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Distribution System

Note:  This is a generic competency model encompassing a broad segment of operations supervisors (distribution).  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. Water Distribution Systems

Applying knowledge and expertise during planning, decision making, problem solving and oversight of performance of job responsibilities in the following areas:
a. Operating, calibrating, maintaining, trouble-shooting, and diagnosing system-specific infrastructure, mainly pipes, hydrants and valves

b. Inspecting the function of water mains, hydrants, valves and other appurtenances

c. Collecting water samples, conducting basic tests using standard water testing procedures, and interpreting the test results
d. Electrical and mechanical principles underlying system infrastructure operations (Basic Expertise)
e. Hydraulic and pneumatic principles, fluid characteristics, pressure zones and use of control systems (In-depth Expertise)

f. Cross connections and approved backflow methods and devices

g. Main flushing procedures

h. Using system-specific materials and equipment in the distribution system

i. Following regulatory requirements that affect the operation and maintenance of the distribution system


2. Equipment Repair Procedures (Pipes, Hydrants, and Valves)

Applying knowledge and expertise during planning, decision making, problem solving and performance of job responsibilities in the following areas:

a. Recognizing malfunctioning hydrants and valves

b. Disassembling and rebuilding parts

c. Implementing manufacturers’ directions

d. Troubleshooting malfunctions
e. Implementation and coordination of appropriate response to repairs
3. Managing Human Resources Issues and Policies

Applying knowledge and expertise during planning, decision making, problem solving and performance of job responsibilities in the following areas:

a. Personnel policies and procedures

b. Union contract terms, where appropriate

c. Conflict resolution methods
d. Scheduling and managing personnel
4. Mechanical Systems Used In Water Utilities (In-Depth Expertise)

Applying knowledge and expertise during planning, decision making, problem solving and performance of job responsibilities in the following areas:

a. Pumps and motors

b. Hydrants

c. Transport systems (hard pipe, tubing)

d. Storage facilities – tanks, reservoirs

5. Reading Plats, Maps, Plans and Drawings

Applying knowledge and expertise during planning, decision making, problem solving and performance of job responsibilities in the following areas:
a. Obtaining information to locate, and plan work activities

b. Geographical Information Systems (GIS) (Basic Expertise)

6. Computer Skills

Applying knowledge and expertise during planning, decision making, problem solving and performance of job responsibilities in the following areas:

a. Using site-specific software applications for maintenance and repair work, which includes creating work orders, scheduling, routing, and documentation

b.  Using software to track schedules, budgets and inventory
7. Security and Safety Procedures

Applying knowledge and expertise during planning, decision making, problem solving and performance of job responsibilities in the following areas:

a. Personal safety equipment and procedures

b. Federal (OSHA), State and local laws and regulations pertaining to hazardous materials

c. Electrical and mechanical machinery and equipment protection

d. Treatment plant emergency procedures and protocols

e. Awareness of impact of actions on entire system

8.  Water Quality Problems

Applying knowledge and expertise during planning, decision making, problem solving and performance of job responsibilities in the following areas:
a. Recognizing basic water quality problem indicators (such as taste, odor, turbidity, and color)

b. Recognizing chemical and pressure problems

c. Taking appropriate measures to address the problems

II. Non-Technical Competencies
1. Communication

a. Actively listens and seeks to understand others: employees, colleagues, managers and customers

b. Asks for information and help from other knowledgeable site personnel when appropriate

c. Asks questions and shares information with others to clarify distribution-related activities and problems

d. Consistently keeps personnel on other shifts and in other units informed about ongoing water treatment processes and problems

