COMPETENCY MODEL FOR
ASSOCIATE COMMUNITY OFFICER
CLASS CODE 2131

The following competencies have been identified as those that best separate superior
from satisfactory job performance in the class of ASSOCIATE COMMUNITY OFFICER.
(Numbers refer to the order of competencies in the Competency Bank.)

5. Learning Ability

12. Conscientiousness
31. Results Orientation
34. Customer Service

36. Emotional Maturity
38. Tolerance

40. Credibility

43. Follow Oral Directions

On the following pages are descriptions of each competency, including a definition, the
level of the competency required for the class (italicized, bolded, and underlined),
examples of behavioral indicators, and satisfactory and superior performance levels.



5. LEARNING ABILITY - Readily acquires and applies new information.

Level of Competency Required by Job:

Level 1:

Level 2:

Level 3:

Learn job-related information, rules, and procedures, and apply
them correctly.

Learn and apply extensive job-related information correctly. Make
reasonable inferences when specific information needed in a given
instance was not presented.

Access new job-related information via print or electronic media, in
educational/training programs, and/or by speaking with others, and
apply it correctly to the job.

Examples of Behavioral Indicators:

Recalls information presented in educational/training programs.
Recognizes how to apply newly acquired information to the job.

Applies new information to the job in a way that increases productivity.
Applies “lessons learned” from prior work experiences to current work.
Answers questions/coaches others who received the same instruction.

Performance Levels:

Satisfactory Superior
Learns new information and applies it Readily acquires new information,
appropriately to situations/issues. makes appropriate inferences based on

it, and integrates it with prior learning
and experience to maximize its use in a
variety of situations or with respect to a
variety of issues.



12. CONSCIENTIOUSNESS - Dependabile, reliable, diligent, and attends to all
aspects of assignments (the “details”).

Level of Competency Required by Job:

Level 1: Remain on-task and make every reasonable effort to complete
work in time allotted. Note discrepancies and takes action or
informs appropriate person when “things don’t seem right” in
information or data.

Level 2: Note when own work logically relates to the work of others and
coordinate with them and when additional tasks must be performed
to complete an assignment and perform/assign them. Recognize
when, despite best efforts, work will not be done and notifies
supervision.

Level 3: Attend to each area of responsibility, and if all are not being
addressed, arrange for transfer or elimination of some of them.
Ensure that all aspects of programs/projects are properly addressed
to ensure success.

Examples of Behavioral Indicators:

Seeks all necessary information to do the job well.

Learns from experience so can recognize when things are not right.

Maintains a high level of task-related behavior.

Continues to work diligently in the absence of supervision.

Fully attends to seemingly minor as well as major aspects of each work
assignment.

Performance Levels:

Satisfactory Superior

Fully attends to work at hand; notes Notes relationship of own work to work
details, errors, and discrepancies and of others to ensure all aspects are
follows-up as necessary. Reliably coordinated. Performs additional tasks
performs and completes work. and otherwise follows-up to ensure

Punctual; respectful of others’ time. thoroughness.



31. RESULTS ORIENTATION — Maintains a focus on objectives to be achieved and
acts accordingly to ensure their accomplishment.

Level of Competency Required by Job:

Level 1:

Remain focused on the task at hand and its purpose. May alter

activities if the same result will be achieved. Does not become

distracted by extraneous information, events, or details.

Level 2:

Remain focused on the objectives to be achieved and take all

reasonable actions necessary to achieve them. If initial activities to
achieve objectives are unsuccessful, tries other approaches.

Level 3:

Remain focused on outcome and not process, when possible, in the

monitoring and evaluation of staff work. Encourage staff to maintain
focus on the objectives of their work and not to be overly affected by

nuisances or frustration.

Examples of Behavioral Indicators:

Performance Levels:

Satisfactory

Maintains a focus on desired outcomes
and makes every reasonable attempt to
achieve them. Always recognizes the
purpose or objective of work activities.

Clearly understands the purpose/objectives of work assignments.
Recognizes that there are typically many ways to achieve the same objective.
Makes multiple attempts to achieve objectives when necessary.

Does not become distracted by unimportant or irrelevant issues.

Ignores distracters in order to maintain pursuit of the desired outcome.

Superior

Maintains a clear focus on desired
results, and is persistent in attempts to
achieve them. Insistent that all work
activities lead to goal accomplishment;
expresses dissatisfaction with activities
that have no apparent impact.



