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COMPETENCY MODEL FOR 
OFFICE ENGINEERING TECHNICIAN 

CLASS CODE 7212 
 
The following competencies have been identified as those that best separate superior 
from satisfactory job performance in the class of OFFICE ENGINEERING 
TECHNICIAN. 
 
 
 

1.   Reading Comprehension  
2.   Mathematics  
5.   Learning Ability  
20. Job Knowledge  
32. Responsiveness and Follow-up  
34. Customer Service  
35. Teamwork  
45. Oral Communication  

 
 

 
 
 
On the following pages are descriptions of each competency, including a definition, the 
level of the competency required for the class (italicized and underlined), examples of 
behavioral indicators, and satisfactory and superior performance levels. 
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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. 
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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: 

 

 Quickly and accurately performs arithmetic computations. 
 Appropriately selects and applies formulas for stated purpose. 
 Correctly identifies an appropriate analysis for a specific purpose and selects 

the appropriate computer program for computation. 
 Accurately interprets and presents results of mathematical/statistical 

computations. 
 

Performance Levels: 

Satisfactory 
 
Knows mathematical requirements of
the job and performs them correctly.
Verifies work to ensure accuracy. 

 

Superior 
 
Identifies additional opportunities for the 
application of mathematics in work. 
Answers questions/trains others to assist 
them in their use of mathematics. 
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5. LEARNING ABILITY – Readily acquires and applies new information. 
 

 
 

Level of Competency Required by Job: 

 

Level 1: Learn job-related information, rules, and procedures, and apply 
them correctly.  

Level 2: Learn and apply extensive job-related information correctly.  Make 
reasonable inferences when specific information needed in a given 
instance was not presented. 

Level 3: Access new job-related information via print or electronic media, in 
educational/training programs, and/or by speaking with others, and 
apply it correctly to the job. 

 

Examples of Behavioral Indicators: 

 

 Recalls information presented in educational/training programs.  
 Recognizes how to apply newly acquired information to the job. 
 Applies new information to the job in a way that increases productivity. 
 Applies “lessons learned” from prior work experiences to current work. 
 Answers questions/coaches others who received the same instruction. 

 
 

Performance Levels: 

 

Satisfactory 
 

Superior 
 

Learns new information and applies 
it appropriately to situations/issues.  
 

Readily acquires new information, 
makes appropriate inferences based 
on it, and integrates it with prior 
learning and experience to maximize 
its use in a variety of situations or with 
respect to a variety of issues. 
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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
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. 
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Job Knowledge Areas 

 
Technical Areas 
 
1. General knowledge of engineering fundamentals.  
2. Basic knowledge of the principles, practices, and instruments used in drafting, 

sketching, and tracing. 
3. General knowledge of logarithmic, trigonometric and curve data tables. 
 
 
General 
 
4. *General knowledge of computer software applications (e.g., Word, Excel).  
5. Knowledge of office procedures (e.g., filing, answering telephones, 

supply/equipment ordering) to perform daily assigned duties.  
6. *General knowledge of English grammar usage. 

 
 

*Needed at job entry 
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32. Responsiveness and Follow-up –  Executes actions as requested or to which 
a commitment has been made; continues 
involvement as needed. 

                                                                            
Level of Competency Required by Job: 

 

Level 1: Willingly accept job assignments and, upon completion, asks 
whether any other actions are necessary.  

Level 2: Ensure that all job responsibilities are fulfilled within their 
designated   timeframes.  Willingly accept, and may volunteer for, 
additional assignments, but does not overextend.  Anticipate and 
accommodate the need for continued involvement. 

Level 3: Ensure that staff and other resources are available (or can be made 
available) to reasonably allow for completion of work before making 
a commitment.  If not, make adjustments to ensure completion of 
work or re-establish priorities and communicate to all involved 
parties.  Recognize the probable need for continuation of some 
staff involvement beyond the designated timeframe to ensure 
success. 

Examples of Behavioral Indicators: 

 

 Willingly accepts assignments and completes assigned work. 
 Monitors “completed” work to determine whether additional issues to be 

addressed have arisen. 
 Volunteers for assignments when able to assure their timely completion. 
 Carefully considers available staff and resources, and competing priorities, 

before making commitments to complete additional work. 
 

Performance Levels: 

Satisfactory 
 
Completes assigned work.  Realistically 
appraises the likelihood of completing 
additional work before accepting or 
volunteering for it. Recognizes the usual 
need for follow-up once assignments 
are submitted. 

Superior 
 
Completes assigned work in an 
expeditious manner. Often ready to 
accept additional work or volunteer for 
it.  Readjusts priorities and/or revises 
plans to maximize productivity. 
Diligently monitors the possible need 
for follow-up 

 



 

 8

 
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. 
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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. 
 Provides constructive criticism and feedback to team members to improve 

overall functioning of team. 
 Assigns credit to team for accomplishments. 

 
Performance Levels: 

 

Satisfactory 
 

Superior 
 

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. 
 
 
 
 

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. 
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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. 

 

 


