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Note:  This is a generic competency model encompassing a broad segment of customer service representatives.  The required competencies for the described position vary greatly from system to system and even within a single utility.  The description covers employees who may perform their duties on an individual rather than a team basis.  Therefore, water systems should carefully consider which of the competencies are needed in any specific job similar to this one in their own organization. 
I. Technical Competencies
1. Computer Skills (Basic Expertise)

Applying knowledge and expertise during planning, decision making, problem solving and performance of job responsibilities in the following areas:
a. Using site-specific system for logging and managing customer calls and communications
b. Using site-specific email system

c. Using site-specific  computer system for managing billing

2. Billing Systems and Procedures

Applying knowledge and expertise during planning, decision making, problem solving and performance of job responsibilities in the following areas:
a. Explaining customer bills to customers
b. Explaining company policies related to turning on and off water
c. Comparing a recent bill to the customer’s previous usage to assess whether there may be a problem with the bill or with the system supplying water to the customer’s home or business

3. Water Treatment System / Distribution System (Basic Expertise)
Applying knowledge and expertise during planning, decision making, problem solving and performance of job responsibilities in the following areas:

a. General understanding of how water distribution works

b. General understanding of how water is treated at the plant
c. Explaining to customers how the water treatment and distribution system works

II. Non-Technical Competencies

1. Communication

a. Actively listens and seeks to understand others: customers, colleagues, managers
b. Clearly explains to customers how their bill is calculated
c. Clearly explains company policies regarding billing, initiation and termination of water service, and investigation of possible problems related to water quality and usage
d. Conveys to customers, both through content and tone, that he/she understands their concerns
e. Effectively explains service interruptions and impacts of water problems to customers and other stakeholders
f. Promptly notifies chain of command, when appropriate, about emerging problems
2. Critical and Analytical Thinking

a. Critically analyzes, compares and interprets information
b. Draws conclusions from relevant information
c. Identifies alternative causes for a problem including most likely cause(s)
d. Identifies inconsistent or missing information
e. Identifies many alternative possible causes for a problem
f. Notices discrepancies and inconsistencies in available information
3. Customer Focus

a. Views situations from the perspective of customers
b. Ensures that customer requests are promptly addressed
c. Places a high priority on meeting customer needs
4. Interpersonal Skills

a. Demonstrates concern for others by being sensitive to their needs and feelings
b. Demonstrates flexibility and open mindedness when dealing with people of different backgrounds
c. Develops trust-based relationships with others
d. Periodically summarizes what he/she has heard, to demonstrate listening and to check that he/she has correctly understood what the other person has said
e. Shows understanding of others’ behavior by demonstrating appropriate responses
5. Self Control

a. Avoids the temptation to say or do things that are inappropriate
b. Controls the impulse to respond with anger when attacked or criticized; substitutes more appropriate responses
c. Stays calm when confronted, under attack, or in other high-stress situations
d. Accepts criticism or negative feedback without loss of self-esteem
III. Foundational Competencies (Mostly expected on entry into the position)

1. Technical  Foundational Competencies

a. Computer Skills (Basic Expertise)
b. Mathematics (Basic Expertise)

2. Non-Technical Foundational Competencies

a. Dependability and Reliability: Displaying responsible behavior at work
b. Following Directions: Receiving, understanding, and carrying out assignments or following Standard Operating Procedures with minimal supervision
c. Listening: Attending carefully to others in order to understand what they are saying
d. Oral Communication: Ability to communicate complex ideas in speaking at an appropriate level to be understood by supervisors, co-workers and customers.
e. Professionalism: Maintaining a professional presence and adhering to ethical standards
f. Reading: Ability to understand written material and to use written material to find information needed in one’s job
g. Written Communication: Ability to express oneself clearly in writing, including technical documentation
IV. Most Important Responsibilities

Note: Although job responsibilities are not part of a competency model, they are presented here because they helped to guide the selection of competencies.
1. Responds to and resolves where possible customer complaints regarding water usage (high/low), and helps customers interpret their water bills
2. Explains policies and procedures related to billing and collections
3. Refers customers with concerns about water quality, conservation, etc., to other departments
4. Starts new service or ends service when customers are moving
V. Competencies for Superior Performance

Note:  Sections I and II presented the technical and non-technical competencies needed for effective performance in the job. But which competencies lead to superior performance? This section (V) presents the competencies and their behavioral indicators that are thought to be the most important to superior performance. Most of the competencies, but not all of their behavioral indicators, are ones that were appeared earlier, in the section on effective performance. This section may also include one or two competencies that were not included earlier, because they facilitate superior performance but are not needed for effective performance. The selection of competencies for this section is based on a review of the interview data -- especially responses to questions about the most challenging situations encountered in the job and the skills and personal characteristics needed to dealing with these situations – and on experience working with and observing superior performers.

The numbering of the competencies and their behavioral indicators is not the same as that used in Sections I and II.

1. Interpersonal Skills

a. Demonstrates concern for others by being sensitive to their needs and feelings
b. Demonstrates flexibility and open mindedness when dealing with people of different backgrounds
c. Periodically summarizes what he/she has heard, to demonstrate listening and to check that he/she has correctly understood what the other person has said
d. Shows understanding of others’ behavior by demonstrating appropriate responses
2. Customer Focus

a. Views situations from the perspective of customers
b. Ensures that customer requests are promptly addressed
c. Places a high priority on meeting customer needs
3. Conscientiousness

a. Adopts a daily routine to ensure timely completion of regular tasks
b. Attends to details when appropriate
c. Checks own work to ensure accuracy
d. Completes required documentation of work activities, observations and test results in an accurate and timely way
e. Demonstrates commitment to public service and public health
f. Demonstrates reliability and dependability
g. Keeps self alert, vigilant, and focused on the job
h. Sets appropriate priorities for tasks
4. Learning Orientation

a. Actively seeks and completes training to enhance work-related skills and knowledge
b. Applies material taught in the classroom in on-the-job training
c. Asks for and accepts critical feedback about his/her performance
d. Demonstrates interest in learning about new technologies
e. Recognizes when help is needed and seeks help from others
1. Recognizes and addresses own development needs
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