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Characteristics of professionals

• Have acquired skills based on theoretical knowledge

• Join professional associations

• Have undertaken an extensive period of education

• Have undergone testing of their competence

• Have received institutional training

• Have some indeterminacy of knowledge

• Have high mobility
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The business environment for test professionals

• Driven by Commercial realities

• Faster time to market/deployment for new software products and 

services (competitive advantage)

• More accurate matching of software functionality to customer 

needs (value* creation)

• Ability to operate in a fast changing environment (respond to 

change)

• Improved software release quality (e.g. reduced defects)

* VALUE = revenue generation, cost reduction, competitive advantage
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The operating environment for test professionals

• Often release date / deadline driven

• Dealing with late deliveries from upstream teams

• Lack of documentation / knowledge transfer

• Multiple concurrent projects to work on

• Resource constraints (people, test environments)

which CREATES…..
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The operating environment for test professionals

• Stress / unwanted pressures

• Conflicts of interest (quality vs end date)

• Rework

• Reactive vs proactive team activities
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Professionalism in test

• People who aim
• To do the right thing, and,
• Do things right (even under demanding 

circumstances)

• Corollary with
• Verification – ensure the system is built 

correctly
• Validation – ensure the right system is 

built
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Competency requirements for Professional Testers

Technology & Tools

Unix, Windows

Scripting languages (SQL, 

Perl, other)

Test Management Tools

Defect Management Tools

Configuration Management 

Tools

Professional Skills

Team Work

Communication

Initiative / Problem Solving

Organisation / Priority Management

Influencing / Negotiation

Commercial Awareness

Critical Thinking

Processes, Methods & 

Standards

Test Management

SDLC methodologies

Test Design Techniques

Risk Based Testing

ISTQB certification

Software Industry Bodies / 

Standards Institutions

Industry domain

Telecoms specific e.g. 

Protocols

Telecoms general e.g.

OSS/BSS/ Other

Industry Standards / 

regulatory know-how

Where are 

you today?

The Balanced 

Diamond
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What is the greatest challenge for knowledge workers?

As highlighted by the founder of the 

Institute of Knowledge Management 

(IKM) Larry Prusak at IntertradeIreland  

Seminar, Dec 2008 Newry

Learning HOW TO LEARN…..
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Should we be surprised?

Facilitated Learning Self-Learning
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Some pointers for learning

• Understand your preference for learning /  Acquiring 
knowledge (Learning Styles Questionnaire)

• Identify sources of information / learning
• Whitepapers / Articles
• Books
• E-learning / Web-sites
• Seminars
• Courses / Certifications
• Professional Bodies / Industry Associations
• Industry experience

• Identify role models and mentors who can share 
experiences

• Build a Learning Action Plan – liaise with HR / T&D

• Execute your plan

• Monitor and review your progress
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Sample Professional Development Plan
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Professionalism – built by people, me first

People

Self

Style Skills

Shared Vision & Principles

I

II

III

IV

SystemsStructure

Strategy

The key to professional development is character 

and competence.

Individual

Team

Organisation
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The software professional environment

Professionals Processes

Technology

& Tools

Products

and/or Services

Differentiated

Knowledge

workers
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Defining professional competencies - levels

Ineffective Displays behaviours that can be described as negative 

often with a damaging effect

Some competency

Levels of

Competency

0

1 Displays the behaviours that shows an awareness of the 

competency and what it entails

Competent2 Displays the core behaviours of the  competency and in 

doing so creates positive results

High Competency3 Displays behaviours that can be described as higher 

level and as a result adds extra value to the business

Exceptional4 Displays behaviours that can be described as both 

strategic and extremely effective. In addition they are 

able to influence others in the same highly positive way
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Team Work competency - definition

“Works positively and proactively with colleagues 

and/or clients to drive the professional behaviours 

that contribute to strong teamwork.”
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Team Work competency – measures..1

 

0 Ineffective 
 Works on his/her own / concentrates only on own area of work 

 Does not see where his / her work fits into team goal 

 Arrives late and unprepared to team meetings 

 Doesn’t engage /offer ideas, suggestions at team meetings 

 Shows little regard for the feelings of others 
 Doesn’t listen to and consider the ideas and views of others 

 Does not share knowledge or provide updates to others 
 Does not recognise how personal behaviour impacts the entire team 

 

1 Some Competence 
 Is on time and prepared for all meetings, internal and external 

 Pulls their weight on the team by always delivering on time &  to highest standard 

 Delivers without needing to be reminded 

 Listens carefully to the ideas and views of others 

 Readily helps others when own work is complete 

 Demonstrates awareness of and regard for others in all 

interactions 
 Speaks of team members in a positive and constructive way 

 Always aware of the overall team target as well as personal target  

 

2 Competent 

 

