COMPETENCY MODEL FOR
SENIOR ANIMAL KEEPER (4305)

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

1. Reading Comprehension

3. Judgement & Decision Making

7. Self-Management

8. Safety Focus
13. Stress Tolerance
20. Job Knowledge
28. Supervision

45. Oral 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.



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

Level 2: General information related to field of work and assignments:
(articles in trade publications; technical/instructional manuals;
memos; letters; e-mails; reports)

Level 3: 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:

Superior
Satisfactory

Learns from manual and may answer
Reads instructions correctly. Learns others’ questions. Explains information
from manual and other printed material. presented in written form to others.



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

Level of Competency Required by Job:

Level 1:

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

Training and guidelines 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 questions 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:

e Performs only work activities during work hours.
e Alters means of performing work when original approach proves to waste

time.

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

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.



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

others.

Level of Competency Required by Job:

Level 1:

injury.
Level 2:

environment.
Level 3:

Maintain awareness of unsafe conditions and actions to avoid

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.

e 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 Knowledge Areas

. Knowledge of methods of avoiding accidents, such as eliminating unsafe conditions,
sufficient enough to recommend appropriate corrections.

. Knowledge of basic first aid procedures, such as cleaning and disinfecting cuts,
bandaging, in order to provide first response care.

. Knowledge of proper methods of caring for a quarantined animal, such as collecting
animal waste samples and preventing contamination of nearby animals, in order to
keep neighboring animal habitats uncontaminated and to prevent exposure to
humans.

. Knowledge of state and federal regulatory provisions applicable to the zoo, such as
those set by USDA & CAL-OSHA, sufficient enough to pass inspection.

. Knowledge of when animals pose a threat to themselves or others sufficient enough
to minimize harm to zoo animals and staff.

. Knowledge of methods on how to identify and respond to negative behavior in
animal groups and/or potential hazards to animals in exhibit sufficient enough to
prevent animal injury.

. Knowledge of which zoo animals are susceptible to pests, such as raccoons,
skunks, coyotes, foxes, owls, squirrels, rats, feral cats, and mice; sufficient enough
to know when to implement protection measures for zoo animals.



13. STRESS TOLERANCE — Maintains effective performance when under pressure,

confronted with opposition or criticism, and/or when
the situation is dangerous.

Level of Competency Required by Job:

Level 1:

Level 2:

Level 3:

Assignment may include varied or heavy workload; new tasks may
need to be learned; members of the public and, at times,
co-workers may be rude.

Insufficient staff or resources may be available to accomplish
work. Priorities/objectives may be unclear and/or direction
uncertain. _Role ambiqguity regarding responsibilities may
exist. May encounter disagreement or criticism when
performing job activities.

Presentation and defense of position in a public forum, which at
times entails facing opposition, may be required. Work
environment may be fast-paced and one in which urgent decisions
must be made. Making life-or-death decisions may be necessary.

Examples of Behavioral Indicators:

e Remains composed and focused on the task at hand in the presence of
obvious stressors.

e Understands that rudeness or opposition is not typically personal attacks.

e Continues to make good decisions under urgent circumstances or when in

danger.

e Soothes others who are more adversely affected by stress.

Performance Levels:

Superior
Satisfactory

Acknowledges stress, but appears to
Continues to perform effectively under be unaffected by it. Concentrates extra
stressful circumstances. effort on accomplishing the task at

hand. Assists others with effective
coping.



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:

Level 2:

Level 3:

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

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.

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.

e Sought out as a source of information by others.
Performance Levels:

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

work correctly.

external presentations related to work.



Job Knowledge Areas

. Knowledge of animal environment/habitat design principles, such as preventing escape
and recognizing injury potential, sufficient enough to recognize maintenance needs.

. Knowledge of animal behavior/environment enrichment principles sufficient enough to
implement enrichment programs and train subordinates on how to implement these
programs.

. Knowledge of animal behavior and health concerns, such as not eating, pacing, and
injury, sufficient enough to recognize normal and abnormal animal behavior and health.

. Knowledge of animal habitat cleaning principles, such as cleaning techniques,
recommended chemicals and materials, and animal friendly pesticides, sufficient enough
to maintain animal habitats around the zoo.

. Knowledge of capture equipment and proper methods of capturing, such as restraining
techniques, administering medication, transporting, recognizing danger of injury, need of
chemical immobilization, and recognizing illness or injury potential, sufficient enough to
return animals to proper habitats and maintain a safe environment.

. Knowledge of animal feeding methods and principles, such as serving amounts, food
preparation, and placement, sufficient enough to recognize when animals either need to
be fed or are ready to be returned to their exhibit.

. Knowledge of operant conditioning training methods sufficient enough to crate animals,
shift animals, engage in medical procedures, and train subordinates on these methods.



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

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

Superior

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