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Note:  This is a generic competency model encompassing a broad segment of water operations supervisors.  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 Treatment Principles and Practices (In-Depth Expertise)

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

a. Water treatment systems and plant unit processes
1. What to monitor and how to control the process
2. Process equipment and chemicals used in treatment
3. Effects that changes in water treatment have on water quality
4. Effects of water quality changes on water treatment processes
5. Principles of filter operation

b. Obtaining and interpreting information shown on whole systems technology (e.g. SCADA) screens and using the information to adjust processes
c. Interpreting water sampling test results, and making process adjustments based on those interpretations
d. Hydraulics (Basic Expertise)

2. System-Specific Expertise (In-depth Expertise)

Applying knowledge and expertise during planning, decision making, problem solving and performance of job responsibilities in the following areas:
a. Treatment processes used at Jobholder’s Facility (In-depth Expertise)

b. Organization of the facility
c. Ability to assume responsibility for emergency operating procedures for the treatment plant, including start-up and shut-down
d. Safety requirements and procedures and the ability to assume responsibility for maintaining a safe working environment
e. Regulations and related requirements relevant to the operation of the water treatment process
1. Required sampling procedures and reporting requirements

2. Ensuring that all staff understands the importance of consistent compliance with all regulations
3. Quality Control and Continuous Improvement

Applying knowledge and expertise during planning, decision making, problem solving and performance of job responsibilities in the following areas:
a. Understanding of concepts, principles and methods used in quality control and continuous improvement
b. Applying quality control and continuous improvement processes used at the site
c. Ensuring application of standard operating procedures used at the site
4. 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

II. Non-Technical Competencies

1. Learning Orientation

a. Seeks out new assignments, procedures and technologies
b. Works toward acquiring and maintaining certifications
c. Applies material taught in the classroom and on-the-job training
d. Recognizes when help is needed and seeks help from others
e. Introduces new approaches and technologies into work unit
2. Conscientiousness

a. Follows standard, prescribed approaches and protocols for completing regular tasks and for addressing emergency situations
b. Ensures that employees are meeting prescribed approaches and protocols in their regular tasks
c. Reviews logs for trends on a regular and timely basis
d. Investigates situations promptly when logs and/or employees indicate an emerging problem
e. Completes required documentation of work activities, observations and test results in an accurate and timely way
f. Looks beyond stated needs in order to add value where appropriate
g. Demonstrates commitment to public service and public health
3. Planning, Scheduling, and Organizing

a. Reviews work flow cycles to estimate manpower needs
b. Sets appropriate priorities for completion of tasks
c. Establishes order of work flow to promote efficiency
d. Fills open positions, including resume review, interviewing and hiring recommendations
e. Makes personnel assignments, by considering both technical skills and personal styles, to support optimal performance
f. Manages work schedules across shifts
g. Reprioritizes work flow and personnel assignments as needed
h. Regularly monitors inventory, places orders and restocks supplies to support anticipated work flow
i. Balances multiple priorities while maintaining focus on plant mission
4. Problem Solving and Decision Making

a. Takes ownership of water treatment plant upsets; displays tenacity for handling corrective measures
b. Assumes accountability in own area of responsibility, involving chain-of-command in decisions only as necessary
c. Considers a variety of perspectives when making day-to-day decisions
d. Remains calm and thinks quickly during crises; takes a leadership role and involves others as needed to solve problems
e. Handles multiple, concurrent emergencies and/or situations
f. Displays sound judgment
g. Balances urgency and safety in emergency situations
h. Is able to see the larger picture when thinking about a problem or decision
5. Communication

a. Actively listens and seeks to understand others: employees, colleagues, managers and customers
b. Shares work-related information openly with employees and colleagues, yet maintains confidentiality where appropriate
c. Effectively explains service interruptions and impacts of water problems to customers and other stakeholders
d. Promptly notifies chain of command, when appropriate, about emerging problems
e. Consistently keeps personnel on other shifts and in other units informed about ongoing water treatment processes and problems
f. Asks for information and help from other knowledgeable plant personnel when appropriate
g. Asks questions and shares information with other operating staff to clarify water treatment activities and problems
6. Managing Performance

