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The National Staff Development and Training Association
(an affiliate of the American Public Human Services Association)

The Nationa Staff Development and Training Association (NSDTA) was founded in 1983 and incorporated as an
affiliate of APHSA in 1985 to support persons responsible for human service training and staff development on the
local, state, or federal level.

VISION: NSDTA has avision of competent and caring people in effective organizations crestively working together to
improve the well-being of society's children, adults, and families.

MISSION: NSDTA builds professiona and organizational capacity in the human services through a nationa network
of membership sharing ideas and resources on organizationa development, staff development, and training.

OBJECTIVES:

To promote a network of contacts to discuss and disseminate best practice methods and strategies.

To provide a national forum for discussion of staff development and training issues.

To provide leadership in the development of local, state, and federa programs and procedures which enhance the
skills of staff and develop standards and evaluation criteria for training programs nationwide.

To develop public policy recommendations and advocate for staff development and training issues.

To create opportunities for continua learning and professiona development for itself as an organization and for its
members.

MEMBERSHIP

Membership of NSDTA consists of persons who are responsible for consultation, delivery, promotion, or management
of staff development, training, personnel, or human resource development on the locdl, state, or federd level.
Membership in NSDTA requires APHSA membership. Please designate NSDTA as your choice of an affiliate
organization. To join APHSA, contact Doris Pollard at:

American Public Human Services Association
810 First Street, N.E., Suite 500

Washington, D.C. 20002-4267

(202) 682-0100

Fax: (202) 289-6555

To learn more about NSDTA or to become an active member, check out the website (address)
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MANAGER COMPETENCY MODEL

BACKGROUND

In 1993, the Nationd Staff Development and Training Association (NSDTA) Standards Committee published A
Key to Success: Guidelines for Effective Staff Development and Training Programs in Human Service
Agencies (NSDTA/APWA, 1993). One of the guiddines addresses trainer competencies. “The function is
daffed by competent, quaified professona and clerica personnd.” (p. 6).

The NSDTA Standards Committee decided to take this guideline and develop a set of competencies
(knowledge, skills, and characteritics) that define the role of instructor.

The resulting publication in 1997 was the firgt in a planned series that at the time was described as not definitive,
but as work that can be modified or added to as needs and professional evolution dictate. Since that time, the
Standards Committee has further refined the concept of staffing of the field and expanded the roles which need to
be performed.

DEFINITION OF ROLES

The Staff Development and Training field is staffed by people who perform a different mix of roles. Roles are not
synonymous with jobs or people. In alarge organization, a higher degree of speciaization exists and it is possible
that individuds may have only one key role. However, in smaler organizations saff often wear multiple hats and
may perform multiple roles.

Based upon areview of the literature and several rounds of review and discussion with leadersin thefield, the
committee identified nine mgor roles. Two mgor sources from the literature were utilized in developing this ligting:
Models for HRD Practice (McLagan and Suhadolnik, 1989) which describes the eleven rolesin the training and
development fiedd and tendsto reflect private sector staffing and Public Welfare Staff Development: A Role
and Competency Framework for Curriculum Development and Instruction (Kinney, Cooke and Fox, 1982)
which identifies 9x roles for staffing in public wdfare training programs. Both studies provided invauable
information which was updated to reflect emerging priorities. The following chart shows how the roles are
reflected in the proposed NSDTA ligting.



ROLESAND COMPETENCIESIN
PUBLIC HUMAN SERVICES
STAFF DEVELOPMENT AND
TRAINING

(NSDTA 2000)

PUBLIC WELFARE STAFF
DEVELOPMENT: A ROLE AND
COMPETENCY FRAMEWORK
FOR CURRICULUM
DEVELOPMENT AND
INSTRUCTION

(Kinney, Cooke and Fox, 1982)

MODELS FOR HRD PRACTICE
(McLagan and Suhadolnik, 1989)

Administrative Support Administrator

Communications Specialist Marketer

Evaluator/Researcher Evaluator/Researcher Evaluator
Researcher

Human Resource Planner

Manpower Planner

Instructional Media

Instructional Media Designer

HRD Materials Developer

Specialist
Instructor/Trainer Instructor/Trainer Individual Development
Advisor
Instructor or Facilitator
M anager M anager HRD Manager
Organizational Development Assessor/Consultant Needs Analyst

Specialist

Organizational Change Agent

Training Program and
Curriculum Designer

Curriculum Designer

Program Designer

DEFINITIONSOF NSDTA ROLES

Adminigtrative Support: Therole of providing the administrative support to ensure that the facilities, equipment,
meaterids, participants and other components of alearning event are present and that program and organizationa
logigtics run smoothly.

Communications Specialist: The role of designing processes and materias for sorage, retrieva and
dissemination of information and products within the program and to other target audiences.

Evaluator/Researcher: Therole of identifying the impact of an intervention and of developing and testing
theories of learning, training, development and transfer of learning.

Human Resour ce Planner: Therole of planning for the utilization and development of human resources.

Instructional Media Specialist: Therole of designing systemsfor and producing written or eectronicaly-
mediated ingtruction.

Ingructor/Trainer: Therole of fadlitating individud performance improvement including deivering training,
directing structured learning and facilitating groups.



Manager: Therole of facilitating and leading a group’ s work including linking training and devel opment with
other organizationa units and monitoring contract activities.

Organizational Development Specialist: Therole of facilitating organizationd improvement, including
assessng training needs, diagnosing organizationa problem areas, consulting on OD drategies, and conducting
team building sessons.

Training Program and Curriculum Desgner: Therole of developing programs and curriculum including
defining the content and outcomes, sdlecting and sequencing gppropriate learning activities, writing modules and
developing case Sudies..

