COMPETENCY MODEL FOR
AIRPORT GUIDE (2018)
CLASS CODE (0845)

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

Composure (14)

Job knowledge (20)
Interpersonal skills (33)
Customer Service (34)
Teamwork (35)

Tolerance (38)

Follow Oral Direction (43)
Community Relations (55)

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.



14. COMPOSURE — Maintains composure in difficult circumstances.

Level of Competency Required by Job:

Level 1: Display self-confidence in

interactions with others; does not

undermine own efforts or immediately succumb to pressure.

Level 2: Remain self-assured and calm when challenged or subject to
abuse.
Level 3: Exude confidence in a wide variety of circumstances made difficult

by many potent, diverse factors.

Examples of Behavioral Indicators:

Performance Levels:

Satisfactory

Continues work in a calm, self-
assured manner under difficult
circumstances. Avoids being drawn
in to a heated exchange.

Maintains calm, composed demeanor in all work situations.
Restates position when appropriate.

Asserts viewpoints when others ignore or debase them.
Acknowledges difficulties, but is not overcome by them.

Superior

Remains poised when confronted
with undue complaint or criticism.
Confidently defends position when
challenged.



20. JOB KNOWLEDGE - Knows information required to perform a specific job.
Includes both widely available courses of study (for
example, chemistry, human resources management,
graphic arts) and City-specific information (parking
regulation and ticketing practices; purchasing
procedures; provisions of the City Charter).

Level of Competency Required by Job:

Level 1: Knowledge is concrete, factual, and/or procedural and may be
defined by the organization. Situations in which it is applied
are quite consistent.

Level 2: Knowledge is substantive and may be defined by an external trade,
field, or profession. Situations in which it is applied vary and, as
such, require breadth and depth of understanding.

Level 3: Knowledge is abstract, conceptual, and/or complex and may be
supported by a well-defined academic discipline or authoritative
sources (e.g., laws, ordinances, government guidelines/regulations/
codes). Situations in which it is applied may vary greatly or be
novel.

Examples of Behavioral Indicators:

Performs work correctly/avoids technical (job content related) errors.
Answers technical questions about work accurately.

Asks few technical questions about the performance of routine work activities.
Offers advice (“‘coaching”) to new employees regarding their work.

Develops training programs for other employees.

Sought out as a source of information by others.

Performance Levels:

Satisfactory
Superior
Sufficient job knowledge to perform
work correctly independently. Expertise in technical job information
Answers technical questions about sufficient to serve as a resource to
work correctly. others. May develop training
manuals/ programs and/or give
internal and/or external

presentations related to work.



Job Knowledge Areas

. Knowledge of terminology used to discuss airport operations related to ground
transportation, security screening, airport facility and airline practices such as
ridesharing, pre-check, code sharing, refugee, immigration, duty-free, and green
card, sufficient to know their meaning and use them correctly.

. Knowledge of the principles and practices of equal employment opportunity in
order to ensure that the workplace is free of offensive conduct and to promote a
positive and discrimination-free environment.

. Knowledge of immigration and airport security regulations at a level sufficient to
assist with effective admission into the United States.

. Knowledge of airport guest experience standards such as being informative,
courteous, approachable, responsive, efficient and effective sufficient to carry out
the Department core values.



33. INTERPERSONAL SKILLS - Interacts effectively and courteously with others.

Level of Competency Required by Job:

Level 1: Interact with members of the workgroup, supervision, and/or the
public in a cordial, service-oriented manner.

Level 2: Interact across department lines and with appointed City
officials, and/or members of the public, at times under
adversarial circumstances, in a cordial, respectful manner.

Level 3: Interact with appointed and elected City officials, department

heads, representatives of external organizations, and/or the media
in a cordial, effective manner.

Examples of Behavioral Indicators:

Works well with others toward mutual objectives.

Does not arouse hostility in others.

“Disagrees without being disagreeable.”

Elicits acceptance/cooperation from others.

Affords all individuals respect, regardless of their role or status.

Effectively addresses concerns of politicians or others who may have their

‘own agenda.”

Performance Levels:

Satisfactory Superior
Behaves in a courteous, respectful, Facilitates positive interpersonal
cooperative manner toward co-workers, relations withinfamong workgroups and

other City employees, and members of toward members of the public. Adept

the public.

at finding similarities and grounds for
cooperation/mutual benefit.



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:

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

Level 3:

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:

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 Superior

Displays knowledge as well as courtesy Seeks further information or advice to
and patience when interacting with resolve  difficult issues.  Solicits
customers. Ensures customers’ issue is feedback on the effectiveness of
correctly identified and remains focused service. Makes suggestions for
on it until it is resolved. 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:

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

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

Level 1;

or have too little.
Level 2:

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:

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
its goals.

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 responsibilities 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.



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:

e 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.



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.



55. COMMUNITY RELATIONS - Communicates/Interacts with members of the
public in a way that elicits positive response and

participation.

Level of Competency Required by Job:

Level 1: Interact with members of the public, usually one-on-one, to meet

their immediate need.

Level 2: Interact with several to many members of the public at a time

to present information, persuade, solicit input, and/or one-on-

one in varied situations, some of which may be likely to arouse

hostility.

Level 3: Interact with large segments of the community and/or community
leaders in varied situations, some of which involve addressing
sensitive issues or in which hostility may arise.

Examples of Behavioral Indicators:

e Speaks in a manner clearly understood by community members.

understanding.

Performance Levels:

Satisfactory

Listens carefully to concerns and
responds to all of them. Speaks in a
manner appropriate to the audience.
Maintains a pleasant/ positive
demeanor.

Listens actively to what community representatives say and conveys

Responds fully and accurately to questions raised.

Effectively addresses the issues/resolves the situation at hand.
Achieves the desired objective of the interaction.

Obtains participation from community members.

Elicits a favorable reaction from members of the community.

Superior

Conveys information fully and
responds thoroughly to all concerns.
Draws community members into the
interaction if needed. Receives a
positive response from members of
the community.
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