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. Conscientiousness

a. Follows standard, prescribed approaches and protocols for completing regular tasks, such as opening and closing valves, conducting repairs, water sampling, testing, and maintenance of equipment

b. Ensures that safe procedures are followed

c. Completes required documentation of work activities, observations and tests results in an accurate and timely way

d. Demonstrates commitment to public service and public health

e. Ensures that employees are meeting prescribed approaches and protocols in their regular tasks

f. Identifies and suggests areas for improvement

g. Keeps self alert, vigilant, and focused on the job

h. Responds to alarms and developing problems with appropriate urgency

3. Critical and Analytical Thinking

a. Identifies inconsistent or missing information

b. Critically analyzes, compares and interprets information

c. Draws conclusions from relevant information

d. Tests hypotheses to ensure that a problem is correctly diagnosed and the best solution is found

e. Approaches a complex task by breaking it down into a series of steps

f. Identifies alternative possible causes for a problem

4. Planning, Organizing, and Scheduling

a. Prioritizes various competing tasks and performs them quickly and efficiently according to their urgency

b. Plans work carefully in advance

c. Anticipates obstacles and develops contingency plans to address them 

d. Determines which equipment, materials, supplies, etc., are needed to complete the assignment and arranges to have them on hand or obtained in a timely manner

e. Estimates resources needed for project completion; allocates time and resources effectively

f. Reviews union contracts; approves payment

g. Schedules and routes crews

h. Responds to the schedules of others affected by arrangements; recognizes problems, generates effective alternatives, and takes corrective action

i. Takes necessary corrective action when project goes off-track

5. Creating a Positive Work Environment

a. Treats people with respect and insists that crew members do the same

b. Seeks out the perspectives of all parties involved in a situation

c. Asks for the views of all participants in meetings

d. Provides people with access to the information they need to do their jobs

e. Focuses the crew on learning from setbacks, rather than on identifying who is to blame

f. Asks crew members for their views, before sharing his/her own view

g. Acknowledges and thanks people for their efforts and contributions

6. Managing People’s Performance


a. Provides clear direction to crew members regarding roles and tasks

b. Shares and explains personnel policies and procedures to employees and contract workers

c. Holds people accountable for meeting performance expectations and adhering to policies and practices
d. Monitors crew members’ progress and performance 

e. Provides specific, timely feedback on performance

f. Provides coaching as needed to help improve performance

g. Treats people fairly and logically, using a consistent set of performance standards

h. Addresses conflicts among crew members before they impact performance

i. Deals firmly and promptly with performance problems

III. Foundational Competencies  (Mostly expected on entry into the position)

1. Technical Foundational Competencies

a. Construction skills
b. Mechanical skills – Equipment Repair (Basic Expertise)
c. Ability to use hand tools and power tools
2. Non-Technical Foundational Competencies

a. Listening: Attending carefully to others in order to understand what they are saying
b. Oral Communication: Speaking English well enough and clearly enough to be understood by supervisors, co-workers and customers
c. Ability to Learn: Incorporating classroom and on the job training into work performance
d. Physical Dexterity: The ability to use fine motor coordination to operate tools
e. Physical Strength:  The ability to lift and carry heavy loads and to exert force with arms, legs, hands, and body
f. Reading: The ability to understand written material and to use written material to find information needed in one’s job
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. Oversees crews that maintain valves, fire hydrants, pipes and services

2. Addresses and resolves employee issue
3. Oversees contractors working on the distribution system

4. Oversees quality control and continuous improvement
5. Reviews project designs for compliance with engineering principles, contract plans, scope, and specifications
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 most important to superior performance. Most of the competencies, but not all of their behavioral indicators, are ones that 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. Conscientiousness

a. Ensures that safety procedures and regulations are followed throughout the work site

b. Plans work carefully in advance

c. Demonstrates commitment to public service and public health

d. Identifies and suggests areas for improvement

2. Creating a Positive Work Environment

a. Treats people with respect and insists that team members do the same

b. Seeks out the perspectives of all parties involved in a situation

c. Provides people with access to the information they need to do their jobs

d. Focuses the team on learning from setbacks, rather than on identifying who is to blame

e. Acknowledges and thanks people for their efforts and contributions

3. Interpersonal Skills

a. Demonstrates concern for others by being sensitive to their needs and feelings

b. Develops trust-based relationships with others

c. Displays honesty and integrity

d. Keeps calm under pressure or in emergency situations

e. Pays attention to customer needs, showing empathy during service interruptions and crisis situations
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