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COMPETENCY MODEL FOR 
WORKERS’ COMPENSATION ANALYST 

CLASS CODE 1774 
 
 

The following competencies have been identified as those that best separate superior 
from satisfactory job performance in the class of WORKERS’ COMPENSATION 
ANALYST. (Numbers refers to the order of competencies in the Competency Bank.) 
 
3. Judgement and Decision Making 
4. Analytical Ability 
12. Conscientiousness 
13. Stress Tolerance 
20. Job Knowledge 
29. Fact Finding 
34. Customer Service 
45. Oral Communication 
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 and underlined), examples of 
behavioral indicators, and satisfactory and superior performance levels. 
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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 
 
Correctly assesses routine and unusual 
situations and reaches appropriate 
conclusions for actions needed. 
Obtains additional information and/or 
consults with others as necessary. 

 
 
Superior 
 
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. 
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4. ANALYTICAL ABILITY –  Identifies, obtains, and evaluates relevant information to  
establish relationships or patterns, cite causes, and reach 
logical conclusions 

 
Level of Competency Required by Job: 
 

Level 1: Recognize similarities/differences in current situation to those 
previously encountered and is guided accordingly. Apply existing 
policies correctly. Ask pertinent questions or otherwise seek 
additional information to formulate appropriate response 

 
Level 2: Consider multiple, varied factors when evaluating a situation or 

issue. Seek additional information to provide further insight. Reach 
conclusions that logically follow from the information obtained.   

 
Level 3: Consider a multitude of diverse factors, their interrelationships, the 

perspectives of others, alternative courses of action and their likely 
ramifications when evaluating information to reach a conclusion. 

 
Examples of Behavioral Indicators: 
 

 Obtains the necessary amount of relevant information. 
 Recognizes the impact of each type of information on conclusions. 
 Evaluates the quality/source of information when considering it. 
 States the shortcomings of the information and, therefore, the analysis. 

 
Performance Levels: 
 
Satisfactory 
 
Recognizes available relevant 
information, seeks additional 
information to consider, and reaches a 
conclusion. Provides sound, convincing 
justification for conclusions, citing 
relevant data and facts.

 
Superior 
 
Uses a great deal of existing and 
obtained information and data to 
develop and evaluate alternatives and 
arrive at a final conclusion. Provides 
compelling arguments in support of 
conclusions. 
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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. 
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13. STRESS TOLERANCE – Maintains effective performance when under pressure, 
confronted with opposition or criticism, and/or when 
the situation is dangerous. 

 
Level of Competency Required by Job: 
 

Level 1: Assignment may include varied or heavy workload; new tasks may 
need to be learned; members of the public and, at times, coworkers 
may be rude. 

 
Level 2: Insufficient staff or resources may be available to accomplish work. 

Priorities/objectives may be unclear and/or direction uncertain. Role 
ambiguity regarding responsibilities may exist. May encounter 
disagreement or criticism when performing job activities. 

 
Level 3: Presentation and defense of position in a public forum, which at 

times entails facing opposition, may be required. Work environment 
may be fast-paced and one in which urgent decisions must be 
made. Making life-or-death decisions may be necessary. 

 
Examples of Behavioral Indicators: 
 

 Remains composed and focused on the task at hand in the presence of 
obvious stressors. 

 Understands that rudeness or opposition is not typically personal attacks. 
 Continues to make good decisions under urgent circumstances or when in 

danger. 
 Soothes others who are more adversely affected by stress. 

 
Performance Levels: 
 
Satisfactory 
 

Superior 

Continues to perform effectively 
under stressful circumstances. 
 
 
 
 
 
 
 
 

Acknowledges stress, but appears to 
be unaffected by it. Concentrates 
extra effort on accomplishing the 
task at hand. Assists others with 
effective coping. 
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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. 

 
 

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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KNOWLEDGE AREAS 
 

1. *Knowledge of State policies as they apply to workers’ compensation benefits 
including salary continuation and relevant statutes, requirements for acceptance or 
rejection of claims, and calculation of state total and partial disability rate as required 
to ensure benefits are paid in accordance with the State Labor Code.  
 

2. *Knowledge of appropriate mandatory benefit notices, payment methods, 
reimbursement requirement, collection agencies, and lien claimants as required to 
ensure benefits are paid in accordance with the State Labor Code.  