DISCUSSION OF NSDTA ROLES

Adminigrative Support: Thisroleissmilar to the Program Adminigtrator rolein the ASTD modd (McLagan,
1989). However, inthe NSDTA modd, thisrole is conceptualized as the logistical support role most often
played by classfied gaff. The competency mode for thisroleis based on amodel developed for secretaria
support (Bernotavitz, 1984).

Communications Specialist: Thisrole corresponds with the Marketer role in the ASTD study. However,
unlike that role which focuses on “slling”, this role aso reflects the need within the public arenato develop
mechanisms to share information both within the training agency, with the client agencies and with thefield asa
whole. In addition, thisrole incorporates the librarian function of storage and retrieva of information and
products.

Evaluator/Resear cher: Two trendsin the human services training and development field are making thisrole
more critica. Oneisthe increased demand for accountability and results and the need to demonstrate a
relationship between training and improved program outcomes. The other is the need to design training which is
most efficient and effective both in terms of learning activities and delivery systems and which builds on theories of
learning.

Human Resource Planner: In some states, such as New York, thisroleis alarge part of the job of individuas
who work for the public agency. Their responghbility isto predict future manpower needs of the agency and assist
in planning for the necessary types of training. The name of the role has been updated from Manpower Planner to
Human Resource Planner.

Instructional Media Specialist: Thisrole draws on indructiond mediarather than program content expertise.
Theindividud in this role converts and formats materids which have dready been designed, selecting the most
gppropriate mediarto fit the learning gods.

Ingtructor/Trainer: Thisrole focuses on performance improvement for individuas or groups and includes both
preparation of individuas for training (devel opment planning), direct delivery of ingruction and follow up activities
to promote transfer of learning. A competency model was developed for thisrole by NSDTA in 1999.



Manager: Thisrole reflects both the traditiond role of the manager in planning, organizing, and affing
operations or projects and the strategic role of developing long-range plans to accomplish the misson of the
training and development program.

Organizational Development Specialist: In contrast to the Ingtructor/Trainer role, thisrole focuses on
organizationa performance improvement and includes a number of functions outside the scope of traditiona
classroom training.

Training Program and Curriculum Designer: Unlikethe Ingtructiond Media Specidi, thisrole requires
program knowledge and includes both specifying learning gods, the design of interventions and writing content.

OUTPUTSOF NSDTA ROLES

Outputs are the tangible results or products of theroles. Thefollowing ligt is intended to beillustrative and can act
asaguide to darifying roles and respongbilities within a specific program or agency.

Adminigrative Support: Facility and equipment selections and schedules; inventory and projections of future
equipment needs;, records of programs and clients (training transcripts, Continuing Education Credits (CEUS),
attendance and eva uation documents); logistical support and service to participants, on-site program support and
daff management; functioning equipment; contracts and agreements to provide services.

Communications Specialist: Positive image for products, services and programs, plans to disseminate
products, services and programs; promotiona and information materid; articles, presentations, catadlogs of training
materias and curriculum, reports, articles, websites, resource libraries, public service announcements.

Evaluator/Resear cher: Evauation and research designs and plans; instruments; evaluation processes,
evaluation feedback; concepts, theories or models of development or change; data andysis and interpretation;
current evauation and research findings, conclusions and recommendations; best practices; information on future
forces and trends.

Human Resource Planner: Predictions of future saffing needs; analys's of retention issues; recruitment
drategies, plansfor program saffing requirements; skill surveys, data on staff; analyss of legidation and
regulations to determine agency staff needs, competency models; task andyss; job descriptions; employee
development plans, tools for performance management.

Instructional Media Specialist: Graphic, video-based materiad or live broadcasts; audio or computer-based
materid; print-based learner materid; job aids; ingructor and facilitator guides; hardware and software purchasing
specifications; advice on media use; recommendations on gppropriateness of media- based training.

Ingructor/Trainer: Learning environment; presentation of materias, facilitation of structured learning events
(such as case studies, role plays, games, smulations and tests); facilitation of group discussons, facilitation of
media- based learning events (such as videotapes, films, audiotapes, teleconferences, and computer-assisted



ingtruction); test delivery and feedback; group members awareness of their own group process, feedback to
learners; individua action plans for learning transfer; individuas with new knowledge, skills and attitudes.

Manager: Staff work direction, plans and performance management; resource acquisition and alocation;
linkage to other groups or organizations; budgets and financia management; work environment, sirategy, structure
and long range plans; policy; negotiating and monitoring of agency and contract training and consultation; project
plans and progress reports, priorities; evauation of process (gods, outcomes and activities); management of
training tracking system.

Organizational Development Specialist: Teams, resolved conflicts for an organization or groups; diagnosis of
organizationd problem areas, performance andys's, assessment of training needs; consultation on O.D. Strategies:
changes in group norms, vaues or culture; designs for change; client awareness of relationships within and around
the organization; plans to implement organization change; implementation of change drategies, recommendations
to management regarding training and development systems; srategies for andyzing individua or organizationd
behavior; tools to measure individud, workgroup or organizationa performance discrepancies, recommendations
for needed change in individua, work-group or organizationa performance; definitions and descriptions of
desired individud or group performance.

Training Program and Curriculum Designer: Program or intervention objectives and desgns, learning
activities, role plays, case sudies; training and curriculum modules; learning objectives, competency- based
gpproaches, trandfer of learning techniques, adult learning principles.

