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Wāwahi Ara

HE WAKA EKE NOA
Epic journeys are made up of many steps and as we take 
them together, we shape a pathway for others to follow. 
At Tāmaki Paenga Hira we take inspiration from the �rst 
founders of Tāmaki Herenga Waka, who journeyed here 
across a watery pathway, expertly harnessing the cyclical 
nature of our environment as their guide. 

Today our journey requires the bravery, kotahitanga 
and innovation of these �rst travellers. To unite us and 
guide our way we have created our unique Mindsets 
and Behaviours. �ey will ensure that we are all on this 
waka together “He waka eke noa” heading in the same 
direction. �e power to move a waka forward comes 
from a simple tool in our hands; the hoe, or paddle. 
Perfectly shaped to carve the water, our �ve Mindsets 
and Behaviours are like a hoe in your hand. When used 
in unison, powered by your unique energy, commitment 
and passion, our waka will cut through the water with 
momentum towards our destination. 

�e kōwhaiwhai pattern has been created to represent 
the mauri and mana that we have as individuals and 
collectively as we mahitahi with true kotahitanga. �e 
hoe takes on that mauri and becomes an adorned taonga 
of great value. �e kōwhaiwhai pattern also represents 
the “Wāwahi Ara”, the new pathways that the prow of our 
waka carves through the waves.
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Each hoe is a mindset 
and how you use it are 
the behaviours that 
move us forward. 

We know that real momentum comes 
quicker if we focus on our strengths first. 
So we invite you to review the content 
of this book and define which hoe 
(Mindset) you will pick up first and how 
will you use it (the Behaviour).

Consider how you are already using this 
hoe and where else you could use it. 

We then encourage you to choose a hoe 
or Mindset that is a development area 
for you. Consider how you may handle 
situations di�erently with this hoe in 
your hands.  

You can use this page to write your 
goals and review them often.  
 
As you feel a sense of mastery and 
momentum, that will inspire you to try 
another hoe.

Karawhiua!

MY BEHAVIOUR GOALS ARE:

I will continue doing

I will start doing

I will stop doing

MY DEVELOPMENT MINDSET IS:

MY STRENGTH MINDSET IS:

THE MINDSETS
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CONNECTED MINDSETCONNECTED MINDSET

Self-Awareness

Self-leading 

Open to feedback without being 
defensive, gains insights from mistakes 
and adjusts behaviour

Seeks to understand how they are 
perceived and improve the experience 
others have working with them

Responds thoughtfully rather than 
reacting in ways that might harm 
relationships

Strives to understand how their thinking 
and actions are influenced by their 
experiences, where their biases lie and 
how to overcome them 

Speaks with care, sincerity and tact

Leading others 

Creates a team culture of feedback 
and self-awareness

Is approachable, makes it easier for 
people to come to them when they 
need help

Calm and composed under pressure 
and holds the team together during 
tough times

Evaluates own actions, beliefs and 
impact on others to identify what 
leadership behaviours are required 
for specific situations and if they are 
e�ective

Actively listens to direct reports and 
ensures they feel heard

We are aware of ourselves 
and how we interact

We believe that self-
awareness is the key to 
personal growth 

CONNECTED MINDSET

Kotahi te kōhao o te ngira e kuhuna 
ai te miro mā, te miro pango, te miro 
whero. I muri, kia mau ki te aroha, 
ki te ture, me te whakapono.

Connected to each 
other, our work and 
communities

Ua o gatasi le futia ma le umele.

Let the sennit ring and butt of the 
�shing rod be well matched.

CONNECTED 
MINDSET

�ere is but one eye of a needle, 
through which white, black and red 
cotton are threaded. Herea�er, hold 
fast to charity, uphold the laws and 
be �rm in the Faith.
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CONNECTED MINDSETCONNECTED MINDSETCONNECTED MINDSET CONNECTED MINDSET

Connected to each other 

Connected to each other We respect and safeguard the 
Vā between people, people 
and things, people and time.

