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Competency glossary
This Competency Glossary is a compilation of competencies intended for use when constructing competency models for positions in the water field. The structure of the Competency Glossary is as follows:

Introduction

	· Non-Technical Competencies


Competencies for Both Individual Contributors and Managers


Competencies for Managers and Leaders


Non-Technical Foundational Competencies

· Technical Competencies

Competencies for Both individual Contributors and  Managers               
Technical Foundational Competencies





To understand the structure, it is important to explain the terms used:


Non-technical competencies are ones which do not depend on understanding and applying technical or field-specific knowledge and expertise. These competencies are typically acquired as a result of job experience, but without specific instruction. 


Technical competencies do depend on understanding and applying technical knowledge and expertise. These competencies are usually acquired through specific instruction followed by on-the-job application. 


Among the non-technical competencies, some, such as Taking Initiative, are applicable to both individual contributor positions and positions involving management and leadership.  Other competencies, such as Motivating Others, are applicable only in jobs involving management or leadership.  


Foundational competencies, both Technical and Non-Technical, are ones that are needed for effective performance in a job but are presumed to be already present and developed on entry into the job. Such competencies are often acquired in prior education or in a “feeder” job.  Although needed for effective performance, these competencies generally already are possessed by the job holder and so don’t typically need to be developed or strengthened in the job.   There are both technical and nontechnical foundational competencies included here.


Within each of the sub-sections, competencies are listed alphabetically.

Non-Technical Competencies

Competencies for Both Individual Contributors and Managers

1. Communication

Definition: The ability to listen and express oneself effectively, and a concern for ensuring that people have the information needed to perform their jobs effectively.

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

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

c. Asks questions and shares information with other operating staff to clarify water treatment activities and problems

d. Clearly explains company policies regarding billing, initiation and termination of water service, and investigation of possible problems related to water quality and usage 

e. Clearly explains to customers how their bill is calculated

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

g. Conveys to customers, both through content and tone, that he/she understands their concerns

h. Effectively explains service interruptions and impacts of water problems to customers and other stakeholders

i. Promptly notifies chain of command, when appropriate, about emerging problems

j. Responds to requests from customers and facility management for water quality data

k. Responds, personally and through staff, to concerns and complaints by customers and other stakeholders regarding water quality

2. Conceptual Thinking

Definition: The ability to apply concepts, theories and models fluently to understand complex problems and situations.

a. Applies theoretical frameworks to understand a situation

b. Develops a graphical representation of a situation, problem or system

c. Develops concepts, theories or models to understand complex situations

d. Is able to see the “big picture” in a complex situation

e. Recognizes patterns, trends or themes in situations or data

f. Steps back from a problem and views it from a broader, systemic or organizational perspective

3. Concern for Effectiveness

Definition: Motivation to find and implement better, more efficient and more cost-effective ways of completing work.

a. Develops more efficient or effective processes for completing work

b. Delegates work in order to use own time more effectively

c. Develops ways to speed or automate routine or repeated processes

d. Ensures that own staff are fully utilized

e. Prepares goals and agendas, to ensure effective use of time spent in meetings

f. Runs interference for own staff, by eliminating obstacles and red tape

4. Conscientiousness

Definition: Motivation to perform one’s job in a careful, thorough way, using prescribed procedures.

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. Collects additional data for verification, when tests or observations indicate an emerging problem

e. Collects additional data for verification, when tests or observations indicate an emerging problem

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

g. Demonstrates attention to detail

h. Demonstrates commitment to public service and public health

i. Demonstrates concern for precise measurement

j. Demonstrates honesty and integrity in all aspects of work

k. Demonstrates reliability and dependability

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

m. Ensures that safe procedures are followed

n. Ensures the accuracy and integrity of the records of own work 

o. Exhibits professional pride and diligence in his/her work

p. Follows standard, prescribed approaches and protocols / SOPs for completing regular tasks and for addressing emergency situations

q. 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

r. Identifies and suggests areas for improvement

s. Investigates situations promptly when logs and/or employees indicate an emerging problem.

t. Keeps legible work records

u. Keeps self-alert, vigilant, and focused on the job

v. Looks beyond others’ stated needs in order to add value where appropriate.

w. Makes accurate drawings of completed “as built” repairs for permanent asset records

x. Plans work carefully in advance

y. Regularly conducts visual inspection of equipment and processes; does not rely only on process control/SCADA and/or water technology systems

z. Regularly monitors SCADA and/or water technology systems to identify trends, detect emerging problems, and prescribe future tasks

aa. Responds to alarms and developing problems with appropriate urgency

ab. Reviews logs for trends on a regular and timely basis

ac. Sets appropriate priorities for tasks

ad. Stays aware and alert at all times

ae. Takes careful notes at repair site and completes required documentation of work activities, observations and tests results in an accurate and timely way

5. Critical and Analytical Thinking

Definition: The ability to break down a problem in order to understand it and to think logically and systematically when solving problems and making decisions.