DEFINITIONS OF COMPETENCIES

Prior to developing the Instructor model, the committee reviewed a number of definitions of competencies and
made a conscious decision not to endorse a single definition or gpproach, but to develop a set of competencies
that embraced multiple gpproaches. Those definitions that were most useful in guiding the work were the
fallowing:

€ “A competency isagrouping of the knowledge and skills necessary for the performance of ajob task.
Competent workers have the knowledge and skills they need to perform their jobs” (Hughes and Rycus,
1989, p. 9).

& “[A competency ig] any attribute of a person that underlies effective performance; ajob competency is
samply an attribute related to doing a job effectively. People carry with them awide assortment of
knowledge, abilities, interests, traits, and motives, but unless these attributes relate demonstrably to doing a
job well, they are not job competencies.” (Klemp, 1981, p. 55).

€ “A competency is an underlying characterigtic of an individud that is causdly related to criterion-referenced
effective and/or superior performance in ajob situation.” (Spencer and Spencer, 1993, p. 9).

& “[Competencies are] internd capabilities that people bring to their jobs. They may be expressed in a broad,
even infinite, array of on-the-job behaviors.” (McLagan,1989, p. 77).



& “Sill -- those ectivities at which oneis proficient or cgpable of being proficient. For example, atennis player
must be proficient a usng aracket (a skill); amuscian must be proficient a playing an ingrument (also a
skill).” (Powers, 1992, p. 15).

€ “Knowledge -- the gate of knowing about or understanding something, such as knowing about tennis or
understanding music.” (Powers, 1992, p. 15,16).

¢ “Chaacteridtics -- those traits that congtitute a person’s character, such as enthusiasm, honesty, integrity, and
soon.” (Powers, 1992, p. 16).

ROLE/COMPETENCY MATRIX

To help organize the data, the committee built upon the competency clusters previoudy identified: Adminigiration,
Communications, Course Design, Evauation, Group dynamics/Process, Ingructiona Techniques, Learning
Theory, Manpower Planning, Persorn/Organization Interface, Research and Devel opment, Training Equipment
and materids, Training Needs Andysis (Kinney, Coke and Fox, 1982). The following changes were made to the

lising:

Conceptua Knowledge/Skills, Information Management and Self-Management Skills were added,;

Human Resource Management replaced Manpower Planning and Logistics replaced Training Equipment and
Materids,

Evauation was added to Research and Devel opment.

A matrix showing al of the roles and competenciesis on the following page.
*** (insert chart here)***.

While each role requires a different mix of competencies, there are dso core competencies which are common to
all of theroles. Theseinclude: Cultura Sengtivity, Conceptua Knowledge/Skills (Problem Anays's, Judgment,
Conceptud Thinking) and Sdf-Management Skills (Saf-Respongbility, Self-Control, Hexibility and Professiona
Standards/Ethics). Recognizing the growing importance of competencies related to Information Management, this
function was added and Basic Computer Skills has been included as a core competency.

Comprehensive competency model s were devel oped for two roles (Administrative Support and Manager) and
the Ingtructor/Trainer model has been updated to make it consstent with the role/competency matrix. To
promote consstency across dl of the roles, the following format was utilized for each of the competencies:

Competency name,

brief definition of the competency, and

behaviord indicators or examples of ways in which the individua demonstrates the competencies stated as
action verbs.



Note that while some competencies are common to more than one role, the behaviord indicators may be different
reflecting a different level of respongbility.
USES

A st of competencies trandates the functions of arole into the specific skills, knowledge, and characterigtics
needed to perform on the job. Any agency or organization that has atraining and staff development component
can take these competency statements and rate their importance (high, moderate, low, none) to that particular
agency. Once rated, the remaining competencies can be used in severd ways.

Human Resour ce Planning
The role/competency matrix can be used to look at functions across a staff development program to identify
gaps or needs, to redlocate responsihilities and roles to existing saff and to plan for new roles and positions.

Developing Job Descriptions

The role/competency matrix can aso be used as the basis for developing job descriptions. The role definitions
and outputs can guide defining job respongbilities and the matrix provides a framework for grouping rolesinto
positions.

Career Pathing
The matrix can be used to identify both horizontal and vertical career paths for professond growth and
development.

Recruiting/Selecting Applicantsfor a Position

The competency statements can be used to more clearly frame job descriptions and interview questions, to
help both managers responsible for hiring and job candidates better determine if they have the attributes,
interest, and experiences suitable to the role(s) in question.

Strengths Inventory and Professional Development

The competency statements can be used as an inventory instrument by a person in the role to determine the
degree (high, moderate, low, none) to which she possesses the needed knowledge, skills, and characteridtics.
Thisin turn can guide an individuad’ s professona development plan to acquire needed competencies or
enhance exigting ones through courses, workshops, mentoring/coaching, and other methods of professona
development. A sample assessment instrument is provided as an gppendix in this report.

Perfor mance M anagement/Appraisal

The competency statements can be used as the basis of the yearly performance appraisa cycle, providing
clear articulation of expectations, on-going feedback and coaching, plans for professond development, and
other components of the appraisal process.



Curriculum Development

Certain agencies (particularly state agencies or universities which manage training functions) undertake the
development of courses or workshops addressing the development of skillsfor staff development and training
saff. Competency statements can usefully drive the development of these curricula.

10



DEVELOPMENT OF THE MANAGER COMPETENCY MODEL

The committee began with a draft mode for the role of amanager of a saff development and training unit
(Bernotavicz, 1995). This model was based upon an extensive review of the literature of management
competencies (e.g. Boyatzis, 1982). The information was reformeatted to be consistent with the competency
clusters and the committee reviewed severd iterations. Additiond information was added to develop a
comprehengive ligting of the competencies needed by an individua in the Manager role (for example, the Human

Resource Management competencies were based upon a study conducted by the Society for Human Resource
Management).