People are multi-dimensional, 
they come with families, 
communities and histories. 
They are connected to tāonga 
and to events in time (past, 
present and future)

Self-leading 

Connects with people by adjusting for 
di�erence and respectfully enquiring what 
and who they are connected to

Acknowledges – by word and action – the 
identities of others in the context of their 
cultures

Acts to create sustainable relationships with 
teams and communities so that they are 
meaningful and reciprocal 

Can quickly find common ground and solve 
problems collaboratively, is solutions focused

Exemplifies a mahitahi approach and 
cooperates with others to benefit the whole

Acknowledges and behaves with the 
principles of reciprocity, balance, respect and 
mutual trust in relationships

Takes responsibility for words and actions 
and the impact that they have on others

Develops positive and trusting relationships 
with people characterised by openness and 
integrity

Leading others 

Demonstrates cultural empathy, 
understands multiple cultural 
frameworks, values and norms

Values di�erence and demonstrates 
an ability to flex leadership style for 
multiple dimensions of diversity

Role models collaboration, 
cooperation and a ‘one-museum’ view

Sees conflicts as opportunities for 
better insight and better outcomes

Can resolve conflicts and negotiate 
concessions without damaging 
relationships 

Creates a team environment where 
people feel comfortable to be 
themselves and takes prompt action 
to address behaviours that don’t align 
and do not benefit the whole

Is a role model and catalyst 
for maanaki culture across the 
organisation

Builds and maintains good working 
relationships with peers in order to 
develop solutions based on collective 
leadership, insight, and support

Connected to our mahi 

We understand the Museum’s 
institutional history and 
are committed to the 
transformation of an evolving 
museum 

We support Tāmaki Paenga 
Hira in its commitment to 
realise the potential of Te 
Tiriti ō Waitangi 

We honour the Museum’s 
role as kaitiaki of knowledge 
and wisdom held within 
communities and partners

Self-leading 

Understands individual and organisational 
goals and works conscientiously to achieve 
them 

Connects with people by providing 
manaakitanga and excellent service

Understands the Museum’s history, its vision 
for the future and how their work contributes 
to achieving it

Understands the Museum’s obligations to 
tangata whenua and works in the spirit of 
partnership and goodwill envisaged by  
Te Tiriti ō Waitangi

Leading others 

Leads with sound tikanga and protocols for 
engagement and relationship development 
with tangata whenua and Pacific peoples

Leads self and team to connect their work 
with the needs of the Museum’s audiences, 
stakeholders and communities.

Fosters meaning and motivation by 
articulating a clear line of sight between 
their peoples’ work and achievement of the 
Museum’s goals

Motivates internal teams to deliver a one-
team experience, focused on shared goals

Knows the organisation and its operating 
environment and directs resources 
exclusively to the achievement of the 
Museum’s strategy
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AUTHENTIC MINDSETAUTHENTIC MINDSET

E kore au e ngaro he kakano 
i ruia mai i Raiātea.

I will never be lost for the seed 
was sown in Rangiātea.

Understanding our 
purpose, practicing 
our values, leading 
with our hearts

AUTHENTIC 
MINDSET

Our Unique Identity

Self-leading 

Committed to Tāmaki Paenga Hira’s 
unique vision and conscientiously aligns 
their e�orts, resources, skills and abilities 
to achieve the Museum’s goals

Behaves in accordance with Museum’s 
Values and Guiding Principles and is an 
advocate for He Korahi Māori, Teu Le Vā 
and Te Tiriti ō Waitangi

Bring to life in words and actions Teu 
Le Vā and He Korahi Māori values and 
principles

Actively contributes to Tāmaki Paenga 
Hira’s evolution from a colonial institution 
to a future Museum

Acts ethically and with integrity

Leading others 

Practices what they preach, rewards 
behaviour aligned with shared 
organisational values and principles 
and disapproves of behaviour that isn’t 

Creates a climate in which people 
do their best work, invites input, 
shares ownership and demonstrates 
transparency

Champions and enables team 
members to connect with the 
Museum’s vision and goals and helps 
them to understand the impact they 
have on others

Our work is underpinned by 
genuine commitment to the 
Museum’s unique identity 
which includes our Values, 
Guiding Principles, He Korahi 
Māori, Teu le Vā and Te Tiriti 
ō Waitangi. 

We focus on what our 
work can do to achieve 
the Museum’s vision.
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AUTHENTIC MINDSETAUTHENTIC MINDSET

Authentic

Self-leading 

Is open to feedback and asks for it. Listens 
without justifying when receiving it

Accepts responsibility for developing healthy 
workplace relationships

Asks for help when there are situations 
impacting their ability to support or work 
with others

Leads with integrity (tika me te pono) and 
care (aroha) for each other.

