COMPETENCY MODEL FOR
LOCKSMITH
CLASS CODE 3393

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

7. Self-Management

8. Safety Focus

12. Conscientiousness
20. Job Knowledge

34. Customer Service
40. Credibility

45, Oral Communication
58. Industry Knowledge

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.



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:

Order tasks for efficient performance; maintain awareness of time allotted

and deadlines in order to ensure they are met.

Plan and perform work in a way that maximizes efficient performance;

establish and adjust priorities to ensure timely completion of most critical

Level 1:
Level 2:

assignments.
Level 3:

Allot time to responsibilities proportional to their prominence,

priority, and impact.

Examples of Behavioral Indicators:

completed on time.

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

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

Uses optimal means of communication for efficiency and effectiveness.

Performance Levels:

Satisfactory

Conducts self while at work in a manner that
ensures work will be completed as
scheduled, or provides explanation or
secures assistance or adjustment of
schedule if it will not be.

Superior

Seeks efficiencies in doing work to
maximize productivity. Plans work carefully
and follows the plan or makes adjustments
if it is disrupted. = Maintains personal
responsibility for all work accomplishment.



others.

Level of Competency Required by Job:

Level 1:

Level 2:
environment.

Level 3:

8. SAFETY FOCUS - Performs work in a way that minimizes risk of injury to self or

Maintain awareness of unsafe conditions and actions to avoid injury.

Follow safety rules/procedures; avoid known hazards in the work

Carefully follow safety rules and procedures and consistently use all

necessary safety equipment.

Examples of Behavioral Indicators:

e \Wears seat belt.

e Ensures safe physical work environment by taking actions such as eliminating
unstable stacks of materials, closing drawers so filing cabinets will not tip over, and
keeping pathways clear of tripping hazards.

e Reviews safety procedures before beginning each job with known hazards.
Follows safety procedures while performing work even when it takes more time.
e Uses safety equipment such as goggles, gloves, and earplugs as required or

warranted.

e Frequently checks safety equipment for proper condition and operation.

Performance Levels:

Satisfactory

Maintains awareness of personal safety to
avoid injury or property damage during all
work activities.

Superior

“Safety first.” Places avoidance of injury or
property damage above all other job
requirements. Mentions the need to follow
safe work practices to co-workers. Actively
seeks ways to avoid injury.



Safety Focus Areas

1. Knowledge of the safety hazards encountered while working at various job sites and
performing locksmith related duties, such as exposure to lead paint, electrical shock, and
pinch points, and the methods used to prevent, identify, and/or address them, such as the
proper use and selection of tools and personal protective equipment (PPE) sufficient to
ensure the safety of oneself and others.

2. Knowledge of pertinent Federal, State, and City safety and fire hazard principles,
practices, and regulations as required by the California Division of Occupational Safety
and Health Administration (Cal-OSHA), the Architectural Barrier Act (ABA), and the
Americans with Disabilities Act (ADA), including those related to accessibility, safe exits,
and ladder safety sufficient to ensure compliance when setting up master key systems,
changing combinations of locks, making keys, and installing, repairing and/or rebuilding
locking devices.



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

aspects of assignments (the “details”).

Level of Competency Required by Job:

Level 1:

Level 2:

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

Level 3:

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.

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

respectful of others’ time.



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,
reguire 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:

Performance Levels:

Satisfactory

Sufficient job knowledge to perform work
correctly independently. Answers technical
guestions 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.

Sought out as a source of information by others.

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.



Job Knowledge Areas

Knowledge of the methods, equipment, and tools used to cut and form functional keys,
including selecting the appropriate key blank, impressing a functional key from the
cylinder, and using code machines, duplicators, combinators, and/or clippers sufficient to
make keys for automobiles, padlocks, door locks, lockers, desk locks, and cabinet locks.

Knowledge of the methods, equipment, and tools used to install locks on various types of
doors and office furniture, including pins, wafers, discs, and levels sufficient to ensure that
such work is performed properly and in compliance with architectural specifications, law
requirements, and departmental safety and security needs.

Knowledge of the procedures used to set up, maintain, repair, reconfigure, and/or
formulate codes for a multi-level master key system, including use of manufacturer
specifications and computer generated matrix formulas, interviewing clients, and
referencing safety laws sufficient to prevent cross keying or interchanging keys, and
reduce the number of spare keys or the rekeying of a section if a key is lost.