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

b. Assesses and integrates multiple data points in a situation, to determine an appropriate course of action

c. Critically analyzes, compares and interprets information

d. Draws conclusions from relevant information

e. Identifies alternative causes for a problem including most likely cause(s)

f. Identifies inconsistent or missing information

g. Identifies many alternative possible causes for a problem

h. Identifies missing or needed information and the means to obtain it

i. Identifies the criteria for a good decision

j. Is able to deal with multiple variables when analyzing a problem

k. Makes purchasing decisions by systematically comparing alternatives

l. Notices discrepancies and inconsistencies in available information

m. Sets up experimental comparisons in which all conditions but one are kept the same, in order to determine whether the single varying condition causes a different result

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

o. Uses a step-by-step, logical process to rule out possible causes of a problem and identify its underlying cause

p. Uses a systematic approach to troubleshoot and pinpoint the causes of a problem

q. Uses scientific rules and methods to solve problems

6. Customer Focus

Definition: A central concern for understanding and addressing the needs of customers.

a. Actively seeks feedback from customers

b. Conducts water sample analysis for customers with specific complaints

c. Creates annual report to customers (CCR) on water quality compliance

d. Discusses water quality issues thoroughly with customers and/or customer support staff

e. Ensures that customer requests are promptly addressed and resolved if possible

f. Finds and implements ways to gather feedback from customers

g. Notifies customers and officials of temporary water main shut-off.

h. Places a high priority on meeting customer needs

i. Receives and listens to (personally or through staff) customer complaints

j. Views situations from the perspective of customers

7. Driving for Results

Definition: Demonstrating concern and commitment to completing projects and achieving goals. 

a. Demonstrates a strong sense of urgency about solving problems and getting the job done

b. Demonstrates the ability to deal with multiple, concurrent problems or tasks

c. Holds others accountable for agreed results or commitments

d. Makes personal sacrifices when necessary to get the job done

e. Sets clear goals and objectives for meetings and projects

f. Stays focused on goals, despite obstacles and set-backs

8. Flexibility and Adaptability

Definition: Openness to new and different ways of doing things; willingness to modify one’s preferred way of doing things.

a. Adapts own style to the needs of the situation

b. Adjusts to changing priorities

c. Anticipates and accepts changes in work

d. Demonstrates openness to new organizational structures, procedures, and technology

e. Demonstrates willingness to modify a strongly held position in the face of contrary evidence

f. Is able to see the merits of perspectives other than his/her own

g. Quickly learns new assignments

h. Refocuses attention to new assignments quickly

i. Shifts gears and changes direction when working on multiple projects

j. Switches to a different strategy when an initially selected one is unsuccessful

9. Forward Thinking

Definition: Anticipating the implications and consequences of situations and taking appropriate action to be prepared for possible contingencies.

a. Anticipates how customers, facility managers and staff will react to water quality situations and information and plans accordingly

b. Anticipates how individuals and groups will react to situations and information and plans accordingly

c. Anticipates possible problems and develops contingency plans in advance

d. Anticipates the consequences of situations and plans accordingly

e. Anticipates the consequences of water quality-related situations and plans accordingly

f. Notices and analyzes trends in water regulations and water quality research and develops plans to prepare for opportunities or problems

g. Notices trends in the industry or marketplace and develops plans to prepare for opportunities or problems

10. Influencing Skill

Definition: The ability to gain others’ support for one’s plans, programs or initiatives. 

a. Appeals to the greater good of the organization or the work unit

b. Appeals to the needs and concerns of the person or group whose support is needed

c. Enlists third parties (experts, respected colleagues) to gain people’s support

d. Escalates an issue to higher levels of management, when appropriate, to gain compliance or support

e. Explains the reasons for requests, to gain people’s support

f. Gains people’s support by involving them in a process or decision

g. Prepares strong, logical, data-based arguments to persuade others

h. Resolves differences by helping people to understand each other’s perspective

11. Information Gathering

Definition: Concern for obtaining full, accurate information to guide problem solving and decision making.

a. Identifies the information needed to clarify a problem

b. Probes beneath the surface to understand underlying causes of situations

c. Seeks information from multiple sources (e.g., documents, on-line resources, people) to clarify a situation or problem

12. Information Sharing

Definition: Concern for ensuring that effective, two-way communication occurs, so that people have the information needed to perform their jobs effectively.

a. Asks for information and help from other knowledgeable plant personnel when appropriate

b. Asks questions of other operating staff to clarify recent and ongoing water treatment activities and problems

c. Consistently keeps personnel on other shifts and affected work units informed about ongoing water treatment processes and problems

d. Creates and distributes monthly compliance report for the State (EPA)

e. Creates annual report for customers (CCR) on water quality compliance

f. Defines data needs and conducts special studies on water quality within the facility

g. Effectively communicates with all members of the team, to achieve goals

h. Keeps all parties informed of progress and all relevant changes to project timelines

i. Keeps operators and others informed about plans and activities for addressing problems affecting them

j. Maintains continual communication with plant personnel affected by his/her activities and projects

k. Maintains open communications with all levels of employees throughout the plant

l. Promptly notifies supervisor and chain of command, when appropriate, about emerging problems

m. Seeks out and questions operating personnel to clarify the need or problem to be addressed and the type of solution that is appropriate

n. Shares work-related information openly with employees and colleagues, yet maintains confidentiality where appropriate