Holds themselves accountable for their 
performance and for promises made to 
others

Takes opportunities to share positive stories 
about work, customers and culture. Avoids 
gossip 

Speaks up when others’ behaviours are out of 
line with the Museum’s values

Acts as an advocate and ambassador for the 
Museum at work and in life

Addresses problems promptly and directly at 
the source

Keeps confidences and admits mistakes

Leading others 

Can be trusted to present the truth to direct 
reports in an appropriate and helpful way

Sets an example for open, honest and direct 
dialogue, even if that requires challenging 
conversations, that ensure everyone’s mana, 
and the Museum’s mana is upheld

Holds their people accountable for 
performance and for promises made to others

Acknowledges they are their leadership role 
and they influence the entire organisation 
through their values, actions and priorities

Avoids making casual comments about 
management, leadership, or the Museum or 
discussing team members except in a proper 
and professional way

Leads their people to demonstrate ownership, 
responsibility and accountability when things 
go wrong; discourages blame, excuses and 
denial

Reinforces the Museum’s mindsets and 
behaviours through immediate praise and 
corrective feedback

Our words match our actions. 
We are true to ourselves and 
transparent and honest in our 
interactions with others 

We are protective of the 
mana and Vā of the Museum 
and of each other

We lead from within and 
operate above the line 
without hidden agendas

Accountable

Self-leading 

Takes responsibility for own performance, 
development and continuous 
improvement 

Follows Museum processes and 
procedures ensuring they don’t put self, 
colleagues or the Museum at risk

Prioritises core accountabilities and 
supports other people to deliver theirs

Apologises when they get it wrong and 
doesn’t seek to blame others

Demonstrates an owner’s mind-set 
towards Museum resources 

Takes responsibility for the outcomes of 
their own choices, behaviours and actions

Leading others 

Assumes ownership for team performance 
and drives continuous improvement

Puts the Museum first and prioritises 
being respected as a leader over being 
liked as a person

Takes personal responsibility, will tackle 
challenging issues and take a tough stand 
when required

Is visible to the team and present when visible

Takes a systems approach to analysing 
problems without blaming individuals, 
maintaining focus on the end goal rather 
than the problem

Sets clear objectives and measures and 
monitors process, progress and results

We do what we say we’ll do, 
when we say we’ll do it

We step up and do what’s 
best for the Museum

We strive for excellence and 
are continuously improving
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RESPECT MINDSETRESPECT MINDSET

Teu Le Vā.

Ko te kaha kei te tinana, 
ko te mana kei te wairua.

�e strength is with the body, but 
the power is with the spirit.

Honouring each 
other, valuing our 
di�erences

RESPECTFUL 
MINDSET

Empathy

Self-leading 

Relates with others in a way that upholds 
mana on both sides

Is warm, pleasant and gracious at work

Understands that people who feel 
understood and appreciated want to do 
more for their colleagues

Assesses how others might feel in 
their own shoes before responding to 
situations

Can listen attentively to understand 
others’ points of views

Shows genuine compassion and concern 
for others and treats them generously

Demonstrates humility and understands 
that people are multi-faceted, bringing 
with them their cultures, people, 
whakapapa, histories and beliefs

Leading others 

Knows about their peoples’ concerns and 
questions; asks about their plans, problems 
and desires

Demonstrates genuine care for their people

Continuously looks for ways to notice, 
compliment, and show their appreciation to 
their people

Gives opportunities for people to 
express their fears and concerns without 
judgement 

Is easy to approach and talk to, builds 
rapport well and considers the e�ect that 
business decisions have on people

Keeps the communication lines open with 
team members by asking questions and 
genuinely reflecting on the answers

Leads in a way that serves to uplift mana 
and respect for all their people and the 
communities they serve

Everyone has mana The mana of an individual 
extends to who they represent 
(family, community, iwi, 
history)

We see the whole person and 
recognise others’ feelings and 
perspectives
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RESPECT MINDSETRESPECT MINDSET

Collaboration

Self-leading 

Works cooperatively to gain the support 
of peers and supports them in return 

Encourages and acknowledges the ideas 
and suggestions of others 

Puts the goals of the team ahead of 
individual interests 

Honours the faith others place in them by 
delivering on promises and believes in the 
reliability, integrity and honesty of others

Freely shares information so that others 
can participate and make good decisions 

Is committed to participating in 
meaningful, collaborative engagement 
with source communities that empowers 
them to achieve their aspirations

Exhibits body language consistent with 
warm and inclusive communication

Trusts others to make decisions and 
knows when they don’t need to be 
involved

Understands that the principle of 
kaitiakitanga includes working closely 
with source communities whose taonga 
we have in our care

Leading others 

Delegates routine and important tasks, 
sharing responsibility and accountability. 
Pushes decisions as close to activities as 
possible

Leads people to collaborative solutions even 
when faced with problems and challenges 

