
COMPETENCY MODEL FOR 
SENIOR LABOR RELATIONS SPECIALIST 

CLASS CODE 9202 
 

The following competencies have been identified as those that best separate superior 
from satisfactory job performance in the class of SENIOR LABOR RELATIONS 
SPECIALIST. (Numbers refers to the order of competencies in the Competency Bank.) 
 
3. Judgment and Decision Making 
13. Stress Tolerance 
20. Job Knowledge 
29. Fact Finding 
33. Interpersonal Skills 
35. Teamwork 
36. Emotional Maturity 
40. Credibility 
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. 
  



3. JUDGMENT AND DECISION MAKING  Accurately assesses situations, seeks new 
                                                                       information if necessary, and applies all  
                                                                       available information to reach sound  
                                                                       conclusions/formulate effective response. 
 
Level of Competency Required by Job: 
 

Level 1: 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: 
 

 Effectively responds to atypical situations. 
 Asks questions or otherwise obtains additional relevant information to make a 

decision. 
 Formulates a decision and necessary actions based on available facts. 
 Correctly infers appropriate response based on information provided and 

existing policies, personal experience, and/or consultation with others. 
 Discusses conclusions/possible responses with others before taking action as 

necessary. 
 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. 

 



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: 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. 

 
Level 2: 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.  

 
Level 3: 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: 
 

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

 Understands that rudeness or opposition is not typically personal attacks. 
 Continues to make good decisions under urgent circumstances or when in 

danger. 
 Soothes others who are more adversely affected by stress. 

 
 

Performance Levels: 
 
Satisfactory 
 
Continues to perform effectively 
under stressful circumstances. 

Superior 
 

Acknowledges stress, but appears to be 
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: 

 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. 
  
 Develops training programs for other employees. 
 Sought out as a source of information by others. 

Performance Levels:

Satisfactory 

Sufficient job knowledge to perform work 
correctly independently. Answers 
technical questions about work correctly. 

  

 

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 

1. Knowledge of laws, codes, legislation, court decisions, ERB decisions, regulations 
and standards regarding California public sector collective bargaining and labor 
relations activities. 

 

2. Knowledge of City personnel rules, regulations, policies and procedures, including 
the Personnel Procedures Manual, provisions of Memoranda of Understandings, 
Civil Service Rules, Personnel Department Policies, the City Charter and the 
Administrative Code.

 

  



29. FACT FINDING  Obtains required information through questioning, review of  
                                    existing materials, or securing new materials to answer a  
            question or address a problem. 

 
 

Level of Competency Required by Job: 
 

Level 1: Look up information available in the workplace (including use of the 
internet) or by asking questions of co-workers or supervisor. 

 
Level 2: Interview individuals and/or obtain necessary information from files, 

the library, and/or the internet. 
 
Level 3: Conduct in-depth interviews/interrogations or depositions.  

Locate obscure reference material containing germane 
information by correctly identifying needed information, making 
logical inferences regarding where it might be available, and 
discerning from newly acquired information relevant additional 
materials. 

 
 
 
Examples of Behavioral Indicators: 
 

 Asks a series of insightful questions in a logical order.  
 Correctly identifies persons most likely to have the needed information. 
 Listens carefully to responses from others to discern all relevant information 

stated. 
 Makes logical assumptions about where certain types of information might be 

found; or asks others who are likely to know. 
 Persists in locating relevant information until a sufficient amount is available to 

permit answering question or addressing the problem fully. 
 
 
Performance Levels: 
 
Satisfactory 
 
Obtains necessary information 
through scrutiny of existing files and 
other resources, correctly identifying 
and obtaining other sources of 
information, and/or asking questions. 

Superior 
 
Exhibits great insight in identifying 
who would have certain information, 
or in what materials it might be 
located.  Carefully crafts questions to 
extract needed information. Persists 
until sufficient information is gathered 
to formulate a logical conclusion.

  



33. INTERPERSONAL SKILLS  Interacts effectively and courteously with others. 
 
 

Level of Competency Required by Job: 
 

Level 1: Interact with members of the workgroup, supervision, and/or the 
public in a cordial, service-oriented manner. 

 
Level 2: Interact across department lines and with appointed City 

officials, and/or members of the public, at times under 
adversarial circumstances, in a cordial, respectful manner. 

 
Level 3: Interact with appointed and elected City officials, department heads, 

representatives of external organizations, and/or the media in a 
cordial, effective manner. 

 
 
 
Examples of Behavioral Indicators: 
 

 Works well with others toward mutual objectives. 
 Does not arouse hostility in others. 
  
 Elicits acceptance/cooperation from others. 
 Affords all individuals respect, regardless of their role or status. 
 

 
 
 

Performance Levels: 
 
Satisfactory 
 
Behaves in a courteous, respectful, 
cooperative manner toward co-
workers, other City employees, and 
members of the public. 

Superior 
 
Facilitates positive interpersonal 
relations within/among workgroups 
and toward members of the public.  
Adept at finding similarities and 
grounds for cooperation/mutual 
benefit.

  



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. 
 Provides constructive criticism and feedback to team members to improve 

overall functioning of team. 
 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.

  



36. EMOTIONAL MATURITY  Maintains a calm and task-oriented approach to  
                                                    work even under circumstances of conflict or  
                                                    hostility. 

 
 

Level of Competency Required by Job: 
 

Level 1: Remain focused on the task at hand when interacting with 
unpleasant or uncooperative people, circumstances are frustrating, 
the workload is high, or other conditions of the work environment are 
less than optimal. 

 
Level 2: Seek effective resolution to complaints/criticisms; recognize that 

complaints/criticisms often are not personal, but a reflection of 
frustration or disagreement on the part of others. 

 
Level 3: Maintain neutrality and effective performance even in the face 

of unjustified challenge or direct criticism in a public forum. 
 
 
 
Examples of Behavioral Indicators: 
 

 Maintains a calm and focused demeanor. 
 Continues to listen to others with whom conflict or disagreement has occurred. 
 Does not display excessive emotionality:  yell, shout, scream, cry, or use 

profanity. 
 Does not  
 Does not engage in inappropriate acts such as telling off-color jokes, name-

calling, horseplay, or bullying. 
 
 

Performance Levels: 
 
Satisfactory 
 
Demonstrates emotional stability and 
mature behavior appropriate to the 
workplace even in circumstances of 
discord or duress. 

Superior 
 
Maintains businesslike demeanor 
and continues to attempt to address 
the issue at hand even when faced 
with personal attacks, unjustified 
accusations, or other inappropriate 
behavior from others.

  



40. CREDIBILITY  Is truthful and sincere; objectively and clearly provides all  
                                 pertinent information rather than being vague, omitting negative  
                                  

 
 

Level of Competency Required by Job: 
 

Level 1: Freely and openly share accurate job-related information with co-
workers. 

 
Level 2: Provide complete, accurate information to other City employees and 

members of the public. 
 
Level 3: 

Commissions, and/or department heads, and/or to external 
organizations, professional associations, and/or the media.  

 
 
 
Examples of Behavioral Indicators: 
 

 Admits mistakes. 
 Information provided is consistent (not contradictory or stating different things 

to different people). 
 Answers questions directly and thoroughly.  
 Shares credit for achievements. 
 Acts in the best interest of the organization, not self interest. 

 
 

Performance Levels:
 
Satisfactory 
 

onset. Is forthcoming with full 
information when questioned. 
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 

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: 
 

 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 

or too little detail). 
 Speaks at a level appropriate to the audience in terms of terminology, sentence 

structure, and simplicity/complexity of ideas expressed. 
 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.