a. Provides clear instructions to employees regarding roles and tasks
b. Shares and explains personnel policies and procedures to employees
c. Treats employees fairly and logically, using a consistent set of performance standards
d. Encourages employees to work together to achieve team goals
e. Tracks progress of individual employee performance
f. Provides specific, timely feedback on performance
g. Provides instruction and coaching as needed to help employees improve performance
h. Addresses conflicts among employees before they impact performance

i. Applies progressive discipline procedures as needed
7. Interpersonal Skills

a. Shows respect for others, regardless of position or level of authority
b. Involves others when making decisions
c. Remains calm under pressure, maintaining control over emotions
d. Develops trust-based relationships with others
e. Pays attention to customer needs, showing empathy during service interruptions and crisis situations
f. Works cooperatively with other operating units within the utility
III. Foundational Competencies (Mostly expected on entry into the position)
1. Technical Foundational Competencies

a. Mathematics (Basic Expertise)

b. Chemistry

c. Mechanical skills (Basic Expertise)

d. Construction skills

e. Plumbing skills

f. Electrical and electronic skills (Basic Expertise)

g. Reading  blueprints, technical maps, and equipment specifications

h. Computer Skills

1. Internet search

2. Email correspondence

3. Excel spreadsheet data entry

4. Microsoft Word applications

5. Plant-specific  and industry-specific applications

2. Non-Technical Foundational Competencies

a. Integrity:  Concern for consistently acting in an honest, ethical way
b. Ability to Learn: Incorporating classroom and on-the-job training into work performance
c. Flexibility and Adaptability: Openness to new and different ways of doing things; willingness to modify one’s preferred way of doing things
d. Reading:  The ability to understand written material and to use written material to find information needed in one’s job
e. Oral Communication:  Speaking English well enough and clearly enough to be understood by supervisors, co-workers, and customers
f. Written Communication:  The ability to express oneself clearly in writing
g. Listening:  Attending carefully to others in order to understand what they are saying
h. Following Directions: Receiving, understanding, and carrying out assignments or following Standard Operating Procedures with minimal supervision
i. Professionalism: Maintaining a professional presence and adhering to ethical standards
j. Dependability and Reliability: Displaying responsible behavior at work
k. Critical and Analytical Thinking: The ability to break down a problem in order to understand it and to think logically and systematically when solving problems and making decisions
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. Oversee all water treatment plant operations and maintenance

2. Prioritize and make work assignments

3. Ensure regulatory compliance

4. Address or resolve, where possible, employee work-related issues

5. Implement policies set forth by upper management or policy bodies

6. Oversee quality control and continuous improvement

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 a sub-set of the competencies and their behavioral indicators that are thought to be the most important to superior performance.  The selection 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, as they are presented in relative order of importance.

1. Conscientiousness

a. Follows standard, prescribed approaches and protocols for completing regular tasks and for addressing emergency situations
b. Ensures that employees are meeting prescribed approaches and protocols in their regular tasks
c. Reviews logs for trends on a regular and timely basis
d. Investigates situations promptly when logs and/or employees indicate an emerging problem
e. Demonstrates commitment to public service and public health
2. Planning, Organizing, and Scheduling

a. Sets appropriate priorities for completion of tasks
b. Manages work schedules across shifts
c. Balances multiple priorities while maintaining focus on plant mission
3. Managing Performance

a. Provides clear instructions to employees regarding roles and tasks
b. Treats employees fairly and logically, using a consistent set of performance standards
c. Provides instruction and coaching as needed to help employees improve performance
d. Addresses conflicts among employees before they impact performance
4. System-Specific Expertise

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

a. Treatment processes used at Jobholder’s Facility (In-depth Expertise)

b. Organization of the facility
c. Ability to assume responsibility for emergency operating procedures for the treatment plant, including start-up and shut-down
d. Safety requirements and procedures and the ability to assume responsibility for maintaining a safe working environment
e. Regulations and related requirements relevant to the operation of the water treatment process
5. Problem Solving and Decision Making

a. Considers a variety of perspectives when making day-to-day decisions

b. Remains calm and thinks quickly during crises; takes a leadership role and involves others as needed to solve problems
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