Busts silos by collaborating with peers, 
setting unifying team goals, rewarding 
cooperation and celebrating collective 
success

Encourages direct reports to freely share 
information with everyone in the Museum

Involves the right people in meetings and on 
projects

Demonstrates a one-museum approach by 
holding people to account for collaboration 
between teams and departments

Ensures their people are working 
cooperatively as ambassadors of the 
Museum internally and externally

Uses diplomacy and tact, di�uses high 
tension situations comfortably 

Puts the good of the Museum over 
individual or functional area gains

We believe achievement is 
greater in a collective team

We are one team of many, 
achieving one vision together

Our strength is not as 
individuals but as a collective

Inclusive

Self-leading 

Deals direct when problems arise and 
doesn’t share information with people 
who are irrelevant to the issue

Respects that people are free to be 
themselves and express their identities 

Understands He Korahi Māori is at the 
heart of the Museum’s business and 
embraces learning tikanga Māori and 
correct pronunciation of Te Reo Māori

Recognises the uniqueness of Pacific 
cultures and stories, the Museum’s Teu Le 
Vā framework and adopts an advocacy 
role, on behalf of Pacific people, to lower 
barriers to engagement with the Museum

Is aware of their own biases and actively 
works to minimise their impact on 
decisions and interactions with others 

Is open to new ideas, new ways of doing 
things and the unfamiliar

Respectfully inquires of others first; seeks 
to understand others before seeking to 
be understood

Is committed to divesting themselves 
of colonial views and interpretations of 
people and taonga. Values indigenous 
world views and knowledge

Leading others 

Takes time to understand people, listens 
before making decisions or acting

Understands, or takes the time to learn 
how to work with and motivate diverse 
groups to do their best work

Conveys an inspiring, compelling, and 
relevant vision that incorporates the 
Museum’s He Korahi Māori and Teu le Vā 
strategies and the Board’s Diversity and 
Inclusion Policy

Creates an environment where people are 
free to be themselves and bring who they 
are to work

Is aware of their own biases and does not 
let this impact decisions or the treatment 
of others 

Creates a team environment characterised 
by safety and workplace inclusion

Ensures appropriate cultural protocols are 
followed and supported when working with 
diverse communities

Actively seeks new ideas, experiences, and 
wisdom from others in order to enhance 
own leadership practice

Calls out behaviour that does not align and 
takes prompt action

We are 
committed to 
having di�cult 
yet respectful 
conversations

We’re free to 
bring our whole 
selves to work

Not all people 
are the same; 
we respect 
their spiritual, 
physical, social, 
mental and 
emotional needs 

We are 
respectful 
of diversity 
of thought, 
background 
and experience 

The language we 
use matters and 
can enhance or 
damage respect
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GROWTH MINDSETGROWTH MINDSET

Fuluhi ki tua ke kitia 
mitaki a mua.

Look to the past to clearly 
see the way forward.

Kia rere arorangi te kāhu pōkere 
ki ngā taumata tiketike. 

To soar and �y to the 
highest heavens.

Challenges are 
opportunities

GROWTH-
ORIENTED

Curiosity 

Self-leading 

Demonstrates continuous improvement in 
their role

Approaches the unknown with curiosity 
rather than judgement

Identifies the root causes to current or 
potential issues and is willing to approach 
them from every angle to get to the right 
solution

Looks beyond the obvious and doesn’t stop 
at first answers, fights the tendency to grasp 
the most obvious option

Is committed to solving problems and willing 
to persevere until they do, solution focused

Doesn’t see problems and barriers as 
unsurmountable. Sees them as impediments 
to be removed 

Engages deeply in their work, generates new 
ideas and shares those ideas with others

Broadens their networks to those who think 
di�erently but have the same goal

Leading others 

Models inquisitiveness by asking questions 
and genuinely listening to the responses 

Fosters curiosity by giving their people time 
and resources to explore their interests

Demonstrates a willingness to consider 
others’ views and acknowledge when they 
don’t know the answer

Helps their people adopt a learning mind-set 
by rewarding them not only for performance 
but for the learning needed to get there

Champions and enables constructive and 
respectful conflict in order to reach the best 
decisions for the Museum

Encourages people to be curious and view 
tough situations creatively to generate 
innovative solutions

Encourages people to think of every idea 
o�ered as a seed which could grow into 
something great, which they could become a 
part of

Can manage the creative process of others 
and has good judgement about which ideas 
should progress