 
3. Knowledge of City procedures as they relate to processing workers compensation 

claims and reporting procedures, including, accidents involving on-duty City 
employees, appropriate forms usage, and chain-of-command reporting as required 
to ensure City occupational injuries/illnesses are documented accurately and/or 
initiate workers’ compensation benefits where appropriate.  

 
4. Knowledge of Charter provisions (Sections 1412 and 1414) governing the Pensions 

Department, as they relate to off-set provisions of workers’ compensation benefits, 
overlapping disability pensions, and pensions for qualified surviving dependents 
sufficient to interpret and apply provisions correctly in responding to inquiries and/or 
providing-information related to case adjudication.  

 
5. Knowledge of the provisions of Charter Section 1014 as they apply to the qualifying 

of industrially disabled employees for other positions, without the benefits of 
examination in order to return employees to City employment.  

 
6. *Knowledge of the California State Labor Code, including relevant regulations and 

legal decisions, as it relates to occupational injuries and workers’ compensation 
claims, sufficient to interpret and apply its provisions. 

 
7. *Knowledge of Appellate and Supreme Court decisions related to matters such as 

injuries/illnesses incurred to and from the place of employment, employees’ rights to 
Supplemental Job Displacement Benefit (SJDB), employers’ right to subrogation, 
and apportionment as it applies to multiple injuries sufficient to apply the decisions to 
relevant cases and ensure proper administration and payment of workers’ 
compensation claims.  

 
8. *Knowledge of the rules of the Workers' Compensation Appeals Board (WCAB), as 

they relate to its jurisdiction, requirements and time limits for submitting applications, 
statements from medical treatment facilities or personnel, filing and serving 
subpoenas, medical reports, for appointment of agreed to medical evaluators (AME) 
or qualified medical evaluators (QME), and for providing timely benefits in order to 
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manage a workers' compensation claim in accordance with specified Workers' 
Compensation Appeals Board (WCAB) rules.  

 
9. *Knowledge of medical and anatomical terminology used in referring to areas such 

as the skeletal structure, including the seven major bones, body position terms, 
extremity descriptors, and commonly used medical prefixes and suffixes sufficient to 
read, understand, and use the terminology correctly.  

 
10. Knowledge of the care and treatment of occupational injuries and diseases, as it 

applies to estimating the time required for treatment and/or rehabilitation, and for 
making appropriate medical referrals sufficient to direct employees for appropriate 
medical attention, anticipate case costs, and/or analyze medical information.  

 
11. Knowledge of the application of apportionment, including relevant case laws, as it 

provides the ability to take credit for a previous disability to the same body part and 
to calculate the percentage of permanent disability for specific injuries.  

 
12. *Knowledge of the Permanent Disability Rating System, such as rating standards, 

age, occupation, and injury of the employee as required to determine an accurate 
permanent disability rating and/or make payments where appropriate.  

 
13. *Knowledge of a variety of workers’ compensation information sources such as 

specific case histories, workers’ compensation laws and precedents, medical 
practices and treatments, vendors operating practices, and parameters of 
employer’s liability in order to assess appropriateness and/or incongruous of actions 
or recommendation in reviewing and scrutinizing treatment and billing reports. 

 
14. *Knowledge of the Independent Medical Review (IMR), Utilization Review (UR), and 

Independent Bill Review (IBR) rules, regulations, and procedures as set forth by the 
Department of Industrial Relations Medical Unit. 

 
15. Knowledge of the Medicare Set-Aside (MSA) federal regulations and ability to apply 

Medicare Set-Aside (MSA) regulations to relevant workers’ compensation claims.  
 

16. *Knowledge of utilization review processes and guidelines including relevant time 
frames, mandatory notification processes, and case law related to utilization review. 

 
17. *Knowledge of principles and best practices related to early return to work programs 

and the evaluation of work restrictions. 
 

18. *Knowledge of the principles related to agreed to medical examiners (AME)/qualified 
medical examiners (QME)/Panel QME processes and protocols, time frames and 
processing, including variances in claims handling for represented and non-
represented employees. 
 
*Needed at job entry 
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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. 
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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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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 
 
Writes material that clearly 
communicates the necessary 
information; needs little editing. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

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