A draft of the competency modd was presented at a session of the NSDTA annua conference in New Y ork City

in August, 2000. The modd was enthusiastically received by the participants who provided feedback and
recommendations for revisions that have been incorporated into this verson.

11



MANAGER COMPETENCY MODEL
OUTLINE

Adminigtration

Organizationd Ability

Human Service Policy Framework
Training Adminigration

Fnancid Management

Project Planning

abrwbdhpE

Communication
6. Communication Skills
7. Culturd Sengtivity

Conceptual Knowledge/Skills
8. Problem Andyss

0. Judgment

10. Conceptud Thinking

Evaluation and Research
11.  Evauation and Research Planning
12. Basic Concepts

Group Dynamics/Process

13.  Team Leadership

14. Interpersond Understanding
15.  Empowering Others

16.  Teamwork and Cooperation

I nformation Management

17.  Basc Computer Skills

18. Information Management Planning
19.  SygemsThinking

20. Information Systems

Human Resour ce M anagement

21.  Human Resource Planning and Recruitment
22.  Employee and Labor Relations

23. Human Resource Maintenance

24. Performance Management

Instructional Management
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25.  Traning Sysems

Learning Theory
26.  Leaning and Human Development

Per son/Or ganization Interface
27. Impact and Influence

28. Initistive

29. Information Seeking

30.  Decisveness and Directness
31.  Organizationd Development

Self Management Skills

32. Sdf-Responghility

33. Sdf-Control

34. Hexibility

35.  Organizaiond Commitment
36. Professond Standards/Ethics



MANAGER COMPETENCY MODEL
COMPREHENSIVE LISTING

ADMINISTRATION

1.00

2.00

3.00

Organizational Ability
Ability to demonstrate organizational skills.

01.01 Work Management: Shows ability to plan, schedule, and direct the work of self and
others.
01.02 Work Assignments: Balances task requirements and individud abilities

(matching people and assgnments).

01.03 Work Organization: Organizes materids or activities to accomplish
tasks efficiently.
01.04 Goal Setting: Setschdlenging yet achievable godsfor sdf and others.

Human Service Policy Framework
Ability to demonstrate under standing of human service policy and laws.

02.01 Human Services Philosophy and History: Demonstrates understanding
of rdlevant human services history, theory, vaues and ethicd
congderations.
02.02 Feder al/State L aws and Regulations. Demonstrates knowledge of federd/state laws,

legidation, regulaions and agency guiddines.

02.03 L egislative Process. Understands the state and/or federa |egidative process and its
impact on programs.

02.04 Administrative PoliciesRegulations. Demongtrates knowledge of

pertinent program and adminigtrative rules, policies, procedures and
regulations.

Training Administration
Ability to demonstrate training administration skills.

03.01 Planning: Demonstrates knowledge of the concepts of strategic, operationd and long

14



range planning.

03.02 Current Issues: Demondrates understanding of current issues that affect the
organizaion.
03.03 Palicies and Procedures. Understands key policies and operating
procedures of the organization.

4.00 Financial Management
Ability to demonstrate under standing of financial management.

04.01 Budget Issues: Understands budgeting techniques and procedures for operating within a
planned budget.

5.00 Prgject Planning
Ability to demonstrate understanding of project planning.

05.01 Project Planning Process: Understands operationa (project) planning;
knows its role in a comprehensive agency planning process, and knows
the proper role of various leves of agency management in project

planning.

05.02 Planning Steps. Applies the steps common to any planning
process, i.e. Gathering and andyzing information, defining the
problem(s) or opportunity(ies), determining goas and objectives,
evauating available resources, identifying action steps, managing
implementation of the plan, and evaluating success.

05.03 Impact Assessment: Knowledge of techniques of ng the potentia
impact of interna and external barriers on the planning process, both
from within the agency and from outside sources.

COMMUNICATION

6.00 Communication Skills
Ability to demonstrate communication skills.

06.01 Versatility: Recognizes different communication patterns and strategies
and demongtrates the ahility to think and speak in response to immediate

15



7.00

06.02

06.03

06.04

gtuations.

M ethods: Chooses appropriate oral or written language to reach an
audience, following established standards for correct and effective usage.

Style: Speaks and writes clearly and to the point.

Range of Methods: Uses visuds, handouts, and various media resources
as gppropriate to present information.

Cultural Senstivity
Ability to demonstrate effective cross-cultural communication techniques.

07.01

07.02

Cross-Cultural Diverdty: Identifies differencesin culturd, ethnic, and rdigious vaues,
perceptions, customs, and beliefs.

Cross-Cultural Interactions: ldentifiesways of communicating and establishing
relationships with others from different cultura backgrounds.

CONCEPTUAL KNOWLEDGE/SKILLS

8.00 Problem Analysis
Ability to demonstrate effective problem analysis skills.

9.00

08.01

08.02

08.03

Judgment

I dentifying Elements. Seeks out relevant data and analyzes complex
information to determine the important elements of a problem situation.

Approaches Uses critical judgment to assess dternative gpproachesto
problems or decisons.

Analysis: Identifies underlying issues or causes and gaps between theory
and practice.

Ability to demonstrate sound judgment.

09.01

09.02

Using Information: Reaches sound conclusions and makes reasonable
decisions based on available information.

Balance: Baances short-and long-term considerations.

16



09.03 Priorities: Sets prioritiesfor tasksin order of importance.

09.04 Objectivity: Maintains objectivity in handling difficult issues, events, or
decisons.

10.00 Conceptual Thinking
Ability to demonstrate conceptual thinking.

10.01 Framewor ks and Experience: Uses theoretica frameworks as
well aslearning from past experience to guide analysis or actions.