13. Integrity

Definition: Concern for consistently acting in an honest, ethical way.

a. Addresses unethical behavior in others (e.g., confronts individuals, reports to management)

b. Consistently demonstrates ethical behavior

c. Is honest and forthright in his/her communications with others.

d. Keeps commitments to others

e. Protects the confidentiality of information

f. Protects the property and interests of the company

g. Respects and protects the rights of others, including co-workers and customers.

h. Takes responsibility for own mistakes

14. Interpersonal Skills

Definition: Skill at working effectively with other people, especially in situations where it is important to coordinate one’s work with others, to give constructive feedback, to address and resolve conflict, and to build effective working relationships.

a. Coaches and motivates colleagues to address water quality trends and issues

b. Collaborates with other units within the utility

c. Demonstrates and encourages teamwork

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

e. Demonstrates flexibility and open mindedness when dealing with people of different backgrounds

f. Develops trust-based relationships with others

g. Involves others when making decisions

h. Keeps calm and controls own responses when dealing with angry customers.

i. Keeps calm under pressure or in emergency situations

j. Learns and uses “public image” protocols for communicating with the public in a standard way about issues

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

l. 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

m. Remains calm under pressure, maintaining control over emotions

n. Seeks and obtains buy-in from operators

o. Shows respect for others, regardless of position or level of authority

p. Shows understanding of others’ behavior by demonstrating appropriate responses

q. Stays calm under pressure or in emergency situations

15. Learning Orientation

Definition: Motivation to increase one’s knowledge and skills and build a career.

a. Accepts feedback or criticism without becoming defensive

b. Actively seeks and completes training to enhance technical skills and to keep up to date with new SCADA and/or water systems technology

c. Asks for and accepts critical feedback about his/her performance

d. Demonstrates interest in learning about new technologies

e. Introduces new approaches and technologies into work unit

f. Keeps up to date with developments in the instrumentation field

g. Recognizes and addresses own development needs

h. Recognizes when help is needed and seeks help from others

i. Seeks out new assignments, procedures and technologies

j. Seeks to learn new procedures, technologies, and instruments

k. Uses material taught in the classroom and on-the-job training in work situations

l. Works toward acquiring and maintaining certifications

16. Leveraging Diversity

Definition:  Valuing the effectiveness to be gained by involving people with diverse backgrounds and perspectives and working to promote diversity within the organization.

a. Assures the cultural appropriateness of company communications, information, policies and procedures

b. Builds relationships with staff at all levels of the organization, from a wide range of backgrounds

c. Creates teams of people with diverse backgrounds and perspectives

d. Takes an active interest in developing diverse talent in his/her work group and larger organizational unit

17. Organizational Awareness

Definition: Understanding of how decisions are made within an organization – the structure, processes, politics and players. 

a. Has a detailed knowledge of the formal organizational structure and procedures

b. Has a detailed knowledge of the informal organizational structure:  who the real decision makers are and who can influence them; what the key players’ histories, concerns, and agendas are

c. Identifies the perspectives of various groups and key individuals on specific issues or problems

d. Keeps own manager informed and copied on sensitive matters

e. Understands and articulates how specific events and changes will affect groups and individuals in the organization

f. Understands the implications of events and decisions for various stakeholders throughout the organization

18. Persuasive Communication

Definition: The ability to plan and deliver oral and written communications that are impactful and persuasive with their intended audiences.

a. Creates graphics, overheads, or slides that display information clearly and with high impact

b. Identifies and presents information or data that will have a strong effect on others

c. Presents several different arguments in support of a position

d. Selects colorful stories, analogies, or examples to illustrate a point

e. Selects language and examples tailored to the level and experience of the audience

19. Planning, Organizing and Scheduling

Definition: The ability to plan and organize complex work projects.

a. Allocates time and resources effectively

b. Anticipates obstacles to project completion and develops contingency plans to address them

c. Completes work orders noting, for example, people, time and materials used

d. Considers how SCADA and/or water systems technology can interact with other utility-specific computer applications such as preventative maintenance programs

e. Creates annual schedule for valve exercising and hydrant flushing

f. 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

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

h. Is able to multi- task

i. Keeps track of details to ensure work is performed accurately and completely

j. Plans and assigns tasks so that jobs are completed on time

k. Plans and schedules tasks so that work is completed on time

l. Plans work carefully in advance

m. Prepare reports, maintains schedules and paperwork

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

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

p. Reviews union contracts for outsourced crew members; approves payment

q. Schedules and routes crews

r. Takes necessary corrective action when projects go off-track
20. Problem Solving and Decision Making

