COMPETENCY MODEL FOR
ADMINISTRATIVE CLERK
CLASS CODE 1358

The following competencies have been identified as those that best separate superior
from satisfactory job performance in the class of Administrative Clerk.

*3. Judgment and Decision Making
*6. Attention to Detalil

*22. Computer Proficiency

*34. Customer Service

*35. Teamwork

43. Follow Oral Directions

*44. Follow Written Directions

47. Oral Communication

On the following pages are descriptions of each competency, including a definition, the

level of the competency required for the class (italicized and underlined), examples of
behavioral indicators, and satisfactory and superior performance level.

*Competencies necessary prior to job entry



3. JUDGMENT AND DECISION MAKING — Accurately assesses situations, seeks new

Level of Competency Required by Job:

Level 1:

information if necessary, and applies all
available information to reach sound
conclusions/formulate effective response.

Training and quidelines needed to respond to immediate situations

within very specific function are provided (or supervisor available to

assist).

Level 2:

General information and guidance to assist in responding to a

variety of situations across a range of circumstances are provided.

Level 3:

Little guidance available for responding to a wide range of complex

situations with far-reaching and/or enduring consequences.

Examples of Behavioral Indicators:

e Effectively responds to atypical situations.
e Asks questions or otherwise obtains additional relevant information to make a

decision.

e Formulates a decision and necessary actions based on available facts.

e Correctly infers appropriate response based on information provided and
existing policies, personal experience, and/or consultation with others.

e Discusses conclusions/possible responses with others before taking action as

necessary.

e Considers impact of decisions on all affected parties.

Performance Levels:

Satisfactory

Correctly assesses routine and unusual
situations and reaches appropriate
conclusions for actions needed.
Obtains additional information and/or
consults with others as necessary.

Superior

Evaluates new situations accurately to
establish an appropriate response or
plan of action. Recognizes the impact
on all affected parties, as well as the
possible ramifications and/or
repercussions of setting a precedent.



6. ATTENTION TO DETAIL — Extremely careful in addressing all aspects of each
work assignment in order to produce “completed staff
work” and/or avoid any negative outcomes.

Level of Competency Required by Job:

Level 1: Ensure all aspects of work assignment are completed as directed.

Level 2: Verify that each aspect of work assignment is properly completed;
make logical inference regarding additional activities that may need
to be performed to produce “completed staff work.”

Level 3: Include evaluation of final work/work product in its accomplishment;

make adjustments as possible to improve.

Examples of Behavioral Indicators:

e Carefully checks all aspects of work for completion and accuracy before

submitting.
e Identifies errors (for

example, typo’s,

computations, measurements,

application of laws/rules/policies) and corrects them prior to submitting.

Performance Levels:

Satisfactory

Ensures that each task accomplished
represents “completed staff work.” No
remaining details/ inconsistencies for
others to address.

Cross-checks work against available resources.

Sets up a means of checks and balances to ensure work accuracy.
Considers changes in final work product to ensure usability by recipient.
Completes all revisions upon request.

Superior

All aspects of each task completed are
verified to be correct. Identifies any
foreseeable consequences of work that
may need to be addressed and does
so.



22. COMPUTER PROFICIENCY — Uses computer hardware and software optimally
to perform job tasks efficiently and effectively.

Level of Competency Required by Job:

Level 1. Understand and use the basic function(s) of computer hardware
and software to perform work.

Level 2: Advanced understanding and use of function(s) of all necessary
computer hardware and software to perform work.

Level 3: Expert understanding and ability to use all necessary computer

hardware and software for the full range of their functions.

Examples of Behavioral Indicators:

e Correctly uses all necessary computer hardware (for example, keyboard,
mouse, external storage devices, scanner, printer).

e Correctly and efficiently uses all necessary computer software (for example,
wordprocessing, spreadsheet, and database/analysis programs and specific-

purpose programs to perform work.

e Performs work with a minimal
operations).

number of steps (separate computer

e Uses various means of storing and backing-up work as appropriate to the
access requirements (need to share) and sensitivity/security concerns.

Performance Levels:

Satisfactory

Correctly uses all necessary computer
hardware and software. Learns to use
new hardware and software readily.
Does not perform work manually when
more efficient means via computer are
available.

Superior

Optimally uses all required computer
hardware and  software. @ When
alternatives exist, selects the best way
to perform work on the computer.
Coaches others (or provides formal
training) in computer use to perform the
job.



SPECIFIC COMPUTER PROFICIENCY REQUIRED

Microsoft Word
e Proofreads [printout or on screen] documents and tables
¢ Edits (makes changes to) documents and tables
e Stores files in various locations
Using features that include: Copy; Cut and Paste; Headers/Footers; Page
Numbering; Numbering; Highlighting; Spell Check; Grammar Check; Search and
Replace; Save As; Convert to pdf/other version of program; Undo/Do; Print; Margins;
Tabs; Font/Font Size; Justification; Line Spacing; Columns; Page Setup

Microsoft Excel
e Creates spreadsheets on own or for other person(s) [or uses existing
spreadsheet] to enter data, verify, retrieve, and/or edit
Using features that include: Sort; AutoSum; Insert/Delete Rows/Columns;
Format Cells; Page Layout; Print

Databases
e Enters data, verifies, retrieves, and or edits databases

Internet/Intranet
e Uses internet/intranet to search for and/or post information

Email

e Composes (writes) emails; reads emails for own use or to forward to other
person(s)




34. CUSTOMER SERVICE - Interacts with recipients of services (internal or

external customers) in a way that provides accurate,
timely, and effective information and service.