10.02 Past Experience: Applies past experience to interpret events, seeing
crucid smilarities and differencesin present and past situations.

10.03 Systems View: Looks at the big picture to assess a Situation, focuses on
interactions and dynamics thereby creating a climate for action,
recognizes tension as a catays for postive change.

EVALUATION AND RESEARCH

11.00 Evaluation and Research Planning
Ability to demonstrate evaluation and research planning skills.

11.01 Strategic Planning: Provides leadership for drategic planning for program and training
research and evauation including linking with agency godss, resources, purpose of
evauation and decisions about what to evauate.

11.02 Building External Support: Understands the ways in which program
managers and staff can support research and evduation and isable to use
position and persond influence to build support.

11.03 Building Internal Support: Understands the leadership role of the
manager in building interna support for research and evauation
including the development of supportive policy and processes and
assgnment of organizational resources.

11.04 Utilizing Consultants. Understands the factors to consider when
utilizing interna and externa consultants for evauation of organizationd
training programs.

12.00 Basic Concepts

17



Ability to demonstrate under standing of basic evaluation and research concepts.

12.01

12.02

12.03

12.04

12.05

12.06

12.07

Evaluation and Research Purpose:  Understands the process and
importance of identifying the purpose, audience and questions to be
answered.

Training Evaluation Levels: Understands the levels of impact of
evauation, theissues rdated to each and is able to use this framework to
recommend an evauation plan.

Evaluation and Research Design: Understands basic concepts and
terminology related to design such as pre and podt-tests, sampling,
control and comparison groups, experimenta and quas-experimenta
design.

Data Collection Instruments: Describes types of measures for

data collection including questionnaires, attitude or satisfaction surveys,
paper-and-pencil or performance tests, interviews, focus groups,
observations, adminigtrative performance records.

Data Collection Issues: Understands basic concepts related to data
callection such as vdidity and rdiability and practicd issuesin sdection
and adminigtration of data collection measures.

Data Analysis: Understands genera concepts of data andysisincluding
quditative and quantitative data, process and outcome data, descriptive
or inferential and cost benefit andyss.

Reporting and Dissemination:  Understands types of reports (formative
and summeative), the role of reporting interim and find results and

provides leadership and support for stakeholder involvement, providing
feedback and disseminating results.

GROUP DYNAMICS/PROCESS

13.00 Team Leadership
Ability to demonstrate team leader ship skills.

13.01

13.02

Vison: Shows ability to involve saff and to communicate a compelling
vison and ingpire genuine mativation and commitment.

Group Problem Solving: Engages with others in team process to solve
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14.00

15.00

problems.

13.03 Conflict Resolution: Works with othersto find awin/win resolution of
differences.
13.04 Management Style: Shows awareness of how management style impacts

on gaff productivity and development.
13.05 Situational L eader ship: Modifies leadership style to meet Stuationa requirements.
13.06 Focus:. Manages within a context of multiple or anbiguous directives

while staying focused on mgor godls.

I nter per sonal Under standing
Ability to demonstrate inter personal understanding.

14.01 Under standing Others. Perceives strengths, needs, challenges, and
fedings of others,
14.02 Diversity: Understands and vaues diversty and different styles of

percaiving, learning, communicating, and operating.

14.03 Emotional Sensitivity: Recognizes emotion-laden issues or Stuations
and handles them with sengtivity.
14.04 Responding to Others: Uses understanding based on ligening and

observation to anticipate and prepare for others' reactions.
Empowering Others
Demonstrates ability to empower others.
15.01 Positive Outlook: Looks for the good in others, recognizing strengths.
15.02 Feedback and Credit: Gives performance-related feedback to improve
or maintain good performance; credits othersindividualy and publicly

for their accomplishments; reprimandsin private.

15.03 Staff Support: Supports staff by providing training opportunities,
expert help, or additiond information or toolsto get the job done.

15.04 Participation in Problem Solving: Invites staff to address problems
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15.05

15.06

affecting performance.

Staff Guidance: Guides gaff toward achieving gods by delegating and
monitoring work as well as supporting initiaive and high-risk efforts.

Staff Empowerment: Empowers staff to make decisons a lowest
appropriate levd.

16.00 Teamwork and Cooperation
Ability to demonstrate effective teamwork and cooperation skills.

16.01

16.02

16.03

16.04

16.05

Input: Solicits ideas and opinions for specific decisons and plans.

Information: Keeps people informed and up-to-date about activities,
sharing dl rdevant or useful information that affects the group.

Group Process. Shows the group process skills needed to get diverse
groups of people to work together effectively to achieve a common god.

Conflict Management: Prevents or defuses unnecessary conflict.

Alliances. Builds dliances and teams to achieve program outcomes.

INFORMATION MANAGEMENT

17.00 Basic Computer Skills
Ability to demonstrate basic computer skillsincluding e-mail, scheduling and word processing.

17.01

17.02

17.03

17.04

Computer Basics: Applies basic computer concepts including the ability to turn on
compuiter, log on and turn off, digplay start and help menus, opening programs, using the
mouse, moving cursor within documents, deleting files and using recycle bin.

E-Mail: Utilizese-mail to compose, reply to and forward messages attach files and save
attachments, set up files and file messages.

Scheduling: Utilizes scheduling including cregting new tasks, viewing editing and deleting
gppointments, printing appointments.

Word Processing: Utilizes the word processing function including editing and

maneuvering, seecting, deleting and insarting text indenting paragraphs, cut, copy and
paste, saving and securing documents.
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18.00 Information Management Planning
Ability to demonstrate information management planning skills.