We’re committed to 
lifelong learning 

We seek to 
understand why 
change is taking 
place and the 
benefits it brings to 
our evolving Museum 

We are curious, we 
seek and absorb new 
information and make 
new connections

We know that good 
ideas can come from 
anyone at anytime 
from anywhere in 
the Museum
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GROWTH MINDSETGROWTH MINDSET

Resilience & Optimism 

Self-leading 

Doesn’t give up when faced with challenges, 
remains realistic and hopeful even when things 
seem to be going wrong 

Takes care of themselves by paying attention 
to their needs and feelings. Keeps mind and 
body primed to deal with situations that 
require resilience

Steps out of their comfort zone and gives new 
things a try

Acknowledges and acts on blind spots pointed 
out to them by others, doesn’t take work 
things personally

Maintains strong, positive relationships at 
work and makes an e�ort to help others feel 
supported

Maintains a positive and constructive outlook 
and models belief in the Museum’s goals

Is able to regulate their thoughts, actions 
and emotions in order to maintain a positive 
presence at work

Acts to make things better instead of 
complaining that they are not

Has a positive, appropriate and constructive 
sense of humour - can laugh at themselves 
and with others, uses light heartedness and 
humour to ease tension and foster connections

Leading others 

Leads their team members to stay positive and 
focused to deliver results in tough times 

Keeps their people inspired and hopeful. Stays 
focused on building positive momentum for the 
betterment of the healthier whole

Frames new directions in understandable, 
innovative and inspiring terms 

Avoid seeing crises as insurmountable 
problems and keeps things in perspective for 
their people 

Remains calm and doesn’t get defensive. 
Refrains from thinking they must always justify 
their thinking and actions

Comfortable handling risk and uncertainty.  
Can act without the full picture and doesn’t get 
uncomfortable when things are up in the air

Models and supports appropriate humour 
to boost morale, fun in the workplace and a 
positive team culture

Leads their team to pursue goals with drive 
and energy, doesn’t give up before finishing, 
especially in the face of resistance

When failure happens, avoids blaming, puts 
things right, learns from mistakes and moves on

He toka tu 
moana

A rock 
standing firm 
in the ocean

We believe 
that failure 
is an 
opportunity 
to grow 

We believe 
that change 
is constant 
and a reality 
of work 

We learn 
from 
feedback 

We keep 
a positive 
mental 
attitude when 
the going 
gets tough 

We strive 
to recover 
quickly from 
setbacks

Big Picture 

Self-leading 

Knows the Museum’s strategy is focused on 
delivering value to our stakeholders, visitors 
and communities 

Works to make things easier for those they 
work with now, and for those who may come 
after them 

Demonstrates the value of their role as 
kaitiaki alongside the communities and 
stakeholders represented in the Museum’s 
collections

Compares day-to-day tasks to the bigger 
picture to ensure that their e�orts contribute 
to the Museum’s strategic priorities

Uses strategy to apply perspective to small 
issues which might factor minimally into the 
overall plan

Maintains knowledge of current and possible 
future practices, trends, technology and 
information a�ecting the Museum

Is comfortable being part of something 
bigger than themselves

Leading others 

Looks beyond silos and connects others 
up to the big picture when barriers arise

Can analyse and discuss multiple aspects 
and impacts of issues and project them 
into the future 

Shares the big picture by talking about 
the Museum’s objectives and purpose 
and creating meaning for their people in 
their day to day work

Delivers to the expectations and 
requirements of internal and external 
stakeholders with the long term goals of 
the Museum in mind

Identifies and develops future talent to 
ensure there is a pool of successors to 
carry on the Museum vision

Is willing to challenge and change the 
organisational ecosystem to improve 
it. Initiates positive disruption, pursues 
improvement and innovation in the 
interests of achieving the Museum’s goals

We are kaitiaki for 
knowledge and 
wisdom

We believe that the 
e�ort today is worth 
the reward tomorrow 
for future generations

Our time here is 
temporary and our 
contributions while 
here are significant 

The Museum will 
continue to evolve 
long after roles and 
structures
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GROWTH MINDSETGROWTH MINDSET

Systems thinking

Self-leading 

Instead of blaming someone, applies root 
cause analysis to understand why a problem 
occurred 

Speaks up about problems, errors, and 
conflicts at work in the interests of improving 
systems and preventing further errors

When investigating a problem, involves people 
from other departments or functional areas 

Analyses the entire process that contributes 
to or causes a problem before considering its 
solution

Focuses on providing solutions and retains 
ownership until the problem is resolved

