COMPETENCY MODEL FOR
AIRPORT SUPERINTENDENT OF OPERATIONS
CLASS CODE 7268

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

1. Reading Comprehension

3. Judgment and Decision Making
11. Initiative

13. Stress Tolerance

20. Job Knowledge

34. Customer Service

35. Teamwork

48. Shares Knowledge and Information

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:

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

presented in written form to others.



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

Level of Competency Required by Job:

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:

o 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.



11. INITIATIVE — Generates activity that facilitates accomplishment of work.

Level of Competency Required by Job:

Level 1: Offer to help co-workers and/or recognize things to do that facilitate

work group accomplishment.

Level 2: Identify new tasks/projects to be undertaken and assist others

with accomplishment of their work.

Level 3: Determine additional work necessary to improve the function and
productivity of the organization or its services to citizens or other

customers.

Examples of Behavioral Indicators:

e Makes suggestions for improvement in work quality or quantity.
e Finds work to do when own work is slow rather than allow diminished personal

productivity.

e Expands scope of work/responsibility in appropriate directions.
¢ Anticipates upcoming events in order to prepare for them.

Performance Levels:

Satisfactory

Generates goal directed activity
rather than waiting to be told what to
do. Anticipates what is likely to occur
in order to be able to prepare;
recognizes that preparation for (and
clean-up after) a job is part of doing
the job.

Superior

Actively pursues additional tasks/
responsibilities that will facilitate
effectiveness. Makes extensive
preparations for upcoming events or
expected changes.



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
ambiguity 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:

Satisfactory

Superior

Continues to perform effectively under Acknowledges stress, but appears to be
stressful circumstances. unaffected by it. Concentrates extra

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:

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:

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.

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 Department of Homeland Security (DHS), US Customs and Border
Protection (USCBP), and Transportation Security Administration (TSA)
procedures and regulations regarding airfield, landside, and terminal airport
operations and their relationship to passenger processing for flights, such as
airport security and baggage and passenger screening sufficient to comply with
Federal regulations and maintain secure passenger and aircraft operations.

. Knowledge of Federal rules and regulations regarding air and ground traffic control
of aircrafts, including Federal Aviation Regulation 139 (FAR 139), Federal Aviation
Regulation 77 (FAR 77), and Advisory Circular 150 sufficient to maintain Airport
certification from the Federal Aviation Administration (FAA).

. Knowledge of airfield and terminal operations’ responsibility during emergency
situations, such as hijackings, bomb threats, incidents, accidents, and hazardous
material spills, including the utilization of the Incident Command System (ICS)
sufficient to respond and recover from airfield and terminal incidents and accidents.

. Knowledge of airport ground transportation issues as they relate to vehicle
operations and their impact on vehicle throughput, including lane restrictions, lane
closures, and drive times sufficient to enforce and ensure proper traffic flow.

. Knowledge of airline and terminal operations and procedures as they relate to
passenger check-in, screening, and boarding of flights, such as queuing
passengers and monitoring passenger flow sufficient to ensure positive passenger
movement.

. Knowledge of aviation programs, systems, and procedures and their impact on
aircraft operations, such as the National Airspace System (NAS) and Federal
Aviation Administration (FAA) Air Traffic Control procedures, including arrival,
departure, the separation of aircraft on the ground, control centers, and FAA traffic
management initiatives sufficient to ensure proper separation during Visual Flight
Rules (VFR) and Instrument Flight Rules (IFR) conditions and comply with proper
aircraft arrival and departure protocols.

. Knowledge of aviation and airport operations terminology and its use, including the
aviation phonetic alphabet and airline IATA/ICAO letter codes sufficient to
communicate with the pilot, the Federal Aviation Administration (FAA) Tower, and
other aviation personnel.

. Knowledge of terminology used in reports of weather conditions in Meteorological
Terminal Aviation Routine (METAR) and Terminal Aerodrome Forecast (TAF)
reporting, such as —BR (light mist) or —SH (light showers) sufficient to understand
what the current weather conditions are and what is to be expected for planning
purposes, such as construction and airport flight configurations.



9. Knowledge of the operating regulations and procedures as outlined in an Airport
Certification Manual, including the airport’s response to standards listed in Federal
Aviation Regulation (FAR 139) sufficient to understand the governing factors
towards airport certification.

10.Knowledge of land leasing procedures and contract terms as they relate to airport
operations, including lease length and limits, and use restrictions sufficient to
enforce compliance by businesses operating at Los Angeles International Airport
(LAX) or Van Nuys Airport (VNY).

11.Knowledge of navigational aids (NAVAIDs) as they relate to the safe movements
of aircraft around the air operations area, such as field lighting, runway, and
taxiway markings and signage sufficient to enforce safe aircraft movement in the
airport operating area.

12.Knowledge of airline flight dispatch processes, which includes operating aircrafts
within the National Airspace System (NAS), developing a flight plan, and
determining the route of travel for the aircraft sufficient to comply with National
Airspace System (NAS) and Federal Aviation Administration (FAA) requirements.



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:

Suggests options if available.

Carefully listens to (or reads) customer statement of the issue.
Provides direct, informative, accurate responses to customer.

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

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:

goals.

Discusses work-related matters with co-workers.

Offers and requests assistance readily.

Offers and is receptive to suggestions.

|dentifies problems with workflow that will prevent team from accomplishing its

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

Cooperates with co-workers and
fulfills responsibilities as a member of
a project team. Maintains a focus on
common objectives and offers and
requests assistance readily.

Superior

Sees the team as a whole;
acknowledges that performance of
the team is what in reality is evaluated
by others. If anyone fails, everyone on
the team fails.



48. SHARES KNOWLEDGE AND INFORMATION — Conveys all information

Level of Competency Required by Job:

relevant to each involved party
in a thorough and timely
manner.

Level 1: Provide job-related information as it becomes available to others who
are likely to need it or to whom it might be helpful.

Level 2: Keep all involved parties informed of work/project progress and

other new information. Tailors content, level of detail, and

timing of information provided to the perspective of each

recipient.

Level 3: Recognize different needs for different information and provide all
affected parties with a description of the “big picture” as well as the
breadth and detail of information relevant to their perspective.

Examples of Behavioral Indicators:

Provides thorough explanations with all relevant details.

Uses multiple means of communicating (e.g., e-mail, telephone, meetings).
Provides status reports of work/project progress to all involved parties.
Informs others of changes at the earliest feasible time.

Uses multiple addressees and “copies” others so all parties see exactly the

same information and know who already has been informed.
e Draws from job knowledge and work experience to provide thorough

descriptions and explanations.

Performance Levels:

Satisfactory

Readily communicates new, job-
related information to all employees
to whom it is relevant. Provides a
level of detail and explanation
appropriate to the recipient.

Superior

Ensures that all involved parties are
provided the maximum amount of
information feasible in as timely a
manner as possible to facilitate
work/project status. Shares job
knowledge and experience to serve
as a mentor or coach to others.