18.01 Assessing Need and Resources. Continuadly scans environment internaly and
externdly to identify new approaches and technology to meet organization’s information
needs.

18.02 Developing Systems: Provides leadership and support for development

of sysemsinduding their interface with other organizations.

19.00 SystemsThinking
Ability to demonstrate information systems thinking.

19.01 Information Systems Concept: Understands the concept of information
sysemsin generd and is aware of the core interfaces with program
information and plans for future development.

19.02 Data and Information: Understands the distinction between data and
information and is able to convert data into information to support
decision-meaking.

19.03 Poalicy and Practice Link: Understands and conveys to others the link

between program policy and practice viainformation systems.
19.04 Importance of Quality Data: Understands and conveys to othersthe

link between entering quality data into records and improving training
adivery.

20.00 Information Systems
Ability to demonstrate under standing of information systems.

20.01 Data in System: Knowledge of the data, its location and organization in
the system and its potentia for providing information.

20.02 M anagement Usage: Understands how to utilize a computer- based
management information system to manage effectively.

20.03 Using Information: Demondrates the ability to utilize information in
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management practice.

20.04 Critical Data: Demondrates the ability to identify and locate criticd
data within a system.
20.05 Computer/PC Knowledge: Knowledge and understanding of word

processing, spreadsheet and database software packages which are
congdered the best/most efficient on the market.

HUMAN RESOURCE MANAGEMENT

21.00 Human Resour ce Planning
Ability to demonstrate human resource planning skills.

21.01 Forecasting: |dentifies/forecasts organization’s human resource
needs.

21.02 Recruitment and Selection: Develops and implements recruitment
and sdlection srategies.

21.03 Internal Placement: Improvesinternd placement
processes/strategies.

21.04 HR Systems: Plans and adminigters effective career development,

performance management and succession planning systems.

21.05 Personnel Resear ch: Utilizes exising personne information to andyze
organizationa Stuations to determine the appropriate research methodology, and interpret
and communicate results to senior management.

21.06 HR Information Systems: Assessesthe type and amount of
employee information the HR functions should maintain and implement
processes/systems to gather andlyze, store, and retrieve that information
base.

22.00 Employeeand Labor Relations
Demonstrates under standing of employee and labor relations issues.
22.01 Personnd Laws/Regulations: Has knowledge of and is able to interpret

personnd laws, rules and regulations that impact employees from both
union and union-free environments.
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23.00

24.00

22.02

22.03

Union and Non-union Environment: Aware of theissuesinvolved in
managing in aunion and non-union environment, gpplying collective
bargaining strategies and tactics where gppropriate.

Discipline and Grievance: Knowledge of discipline and grievance
handling policies and procedures with union and non-union employees.

Human Resour ce M aintenance
Demonstrates under standing of human resour ce maintenance i ssues.

23.01

23.02

23.03

23.04

Compensation and Benefits: Desgns and adminigersfar and
equitable reward systems that serve to attract, motivate and retain/satisfy
employees from dl levels and functions of the organization.

Training and Development: Develops and implements systems to
assess and address employee training and development needs, plan
training activities that address skill requirements to meet current and
evolving organizationa needs, and formulate redistic development plans
that focus on building skills to develop employees.

Workplace Learning: Understands the importance of on-going job
related learning and makes efforts to develop opportunities.

Health, Safety and Security: Understands the strategic hedlth, safety
and security issues and concerns from both the employee and
organizationa perspective; the laws and regulations that impact this HR
functiond areaand the programs, systems and rules to maintain
employee wellness and organizationd Stability.

Perfor mance M anagement
Demonstrates under standing of performance management issues.

24.01

24.02

24.03

Goal-Setting: Sets measurable objectives for the group and

individuds.

Self-Assessment: Understands and communicates the importance of sdlf-
assessment including design of learning godls, criteria for judging

progress, and process for determining action steps.

Techniquesfor Assessment: Utilizes a conggent
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24.04

assessment process; usng multiple types of quantitative and quditetive
data and drawing on multiple sources to make judgements.

Role of Evaluation: Appreciatesimportance of frequent, fair and
objective performance evauation and models effective practice.

INSTRUCTIONAL MANAGEMENT

25.00 Training Systems
Demonstrates under standing of issues related to training systems.

25.01

25.02

25.03

25.04

25.05

25.06

25.07

Mission of the Organization: Understands the misson of the client

organization and promotes its misson and va ues throughout training.

Self-Directed L ear ning: Understands and is able to gpply the concepts of “ participant-
centered” traning.

Job-Related Training: Understands the role of training in the on-going
professonad development of the individua within the context of
bureaucracy; and communicates the role of training in enhancing the
human resource component of the organization.

L ear ning Or ganizations. Understands the role of generative, continua
learning in promoting high performance organizations.

Competency-Based Approaches. Understands the principles and
techniques of competency-based approaches to human resource
managemern.

Knowledge of Instructional Media: Understands the types of
ingructional media and the role of each in acomprehensive staff
development and training program.

Performance Problem Analysis: Knows how to make decison
that training is solution rather than other action.

LEARNING THEORY

26.00 Learning and Human Development
Ability to demonstrate understanding of how adults learn.
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26.01

26.02

26.03

26.04

26.05

Learning Theory: Knowsthe principles of adult learning theory, emeging
information on cognitive development/brain function and their ~ implications for learning.

Per sonal/L ear ning Styles: Knows conceptua frameworks for describing
different persona and learning styles; understands their implications for
individua development.

Context for Learning: Understands the impact of current experiences on values,
attitudes, and behaviors; recognizes the implications for training.

