[bookmark: _GoBack]SUGGESTED CLASSIFIED EMPLOYEE COMPETENCIES
(may also be applicable to temporary and student workers)
Each of the five suggested competencies are designed to be relevant across multiple classified positions and job categories rather than specific to the technical knowledge and skills required for a single position.  
These competencies can be developed through professional growth and are intended to enable successful performance of job duties at American River College.  Achievement of these competencies may also provide value to the employee as they include transferable skills that might contribute to future career advancement within or external to Los Rios.

1. AUTHENTIC SERVICE
ARC staff will connect authentically and effectively with a diverse population of students, employees, and the public.  Their collective approach to providing service will be welcoming, centered in the human experience, and responsive to individual needs.
Learning and growth in this competency is demonstrated by these qualities: 
· applies customer service techniques and equitable methods that invite effective interaction 
· tailors service to the needs of the individual in order to provide intentionally human-centered support that goes beyond a transactional experience
· feels empowered to advocate on behalf of others and to support efforts of self-advocacy 
· recognizes human factors that can influence service interactions (e.g., bias, stress levels, past experiences) 
· balances the tension between procedural compliance and effective service by seeking creative solutions
· shows genuine interest, understanding, and empathy towards those served 
· suggests changes in procedures and practices in order to enhance service delivery
· develops skill in de-escalating potentially volatile situations while also discerning when it is advisable to ask for help

The rationale for this competency is that job descriptions sampled contained the following phrases: 
effective customer service skills; work cooperatively and effectively with the public, students, faculty, and staff; ability to work effectively with a diverse population; ability to assist students with individual questions or concerns in an open, friendly and poised manner; establish positive community, staff and student relations; effective customer relations; being aware of others' reactions and understanding why they react the way they do; skill in identifying the nature of problems; ability to work with students having cultural and academic diversity; the ability to quickly make sense of information that seems to be without meaning or organization; serve as a resource for faculty and staff; establishes rapport with students, tutors and faculty; knowledge of principles and processes for providing personal services including needs assessment techniques, quality service, and alternative treatment methods; meet the public and answer inquiries about routine procedures and policies; multitask in a stressful environment; assist students in the subject area of assignment and in computer operations; knowledge of principles and processes for providing customer service; resolves conflicts; 



2. EFFECTIVE COMMUNICATION
ARC staff will continually cultivate their communication skills as well as increasing their understanding of how culture and context influences communication.
Learning and growth in this competency is demonstrated by these qualities: 
· conveys information, instructions, and ideas in a clear, concise manner 
· recognizes and responds appropriately to verbal and non-verbal communication from others
· develops greater awareness of how cultural, socioeconomic, and ethnic backgrounds influence communication and perceptions of meaning
· enhances ability to communicate with respect, discretion, integrity, courtesy, and tact
· develops familiarity with various communication tools, languages, and methods
· regularly uses communication to encourage students 
· understands the interplay of communication and group/team dynamics
· fosters inclusivity and a positive work atmosphere through communication

The rationale for this competency is that job descriptions sampled contained the following phrases: 
principles and practices of effective communication; ability to work effectively with a diverse population; understand and effectively carry out oral and written directions; effectively communicate information and ideas orally and in writing based on the needs of the audience; be aware of others' reactions and adjust interpersonal skills accordingly; have sensitivity to and understanding of the diverse academic, socioeconomic, cultural, disability, and ethnic backgrounds of the community college students. accordingly; handle personal and private information with discretion; skill in listening to what other people are saying and asking questions as appropriate; interpersonal skills using tact, patience and courtesy; communicate with both technical and nontechnical personnel; make reports; the structure and content of the English language including the meaning and spelling of words, rules of composition and grammar, and rules for correspondence and report writing at the level required to effectively perform the duties of the position; composing effective correspondence; knowledge of team dynamics, team building, and workgroup interaction; articulate business and systems requirements to management, experts, and vendors; understand and effectively carry out oral and written directions; working in a multi-lingual, multi-cultural environment; ability to listen to and understand information and ideas presented through spoken words and sentences; and communicate clearly and concisely, orally and in writing; effectively communicate college and district standards and procedures to students, the public; provides information about college programs over the telephone and in person; speak to large groups; communicate information and give instructions clearly, concisely and logically to others; prepare and deliver presentations; exercise discretion and confidentiality; collaborate and foster inclusion in a diverse organization; communicates with students, staff, and other individuals to disseminate or explain information; ability to understand and explain complex procedures and instructions





