
COMPETENCY MODEL FOR 
ANIMAL LICENSE CANVASSER 

CLASS CODE 4330 
 

The following competencies have been identified as those that best separate superior 
from satisfactory job performance in the class of ANIMAL LICENSE CANVASSER. 

(Numbers refers to the order of competencies in the Competency Bank.) 
 
12.   Conscientiousness 
20.   Job Knowledge 
21.   Technology Application  
29.   Fact Finding 
34.   Customer Service  
36.   Emotional Maturity 
45.   Oral Communication 
55.   Community Relations 
 
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. 
  



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 
 
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. 

Superior 
 

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 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 
 
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. 
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 Job Knowledge Areas 

1. Knowledge of City of Los Angeles laws, ordinances, and regulations applicable to 
dogs and equine licenses sufficient to explain owner responsibilities, determine 
and collect appropriate fee payments. 
 

2. Knowledge of educational information and resources related to animal care, spay 
and neutering sufficient to disseminate information to community residents in the 
City of Los Angeles. 
 

3. Knowledge of departmental hearing process and procedures sufficient to testify, if 
necessary and explain the canvassing processing, including violations observed 
and corrective steps that were explained to the community residents.  
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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 
 
Knows and correctly applies current 
technology as required on the job.  
Extends use of current technology to 
improve efficiency of accomplishing 
additional tasks. 

 
 
Superior 
 
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. 
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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. 
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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 
 
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. 

  



 8 

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 “act out:” slam doors, throw things, threaten, or assault others. 

 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. 
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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. 
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55. COMMUNITY RELATIONS – Communicates/Interacts with members of the  
           public in a way that elicits positive response and  
           participation. 

 
 
Level of Competency Required by Job: 
 

Level 1: Interact with members of the public, usually one-on-one, to meet their 
immediate need.  

 
Level 2: Interact with several to many members of the public at a time to 

present information, persuade, solicit input, and/or one-on-one 
in varied situations, some of which may be likely to arouse 
hostility. 

 
Level 3: Interact with large segments of the community and/or community 

leaders in varied situations, some of which involve addressing 
sensitive issues or in which hostility may arise. 

 
 
 
Examples of Behavioral Indicators: 
 

 Speaks in a manner clearly understood by community members. 

 Listens actively to what community representatives say and conveys 
understanding. 

 Responds fully and accurately to questions raised. 

 Effectively addresses the issues/resolves the situation at hand. 

 Achieves the desired objective of the interaction. 

 Obtains participation from community members. 

 Elicits a favorable reaction from members of the community. 
 
 

 
Performance Levels: 
 
Satisfactory 
 
Listens carefully to concerns and 
responds to all of them.  Speaks in a 
manner appropriate to the audience.  
Maintains pleasant/positive demeanor. 

 
 
Superior 
 
Conveys information fully and responds 
thoroughly to all concerns. Draws 
community members into the interaction 
if needed. Receives a positive response 
from members of the community.
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