Knowledge of the methods, equipment, and materials used to label keys with an
identification code such as stamps, dies, and hammers sufficient to properly perform such
work and establish key control.

Knowledge of the methods, equipment, and tools used to open locks and safes, including
tension wrenches, specialized picks, drills, drill bits, and manipulation of wheel packs
sufficient to successfully gain entry with minimal damage and/or without having to reset a
combination when codes or keys are not available.

Knowledge of the methods and techniques used to maintain and repair locking devices,
including disassembling, cleaning, and reassembling cylinders, locks, pivots, door checks,
electrical strikes, and electrical actuating locking devices sufficient to ensure such
equipment is functioning and/or operating in a safe and effective manner.

Knowledge of the methods used to interpret blueprints, schematics, specifications, key
codes, key charts, and pin charts sufficient to install, maintain, rebuild, repair, and
recommend the appropriate locking devices and develop a master key system.



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: 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.

Level 2: Promotes positive customer service. Serves as a model of providing
exemplary customer service.

Level 3: 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 Superior

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

on it until it is resolved. facilitates changes needed to implement.



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:

Level 2:
members of the public.

Level 3:

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

Provide complete, accurate information to other City employees and

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).

Answers questions directly and thoroughly.

e Shares credit for achievements.

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
guestioned. 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.



45. ORAL COMMUNICATION — Communicates orally in a clear, concise, and

effective manner.

Level of Competency Required by Job:

Level 1: Exchange specific, job-related information orally with others in the
immediate work environment or via telephone and/or radio.

Level 2: Obtain/provide/present general and/or job-specific information orally

to a variety of others in various situations.

Level 3: Obtain/provide/present a diverse array of information orally at varying
levels of complexity to a wide range of others across many different

situations and circumstances.

Examples of Behavioral Indicators:

or too little detail).

Audience clearly understands the intended message.

Rarely must repeat information in response to questions.

Refrains from use of unnecessary words, phrases, or jargon.
Provides a level of detail appropriate to the situation (avoids too much

e Speaks at a level appropriate to the audience in terms of terminology, sentence
structure, and simplicity/complexity of ideas expressed.
e Uses words with precision (vocabulary) to convey exact information.

Performance Levels:

Satisfactory

Speaks clearly and audibly, providing the
appropriate information and level of
detail. Typically conveys the message
on the first attempt. Answers questions
accurately and directly.

Superior

Speech is direct and to the point. Speaks
convincingly and with authority when
appropriate. Maintains sensitivity to the
audience while providing thorough
information with the appropriate level of
detail through the use of precise
language.



58. INDUSTRY KNOWLEDGE - Knows sources of information (publications,
websites, professional associations), college
programs, consultants, vendors, and peers within
field of endeavor; accesses them when needed.

Level of Competency Required by Job:

Level 1: Can locate job-related information from external sources when necessary.

Level 2: Read job-related publications and know/may be a member of
professional associations. Some familiarity with college programs,
consultants, vendors, and/or others in the field.

Level 3: Subscribe to job-related publications and is a member of professional

association(s). Know many college programs, consultants, and vendors,
and has a well-developed network of peers within the field.

Examples of Behavioral Indicators:

e Reads/subscribes to job-related publications.
Knows consultants/vendors in the field including their products/services and

reputation.

Attends conferences or other job-related training/presentations.
Makes presentations to professional associations.
Has contacts on college faculties to call upon if needed.

Performance Levels:

Satisfactory

Aware of external resources available in the
field. Can locate and obtain materials and/or
locate and contact professional
associations, consultants, vendors, or peers
if necessary.

Superior
Knows many external resources in field,
including publications, educational

programs, consultants, and vendors. Has a
well-established network of peers. Belongs
to professional associations and attends
conferences or other training sessions.
Provides research results and/or
benchmarking data to the field.



Industry Knowledge Area

Knowledge of the various resources available for obtaining information related to products,
brands, trends, and developments in the locksmith industry such as Schlage, Yale, and
Best, and the advantages and limitations of each, such as cost, quality, availability, and level
of security sufficient to inform departments or clients of the various locking devices and key
system arrays available and to provide a recommendation for the most optimal product or
brand for a particular job.