3. TECHNOLOGY PROFICIENCY
ARC staff will acquire a growing level of proficiency with a variety of modern technologies, digital tools, and equipment.  They will appropriately utilize technology to foster institutional effectiveness and explore emerging technologies including those used by students.
Learning and growth in this competency is demonstrated by these qualities: 
· continuously increases proficiency in use of existing college technologies and equipment 
· seeks regular opportunities to upgrade technology skills and maintain currency in technology knowledge (particularly as systems and versions change over time)
· adapts work practices to take advantage of new technological tools or features
· develops digital literacy to identify, retrieve, interpret, create, and communicate information via technology
· learns newly adopted districtwide or college platforms or tools as appropriate to the position
· maintains awareness of student-facing technologies in order to better understand and support the student experience
· attains greater understanding of accessibility, information security, and similar topics that have technology use implications
· thinks creatively about how existing functionality might be applied to solve problems or increase effectiveness
· explores emerging technologies and considers how they might be applied at the college 

The rationale for this competency is that job descriptions sampled contained the following phrases: 
adapt to changing technologies; knowledge of software packages; operate office equipment such as computer; use of technology to effectively perform responsibilities, including but not limited to word processing, spreadsheets, databases and desktop publishing; knowledge of automated student records systems; operate modern office equipment; input computer data with speed and accuracy; maintain current knowledge of technological advances; sets up and operates audiovisual equipment; knowing how to find information and identifying essential information; skill in computer use including database management and Internet capabilities; computer applications including sound editing, basic graphic design and layout, computer aided drafting (CAD), word processing, and research; effectively learn and operate equipment and software related to the duties of the position; assists in training students in the use of computer equipment, software applications; manipulate electronic equipment to design and produce multimedia, web and video packages, including digital editing and production organization; ability to collect and analyze data utilizing computer applications; enters data into computers and servers; knowledge of scheduling systems and database management; programs, modifies and maintains databases for the department; knowledge of computer operating systems, hardware, telecommunications, and network systems: installing, modifying, maintaining, and evaluating microcomputer hardware and software; and computer hardware and software diagnostic procedures; knowledge of on-line database processing; data entry and production batch processing functions; operation of computer systems and related peripheral equipment; learn and adapt to new technologies



4. ORGANIZATIONAL ADEPTNESS
ARC staff will develop greater capacity to navigate organizational structures; participate collaboratively; contribute to process improvement; and work efficiently in order to meet timelines and juggle competing responsibilities.  They will understand and appropriately interpret policies and procedures in order to apply them thoughtfully in specific situations. 
Learning and growth in this competency is demonstrated by these qualities: 
· recognizes and interacts appropriately with various organizational structures such as college governance that operate in a shared leadership environment 
· knows how to seek assistance through established college channels in order to acquire help for oneself or to provide accurate referrals
· manages time well and utilizes assigned resources effectively 
· grasps the practical application of procedures, regulations, and policies as well as the underlying rationale (“why”) that should guide usage and exceptions
· uses critical thinking and organizational skills to prioritize work, make decisions, and determine the best method to achieve a quality work product
· participates and contributes collaboratively when part of a team
· displays initiative, good judgment, and resourcefulness when presented with challenging circumstances
· considers how processes might be streamlined, improved, and/or automated
· applies safety standards appropriate to the position and maintains awareness of college protocols for emergency situations

The rationale for this competency is that job descriptions sampled contained the following phrases: 
skill in managing one's own time and the time of others; meet schedules and timelines; recommend operating practices and procedures to create new or to revise existing methods; answer inquiries requiring knowledge of college and District resources, activities, services, policies and procedures; work as a member of a team; knowledge of organization, functions and activities of a community college; interpret and apply applicable federal, state and local laws and regulations, District policies and regulations, and office processes and procedures; knowledge of applicable sections of the State Education Code, State Code of Regulations, California Brown Act, Parliamentary procedures, other applicable laws and regulations, and college and District policies and procedures; maintain current knowledge of and interpret, explain, and apply rules, regulations, guidelines and applicable laws related to the assigned area(s) and implement acceptable practices; prioritize and schedule work; knowledge of organizational processes, practices, and policies; plan, organize, prioritize, and complete the workload of assigned areas of responsibility; knowledge of safety precautions as represented in OSHA specifications; using logic and analysis to identify the strengths and weaknesses of different approaches to a problem; ability to recognize potential safety hazards, correct them, and use safe work practices; ability to prioritize and coordinate activities with vendors, users, and staff; reorganizing the information to get a better approach to problems or tasks; adheres to state and local laws and regulations relating to health and safety, and safe storage and disposal of hazardous materials; maintains the stockroom and laboratory in a safe, clean, and orderly condition; work independently; set priorities; perform several tasks simultaneously; exercise initiative and good judgment; respond to emergency calls during non-working hours; oversee the proper use of personal protective gear and workplace safety; learn, interpret and apply specific rules and policies; ability to function efficiently and responsibly during emergency situations and to make life or death decisions if necessary.