Self-Awar eness. Understands the criticd role of sdf-awarenessfor both
trainers and participants who are engaged in interactive learning.

Reflective Practice: Understands the concept of reflective practice in promoting
individud and organization ability to learn from experience.

PERSON/ORGANIZATION INTERFACE

27.00 Impact and Influence
Ability to demonstrate understanding and skills of impact and influence.

27.01

27.02

27.03

27.04

27.05

28.00 Initiative

Anticipation: Anticipates effects of an action on people, programs, or
events.

Organizational Awar eness. Demongtrates awareness of organizationa
gods and concern for image and reputation of the agency and program.

Approaches. Uses appropriate gpproaches to achieve desired results.

Using Information: Anticipates Sgnificant information necessary for
decison making.

Versatility: Relates effectively with dl levels of adminidration ingde
and outsde the organization.

Ability to demonstrate initiative

28.01

Action: Initiates timely action rather than waiting to react as Stuations
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develop.
28.02 Opportunities: Recognizes and seizes opportunities.

28.03 Confronts Barriers: Confronts barriers to effective performance and
takes action to overcome them.

28.04 System K nowledge: Uses knowledge of the system to identify
long-term opportunities and problems.

29.00 Information Seeking
Ability to demonstrate information seeking skills.

29.01 Information I dentification: Identifieswhat information is
needed and the proper source for it.

29.02 Questioning: Seeks out exact information or resolution of
discrepancies by asking a series of pertinent questions.

29.03 Open to Cues: Looks for potentia opportunities or for miscellaneous
information that may be of future use.
29.04 I nter action: Observes and interacts with personnel in action.

30.00 Decisiveness and Directness
Demonstrates decisiveness and directness.

30.01 Need for Decisions: Recognizes when adecision is required.
30.02 Decision-making: Makestimely decisions based on available data.
30.03 Firmness: Maintains and/or explains positions when under pressure

from others, confronting resstance if necessary.
30.04 Open to Change: Shifts pogtionsif new information indicates.

30.05 Directive: Givesdirections or orders based on persond authority, rules,
and procedures when a Situation requires.

31.00 Organizational Development
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Demonstrates under standing and skills in organizational development.

31.01

31.02

31.03

31.04

Theories. Demongrates knowledge of organizationa behavior and
organizationa development theories.

I ntervention Techniques. Demongtrates knowledge of organizationd
development techniques (eg. Survey feedback, team building, group
process, total quality management tools.)

Promoting Collabor ation: Demonstrates knowledge of ways to develop
effective collaborations both ingde and outside the organization.

Organizational Change: Demongtrates knowledge of theory and
dynamics of organizationd change, as well as techniques of managing
culturd change within the organization to impact organizationd
effectiveness.

SELF MANAGEMENT SKILLS

32.00 Self-Responsibility
Ability to demonstrate self-responsibility.

33.00

32.01

32.02

32.03

32.04

32.05

Self-Contral

Self-knowledge: Describes and evauates own performance in terms that
reflect recognition of persona strengths and challenges.

Personal Responsibility: Takes responshility for mistakes, failures, or
shortcomings.

Reflective Practice: Learns from mistakes, andyzes own performance to
understand failures and to improve future performance.

Self-development : Engages in continued efforts to clarify persond
vaues and to carry out plans for professiona development to meset
persona and agency needs.

Development Planning: Setslearning gods and implements a plan to
further kills and knowledge beyond current job.

Ability to demonstrate self-control.

33.01

Grace Under Pressure: Performs effectively when under pressure and
during oppaogtion.
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34.00

35.00

36.00

33.02 Impulse Control: Holds back on impulse to say or do something;
replaces impulsive behavior with more appropriate response.

Flexibility

Demonstrates ability to respond effectively to challenges and change.

34.01 Fairness. Recognizes the pros and cons of dternatives and accepts the
vaidity of opposing views.

34.02 Open to Change: Shows willingness and ability to change managerid
structures and processes when needed to implement agency change
drategies.

34.03 Flexible Application: Fexibly appliesrules or procedures, depending on
the individud dtuations, to accomplish agency’ s larger objectives.

34.04 Versatility: Adapts behavior or approach to adjust appropriately to the
gtuation.

Organizational Commitment

Demonstrates commitment to the organization.

35.01 Responsiveness. Adjusts work-related priorities and activities to meet
agency needs.

35.02 Building on Strength: Recognizes and builds on the strength of the
agency and its organizationd environment.

35.03 Goal Focus: Maintains focus on agency gods.

Professional Standar dg/Ethics

Demonstrates ability to conduct self in an ethical and honest manner.

36.01 Legal Issues: Complieswith dl copyright laws and the laws and

regulations governing the position.
36.02 Confidentiality: Maintains confidentiaity and integrity in the practice of the professon.
36.03 Professional Conduct: Supports peers and avoids conduct which

Impedes the practicing of the profession
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36.04 Public Service: Improves public understanding of human resource
development and management.

36.05 Accur ate representation: Fairly and accurately represents credentids,
qudifications, experience and ahilities.
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Assessment Instrument for Manager Competencies

Thefollowing rating scale may be used as an individua assessment tool. After rating the individua on the degree
to which he/she possesses each competency, the instrument can function as aguide in the following areas. hiring,
professona development, performance gppraisd, and training of trainers.

