COMPETENCY MODEL FOR
SECRETARY
CLASS CODE 1116

The following competencies have been identified as those that best separate superior
from satisfactory job performance in the class of SECRETARY (Numbers refer to the
order of competencies in the Competency Bank.)
1.
2.
3.
6.
20.
32.
34.
36.
40.

Reading Comprehension
Mathematics
Judgment and Decision Making
Attention to Detail
Job Knowledge
Responsiveness and Follow-Up
Customer Service
Emotional Maturity
Credibility

On the following pages are descriptions of each competency, including a definition, the
level of the competency required for the class (bold, 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

Superior

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

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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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

Superior

Correctly assesses routine and unusual
situations and reaches appropriate
conclusions for actions needed. Obtains
additional information and/or consults
with others as necessary.

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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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.
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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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SECRETARY (1116)
Job Knowledge Areas 2020
1. Knowledge of the City’s policies such as administrative and/or operating manuals, working
procedures, administrative orders and/or directives; Administrative Code, as it relates to
obtaining and/or providing information related to compensatory time, bonused work
assignments, and/or uniform allowances; organizational structure such as the functions of the
various departments in order to obtain and/or convey information and refer others to the
appropriate person or function.
2. Knowledge of Civil Service Rules such as those pertaining to selection and supervision of
clerical personnel in accordance with City policies in order to effectively manage and supervise
subordinate personnel and to provide counsel to staff as needed.
3. Knowledge of practices and procedures for the use of filing systems such as alphabetical,
numerical, chronological and subject, index listing techniques, and how to best apply such
systems and procedures in order to ensure efficient office administration methods are used.
4. Knowledge of procedures and uses of office inventory management techniques such as
ordering, tracking the usage of, and re-ordering supplies in order to maintain a sufficient level
of supplies and equipment required to operate efficiently at all times.
5. Knowledge of supervisory principles and techniques such as setting priorities, preparing work
assignments, delegating authority, evaluating
work performance, taking appropriate
disciplinary actions, promoting high morale, instilling pride in work products, and selecting
employees in order to effectively achieve work objectives.
6. Knowledge of Memorandum of Understanding (MOU) provisions such as compensatory time
allowances, grievance-handling procedures and salary information in order to obtain and/or
provide information to subordinate and/or department personnel.
7. Knowledge of Equal Employment Opportunity (EEO) provisions such as employment
opportunities, transfers, promotions, pay grade advancements, training, and future
examinations in order to ensure that information is disseminated in an equitable and timely
manner; policy as it relates to the responsibility for ensuring a work environment that is
sensitive to employee differences such as political, religious, racial, gender, ethnic, and sexual
orientation differences in order to comply with EEO legislation and City policy.
8. Knowledge of rules and use of languages and writing principles such as grammar,
punctuation, spelling, syntax, and tone in order to identify and/or correct errors and effectively
convey information in a way that is appropriate for the intended purpose(s).
9. Knowledge of practices and procedures for computer programs utilized to perform specialized
secretarial and clerical work such as Microsoft Word, Excel, PowerPoint, Outlook, Google
Gmail and Chrome in order to process documents, create spreadsheets, prepare
presentations, complete web searches or locate and/or share information.
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10. Knowledge of practices and procedures for managing multiple personnel calendars and
securing conference room resources such as setting up, confirming and/or cancelling
appointments with the use of the various means (e.g., Microsoft Outlook, Google
Gmail/Calendar, and by phone) in order to efficiently schedule meetings and events as
necessary for appropriate staff members.
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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 email (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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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, namecalling, horseplay, or bullying.

Performance Levels:
Satisfactory

Superior

Demonstrates emotional stability and
mature behavior appropriate to the
workplace even in circumstances of
discord or duress.

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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40. CREDIBILITY – Is truthful and sincere; objectively and clearly provides all
pertinent information rather than being vague, omitting negative
information or only stating what listeners “want to hear.”

Level of Competency Required by Job:
Level 1:

Freely and openly share accurate job-related information with coworkers.

Level 2:

Provide complete, accurate information to other City employees
and members of the public.

Level 3:

Represent department to the Mayors’ Office, City Council, City
Commissions, and/or department heads, and/or to external
organizations, professional associations, and/or the media.

Examples of Behavioral Indicators:






Admits mistakes.
Information provided is consistent (not contradictory or stating different things
to different people).
Answers questions directly and thoroughly.
Shares credit for achievements.
Acts in the best interest of the organization, not self interest.

Performance Levels:
Satisfactory

Superior

“Tells the complete story” from the
onset. Is forthcoming with full
information
when
questioned.
Statements are consistent.
Readily
admits mistakes and gives credit to
others.

Information provided is complete and
accurate, and includes any negative
information or information contrary to
self interest. Does not attempt to be
vague or put a “spin” on negative
information to make it appear more
positive.
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