Definition: The ability to find appropriate solutions to complex problems and decisions, especially ones involving conflicting pressures from different individuals and groups.

a. Assumes accountability in own area of responsibility, involving chain-of-command in decisions only as necessary

b. Balances urgency and safety in emergency situations

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

d. Demonstrates confidence in own abilities and judgment

e. Demonstrates ingenuity and innovative thinking in problem solving

f. Displays sound judgment

g. Gathers information from a variety of sources

h. Handles multiple, concurrent emergencies and/or situations

i. Identifies and uses creative approaches, when necessary, to making repairs.

j. Investigates emerging problem situations promptly

k. Is able to think clearly and systematically when under pressure

l. Questions operating personnel to better understand the problem

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

n. Shows versatility in addressing a variety of problems

o. Takes ownership of water treatment plant upsets; displays tenacity for corrective measures

p. Thinks quickly during crises, involving others, as needed, to solve problems

21. Relationship Building

Definition: Interest in and skill at developing positive relationships with others.

a. Builds trust by listening to others and acknowledging their concerns and interests

b. Demonstrates interest in others’ personal situations, interests and family

c. Expresses gratitude and appreciation as a way of maintaining good relationships with people

d. Makes others feel comfortable by responding in ways that convey interest in what they have to say

e. Regularly communicates personally with people at all levels of the organization in order to stay connected, keep an open flow of information, and build relationships

f. Takes time to get to know people, to build rapport and establish a bond
22. Self Confidence

Definition: Faith in one’s own ideas and ability to be successful; willingness to take an independent position in the face of opposition.

a. Approaches challenging tasks with a “can-do” attitude

b. Bounces back quickly from set-backs; does not dwell on failures or criticism

c. Is confident of own ability to accomplish goals

d. Is willing and able to say no, when necessary

e. Is willing to speak up when he or she disagrees with a decision or strategy

f. Is willing to step out of his/her comfort zone to accept a role or responsibility that is unfamiliar

g. Presents self-crisply and impressively

23. Self Control

Definition: The ability to maintain a calm, professional demeanor when under pressure, criticism, or attack.

a. Accepts criticism or negative feedback without loss of self esteem

b. Avoids the temptation to say or do things that are inappropriate

c. Controls the impulse to respond with anger when attacked or criticized; substitutes more appropriate responses

d. Does not dwell on setbacks or mistakes

e. Stays calm when confronted, under attack, or in other high-stress situations

24. Systems Thinking

Definition: The ability to view a problem as part of a dynamic system of processes and parts and to use this understanding to solve the problem or make a decision.

a. Anticipates the effects of changes in one part of a complex system on other parts of the system and on the overall process

b. Understands the functioning of an entire process, including the role of each of its component parts

c. Understands the relationships among the different components of a complex system

25. Taking Initiative

Definition: Originating actions to influence events and achieve goals.

a. Gathers information from multiple sources to clarify issues

b. Identifies what needs to be done and does it, before being asked or required to do so

c. Personally develops a new product, service or work process

d. Prepares in advance for contingencies

e. Sees and acts to take advantage of opportunities

f. Takes independent action to change the direction of events

26. Teamwork

Definition: The ability to participate and work with others as part of a team.

a. Accepts membership in the team

b. Applies interpersonal skills to help team achieve goals

c. Demonstrates loyalty to the team

d. Develops constructive and cooperative working relationships with others

e. Effectively communicates with all members of the team to achieve goals

f. Encourages others to express their ideas and opinions

g. Expresses disagreement constructively (e.g., by emphasizing points of agreement, suggesting alternatives that may be acceptable to the group)

h. Gives honest and constructive feedback to other team members

i. Identifies with the goals, norms, values, and customers of the team

j. Is open with other team members about his/her concerns

k. Keeps all parties informed of progress and all relevant changes to project timelines

l. Learns from other team members

m. Listens and responds constructively to other team members’ ideas

n. Offers support for others’ ideas and proposals

o. Provides assistance to others when they need it

p. Reinforces team members for their contributions

q. Responds appropriately to positive and negative feedback

r. Shares his/her expertise with others

s. Shows sensitivity to the thoughts and opinions of others

t. Works for solutions that all team members can support

27. Tenacity

Definition: Self-generated motivation to persevere with a task to completion.

a. Keeps focused on a goal or task for an extended period of time

b. Persists in the face of obstacles

c. Shifts to a different approach when the current one is not working

d. Works long hours when necessary to complete a task or meet a deadline

28. Working Independently

Definition: The ability to work effectively in a job or role where one must be able to function alone, without the company or guidance of a supervisor or co-workers.

a. Is able to make decisions in own area of responsibility, without relying on a supervisor, but understands the point at which it is necessary to contact a supervisor

b. Is able to work alone, without close supervision

c. Takes initiative in identifying and completing necessary tasks

Competencies for Managers and Leaders

29. Change Management

Definition: Initiating, sponsoring or championing change, and helping others to successfully adapt to the changes.

