COMPETENCY MODEL FOR
WORKERS’ COMPENSATION CLAIMS ASSISTANT (1775)

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

3. Judgment and Decision Making
7. Self-Management

20. Job Knowledge

22. Computer Proficiency

34. Customer Service

35. Teamwork

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 levels.



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

Level of Competency Required by Job:

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

Level 1: 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 guestions 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.



7. SELF MANAGEMENT - Organizes and plans for task accomplishment; manages
time and works diligently to complete assigned work/fulfill
responsibilities.

Level of Competency Required by Job:

Level 1: Order tasks for efficient performance; maintain awareness of time
allotted and deadlines in order to ensure they are met.

Level 2: Plan and perform work in a way that maximizes efficient
performance; establish and adjust priorities to ensure timely
completion of most critical assignments.

Level 3: Allot time to responsibilities proportional to their prominence,
priority, and impact.

Examples of Behavioral Indicators:

Performs only work activities during work hours.

Alters means of performing work when original approach proves to waste time.

Keeps a “to do” list (with indication of priority and deadlines, if necessary).

Requests assistance as necessary when it becomes clear that work will not be

completed on time.

e Demonstrates a record of progress with respect to all assignments/
responsibilities.

e Uses optimal means of communication for efficiency and effectiveness.

Performance Levels:

Satisfactory Superior

Conducts self while at work in a Seeks efficiencies in doing work to
manner that ensures work will be maximize productivity. Plans work
completed as scheduled, or provides carefully and follows the plan or
explanation or secures assistance or makes adjustments if it is disrupted.
adjustment of schedule if it will not be. Maintains personal responsibility for

all work accomplishment.



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

internal and/or external presentations
related to work.



JOB KNOWLEDGE AREAS

. Knowledge of basic medical terminology, including commonly used medical
prefixes and suffixes, such as “cardio-,” “-itis,” “pulmonary-,” “pre-,” and “post-,”
sufficient to read and understand the terminology used in medical reports.

” o« ” o«

. Knowledge of common medical treatments of occupational injuries and diseases,
such as first care, physical therapy initial review, and discharge from care,
sufficient to monitor the claimant’s treatment and identify any irregularities or
unauthorized treatment.

. Knowledge of City procedures as they relate to processing workers compensation
claims and reporting procedures for accidents or injuries involving on-duty City
employees, including appropriate forms usage, and/or chain-of-command
reporting, as required by State Labor Code to ensure City occupational
injuries/illnesses are documented accurately and/or that workers’ compensation
benefits are initiated where appropriate.

. Knowledge of State Labor Code, including appropriate mandatory payment
methods and reimbursement requirements for mileage, to ensure benefits are paid
in accordance with the State Labor Code.



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.

Performs work with a minimal number of steps (separate computer operations).
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
e Edits (makes changes to) documents and tables
e Stores files in various locations

Using features that include: Copy; Cut and Paste; 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 Uses existing spreadsheet to enter data, verify, retrieve, and/or edit

Using features that include: Sort

. iVOS / Claims Enterprise v5

e Locate claim information
e Enter new claim and/or claim information

. 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:

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.
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. Identify 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:

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 Superior

Cooperates with co-workers and Sees the team as a whole;
fulfills responsibilities as a member of acknowledges that performance of
a project team. Maintains a focus on the team is what in reality is evaluated
common objectives and offers and by others. If anyone fails, everyone on
requests assistance readily. the team fails.



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

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
guestions or explain to others.
Correctly infers unclear or omitted
details as presented in writing.
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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.
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