Individua Demongtrates the Competency

ADMINISTRATION

1.00 Organizationd Ability

01.01 Work Management

01.02 Work Assignments

01.03 Work Organization

01.04 God Setting

200 Human Service Policy Framework
0201 Human Services Philosophy and History
02.02 Federa/State Laws and Regulations
02.03 Legidative Process

0204 Adminigtrative PoliciesRegulations
300 Training Administration

03.01 Panning

03.02 Current Issues

03.03 Policies and Procedures

400 Financial Management

04.01 Budget Issues
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5.00

05.01

05.02

05.03

Project Planning
Project Planning Process
Planning Steps

Impact Assessment

COMMUNICATION

6.00

06.01

06.02

06.03

06.04

7.00

07.01

07.02

CONCEPTUAL KNOWLEDGE/SKILLS

8.00

08.01

08.02

08.03

9.00

09.01

09.02

09.03

09.04

10.00

Communication Skills
Versatility

Methods

Syle

Range of Methods
Cultural Sensitivity
Cross-Culturd Diverdty

Cross-Cultural Interactions

Problem Analysis
|dentifying Elements
Approaches
Andyss

Judgment

Using Information
Balance

Priorities

Objectivity

Conceptual Thinking
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10.01

10.02

10.03

Frameworks and Experience
Past Experience

Systems Views

EVALUATION AND RESEARCH

11.00

11.01

11.02

11.03

11.04

12.00

12.01

12.02

12.03

12.04

12.05

12.06

12.07

Evaluation and Resear ch Planning

Strategic Planning

Building Externa Support
Building Internd Support
Utilizing Consultants

Basic Concepts

Evaluation and Research Purpose
Training Evauation Levels
Evaluation and Research Design
Data Collection Instruments
Data Collection Issues

Data Analysis

Reporting and Dissemination

GROUP DYNAMICS/PROCESS

13.00

13.01

13.02

13.03

13.04

Team L eader ship
Vison

Group Problem Solving
Conflict Resolution

Management Style
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13.05

13.06

14.00
14.01

14.02

14.03

14.04

15.00

15.01

15.02

15.03

15.04

15.05

15.06

16.00

16.01

16.02

16.03

16.04

16.05

Situational Leadership
Focus

I nter per sonal Under standing
Understanding

Diversity

Emotiona Sengtivity
Responding to Others
Empowering Others
Positive Outlook

Feedback and Credit

Staff Support

Participation in Problem Solving
Staff Guidance

Staff Empowerment
Teamwork and Cooperation
Input

Information

Group Process

Conflict Management

Alliances

INFORMATION MANAGEMENT

17.00

17.01

17.02

Basic Computer Skills
Computer Basics
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17.03

17.04

18.00

18.01

18.02

19.00

19.01

19.02

19.03

19.04

20.00

20.01

20.02

20.03

20.04

20.05

Scheduling
Word Processing

Information M anagement Planning

Assessing Need and Resources
Developing Systems
Systems Thinking
Information Systems Concept
Data and Information

Policy and Practice Link
Importance of Qudity Data
Information Systems
Datain System

Management Usage

Using Information

Critical Data

Computer/PC Knowledge

HUMAN RESOURCE MANAGEMENT

21.00

21.01

21.02

21.03

21.04

21.05

Human Resour ce Planning
Forecasting

Recruitment and Selection
Internal Placement

HR Systems

Personnel Research
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21.06 HR Information Systems

22,00 Employee and Labor Relations
22.01 Personnd Laws/Regulations
22.02  Union and Non-union Environment
22.03 Discipline and Grievance

23.00 Human Resource Maintenance
23.01 Compensation and Benefits

23.02 Training and Development

23.03 Workplace Learning

23.04 Hedth, Safety and Security

24.00 Performance Management
24.01 Goa-Setting

24.02 Sdf-Assessment

24.03 Techniques for Assessment

24.04 Role of Evaluation
INSTRUCTIONAL MANAGEMENT
25.00 Training Systems

25.01 Mission of the Organization

25.02 Sdf-Directed Learning

25.03 Job-Reated Training

25.04 Learning Organizations

25.05 Competency-Based Approaches

25.06 Knowledge of Instructionad Media
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25.07 Performance Problem Anaysis
LEARNING THEORY

26.00 Learning and Human Development
26.01 Learning Theory

26.02 Personal/Learning Styles

26.03 Context for Learning

26.04 Sdf-Awareness

26.05 Reflective Practice

PERSON/ORGANIZATION INTERFACE

27.00 Impact and Influence
27.01 Anticipation

27.02 Organizational Awareness
27.03 Approaches

27.04 Using Information

27.05 Versdtility

28.00 Initiative

28.01 Action

28.02 Opportunities

28.03 Confronts Barriers

28.04 System Knowledge
29.00 Information Seeking
29.01 Information Identification
29.02 Questioning

29.03 Opento Cues
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29.04 Interaction

30.00 Decisiveness and Directness
30.01 Need for Decisions

30.02 Decison Making

30.03 Firmness

30.04 Opento Change

30.05 Directive

31.00 Organizational Development
31.01 Theories

31.02 Intervention Techniques

31.03 Promoting Collaboration

31.04 Organizationa Change

SELF MANAGEMENT SKILLS
3200 Self-Responsibility

3201 Sdf-knowledge

32.02 Persond Responsibility
32.03 Reflective Practice

3204 Sdf-Development

3205 Deveopment Planning
33.00 Self-Control

33.01 Grace Under Pressure
33.02 Impulse Control

34.00 Flexibility
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34.01

34.02

34.03

34.04

35.00

35.01

35.02

35.03

36.00

36.01

36.02

36.03

36.04

36.05

Fairness

Open to Change

Flexible Application

Versatility

Organizational Commitment
Responsiveness

Building on Strength

Goal Focus

Professional Standar ds/Ethics
Legd Issues

Confidentiaity

Professional Conduct

Public Service

Accurate Representation
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