a. Establishes structures and processes to plan and manage change

b. Helps people to develop a clear understanding of the impact on them and the organization of proposed or pending changes

c. Seizes opportunities to influence the future direction of an organizational unit or the overall company

d. Takes the lead in setting new business directions, policies or procedures

30. Creating a Positive Work Environment

Definition:  The ability to manage and lead a group in a respectful, engaging way.

a. Acknowledges and thanks people for their efforts and contributions

b. Asks for the views of all participants in meetings

c. Asks team members for their views, before sharing his/her own view

d. Assigns and delegates based on strengths

e. Demonstrates and encourages teamwork

f. Expresses confidence in people’s ability to master new roles and challenging situations

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

h. Identifies and promptly tackles morale problems

i. Involves team members in decisions

j. Leads by example

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

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

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

31. Decisiveness


Definition: Willingness to make difficult decisions in situations involving       uncertainty or risk.

a. Is willing to make decisions in difficult or ambiguous situations, when time is critical

b. Makes tough decisions (e.g., closing a facility, reducing staff, accepting or rejecting a high-stakes deal)

c. Takes charge of a group when it is necessary to facilitate change, overcome an impasse, face issues, or ensure that decisions are made

d. Takes risks or unpopular stands to do what is right for the organization, its employees, or its customers

32. Developing Others

Definition: Willingness to delegate responsibility and to work with others to develop their capabilities.

a. Asks questions of employees to find out what is important to them and how they feel about their development

b. Encourages employees to move out of their comfort zone and accept new and more challenging assignments

c. Gives people assignments that will help develop their abilities

d. Helps people to reflect on and learn from their successful and less successful projects

e. Provides helpful, behaviorally specific feedback to others

f. Recognizes and reinforces people’s developmental efforts and improvements

g. Regularly meets with employees to review their development progress

h. Shares information, advice and suggestions to help others to be more successful

33. Establishing Focus

Definition:  The ability to develop and communicate a compelling mission for an organizational unit, based on an understanding of where the organization is headed.

a. Acts to align own unit's goals with the strategic direction of the organization

b. Creates a mission for his/her unit, based on an understanding of where the larger organization is headed

c. Ensures that everyone understands and identifies with the unit's mission

d. Ensures that people in the unit understand how their work relates to the mission and strategy of the organization

e. Ensures that the unit develops objectives and a plan to fulfill the unit's mission

34. Fostering Teamwork

Definition:  Interest and skill in getting groups to work together cooperatively.

a. Asks for and values the ideas of all team members

b. Clarifies roles and responsibilities of team members

c. Enlists the active participation of everyone

d. Ensures that all team members are treated fairly

e. Helps the team to develop a shared vision of its purpose and goals

f. Involves team members in defining the work to be done and deciding how it will be accomplished

g. Promotes cooperation with other work units

h. Provides opportunities for people to work together as a team

i. Recognizes and encourages the behaviors that contribute to teamwork

35. Managing People’s Performance 

Definition: Ensuring that employees understand and fulfill their responsibilities as employees and team members.

a. Addresses conflicts among employees before they impact performance

b. Allows employees to decide how they will complete their work

c. Applies progressive discipline procedures as needed

d. Deals firmly and promptly with performance problems; lets people know what is expected of them by when

e. Encourages employees to work together to achieve team goals

f. Holds people accountable for adhering to policies and practices

g. Holds people accountable for meeting performance expectations

h. Keeps informed about employees’ progress and performance through both formal methods. (e.g., status reports) and informal methods (e.g., management by walking around)

i. Monitors crew members’ progress and performance 

j. Provides clear instructions to employees regarding roles and tasks

k. Provides instruction and coaching as needed to help employees improve performance

l. Provides specific, timely feedback on performance

m. Sets clear expectations about performance: goals and standards for the quality of work

n. Shares and explains personnel policies and procedures to employees

o. Supports employees in their efforts to achieve job goals (e.g., by providing resources, removing obstacles, acting as a buffer)

p. Tracks progress of individual employee performance

q. Treats employees fairly and logically, using a consistent set of performance standards

36. Managing Work Tasks and Projects

Definition: The ability to manage the implementation of project work to ensure its timely and effective completion.

a. Delegates work to persons who are ready to assume greater responsibility

b. Identifies and removes obstacles that impede the group’s work

c. Maintains availability to staff, to answer questions and resolve problems

d. Monitors task progress and redirects efforts as needed, to achieve project goals

e. Plans and coordinates projects with groups affected by the project

f. Plans and holds effective meetings

g. Sets and maintains high standards of performance

37. Motivating Others

Definition:  Skill at enhancing others’ commitment to their work.

a. Acknowledges and thanks people for their contributions

b. Creates symbols of group identity

c. Expresses confidence in people’s ability to master new roles and challenging situations

d. Expresses pride in the group and encourages people to feel good about their accomplishments

e. Finds creative ways to make people's work enjoyable

f. Identifies and promptly tackles morale problems

g. Meets individually with direct reports and asks about their goals and motivations.