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:

Level 1:

Level 2:

Level 3:

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

Promotes positive customer service. Serves as a model of providing
exemplary customer service.

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

implemented.

Examples of Behavioral Indicators:

Suggests options if available.

Carefully listens to (or reads) customer statement of the issue.
Provides direct, informative, accurate responses to customer.

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.



36. EMOTIONAL MATURITY — Maintains a calm and task-oriented approach to
work even under circumstances of conflict or

hostility.

Level of Competency Required by Job:

Level 1:

Remain focused on the task at hand when interacting with

unpleasant or uncooperative people, circumstances are

frustrating, the workload is high, or other conditions of the work

environment are less than optimal.

Level 2:

Seek effective resolution to complaints/criticisms; recognize that

complaints/criticisms often are not personal, but a reflection of
frustration or disagreement on the part of others.

Level 3:

Maintain neutrality and effective performance even in the face of

unjustified challenge or direct criticism in a public forum.

Examples of Behavioral Indicators:

e Maintains a calm and focused demeanor.
e Continues to listen to others with whom conflict or disagreement has occurred.
e Does not display excessive emotionality: yell, shout, scream, cry, or use

profanity.

e Does not “act out:” slam doors, throw things, threaten, or assault others.
e Does not engage in inappropriate acts such as telling off-color jokes, name-

calling, horseplay, or bullying.

Performance Levels:

Satisfactory

Demonstrates emotional stability and
mature behavior appropriate to the
workplace even in circumstances of
discord or duress.

Superior

Maintains businesslike demeanor and
continues to attempt to address the
issue at hand even when faced with
personal attacks, unjustified
accusations, or other inappropriate
behavior from others.



38. TOLERANCE - Accepts all forms of diversity, including different, even contrary,

points of view.

Level of Competency Required by Job:

Level 1: Accepting of co-workers, other employees, and members of the

public regardless of their stated beliefs or assumptions that

might be made based on their appearance or status.

Level 2: Work well with others regardless of their stated beliefs or affiliations,
appearance, or idiosyncrasies. Recognize the value of different
points of view among members of a work group or team.

Level 3: Embrace a diverse work group as a possible means of advancing
objectives of the organization. Encourage airing of different, even
contrary, points of view as a means of ensuring that all possible
factors are considered and alternatives explored.

Examples of Behavioral Indicators:

o Works well with a diversity of others.

e Provides comparable service to all members of the public.
e Accepts differences in others even with respect to factors that would not be

acceptable personally.

e Recognizes that judging others on a personal basis/displaying intolerance is

inappropriate in the workplace.

e Encourages all others to openly state their views on work-related matters.

Performance Levels:

Satisfactory

Works well with a diverse array of
other people. Provides service or
otherwise interacts with others in a
manner that is consistent and fair.

Superior

Recognizes the potential for diversity
to strengthen the organization.
Welcomes and fully considers diverse
points of view, and makes every effort
to ensure others do the same.



40. CREDIBILITY - Is truthful and sincere; objectively and clearly provides all
pertinent information rather than being vague, omitting negative
information or only stating what listeners “want to hear.”

Level of Competency Required by Job:

Level 1: Freely and openly share accurate job-related information with
co-workers.

Level 2: Provide complete, accurate information to other City employees and
members of the public.

Level 3: Represent department to the Mayors’ Office, City Council, City

Commissions, and/or department heads, and/or to external
organizations, professional associations, and/or the media.

Examples of Behavioral Indicators:

e Admits mistakes.

e Information provided is consistent (not contradictory or stating different things

to different people).

e Answers questions directly and thoroughly.

e Shares credit for achievements.

e Acts in the best interest of the organization, not self interest.

Performance Levels:

Satisfactory

“Tells the complete story” from the
onset. Is forthcoming with full
information when questioned.
Statements are consistent. Readily
admits mistakes and gives credit to
others.

Superior

Information provided is complete and
accurate, and includes any negative
information or information contrary to
self interest. Does not attempt to be
vague or put a “spin” on negative
information to make it appear more
positive.



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

Level of Competency Required by Job:

Level 1:

Level 2:

Level 3:

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

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

Receive general instructions/assignments orally regarding
long-term objectives/responsibilities.

Examples of Behavioral Indicators:

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.

Performance Levels:

Satisfactory Superior

Properly performs work when concrete, Properly performs work assigned orally.
specific instructions are given orally. Answers questions or explains work to
Asks pertinent questions when parts of others. Correctly infers details or
the instructions are unclear or omitted. portions of instructions that were

omitted.
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