Level of Competency Required by Job:

Interact with customers in person, over the telephone, or through e-
mail (and/or other electronic media) in order to provide information
or assistance. Listen to customer concerns; explain/reconcile
information and provide alternatives if possible; facilitate resolution

Promotes positive customer service. Serves as a model of

Level 1:

by making referral and/or following-up as necessary.
Level 2:

providing exemplary customer service.
Level 3:

Develop customer-oriented procedures; identifies changes in
procedures to enhance customer service and ensures they are
implemented.

Examples of Behavioral Indicators:

Carefully listens to (or reads) customer statement of the issue.

Provides direct, informative, accurate responses to customer.

Suggests options if available.

Maintains a positive attitude in the face of customer complaint or frustration.
Remains focused on the issue presented by the customer and directs the

customer back to the issue if necessary.

Asks the customer if their concerns have been fully addressed.

e Ensures organizational policies and practices are customer-focused.
e Ensures all employees recognize their responsibility for customer service and
are properly trained for it.

Performance Levels:

Satisfactory

Displays knowledge as well as courtesy
and patience when interacting with
customers. Ensures customers’ issue is
correctly identified and remains focused
on it until it is resolved.

Superior

Seeks further information or advice to
resolve  difficult issues.  Solicits
feedback on the effectiveness of
service. Makes suggestions for
improving service and facilitates
changes needed to implement.



35. TEAMWORK - Interacts effectively with others to achieve mutual objectives;
readily offers assistance to others to facilitate their goal

accomplishment.

Level of Competency Required by Job:

Level 1: Work effectively as a member of a work unit or project team.
Readily offer assistance to others when they have too much work

or have too little.

Level 2: Work effectively as a team member in which different people have

different roles/responsibilities and perspectives. ldentify points for

collaboration with co-workers: readily offer and request assistance.

Level 3: Work effectively as a part of an interdependent team (your work
gets done only if the work of the whole team is done; evaluation of
team performance is more relevant than individual performance).

Examples of Behavioral Indicators:

its goals.

Discusses work-related matters with co-workers.

Offers and requests assistance readily.

Offers and is receptive to suggestions.

Identifies problems with workflow that will prevent team from accomplishing

e Provides constructive criticism and feedback to team members to improve

overall functioning of team.

e Assigns credit to team for accomplishments.

Performance Levels:

Satisfactory

Cooperates with co-workers and
fulfills responsibilites as a member
of a project team. Maintains a focus
on common objectives and offers
and requests assistance readily.

Superior

Sees the team as a whole;
acknowledges that performance of
the team is what in reality is
evaluated by others. If anyone fails,
everyone on the team fails.



43. FOLLOW ORAL DIRECTIONS - Performs work accurately as directed orally.

Level of Competency Required by Job:

Level 1: Receive specific, complete oral directions daily or by individual task
assignment throughout the day.

Level 2: Receive general instructions orally that span across days or for
entire assignments.

Level 3: Receive general instructions/assignments orally regarding long-

term objectives/responsibilities.

Examples of Behavioral Indicators:

Performance Levels:

Satisfactory

Properly performs work when concrete,
specific instructions are given orally.
Asks pertinent questions when parts of
the instructions are unclear or omitted.

Does work assigned orally properly and on time.

Asks pertinent questions for clarification of assignments.

Performs work correctly when instructions were given orally.
Explains assignments to others who received the same instructions.
Performs work in accordance with general outline provided orally.
Correctly infers details of assignments given only in general terms.

Superior

Properly performs work assigned orally.
Answers questions or explains work to
others.  Correctly infers details or
portions of instructions that were
omitted.



44. FOLLOW WRITTEN DIRECTIONS - Performs work accurately as directed in

writing.
Level of Competency Required by Job:
Level 1: Perform tasks assigned in writing.
Level 2: Perform work after reading instructional manual.
Level 3: Perform work after completion of training modules or programs

presented in writing.

Examples of Behavioral Indicators:

e Correctly completes work assigned in writing.

e Answers questions and/or explains work to others who received the same
instructions.

e Learns and applies information presented in writing (instruction manual;
training program).

e Correctly infers details of work to be performed that were unclear or omitted
as presented in writing.

Performance Levels:

Satisfactory Superior
Correctly performs work assigned or for Understands instructions and training
which training was provided in writing. materials presented in writing to the

extent that is able to answer questions
or explain to others. Correctly infers
unclear or omitted details as presented
in writing.



45. ORAL COMMUNICATION — Communicates orally in a clear, concise, and
effective manner.

Level of Competency Required by Job:

Level 1: Exchange specific, job-related information orally with others in the
immediate work environment or via telephone and/or radio.

Level 2: Obtain/provide/present general and/or job-specific information

orally to a variety of others in various situations.

Level 3: Obtain/provide/present a diverse array of information orally at
varying levels of complexity to a wide range of others across many
different situations and circumstances.

Examples of Behavioral Indicators:

little detail).

Audience clearly understands the intended message.

Rarely must repeat information in response to questions.

Refrains from use of unnecessary words, phrases, or jargon.

Provides a level of detail appropriate to the situation (avoids too much or too

e Speaks at a level appropriate to the audience in terms of terminology,
sentence structure, and simplicity/complexity of ideas expressed.
e Uses words with precision (vocabulary) to convey exact information.

Performance Levels:

Satisfactory

Speaks clearly and audibly,
providing the appropriate information
and level of detail. Typically conveys
the message on the first attempt.
Answers questions accurately and
directly.

Superior

Speech is direct and to the point.
Speaks convincingly and with
authority when appropriate.
Maintains sensitivity to the audience
while providing thorough information
with the appropriate level of detail
through the use of precise language.



