COMPETENCY MODEL FOR
PERFORMING ARTS PROGRAM COORDINATOR (2430)

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

20.Job Knowledge

28. Supervision

30. Fiscal Management
34. Customer Service

37. Flexibility

47. Written Communication
51. Program Responsibility
55. Community Relations

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.



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
guite 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:

e Performs work correctly/avoids technical (job content related) errors.

e Answers technical questions about work accurately.

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

e Develops training programs for other employees.

e Sought out as a source of information by others.

Performance Levels:

Satisfactory Superior

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

and/or external presentations related to work.



Job Knowledge Areas

Knowledge of performing arts resources available in the Southern California area,
including funding sponsors, cultural organizations, local artists, and arts educators, in
order to ensure appropriate community inclusion and engagement in City arts
programs.

Knowledge of event production principles and requirements, such as event best safety
practices, stage union rules and requirements, staffing/crew requirements, audience
amenities, artist/performer services, and required sound, lighting, and computer
equipment, sufficient to ensure staffing, safety, performer, and audience needs are
met.

Knowledge of effective modes of communication in marketing, such as digital, print,
and broadcast, sufficient to appropriately determine the most effective mode(s) of
communication in marketing Department of Cultural Affairs events and programs.

Knowledge of how to assess programs and events on the basis of cultural relevance,
accessibility, and other relevant performance goals through the use of metrics, such as
patron surveys, attendance growth, and achievement of box office revenue goals,
sufficient to document attained performance goals and to use the information to guide
future program development.



28. SUPERVISION — Ability to assume direct responsibility for all aspects of the

performance of a work group, which requires knowledge and/or
ability in the areas of:

Planning and goal setting

Creating a safe and positive work environment

Establishing standards and training employees

Motivating employees and teambuilding

Performance Management (assigning, monitoring, facilitating, reviewing and
evaluating work, and providing feedback)

Supporting and developing employees through delegation and participation

Taking disciplinary action including progressive discipline

Provisions of employees’ MOU’s and handling grievances

Legal requirements including EEO, ADA, FLSA, FMLA, and Workers’
Compensation provisions

Civil Service Commission Rules and Policies related to the management of
employees

Administrative Code provisions related to the management of employees

Budget processes sufficient to request and justify expenditures in a correct and
timely manner

Level of Competency Required by Job:

Level 1:  Supervises small workgroup of employees performing the same or highly

related work.

Level 2: Supervises a larger workgroup of employees performing various

types of work.

Level 3: Supervises employees including provision of coaching and advice to

subordinate supervisors.

Examples of Behavioral Indicators:

Plans, assigns, and monitors work progress.

Trains employees to do work.

Evaluates work and gives positive and negative feedback.

Displays knowledge of legal requirements including applicable Federal and State
laws, Administrative Code provisions, Civil Service Commission Rules and
Policies, and MOU provisions.

Performance Levels:

Satisfactory Superior

Proficiency in supervision sufficient to
supervise a workgroup in terms of task
orientation, interpersonal concerns, and
personnel administration.

Proficiency in supervision sufficient to
serve as a resource to others and/or
represent department position in a
public forum.



30. FISCAL MANAGEMENT - Develops and justifies budget proposals in a way

that garners support; monitors expenditures for
compliance; systematically adjusts expenditures
when warranted.

Level of Competency Required by Job:

Identify equipment and services with demonstrable cost-
effectiveness for improving operations and prepare detailed budget
requests that provide ample justification for purchase. Ensure

Identify staffing needs, needs for equipment and services, and

other expenditures that are necessary to fulfill the mission of a
Provide ample,
compelling justification. Ensures that money is spent for

Level 1:
money is spent for intended purpose.

Level 2:
function or_segment of the organization.
intended or highly related purpose.

Level 3:

Consider the mission of the entire organization and current
priorities in determining which budget proposals to submit. Provide
compelling arguments for the proposals submitted that include
reference to proposals omitted. Use money for intended purpose
unless priorities or other circumstances change.

Examples of Behavioral Indicators:

e |dentifies expenditures that will be cost-effective in their contribution to
accomplishing work.

e Conducts research to determine the best available option for purchase.

e Tailors justification for budget request to the specific need and current
circumstances.

e Uses money for its intended purpose.

e Makes adjustments to expenditures in accordance with price increases,
changing priorities, and City policy.

Performance Levels:

Satisfactory

Recognizes the critical role of the
budget process in City functioning.
Knows the budget cycle and makes
timely submissions for all desired
expenditures.

Superior

Provides convincing justifications
that reflect essential organizational
functions, demonstration of cost-
effectiveness, and consideration of
current political/economic/social
climate.



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.



37. FLEXIBILITY — Changes behavior to more effectively respond to differences or
changes in situations, circumstances, objectives or people.

Level of Competency Required by Job:

Level 1:
changes.

Level 2:

Level 3:

Modify behavior as necessary to accommodate differences/

Initiate changed behavior when initial approach proves ineffective.

Perceive subtle cues/feedback to determine modifications in

behavior necessary to improve effectiveness.

Examples of Behavioral Indicators:

e Adjusts speaking in terms of volume (softer/louder) and/or manner (for

example, explanatory vs. directive).

e Offers a different option when the first is rejected.
e Completes work in a nonroutine manner when usual approach is inefficient or

ineffective.

e Readily accepts changes in work assignments.
e Willingly works with any others as assigned or required by job duties.

Performance Levels:

Satisfactory

Changes approach or objective when
directed to do so. Recognizes failure of
initial approach to achieve objective
and tries a different one.

Superior

Identifies opportunities to improve
performance by changing the goal or
personal behavior to reach the goal.
Supports changes imposed by others.



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.



51. PROGRAM RESPONSIBILITY — Directs all aspects of an ongoing multi-faceted

program/function to ensure resources are
continually available and actions are
continually taken at proper times to accomplish
its objectives.

Level of Competency Required by Job:

Level 1: Plan, coordinate, and direct the operation of a multi-faceted

program/function.

Level 2: Plan, coordinate, and direct the operation of a large-scale, multi-
faceted program/function or several smaller-scale programs/
functions.

Level 3: Plan, coordinate, and direct the operation of a very large-scale,

multi-faceted program/function or multiple

programs/functions.

Examples of Behavioral Indicators:

Plans and directs the day-to-day and long-range operation of the
program(s)/function(s)

Secures necessary resources for successful performance.

Clearly designates roles/responsibilities/accountability.

Monitors the processes and products of the operation to ensure they meet
standard; makes adjustments when needed.

Addresses failure to perform or other problems in a timely and effective
manner to minimize negative impact.

Audits the processes and products of the operation to identify opportunities
for improvement.

Performance Levels:

Satisfactory

Ensures  sufficient  staff and
resources are available to continually
accomplish  objectives of the
program/function. Directs staff and
establishes personal
responsibility/accountability.

Superior

Continually seeks to improve the
program/function to maximize
productivity and minimize use of
resources.



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;
their immediate need.

Level 2:

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

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 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 patrticipation 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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