
COMPETENCY MODEL FOR
EMS ADVANCED PROVIDER

CLASS CODE 2341

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

3. Judgment and Decision Making
8. Safety Focus
14. Composure
20. Job Knowledge
34. Interpersonal Skills
35. Customer Service
44. Follow Written Directions
47. Written 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 Superior
Correctly assesses routine and unusual
situations and reaches appropriate
conclusions for actions needed. Obtains
additional information and/or consults with
others as necessary.

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.



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 Areas

1. Knowledge of Body Substance Isolation (BSI) and scene safety, including spatial
awareness, sufficient to keep safe of patient’s blood and other bodily fluids, and to
provide the proper care with minimum risk of illness or injury.

2. Knowledge of pertinent Department policy and Cal/OSHA regulations sufficient to ensure
the safety of self and others.



14. COMPOSURE – Maintains composure in difficult circumstances.

Level of Competency Required by Job:

Level 1: Display self-confidence in interactions with others; does not undermine own
efforts or immediately succumb to pressure.

Level 2: Remain self-assured and calm when challenged or subject to abuse.

Level 3: Exude confidence in a wide variety of circumstances made difficult by many
potent, diverse factors.

Examples of Behavioral Indicators:

● Maintains calm, composed demeanor in all work situations.
● Restates position when appropriate.
● Asserts viewpoints when others ignore or debase them.
● Acknowledges difficulties, but is not overcome by them.

Performance Levels:

Satisfactory Superior
Continues work in a calm, self-assured
manner under difficult circumstances.
Avoids being drawn in to a heated
exchange.

Remains poised when confronted with
undue complaint or criticism.  Confidently
defends position when challenged.



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 medical treatment processes and procedures, such as obtaining a
patient’s pulse rate, body temperature, respiration rate, and blood pressure, in order
to properly assess a patient’s vitals and provide appropriate care.

2. Knowledge of the various medical equipment and tools used, such as non-invasive
blood pressure monitoring system, pulse oximeter, point-of-care blood testing, 12-lead
EKG, and bedside ultrasound, and their proper application sufficient to provide
immediate onsite care and make recommendations for further treatment and care.

3. Knowledge of the emergency diagnostic and treatment procedures, such as stomach
suction, airway management, or heart monitor, in order to provide critical care to
patients.

4. Knowledge of the various medications used to provide medical treatment, such as
antibiotics, anti-hypertensive, and pain management, and their proper application in
order to appropriately administer and prescribe to patients.

5. Knowledge of medical pathophysiology/diagnosis and associated medical treatment
processes and procedures, such as managing patients with acute emergent or urgent
conditions.



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



44. FOLLOW WRITTEN DIRECTIONS – Performs work accurately as directed in
writing.

Level of Competency Required by Job:

Level 1: Perform tasks assigned in writing.

Level 2: Perform work after reading instructional manual.

Level 3: Perform work after completion of training modules or programs
presented in writing.

Examples of Behavioral Indicators:

● Correctly completes work assigned in writing.
● Answers questions and/or explains work to others who received the same

instructions.
● Learns and applies information presented in writing (instruction manual; training

program).
● Correctly infers details of work to be performed that were unclear or omitted as

presented in writing.

Performance Levels:

Satisfactory Superior
Correctly performs work assigned or
for which training was provided in
writing.

Understands instructions and training
materials presented in writing to the
extent that is able to answer questions
or explain to others. Correctly infers
unclear or omitted details as presented
in writing.



47. WRITTEN COMMUNICATION – Communicates effectively in writing.

Level of Competency Required by Job:

Level 1: Write notes/e-mails. Completes forms with some open-ended responses
(sentences).

Level 2: Write letters, articles/reports, and/or detailed descriptions of
activities/occurrences.

Level 3: Write lengthy reports, instruction manuals, in-depth analyses/ reviews
of complex issues and/or articles for publication. Reviews the written
work of others.

Examples of Behavioral Indicators:

● Writing includes the necessary information to convey the intended message.
● Sufficiently few errors in spelling, punctuation, grammar to not interfere with the

intended message or distract the reader.
● Little editing or re-writing needed to produce a final product.
● Composes materials efficiently.
● Information is presented in a well organized manner.
● Tone and degree of formality are appropriate to the purpose and audience.

Performance Levels:

Satisfactory Superior

Writes material that clearly
communicates the necessary
information; needs little editing.

Precisely uses words and organizes
information in a way that enhances
presentation of the message. Virtually no
editing needed.