h. Recognizes and rewards people for their achievements

i. Signals own commitment to a process by being personally present and involved at key events

j. Stages celebrations for group accomplishments

38. Strategic Perspective

Definition: The ability to take a long-term view of an organization’s strengths and weaknesses in the context of industry, market and competitive trends.

a. Articulates what is needed from a long-term perspective to position the organization for the future

b. Assures that own unit’s mission and objectives are aligned with those of the organization

c. Keeps informed about the external environment (industry, market, economy, competitors, and regulatory issues) and effects on the company

Non-Technical  Foundational Competencies

Note: The competencies in this section are generally assumed to be present when an employee starts in a position.  These are basic requirements for effectiveness that do not usually contribute to superior performance.  It is expected that people will have developed these competencies during their previous education (e.g., high school, technical school) and in part-time job experiences prior to taking a full-time position. 

39. Ability to Learn

Definition:  Incorporating classroom and on the job training into work performance.

a. Applies information provided in training to work tasks

b. Desires and shows willingness to learn new assignments, procedures, and technologies

c. Uses material taught in classroom and on the job training in work situations

40. Dependability and Reliability

Definition: Displaying responsible behaviors at work.

a. Comes to work when scheduled and on time

b. Complies with company policies

c. Does not attend to personal business while on the job

d. Fulfills obligations of the job

e. Manages stressful situations effectively

41. Following Directions

Definition: Receiving, understanding, and carrying out assignments or following Standard Operating Procedures with minimal supervision.

a. Acts upon the instruction to complete an assignment

b. Asks questions to clarify unclear directions

c. Interprets complex instructions and their relevance to the work assignment

d. Picks out important information in verbal messages

e. Receives, interprets, understands, and responds to verbal messages and other cues

42. Listening

Definition: Attending carefully to others in order to understand what they are saying.

a. Asks questions when necessary to clarify own understanding of what has been said

b. Correctly interprets information provided by others

c. Listens carefully and with full attention to others

43. Oral Communication

Definition: Speaking English well enough and clearly enough to be understood by supervisors, co-workers, and customers.

a. Keeps language simple and appropriate for the audience’s level of knowledge of the subject

b. Speaks clearly, in precise language, and in a logical, organized, and coherent manner

c. Uses standard sentence structure and appropriate grammar

44. Physical Dexterity

Definition: The ability to use fine motor coordination to operate tools.

a. Is able to use hands and fingers to perform delicate manual tasks

b. Operates hand tools effectively

45. Physical Strength

Definition:  The ability to lift and carry heavy loads and to exert force with arms, legs, hands, and body.

a. Effectively exerts force with arms, hands, legs and body, when needed to move heavy equipment or materials

b. Lifts heavy equipment or materials

46. Professionalism

Definition: Maintaining a professional presence and adhering to ethical standards.

a. Demonstrates self-control by maintaining composure and keeping emotions in check even in difficult situations 

b. Maintains a positive attitude

c. Maintains a professional appearance by dressing appropriately for the job and maintaining personal hygiene

d. Refrains from substance abuse

e. Takes pride in one’s work and the work of the organization

f. Uses professional language when speaking with supervisor, co-workers, and customers
47. Reading

Definition: The ability to understand written material and to use written material to find information needed in one’s job.

a. Applies what is learned from the written material to complete specific tasks

b. Correctly interprets written material

c. Integrates what is learned from written materials with prior knowledge

d. Is able to identify main ideas in written material

e. Scans written material for subjects of interest

f. Sorts through distracting information

48. Written  Communication

Definition: The ability to express oneself clearly in writing.

a. Clearly develops ideas and elaborates on them with relevant supporting examples and specific details

b. Communicates thoughts, ideas, and information which may contain technical material in a logical, organized, and coherent manner

c. Creates documents such as work orders or memos

d. Uses standard syntax and sentence structure, correct spelling, punctuation and capitalization, and appropriate grammar

e. Writes clearly and concisely in a professional and courteous manner

f. Writes effectively for a variety of audiences

Technical Competencies
1. Analytical Laboratory Methods

Applying knowledge and expertise during the performance of job responsibilities in the following areas:

a. Adhering to safe laboratory procedures

b. Documentation and record keeping of sample procedures and results 

c. Following Standard Operating Procedures for methods 

d. Methods for sampling, and preserving water samples

e. Performing analyses on water samples for parameters such as pH, temperature, fluoride, hardness, disinfectant residuals and organic contaminants

2. Computer Skills

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

a. Company-specific system for recording and tracking water testing

b. Comprehensive knowledge of computer applications, including databases, spreadsheets, and word processing

c. Excel spreadsheet data entry

d. GIS, Computer design software expertise

e. Hardware

f. Instrument specific applications for water treatment analysis

g. Microsoft Office applications

h. Microsoft Word applications

i. Plant-specific  and industry-specific applications

j. Software applications

k. Software programs and systems for managing plant processes and operations

l. Use of plant-specific preventative and maintenance management systems

m. Using site-specific  computer system for managing billing

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

o. Using software applications for communication and searching for information on the internet.

