Competency Model for Systems Aide (2016)
Class Code 1599

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

1. Reading Comprehension
4. Analytical Ability

6. Attention to Detail

12. Conscientiousness

20. Job Knowledge

34. Customer Service

44, Follow Written Directions
47. Written Communication

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 level.



1. READING COMPREHENSION — Comprehends and correctly applies information

presented in written form. Makes correct
inferences; draws accurate conclusions.

Level of Competency Required by Job:

Level 1:

Level 2:

Level 3:

Concrete, specific job-related information (work orders; instructions;
material/equipment labels)

General information related to field of work and assignments;
(articles in trade publications; technical/instructional manuals;
memos; letters:; e-mails; reports)

Abstract/complex information (highly technical articles/ reports in
specialized area; legal or other regulatory material)

Examples of Behavioral Indicators:

Follows written instructions correctly.

Learns information presented in writing.

Identifies relevant written information.

Interprets written legal regulatory material accurately.

Performance Levels:

Satisfactory Superior
Reads instructions correctly. Learns from Learns from manual and may answer
manual and other printed material. others’ questions. Explains information

presented in written form to others.



4. ANALYTICAL ABILITY - Identifies, obtains, and evaluates relevant information
to establish relationships or patterns, cite causes, and
reach logical conclusions.

Level of Competency Required by Job:

Level 1: Recognize similarities/differences in current situation to those previously
encountered and is guided accordingly. Apply existing policies correctly.
Ask pertinent questions or otherwise seek additional information to
formulate appropriate response.

Level 2: Consider multiple, varied factors when evaluating a situation or
issue. Seek additional information to provide further insight. Reach
conclusions that logically follow from the information obtained.

Level 3: Consider a multitude of diverse factors, their interrelationships, the
perspectives of others, alternative courses of action and their likely
ramifications when evaluating information to reach a conclusion.

Examples of Behavioral Indicators:

Obtains the necessary amount of relevant information.

Recognizes the impact of each type of information on conclusions.
Evaluates the quality/source of information when considering it.

States the shortcomings of the information and, therefore, the analysis.

Performance Levels:

Satisfactory Superior

Recognizes available relevant information, Uses a great deal of existing and obtained
seeks additional information to consider, information and data to develop and
and reaches a conclusion. Provides sound, evaluate alternatives and arrive at a final
convincing justification for conclusions, conclusion. Provides compelling
citing relevant data and facts. arguments in support of conclusions.



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 reqarding 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:

Carefully checks all aspects of work for completion and accuracy before submitting.

Identifies errors (for example, typos, 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.



12. CONSCIENTIOUSNESS - Dependable, reliable, diligent, and attends to all

aspects of assignments (the “details”).

Level of Competency Required by Job:

Level 1:

Level 2:

Level 3:

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.

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.

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 of
details, errors, and discrepancies and others to ensure all aspects are

follows-up as necessary. Reliably coordinated. Performs additional tasks and
performs and completes work. Punctual, otherwise follows-up to ensure

respectful of others’ time. thoroughness.



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 acquired after hire in a brief orientation, short training
program, or through on-the-job training.

Level 2: Knowledge acquired

through an apprenticeship or extensive

training program, or long duration of job performance.

Level 3: Knowledge acquired through a prolonged external course of study and/or
extensive training and experience within the City.

Examples of Behavioral Indicators:

Performance Levels:

Satisfactory

Sufficient job knowledge to perform
work correctly independently. Answers
technical questions about

work correctly.

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.

Superior

Expertise in technical job information
sufficient to serve as a resource to
others. May develop training
manuals/programs and/or give internal
and/or external presentations related to
work.



10.

11.

Job Knowledge Areas

Knowledge of computer terminology in the area of PC hardware including terms such as
CPU, monitor, printer, disc drive, browser, power strip, hardware, and software
necessary to read instructions, communicate with technical personnel, and answer
guestions from users and/or supervisors.

Knowledge of the methods used to test and diagnose software and hardware (i.e.
Systems File Checker and Check Disk) functioning following upgrade or installation
including steps to take to isolate problems (i.e. Log File) and how to fix them.

Knowledge on how to access and understand software and hardware manual
instructions for word processing, spreadsheet, communications programs, or
mapping/drawing programs in order to address end user concerns.

Knowledge of the basic questions to ask an end-user (i.e. check power source, check for
monitor light, information displayed on screen, select software applications to see if they
open, check network connection, etc...) who is experiencing problems and, based on the
responses received, determine whether a problems is hardware, software, or operator
related.

Knowledge of rudimentary problems such as checking power on status, or checking
proper connections on peripheral equipment in order to correct minor user problems.

Knowledge of Microsoft Suite, such as Excel, PowerPoint, and Visio sufficient to help
users with simple troubleshooting in these areas.

Attention to detail sufficient to accurately compare printouts or lists of materials against
actual equipment in order to assure all necessary components are present.

Ability to make repeated, routine entries into a computer based or paper log of user
problems systematically, accurately, and without continual reminders.

Ability to accurately record personal observations of individuals steps in a work process
in order to determine how a work process can be improved and make recommendations.

Ability to read, understand, and accurately follow technical directions, such as those
which are required to install software or set up equipment.

Ability to analyze complex material such as reports, documents, rules, and regulations
related to department operation, or procedures sufficient to identify relevant issues and
extract pertinent information or data and make recommendations.



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:

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.
o 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.



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:

in writing.

Examples of Behavioral Indicators:

Perform work after completion of training modules or programs presented

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

Correctly performs work assigned or for
which training was provided in writing.

Superior

Understands instructions and training
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.



47. WRITTEN COMMUNICATION — Communicates effectively in writing.

Level of Competency Required by Job:

Level 1: Write notes/e-mails. Completes forms with some open-ended
responses (sentences).

Level 2: Write letters, articles/reports, and/or detailed descriptions of
activities/occurrences.

Level 3: Write lengthy reports, instruction manuals, in-depth analyses/ reviews of
complex issues and/or articles for publication. Reviews the written work
of others.

Examples of Behavioral Indicators:

e Writing includes the necessary information to convey the intended message.

Sufficiently few errors in spelling, punctuation, grammar to not interfere with the
intended message or distract the reader.

Little editing or re-writing needed to produce a final product.

Composes materials efficiently.

Information is presented in a well organized manner.

Tone and degree of formality are appropriate to the purpose and audience.

Performance Levels:

Satisfactory Superior

Writes material that clearly Precisely uses words and organizes
communicates the necessary information in a way that enhances
information; needs little editing. presentation of the message. Virtually no

editing needed.