5. LEADERSHIP DEVELOPMENT
ARC staff will build leadership skills in order to strengthen their capacity to serve as trainers and leads from their current positions. Additionally, those expressing interest in preparing for future leadership roles will progressively nurture a depth of leadership knowledge, theory, and practice.
Learning and growth in this competency is demonstrated by these qualities: 
· distinguishes the difference between leadership and management
· increases understanding of leadership traits, styles, methods, principles, and challenges 
· gains self-awareness of individual purpose, talents, presence, and commitment
· becomes more mindful of power dynamics and the influence of leadership roles
· recognizes the importance of trust, transparency, authenticity, and resilience 
· grows in capacity to contend with ambiguity, complexity, and change
· develops related skills that enable leaders such as cultural competency, group facilitation, project management, and conflict resolution
· utilizes instructional and/or training techniques in order to share knowledge and coach the development of individuals or groups
· actively participates in structured leadership academies, mentoring opportunities, reading groups, and similar mechanisms to develop leadership potential 
· prepares for and explores leadership opportunities both within and outside of the college environment

The rationale for this competency is that job descriptions sampled contained the following phrases: 
knowledge of basic principles of leadership, supervision and training; providing training; work successfully in a diverse organization; create and effectively lead within multicultural, political, legal and interpersonal situations; conduct individual and group training activities; resolve complex situations; trains students in the use of instructional equipment and appropriate learning methods and procedures; directs student workers; training others in how to do something; knowledge of effective leadership and project management techniques; ability to provide team leadership and direction; assists in developing training materials; knowledge of instructional methods and training techniques including curriculum design principles, learning theory, group and individual teaching techniques, design of individual development plans, and test design principles; the ability to lead the work of others; skill in training others in how to complete tasks; develop and present trainings, workshops and tutorials; oversee the work of temporary employees; organize projects; recruits, trains and directs student ambassadors; leading the work of student and temporary employees; incumbents function as team leaders
Note: ARC’s governance framework calls for leadership development across the organization.




Classified job descriptions can be viewed on the Los Rios Website.  Although the last column indicates competencies that are directly applicable based on wording of job descriptions, it is reasonable to assume that all classified staff could benefit from the five competencies in order to enable job performance and prepare for future roles.
	Job Category*
	Example Positions**
	Directly Applicable Competencies

	Administrative/Supervisory
	Business Services Supervisor
Counseling Supervisor
Custodial/Receiving Supervisor
Student Life Supervisor
Hospitality Management – Culinary Supervisor
	1 – Authentic Service
2 – Effective Communication 
3 – Technology Proficiency
4 – Organizational Adeptness
5 – Leadership Development

	Aeronautics
	Electronic Calibration and Repair Technician
Instructional Assistant – Advanced Transportation Technician
	1 – Authentic Service
2 – Effective Communication 
3 – Technology Proficiency
4 – Organizational Adeptness
5 – Leadership Development

	Allied Health
	Health Services Assistant
	1 – Authentic Service
2 – Effective Communication 
3 – Technology Proficiency
4 – Organizational Adeptness

	Animal Health/Animal Science
	Animal Health Instructional Assistant
	2 – Effective Communication 
3 – Technology Proficiency
4 – Organizational Adeptness
5 – Leadership Development

	Audio/Visual Communications
	Media Systems/Resources Technician
Theater Technician

	1 – Authentic Service
2 – Effective Communication 
3 – Technology Proficiency
4 – Organizational Adeptness 
5 – Leadership Development

