COMPETENCY MODEL FOR
WAREHOUSE AND TOOLROOM WORKER
CLASS CODE 1832

The following competencies have been identified as those that best separate superior
from satisfactory job performance in the class of WAREHOUSE AND TOOLROOM

WORKER.

1. Reading Comprehension
2. Mathematics

8. Safety Focus

10. Physical Capability

20. Job Knowledge

34. Customer Service

35. Teamwork

43. Follow Oral Directions

On the following pages are descriptions of each competency, including a definition, the
level of the competency required for the class (bolded, italicized, 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.

|dentifies 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 others’ questions. Explains information
material. presented in written form to others.



2. MATHEMATICS - Performs arithmetic or higher-level mathematical
computations accurately.

Level of Competency Required by Job:

Level 1: Perform arithmetic computations (add, subtract, multiply,
divide, ratios, percentages).

Level 2: Use algebra (substitute numbers for letters in a formula), geometry
(angles, distances, area), and/or descriptive statistics
(mean/median/mode, standard deviation, range).

Level 3: Apply and interpret calculus, inferential statistics (t-tests,
correlations, ANOVA, multiple regression) or other very high level
mathematics.

Examples of Behavioral Indicators:

e Quickly and accurately performs arithmetic computations.

e Appropriately selects and applies formulas for stated purpose.

e Correctly identifies an appropriate analysis for a specific purpose and selects
the appropriate computer program for computation.

e Accurately interprets and presents results of mathematical/statistical
computations.

Performance Levels:

Satisfactory Superior

Knows mathematical requirements Identifies additional opportunities for the
of the job and performs them application of mathematics in work.
correctly. Verifies work to ensure Answers questions/trains others to
accuracy. assist them in their use of mathematics.



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 first.” Places avoidance of injury
safety to avoid injury or property or property damage above all other job
damage during all work activities. requirements. Mentions the need to

follow safe work practices to co-workers.
Actively seeks ways to avoid injury.



1.

Safety Focus Areas

Knowledge of Cal-OSHA guidelines specific to driving and traffic safety hand
signals, such as stop, move, and turn sufficient to safely and efficiently direct and
guide cranes and delivery vehicles, such as vans, trucks, and forklifts out in the field
or in the warehouse to their assigned locations.

Knowledge of safety procedures and Cal-OSHA guidelines necessary to properly
handle, store and move hazardous substances, such as flammable paints, thinners,
and gases including reviewing Safety Data Sheets and wearing personal protective
equipment (PPE), such as gloves or aprons sufficient to ensure safety of oneself and
others when receiving, shipping, and storing hazardous substances.



10. PHYSICAL CAPABILITY — Strength, endurance, flexibility, and/or coordination.

Level of Competency Required by Job:

Level 1: Sitting and/or standing for extended periods of time.

Level 2: Awkward body position _and/or precise motions required;
and/or repeated lifting, carrying, and/or manipulation of
objects; and/or walking for extended periods of time.

Level 3: Continuous or extreme exertion of physical effort.

Examples of Behavioral Indicators:

Sits and may occasionally stand or walk for entire workday (except breaks).
Walks for the duration of the workday.

Repetitive motion required to perform task.

Repeatedly lifts and carries heavy objects.

e Exerts maximal effort for extended periods of time.

Performance Levels:

Satisfactory Superior

Performs tasks requiring physical Performs tasks requiring physical

capability satisfactorily and without capability correctly with relative ease.

undue physical stress or harm. May be asked to perform the most
physically demanding tasks or be sought
by co-workers for assistance.



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.
Offers advice (“coaching”) to new employees regarding their work.

Develops training programs for other employees.

Sought out as a source of information by others.

Performance Levels:

Satisfactory Superior

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

give internal and/or external
presentations related to work.



Job Knowledge Areas

. Knowledge of proper packing procedures, such as not packing heavy items with fragile
items and using appropriate packing materials, such as boxes, crates, pallets bubble
wrap, newspaper, and shipping popcorn sufficient to efficiently box, pack, store, and/or
prepare supplies, such as lumber, steel, automotive parts, custodial supplies,
construction equipment, and rolls of wire for delivery to interdepartmental sites or for
storage in areas, such as toolrooms, warehouses, or supply rooms.

. Knowledge of inventory databases, such as Maximo and other related tool tracking
systems sufficient to input materials/supplies’ serial humbers when received from a
vendor or field personnel, look up catalogue numbers for tools/equipment, and/or review
and verify counts of materials/supplies listed in the database.

. Knowledge of standard abbreviations for liquid measurements and units of issue and
order, such as dozen, gallon, ounces, reams, and board feet which are commonly used
in the shipping and packing industry sufficient to designate weights and measures, verify
deliveries, check stock, and provide materials to field personnel in the requested
amount.

. Knowledge of common clerical practices, such as filing delivery slips, packing slips, bills
of lading, purchase orders, sub purchase orders, and requisitions alphabetically,
chronologically or numerically sufficient to organize and maintain hard copy files in a
clear and understandable manner.

. Knowledge of various types of manual and power tools, equipment, and materials
commonly found in warehouses, toolrooms, or supply rooms, such as dollies, hammers,
utility knives, and pliers sufficient to assemble and perform minor repair or maintenance
on related items; place and store materials and supplies in their assigned location; issue
the appropriate items requisitioned by other stores or operating personnel; order and
account for materials, tools and equipment; unpack materials from boxes; and ensure
appropriate items are ordered, received, and returned to the warehouse.

. Knowledge of rigging procedures and various types of specialized manual and power
tools, equipment, and materials commonly found in warehouses, toolrooms, or supply
rooms, such as forklifts, pallet jacks, cranes, furniture movers, manual pallet jacks,
chocks and dock plates, and pallet pullers sufficient to determine the appropriate
equipment to use when moving materials of various sizes, shapes, and types (e.g.
lumber, steel, automotive parts, construction equipment, rolls of wire) to their assigned
storage areas and unloading and loading supplies onto/off of delivery vehicles.



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:

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

Level 3:

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:

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.

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 Superior

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

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.

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 Superior

Cooperates with co-workers and Sees the team as a whole;
fulfills responsibilities as a member acknowledges that performance of the
of a project team. Maintains a team is what in reality is evaluated by
focus on common objectives and others. If anyone fails, everyone on the
offers and requests assistance team fails.

readily.
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43. FOLLOW ORAL DIRECTIONS- Performs work accurately as directed orally.

Level of Competency Required by Job:

Level 1: Receive specific, complete oral directions daily or by individual task
assignment throughout the day.

Level 2: Receive general instructions orally that span across days or
for entire assignments.

Level 3: Receive general instructions/assignments orally regarding long-
term objectives/responsibilities.

Examples of Behavioral Indicators:

Does work assigned orally properly and on time.

Asks pertinent questions for clarification of assignments.

Performs work correctly when instructions were given orally.
Explains assignments to others who received the same instructions.
Performs work in accordance with general outline provided orally.
Correctly infers details of assignments given only in general terms.

Performance Levels:

Satisfactory Superior
Properly performs work when Properly performs work assigned
concrete, specific instructions are orally. Answers questions or explains
given orally. Asks pertinent work to others. Correctly infers details
questions when parts of the or portions of instructions that were
instructions are unclear or omitted. omitted.
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