COMPETENCY MODEL FOR
AUTOMOTIVE DISPATCHER
CLASS CODE 3595
The following competencies have been identified as those that best separate superior
from satisfactory job performance in the class of AUTOMOTIVE DISPATCHER.
(Numbers refers to the order of competencies in the Competency Bank.)
1. Reading Comprehension
8. Safety Focus
12. Conscientiousness
20. Job Knowledge
21. Technology Application
28. Supervision
33. Interpersonal Skills
34. Customer Service
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
from manual and other printed
material.

Learns from manual and may
answer others’ questions. Explains
information presented in written form
to others.

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:

Maintain awareness of unsafe conditions and actions to avoid
injury.

Level 2:

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

Level 3:

Carefully follow safety rules and procedures and consistently
use all necessary safety equipment.

Examples of Behavioral Indicators:







Wears seat belt.
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.
Reviews safety procedures before beginning each job with known hazards.
Follows safety procedures while performing work even when it takes more
time.
Uses safety equipment such as goggles, gloves, and earplugs as required or
warranted.
Frequently checks safety equipment for proper condition and operation.

Performance Levels:
Satisfactory

Superior

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

“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 Area
1. Knowledge of hazards encountered when working with or around automotive
vehicles such as slips and falls from oil, fluid, or gas spills (e.g. power steering
fluid, transmission fluid, motor oil, antifreeze, gasoline, or diesel), and required
safety procedures and precautions including using a spill kit or absorbent to
prevent the fluid from spreading, securing the perimeter using cones and tape,
and wearing personal protective equipment such as non-slip shoes, a respirator
and eye protection sufficient to ensure one’s own safety and the safety of others.

12. CONSCIENTIOUSNESS – Dependable, reliable, diligent, and attends to all
aspects of assignments (the “details”).

Level of Competency Required by Job:
Level 1:

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.

Level 2:

Note when own work logically relates to the work of others and
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.

Level 3:

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.
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
details, errors, and discrepancies
and follows-up as necessary.
Reliably performs and completes
work. Punctual; respectful of others’
time.

Notes relationship of own work to work
of others to ensure all aspects are
coordinated. Performs additional tasks
and otherwise follows-up to ensure
thoroughness.

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 acquired after hire in a brief orientation, short training
program, or through on-the-job training.

Level 2:

Knowledge acquired through an apprenticeship or extensive
training program, or long duration of job performance.

Level 3:

Knowledge acquired through a prolonged external course of study
and/or extensive training and experience within the City.

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.

Performance Levels:
Satisfactory

Superior

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

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 common clerical practices, such as filing transportation orders,
work orders, vehicle repair history reports, and request for materials and services
forms alphabetically, chronologically or numerically sufficient to organize and
maintain hard copy files in a clear and understandable manner for future
reference.
2. Knowledge of different types of automotive fuels and petroleum products such as
unleaded, diesel, compressed natural gas (CNG), brake fluids, multi-grade oils,
transmission oils, gear oils, and power steering oils sufficient to properly service
and maintain various types of City vehicles such as trucks and electric cars.
3. Knowledge of different types of automotive waxes and cleaning agents such as
high polish, rubbing compound, Carnauba, window cleaner, carpet cleaner, and
tire dressing sufficient to select the appropriate wax and/or cleaning agent
depending on the vehicle’s paint finish and/or interior such as clear coat, cloth,
vinyl or leather.
4. Knowledge of the different types of automotive batteries such as lead acid and
glass mat and the factors that impact how they are charged such as voltage and
amperage sufficient to ensure proper working condition and replace batteries
when necessary.
5. Knowledge of maintenance issues related to automotive vehicles such as oil
leaks, low tire pressure, engine trouble, and the associated warning lights and
symbols that display on the vehicle’s dashboard when such issues arise
sufficient to identify the problem, refer to the appropriate manual, and
recommend the appropriate repair to ensure the vehicle is safe to use and in
good working condition for customers.
6. Knowledge of vehicle specifications and capabilities such as passenger capacity,
vehicle performance, and size sufficient to determine the appropriate vehicle to
assign a customer based on their needs.

21. TECHNOLOGY APPLICATION – Correctly applies technology as required on
the job; conceptualizes improvements in work
through introducing and/or enhancing use of
technology.

Level of Competency Required by Job:
Level 1:

Expert in the use of technology required for own job. May
identify additional applications for currently used technology
to enhance own work and/or work of others.

Level 2:

Identify additional technology to be applied to improve own work
and/or work of others and/or enhanced use of current technology to
improve the operations of an entire function or department.

Level 3:

Identify new technology application to improve/enhance work of an
entire function, department, or organization.

Examples of Behavioral Indicators:






Demonstrates mastery of technical applications required for current work.
Suggests additional applications of existing technology that improve
productivity.
Identifies new technology that can be applied to improve existing operations.
Provides convincing justification for investment in new technology versus
anticipated benefits.
Presents compelling arguments to justify purchase of existing software (with
or without modification) versus in-house development.

Performance Levels:
Satisfactory

Superior

Knows and correctly applies current
technology as required on the job.
Extends use of current technology to
improve efficiency of accomplishing
additional tasks.

Recognizes opportunities to apply
technology
to
improve
work
processes in a function, department,
or the entire organization. Identifies
and justifies specific technology for
specific uses.

Technology Application Area
1. Knowledge of computer programs and their functions such as a fleet management
system, Microsoft Word and Microsoft Excel sufficient to use and select the
appropriate software for tracking dispatched vehicles or preparing reports.

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.

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.
“Disagrees without being disagreeable.”
Elicits acceptance/cooperation from others.
Affords all individuals respect, regardless of their role or status.
Effectively addresses concerns of politicians or others who may have their
“own agenda.”

Performance Levels:
Satisfactory

Superior

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

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

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.
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
and patience when interacting with
customers. Ensures customers’ issue is
correctly identified and remains focused
on it until it is resolved.

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.