p. Using software to track schedules, budgets and inventory

3. Billing Systems and Procedures

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

a. 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

b. Explaining company policies related to turning on and off water

c. Explaining customer bills to customers

4. Engineering Skills

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

a. Engineering problem solving methodology

b. Knowledge of construction techniques used in system specific projects

c. Principles of engineering

5. Equipment Repair Procedures 

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

a. Disassembling and rebuild equipment

b. Fabricating parts and tools for repairs

c. Implementing manufacturer’s directions

d. Recognizing malfunctioning equipment

e. Shoring and trenching to support underground equipment repair

f. Troubleshooting malfunctions

g. Using precision measuring tools

6. Hydraulics (Basic Expertise)

Applying knowledge and expertise during planning, decision making, problem solving and performance of job responsibilities in this area.

7. Instrumentation Principles

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

a. Electricity (In-depth Expertise)

b. Hydraulics (Basic Expertise)

c. Pneumatics (Basic Expertise)

8. Laboratory Equipment and Instrumentation 

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

a. Maintenance and documentation of instrumentation

b. Proper operation of instrumentation for testing water samples

9. Machinery Preventive/Predictive Maintenance Procedures

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

a. Lubricating, inspections, gauge checking, vibration analysis and oil analysis

b. Standard operating procedures

10. 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. Conflict resolution methods

b. Personnel policies and procedures

c. Union contract terms, where appropriate

11. 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. Hydrants

b. Pumps and motors

c. Storage facilities – tanks, reservoirs

d. Transport systems (hard pipe, tubing)

12. Process Control System for Water Treatment at Jobholder’s Facility

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

a. Considering alarm trigger points in use by operating personnel

b. Following regulatory parameters used for process control

c. Process equipment used in the treatment and distribution systems (Basic Expertise)

d. Understanding what the operator monitors, the goals of the process, and how he/she controls process

13. Project Planning and Management

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

a. Approval of change orders

b. Developing and managing project budgets

c. Estimating project costs

d. Tracking expenses on in house and consultant projects

14. 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. Applying quality control and continuous improvement processes used at the site

b. Ensuring application of standard operating procedures used at the site

c. Understanding of concepts, principles and methods used in quality control and continuous improvement

15. Quality Control Procedures

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

a. Obtaining precise, accurate measurements

b. Quality control procedures used in instrumentation

c. Quality control procedures used in water testing, analysis and treatment, general and system-specific

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

b. Making drawings of “as built” conditions after construction and repair

c. Measuring site and equipment specifications

d. Obtaining information to locate, plan and work activities

17. Safety Requirements and Procedures

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

a. Ensuring that system-specific safety requirements are followed

18. Security And Safety Procedures

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

a. Ability to assume responsibility for maintaining a safe working environment

b. Awareness of impact of actions on entire system

c. Electrical and mechanical machinery and equipment protection

d. Ensuring crew has protective equipment, safe tools and properly trained, including first aid

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

f. Laboratory emergency procedures and protocols

g. Lock out/tag out procedure for safe operations

h. Personal safety equipment and procedures

i. Traffic control regulations

j. Traffic control warnings and equipment

k. Treatment plant emergency procedures and protocols

l. Understanding of health and safety regulations, e.g., Safe Drinking Water Act

19. Sub-Systems and Languages Comprising a SCADA and Other Water Treatment Technology Systems, how they interact and in maintaining and upgrading them as required (In-Depth Expertise)

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

a. Communication pathways

b. Computer data acquisition systems

c. Human machine interface (HMI)

d. Maintaining the sub-systems and languages

e. Programmable logic controllers (PLCs)

f. Remote terminal units (RTUs)

g. Understanding the interactions among the sub-systems and languages

h. Upgrading the sub-systems and languages

20. Supervisory Control and Data Acquisition Systems (SCADA) and Other Related Systems Used in Water Treatment and Distribution (In-Depth Expertise)

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

a. Configuring/programming the system to integrate new process control functions

b. Designing and configuring systems within a network platform, including consideration of switches, routers, and firewalls

c. Supporting, operating, and maintaining the systems, processes and technology

21. System-Specific Expertise (In-depth)
Applying knowledge and expertise during planning, decision making, problem solving and performance of job responsibilities in the following areas:

a. Intranet/server system, devices, and security

b. Software systems used, including process control languages, databases, spreadsheets, work management software, and word processing

c. Instrumentation and communications 

d. Safety requirements and procedures

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

f. Organization of the facility

g. Ability to assume responsibility for emergency operating procedures for the treatment plant, including start-up and shut-down

h. Safety requirements and procedures and the ability to assume responsibility for maintaining a safe working environment

i. Regulations and related requirements relevant to the operation of the water treatment process

j. Required sampling procedures and reporting requirements

k. Ensuring that all staff understands the importance of consistent compliance with all regulations

l. Equipment and machinery used in the facility’s distribution system

22. Technology Communications Expertise

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

a. Devices (fiber optic, cable, cell phone, radio, satellite)

b. Methods (Ethernet, internet)

23. Troubleshooting SCADA and Other Technology Systems (In-Depth Expertise)

Applying knowledge and expertise during planning, decision making, problem solving and performance of job responsibilities in this area.

