilies/jobdescriptions/eiis/
https://www.dur.ac.uk/hr/paypensionsreward/jobfamilies/jobdescriptions/cpes/
https://www.dur.ac.uk/hr/paypensionsreward/jobfamilies/jobdescriptions/bpps/
https://www.dur.ac.uk/hr/paypensionsreward/jobfamilies/jobdescriptions/bpps/


Click on the qualification title to find out more information

All Apprenticeships are delivered by external providers for more 
information about the Apprenticeship Levy click here.

APPRENTICESHIP LEVY 
QUALIFICATION LEVEL DURATION

INDICATIVE GRADE
GRADE 

1
GRADE 

2
GRADE 

3
GRADE 

4
GRADE 

5
GRADE 

6
GRADE 

7
GRADE 

8
GRADE 

9
Customer Service Practitioner 2 12 Months
Assistant Accountant 3 18 Months
Business Administration 3 18 Months
Customer Service Specialist 3 15 Months
HR Support 3 24 Months
Financial Services Administrator 3 18 Months
Payroll Administrator 3 24 Months
Team Leader / Supervisor 3 12 Months
Business Administration 4 18 Months
Operations / Department Manager 5 30 Months
Chartered Manager 6 48 Months
Financial Services Professional 6 42 Months
HR Consultant / Partner 5 36 Months
Senior Leader 7 24 Months

Business, 
Process and 

People Services

Qualifications that can be funded by the Apprenticeship Levy 

https://www.dur.ac.uk/od/strain/apprenticeships/
https://www.instituteforapprenticeships.org/apprenticeship-standards/customer-service-practitioner/
https://www.instituteforapprenticeships.org/apprenticeship-standards/assistant-accountant/
https://www.instituteforapprenticeships.org/apprenticeship-standards/business-administrator/
https://www.instituteforapprenticeships.org/apprenticeship-standards/customer-service-specialist/
https://www.instituteforapprenticeships.org/apprenticeship-standards/financial-services-administrator/
https://www.instituteforapprenticeships.org/apprenticeship-standards/payroll-administrator/
https://www.instituteforapprenticeships.org/apprenticeship-standards/team-leader-supervisor/
http://www.afo.sscalliance.org/frameworkslibrary/index.cfm?id=FR03990
https://www.instituteforapprenticeships.org/apprenticeship-standards/operations-departmental-manager/
https://www.instituteforapprenticeships.org/apprenticeship-standards/chartered-manager/
https://www.instituteforapprenticeships.org/apprenticeship-standards/financial-services-professional/
https://www.instituteforapprenticeships.org/apprenticeship-standards/hr-consultant-partner/
https://www.instituteforapprenticeships.org/apprenticeship-standards/senior-leader/


Hierarchical 
progression via 
breath of 
experience
Cross functional, 
cross discipline, 
cross border etc.

Individuals encouraged to leave the 
group, to gain greater experience and 
knowledge elsewhere.
Future return to the organisation they left, 
more capable and broader experience

Recognising not everyone 
wants to progress upwards 
or beyond a certain level.
Provides the opportunity to 
develop to their full 
potential

Enables the individual to 
gain a deep but specific 
expertise without 
necessarily progressing 
upwards
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Durham Multiple Career Pathway Concept based on CIPD 2018



Impact of the Approach



Impact of the Approach 

Framework 
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and
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values

• Retention & 
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• ADR
• Personal 

development
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• Career plans
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• Durham University’s Career Pathways was awarded the 
‘Developing Excellent Practice Award 2019’ at the Staff 
Development Forum’s (SDF) annual national conference in 
November 2019. 

• AUA Mark of Excellence reaccreditation 2019 - the panel was 
very impressed with the further development that has taken 
place at the institution and would like to commend the overall 
approach of the organisation as a model of good practice, and 
one which is leading in the sector. 

• Job Families, Career Pathways and online Personal 
Development Workbooks for Professional Services Staff 
was shortlisted for the 2020 UHR Awards for 
Organisational Development and Culture Change

• Demonstrated that investing in your people through training and 
skills development has delivered real and tangible impact and 
benefits.

National recognition



• Realising Your Potential Approach Framework

• Job Families
• Job Families Core Skills

• Staff Development opportunities

• Career Pathways

Links to resources

https://www.dur.ac.uk/hr/realisingpotential/
https://www.dur.ac.uk/hr/paypensionsreward/jobfamilies/
https://www.dur.ac.uk/od/strain/careerdev/
https://www.dur.ac.uk/od/strain/
https://www.dur.ac.uk/od/strain/careerpath/


Any Questions?
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