When analysing problems looks for patterns, 
process and focuses on the whole

Leading others 

Promotes a no-blame, non-punitive work 
environment

Encourages transparency in reporting by 
not penalising human error

Role models problem-solving and 
innovation as cross-functional processes

Asks for help when they do not have 
enough answers to questions about the 
problem

When problems repeat, attributes failure to 
the system, not individuals

Ensures all viewpoints are represented and 
that solutions are accepted by the people 
who need to implement them

Dealing with obstacles and 
challenges is a regular part 
of working life and today’s 
problems are often the result 
of yesterday’s solutions

We have a Just culture and 
promote a no-blame work 
environment

There are no perfect solutions 
and the choices we make will 
have an impact on other parts 
of the system
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CUSTOMER CENTRED MINDSETCUSTOMER CENTRED MINDSET

Ole ala i le pule ole tautua.

�e path to leadership  
is through service.

Te pai me te whai rawa o Tāmaki.

�e prosperity of Tāmaki.

Creating memorable 
positive experiences 
for each other 
and our audiences

CUSTOMER 
CENTRED 
MINDSET

Generosity

Self-leading 

An outlook of sustainable prosperity 
for our manuhiri and partners, knowing 
that the benefits may not be visible or 
immediate 

Displays goodwill towards colleagues, 
assuming the best of them, letting it 
go when mistakes are made and giving 
people another chance

Always goes the extra mile for our 
customers, visitors and audiences so they 
have the best possible experience 

Responds to and follows up on queries 
promptly, ensures that they are not 
holding up the work of others

Arrives on time, is present, attentive and 
ready to share their own knowledge and 
experience

Shares credit easily and proactively 
acknowledges the great work of others

Steps in to prevent failures for the greater 
good, even when there is no direct benefit 
to them

Leading others 

Ensures their team delivers on internal and 
external customers’ expectations and holds 
them to account where expectations are not 
met. Manages others’ expectations on behalf 
of their people

Genuinely cares about their people and 
demonstrates real empathy with their 
problems and experiences

Enables others to succeed by providing, 
appropriate information, resources,  
and autonomy

Anticipates problems and prepares plans of 
action in advance

Actively seeks opportunities to encourage, 
and develop their people

Acknowledges the work of the team and their 
achievements

Focuses their teams’ attention on delivering 
value to our stakeholders, visitors and 
communities as our primary purpose

We give freely of 
our time, thoughts, 
attention and talents

We are externally 
focused on our 
communities rather 
than internally 
focused 

We make our 
audiences the 
priority in our work

We want to 
make things easier 
for  others 
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Manaaki 

Self-leading 

Is passionate about the role they play in 
the Museum and how it contributes to 
the positive experiences of internal and 
external customers

Provides exceptional manaakitanga to our 
manuhiri

Relates well to all kinds of people and 
approaches tense situations by keeping 
the visitor experience in mind 

Always ready to share and help others 
even if they need to go out of their way

Acknowledges that our audiences are 
diverse and have di�erent needs. Works 
hard to meet them

Creates meaningful connections with 
people that are personalised, relevant and 
informative

Is engaging, open, and willing to go the 
extra mile for people

Learns about the cultures and preferences 
of others so they can share and connect in 
an appropriate and engaging way

Ensures they stay up to date and informed 
and shares accurate information freely to 
help others

Leading others 

Makes audience-insightful decisions that 
improve stakeholders’ experiences and exceed 
their expectations

Is approachable and builds trust with others 
quickly. Can di�use high tension situations 
comfortably and coaches others to do the same

Takes ownership for communications to their 
teams, keeping them up to date and providing 
information freely and generously

Leads their team to work collaboratively and 
see their peers as internal customers to whom 
great service should be provided

Empowers their people to remove obstacles to 
great visitor experience

Remains audience-centred and pushes a 
customer service ethos across the organisation

Helps everyone to see that their roles are not a 
series of tasks and duties, but rather an integral 
part of creating value for communities

Ensures that the needs of our diverse audiences 
are at the heart of team decisions 

Role models Manaakitanga and Teu le Vā 
through the quality of services they deliver and 
the care demonstrated to colleagues, direct 
reports and manuhiri

We place our 
manuhiri at the 
centre of the 
Museum experience

We work to nurture 
relationships with 
people that are 
characterised by 
reciprocity, respect 
and mutual trust

We delight and 
give mana to our 
manuhiri who in turn 
give mana to the 
Museum through the 
reciprocal dynamic 
of manaakitanga and 
Teu Le Vā

First impressions 
count 
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