24. Water and Health Regulations

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

a. Addressing water-borne bacteria and chemical toxicity issues on a system-wide level

b. Procedures and 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. Personal safety equipment and procedures

c. Site-specific compliance with Safe Drinking Water Act, Clean Water Act and State water quality regulations

25. Water Distribution Systems

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

a. Collecting water samples, conducting basic tests using standard water testing procedures, and interpreting the test results

b. Cross connections and approved backflow methods and devices.

c. Electrical and mechanical principles underlying system infrastructure operations (Basic Expertise)

d. Following emergency operating procedures applicable to the system

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

f. Function of water mains, hydrants, valves and other appurtenances

g. Hydraulic and pneumatic principles, fluid characteristics, pressure zones and use of control systems (Basic Expertise)

h. Interpreting data from water sample results

i. Main flushing procedures

j. Operating, calibrating, maintaining, trouble-shooting, and diagnosing system-specific infrastructure components and equipment

k. Performing start-up and shut-down operations

l. Performing system-specific storage tank turnover operations.

m. System-specific storage tank turnover operations

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

26. 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

27. Water Treatment Principles and Practices

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

a. Function of 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 of changes in water treatment on water quality

4. Effects of water quality changes on water treatment processes

5. Principles of filter operation

b. Collecting water samples, completing basic analyses using standard water testing procedures, interpreting the test results, and making process adjustments based on those interpretations

c. Interpreting water sampling test results, and making process adjustments based on those interpretations

d. Obtaining and interpreting information shown on whole systems technology (e.g. SCADA) screens and using the information to adjust processes

e. Obtaining and understanding information shown on SCADA screens and using the information to adjust processes

f. Performing emergency operating procedures for the treatment plant

g. Performing safety requirements and procedures

h. Regulations affecting water treatment and distribution

i. Regulations relevant to the operation and performance of the water treatment process and the duties of the operator’s position

j. Understanding and/or performing basic maintenance procedures for filters, pumps and other water treatment plant equipment

k. Water treatment plant unit processes (filters, mixing chambers, etc.)

28. Water Treatment / Distribution System Processes and Procedures  (Basic Expertise)

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

a. Explaining to customers how the water treatment and distribution system works

b. How water treatment works

c. Regulations affecting water treatment and distribution

d. Water treatment plant unit processes (filters, mixing chambers, etc.)

29. Water Treatment System / Distribution System

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

a. Application of analytical methods, instrument calibration frequencies, and documentation required by regulation

b. General understanding of how system works

c. Regulatory implications of data

d. Using instruments and generating data 

30. Water Treatment Systems Instrumentation 

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

a. Performing routine maintenance, calibration and repair on instrumentation

b. Process analytical instruments used in water plant and distribution system

c. Programmable logic controllers (PLCs) (Basic knowledge)

d. Suppliers and vendors of instruments and repair parts

e. Understanding the role of each instrument in the whole water treatment process

Foundational Technical Competencies

Note: These are competencies that are usually expected to have been acquired before entry into workplace jobs. Workplace training is uncommon for these jobs.

1. Analytical Laboratory Methods: Comprehensive knowledge and practice in scientific methods for sampling, testing and documentation; up-to-date laboratory compliance practices   (Add to Competency Glossary)

2. Computer Skills (Basic Expertise)

a. Internet search

b. Email correspondence

3. Biology

4. Chemistry

5. Construction skills

6. Control System Platforms (PLCs, RTUs)

7. Electrical skills

8. Electricity (Basic Expertise)

9. Electronics (Basic Expertise)

10. Engineering Skill

11. Environmental Regulations: Comprehensive knowledge of environmental law, including the Safe Water Drinking Act and its implications  

12. Hydraulic systems (Basic Expertise)

13. Mathematics (Basic Expertise), including unit conversions and the metric system, use of formulas

14. Mechanical Ability (Basic Expertise)

15. Mechanical Aptitude and Dexterity

16. Mechanical skills (Basic Expertise)

17. Methods and practices used for the installation, calibration, maintenance, and repair of instrumentation equipment.

18. Microbiology

19. Network Architecture

20. Plumbing Skills

21. Pneumatics (Basic Expertise)

22. Process and Instrumentation Diagrams (P&IDs) and Loop Diagrams.  

23. Reading  Blueprints, Technical Documents, and Equipment Specifications

24. Reading and interpreting technical manuals and technical drawings

25. Safety Awareness

26. Science (Basic Expertise), including Chemistry and Biology 

27. Shop practices (Basic Expertise)

28. Using hand tools and power tools
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