
COMPETENCY MODEL FOR 

GENERAL SERVICES MANAGER 

CLASS CODE 9601 

 

The following competencies have been identified as those that best separate superior 

from satisfactory job performance in the class of GENERAL SERVICES MANAGER.  

(Numbers refer to the order of competencies in the Competency Bank.)  

 

  8. SAFETY FOCUS 

20. JOB KNOWLEDGE 

28. SUPERVISION 

35. TEAMWORK 

36. EMOTIONAL MATURITY 

42. RESOLVES CONFLICT 

47. WRITTEN COMMUNICATION 

53. LEADERSHIP 

 

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. 

  



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 a 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 

 

Maintains awareness of personal safety to 

avoid injury or property damage during all 

work activities.  

 

 

 

 

Superior 

 

“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 safety rules and regulations such as CAL/OSHA and related City 
ordinances in order to maintain a Division’s safety program and to ensure public 
and employee safety. 



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.

 



  Job Knowledge Areas 
 

1. Knowledge of Department of Water and Power procedures and terminology sufficient to 
administer and oversee the activities of a large division engaged in major Power and Water 
System facility construction, fabrication, and maintenance and repair; operation of 
mechanical and electrical shops, fleet and aviation services; and related engineering 
activities. 
 

2. Knowledge of the Department of Water and Power organization and the functions and 
interrelationships of its divisions necessary to prepare strategies and achieve departmental 
goals, in coordination with other sections and divisions. 

 
3. Knowledge of pertinent City (including City Charter, LA Admin. Code, City Attorney opinions) 

and departmental provisions, rules, policies, and procedures affecting the operation of the 
Department of Water and Power needed to develop and update divisional policies and 
procedures and ensure division compliance.  

 
4. Knowledge of a variety of management and leadership techniques used to maximize the 

utilization of staff to benefit the City and the employee. 
 
5. Knowledge of the maintenance and repair requirements of power and water construction 

and transportation equipment sufficient to supervise subordinate supervisors or managers 
responsible for managing equipment. 

 
6. Knowledge of methods and procedures used to examine, verify, and analyze financial 

records, statements, and reports sufficient to direct division accounting, cost control, 
budgeting and related functions. 

 
7. Knowledge of work programs such as a major construction and replacement program or a 

comprehensive preventive maintenance program as they relate to the purchase, inspection, 
modification, maintenance, and repair. 

 
8. Knowledge of operations under normal and emergency conditions sufficient to prevent 

interruption of division’s operations. 
 
9. Knowledge of alternative proposals in relation to soundness of economic feasibility and 

strategic planning sufficient to evaluate them. 
 
10. Knowledge of effective negotiation techniques sufficient to handle negotiations with the 

general public, contractors, and representatives of other governmental units and public 
utilities. 

 
11. Knowledge of oral communication techniques sufficient to convey information in a clear, 

concise, and effective manner. 
 
12. Knowledge of the principles, practices and methods of public administration such as 

management by objective, management theories, organizational structure and 
organizational development. 
 

13. Knowledge of identifying and analyzing complex issues sufficient to formulate 
recommendations that are logical and actionable. 

  



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 team building 

● 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 a 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 
 
Proficiency in supervision sufficient to 
supervise a workgroup in terms of task 
orientation, interpersonal concerns, and 
personnel administration. 

 
Superior 
 
Proficiency in supervision sufficient to 
serve as a resource to others and/or 
represent department position in a public 
forum. 



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; 

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 a team from accomplishing its goals. 

● Provides constructive criticism and feedback to team members to improve overall 

functioning of the team. 

● Assigns credit to the 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 “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. 

 

 

 

 

 

  



42. RESOLVES CONFLICT – Acknowledges and takes action to eliminate  

                                                 ineffective/disruptive interpersonal relationships. 

   

Level of Competency Required by Job: 

Level 1: Recognize that conflict is inappropriate in the workplace; ensure no 

personal involvement in conflict or promptly seek elimination if such 

involvement occurs.  May try to avert conflict among co- workers or to 

eliminate it if it occurs. 

Level 2: Monitor staff for possible signs of arising conflict and, when noted, 

immediately intervene to reconcile.  Recognize when the differing 

perspectives of different organizational units become disruptive and 

address the issues with involved parties or management, as 

appropriate. 

Level 3: Recognize that the purposes/objectives of certain entities are inherently at 

odds and approach interactions with them with sensitivity and facilitates 

others’ doing so as well.  Recognize the debilitating nature of emergent 

conflict among organizational segments and, when noted, immediately 

intervene to reconcile. 

 

Examples of Behavioral Indicators: 

● Recognizes when a conflict is emerging or has emerged.  

● Mentions the need to resolve conflict with other involved party(ies). 

● Brings together parties in conflict and encourages them to resolve/ facilitates 

resolution. 

● Articulates the common objectives of conflicting entities. 

● Enlists the participation of conflict resolution specialists when warranted.

 

 

Performance Levels: 

 

Satisfactory 

 

Diffuses conflict at work. Uses other means 

of addressing interpersonal friction, 

disagreement, or competing goals. Notes 

and seeks resolve of conflict among others. 

 

 

 

 

Superior 

 

Recognizes interpersonal, intra-

organizational, and internal-external 

organizational interactions with conflict 

potential, and seeks to avoid. When signs 

of emerging conflict are noted, immediately 

takes steps to eliminate.

 



 

 

47. WRITTEN COMMUNICATION – Communicates effectively in writing. 

 

Level of Competency Required by Job: 

Level 1: Write notes/emails. 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. 
 

 

 



 

 

53. LEADERSHIP – Influences others toward goal accomplishment. 

 

Level of Competency Required by Job: 

Level 1: Assume responsibility for operations or a situation when necessary.  Direct the 

actions of others or otherwise ensure required actions are taken. Remain 

responsible until relieved or situation is resolved. 

Level 2: Motivate others to continual activity focused on goal accomplishment.  Provide 

clear objectives and articulate individual activities necessary to achieve them; 

ensure resources necessary to do so are available. Monitor work progress and 

provide feedback; assess results. 

Level 3: Articulate a vision, convey it to others, and assign responsibilities (or 

assure they are assigned) for achieving it.  Monitor progress, make 

adjustments as necessary, and evaluate results. 

 

Examples of Behavioral Indicators: 

● Evaluates circumstances, determining what needs to be done, and ensuring individual 

responsibility for performing specific actions is assigned. 

● Follows-up to ensure that specific actions have been taken and overall objective has been 

accomplished. 

● Clearly communicates objectives and responsibility/individual actions necessary to achieve 

them. 

● Monitors work in progress, provides feedback to those involved, and makes adjustments to 

work plans/processes to ensure goal attainment. 

● Evaluates completed work for quality, thoroughness, and effectiveness 

● to determine whether re-work or additional work is required to meet intended objectives and 

to provide learning for future assignments 

 

Performance Levels: 
 

 

Satisfactory 
 
Assumes responsibility for work of others 
when required or necessary. Ensures 
actions taken to achieve objectives, and 
evaluates results to determine any follow-
up needed.  

Superior 
 
Articulates vision/states clear objectives 
and assigns responsibility/motivates 
others toward achievement. Monitors 
progress; gives feedback; evaluates 
results; ensures follow-up. 

 

 

 