	Biological Sciences
	Instructional Assistant – Chemistry
Laboratory Technician – Science
	1 – Authentic Service
2 – Effective Communication 
3 – Technology Proficiency
4 – Organizational Adeptness 
5 – Leadership Development

	Carpenter
	Maintenance Carpenter
Maintenance Cabinetmaker
	1 – Authentic Service
2 – Effective Communication 
3 – Technology Proficiency
4 – Organizational Adeptness
5 – Leadership Development

	Ceramics/Fine Arts/ Photography/Theatre Arts
	Instructional Assistant – Art
Instructional Assistant – Communication, Visual, and Performing Arts
	2 – Effective Communication 
3 – Technology Proficiency
4 – Organizational Adeptness
5 – Leadership Development

	Children’s Center
	Child Development Center Clerk
	1 – Authentic Service
2 – Effective Communication 
3 – Technology Proficiency
4 – Organizational Adeptness
5 – Leadership Development

	Clerical 
	Account Clerk
Administrative Assistant
Admissions and Records Evaluator
Financial Aid Officer
Graphic Artist
Research Analyst
Student Personnel Assistant – Educational Center
Tutorial Services Assistant
	1 – Authentic Service
2 – Effective Communication 
3 – Technology Proficiency
4 – Organizational Adeptness
5 – Leadership Development


	Construction/Engineering/ Drafting
	Laboratory Technician - Construction
	2 – Effective Communication 
4 – Organizational Adeptness
5 – Leadership Development

	Cosmetology/Electronics/ Printing
	Laboratory Technician – Electronics

	2 – Effective Communication 
4 – Organizational Adeptness
5 – Leadership Development

	Custodial
	Custodian
Lead Custodian
	1 – Authentic Service
2 – Effective Communication 
4 – Organizational Adeptness
5 – Leadership Development

	Data Processing/Computer Systems
	Digital Communications Specialist
Educational Media Design Specialist
Information Technology Business/Technical Analyst
Information Technology Technician
	1 – Authentic Service
2 – Effective Communication 
3 – Technology Proficiency
4 – Organizational Adeptness
5 – Leadership Development

	Duplicating Services
	Printing Assistant
Printing Service Operator
	1 – Authentic Service
2 – Effective Communication 
3 – Technology Proficiency
4 – Organizational Adeptness
5 – Leadership Development

	Electrician
	Maintenance Electrician
Lead Maintenance Electrician
	1 – Authentic Service
2 – Effective Communication 
3 – Technology Proficiency
4 – Organizational Adeptness
5 – Leadership Development

	Foods and Food Services
	Food Service Assistant
Cook/Baker
	1 – Authentic Service
2 – Effective Communication 
4 – Organizational Adeptness
5 – Leadership Development

	Grounds Maintenance/ Horticulture/Environmental Resources
	Groundskeeper
Head Groundskeeper
Instructional Assistant - Horticulture
	2 – Effective Communication 
3 – Technology Proficiency
4 – Organizational Adeptness
5 – Leadership Development

	Instructional Assistant
	Instructional Assistant – Learning Resources
Instructional Assistant – Disabled Students Programs and Services (DSPS)
Instructional Assistant – English as a Second Language
Instructional Assistant - Mathematics
	1 – Authentic Service
2 – Effective Communication 
3 – Technology Proficiency
4 – Organizational Adeptness
5 – Leadership Development

	Maintenance
	Maintenance Technician
Lead Maintenance Technician
	1 – Authentic Service
2 – Effective Communication 
3 – Technology Proficiency
4 – Organizational Adeptness
5 – Leadership Development

	Physical Education/Sports 
	Instructional Assistant – Adaptive Physical Education
Athletic Trainer
	1 – Authentic Service
2 – Effective Communication 
4 – Organizational Adeptness
5 – Leadership Development

	Stock Clerk/Utility Worker
	Stock Clerk
Utility Worker
	1 – Authentic Service
2 – Effective Communication 
3 – Technology Proficiency
4 – Organizational Adeptness
5 – Leadership Development

	[No Category Listed]
	Bookstore Clerk
Web and Media Design Specialist
TANF/CalWORKs Specialist
	1 – Authentic Service
2 – Effective Communication 
3 – Technology Proficiency
4 – Organizational Adeptness
5 – Leadership Development


*Job categories were determined based on those groupings used for job safety analysis.
**Example positions are representative of positions within Los Rios, but is not necessarily an indication of a current position at ARC.
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