COMPETENCY MODEL FOR
REPROGRAPHICS OPERATOR (3162)
The following competencies have been identified as those that best separate superior
from satisfactory job performance in the class of REPROGRAPHICS OPERATOR.
(Numbers refers to the order of the competencies in the Competency Bank.)
6. Attention to Detail
20. Job Knowledge
23. Equipment Operation
32. Responsiveness and Follow-Up
34. Customer Service
35. Teamwork
37. Flexibility
44. Follow Written Directions
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.

6. ATTENTION TO DETAIL – Extremely careful in addressing all aspects of each
work assignment in order to produce “completed staff
work” and/or avoid any negative outcomes.

Level of Competency Required by Job:
Level 1:

Ensure all aspects of work assignment are completed as directed.

Level 2:

Verify that each aspect of work assignment is properly
completed; make logical inference regarding additional
activities that may need to be performed to produce
“completed staff work.”

Level 3:

Include evaluation of final work/work product in its accomplishment;
make adjustments as possible to improve.

Examples of Behavioral Indicators:







Carefully checks all aspects of work for completion and accuracy before
submitting.
Identifies errors (for example, typo’s, computations, measurements,
application of laws/rules/policies) and corrects them prior to submitting.
Cross-checks work against available resources.
Sets up a means of checks and balances to ensure work accuracy.
Considers changes in final work product to ensure usability by recipient.
Completes all revisions upon request.

Performance Levels:
Satisfactory

Superior

Ensures that each task accomplished
represents “completed staff work.” No
remaining details/ inconsistencies for
others to address.

All aspects of each task completed are
verified to be correct. Identifies any
foreseeable consequences of work that
may need to be addressed and does
so.

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.

3

Job Knowledge Areas
1. Knowledge of how to operate a personal computer and its functions, such as
using word processing programs, uploading/downloading files to a shared drive,
and
utilizing
email
services
sufficient
to
access
work
files.
2. Knowledge of various photo/document editing software programs such as adobe
creative suite and its functions such as resizing documents, cropping images,
implementing color corrections, and converting files to different formats, sufficient
to make adjustments to customer requisitions for the best possible print/scan
result.
3. Knowledge of basic maintenance requirements for scanners, printers, and
laminators, such as cleaning scanning glass/platen, clearing paper jams,
adjusting roller tension, or adjusting thermal laminator temperatures sufficient to
make minor repairs and adjustments to the reprographic equipment.
4. Knowledge of what to look for when inspecting prints or scanning flaws such as
smudges, scratches on scanner, or other imperfections sufficient to ensure that
customers are provided with the best possible quality prints or scans.
5. Knowledge of various substrates for printing such as paper, mylar, vinyl, or
polyfilms sufficient to ensure best media is selected for intended purpose of the
print.
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23. EQUIPMENT OPERATION – Operates specialized equipment in performance
of job duties.

Level of Competency Required by Job:
Level 1:

Operate equipment based on on-the-job training.

Level 2:

Operate equipment based on attendance at a training program and
practice.

Level 3:

Operate equipment for which in-depth, complex training was
required and which may require certification.

Examples of Behavioral Indicators:





Operates equipment proficiently.
Operates equipment with strict adherence to safety procedures.
Understands the operation of equipment used on the job and correctly
answers questions about it.
Willingly participates in any training necessary to maintain up-to-date
knowledge of equipment operation.

Performance Levels:
Satisfactory

Superior

Operates equipment safely and with
a high degree of proficiency.

Operates equipment with extreme
proficiency and correctly answers
questions about its operation. Trains
and/or coaches others in the
operation of equipment.
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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

Superior

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.

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.
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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

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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37. FLEXIBILITY – Changes behavior to more effectively respond to differences or
changes in situations, circumstances, objectives or people.

Level of Competency Required by Job:
Level 1:

Modify behavior as necessary to accommodate differences/
changes.

Level 2:

Initiate changed behavior when initial approach proves ineffective.

Level 3:

Perceive subtle cues/feedback to determine modifications in
behavior necessary to improve effectiveness.

Examples of Behavioral Indicators:






Adjusts speaking in terms of volume (softer/louder) and/or manner (for
example, explanatory vs. directive).
Offers a different option when the first is rejected.
Completes work in a nonroutine manner when usual approach is inefficient or
ineffective.
Readily accepts changes in work assignments.
Willingly works with any others as assigned or required by job duties.

Performance Levels:
Satisfactory

Superior

Changes approach or objective when
directed to do so. Recognizes failure of
initial approach to achieve objective
and tries a different one.

Identifies opportunities to improve
performance by changing the goal or
personal behavior to reach the goal.
Supports changes imposed by others.

9

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.
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