 Seeks opportunities to share useful information with 

others 
 Stays constantly aware of team targets and deadlines 

 Proactively puts effort into ensuring that team targets are met 

 Recognises others’ backlogs and offers support 

 Coaches others in areas of personal strength 

 Sees situations from the perspective of others 

 Looks for feedback on personal performance from team members and accepts it, 

without defensiveness 
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Team Work competency – measures..2

 

3 High Competence 
 Seeks to resolve difficult situations within the team 

 Is capable of listening effectively even in difficult circumstances 

 Publicly gives credit to others for their contribution to the team 

 Recognises the impact his / her team has on the performance of other teams and 

their targets 

 Looks for ways to improve performance of own team 

 Maintains a positive atmosphere in the team, even at times of particular 

pressure 

 Always leads by example, through effective work practices and personal 

commitment to high standards of professionalism 

 Contributes to people development across teams for benefit of the company 

 

4 Exceptional 
 Actively promotes the benefits of teamwork and influences others to work as a 

team 

 Understands how teams work and uses this knowledge to drive teamwork 

 Seeks the linkages between teams and seeks to contribute across teams to 

benefit the company 

 Leads by example / Is seen as a role model on teamwork 
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Commercial Awareness competency - definition

“The drive to build positive and lasting relationships 

with customers, acting as a partner to them, by 

learning as much as possible about their business 

in order to better add value for them.”
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Commercial awareness competency – measures..1

 

0 Ineffective 
 Does not recognise the value & importance of time with customers 

 Addresses own agenda in preference to the customer’s 

 Resists requests from the customer for help and support 

 Does not follow through on commitments / lets things slip 

 Does not take personal ownership for developing customer relationships 

 Goes for the easy option even though it does not satisfy the customer’s needs 

 Has no awareness of the need to balance customer needs and the business 

goals of the company.  

 Has no appreciation of the need to ensure positive fiscal performance. 

 Has little knowledge or interest in the industry domain we operate in. 

 

1 Some Competence 
 Follows through on general customer enquiries, requests or complaints 

 Manages expectations and sets out with the customer what is realistic 

 Builds rapport with customers by listening, understanding their needs and 

honouring commitments 

 Responds positively to all requests from customers 

 Demonstrates some awareness of the domain we operate in 

 Demonstrates interest in increasing industry knowledge 

 Demonstrates understanding of importance of positive fiscal performance 

 

2 Competent 

 

 Takes personal ownership of customer problems and personal responsibility 

for seeing things through 

 Reviews and evaluates the level of service being given to customers / 

proactively seeks to add value 

 Corrects mistakes promptly and openly without making excuses  

 Follows through on difficult customer situations to ensure a satisfactory 

solution is reached 

 Is proactive in talking to / meeting with customers, to review service levels 

 Has an awareness of the need to balance the customer needs with 

company business goals 

 Understands the industry domain we operate in; has action plan to 

increase knowledge. 
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Commercial awareness competency – measures..2

 

3 High Competence  
 Takes ownership of major customer problems and sorts them out  

 Makes concrete attempts to add value for the customer  

 Makes themselves accessible to the customer, especially wh en the customer is 

going through a difficult period  

 Adds value to the customer experience through the positive behaviours they 

adopt  

 Understands the balance between meeting the customer needs, and the 

company business goals, and seeks direction when there  may be conflicts.  

 Has a very good knowledge of the industry domain we operate in, helps 

gain business by meeting with customers, and is proactive in developing 

industry knowledge further.  

 

4 Exceptional  
 Seeks information about the real underlying needs o f the customer, beyond 

those expressed initially, and seeks to address these  

 Influences the customer to see the need for a more effective solution  

 Leads by example / Is seen as a role model in the developing and maintaining 

strong customer relationship  

 Achieves the correct balance between meeting the customer needs, and the 

company business goals, including fiscal performance.  

 Is considered an expert in aspects of the industry domain  

 Represents the organisation at important customer meetings, industry 

forum s 

 Coaches others within the organisation on the industry and is proactive at 

learning more.  
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The Professional Organisation

Department
Director

Product
Training
Manager

Product 
Design

Manager

Product
Management

Manager

Product
Development

Manager

Product
Test

Manager

Product
Services/Support

Manager

But in practice most organisations also have a

MSU department
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The Professional Test Team or Organisation

• Highly skilled people

• Displays exemplary consistent behaviour

• Demonstrates superb teamwork

• Is innovative / thinks out-of-the-box   

• Is flexible

• Operates at best practice

• Seeks continuous improvement

• Demonstrates thought leadership

• Is highly respected and trusted

• Seeks challenges

• Measures its progress

• Welcomes changes / adapts to change

• Is customer focussed / market aware

A sample charter……
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And Finally, Any Questions…?


