
COMPETENCY MODEL FOR 
SYSTEMS ANALYST 
CLASS CODE 1596 

 
The following competencies have been identified as those that best separate superior 
from satisfactory job performance in the class of SYSTEMS ANALYST. (Numbers 
refers to the order of competencies in the Competency Bank.) 
 
4. Analytical Ability 
7. Self-Management 
21. Technology Application 
31. Results Orientation 
33. Interpersonal Skills 
35. Teamwork 
45. Oral Communication 
47. Written Communication 
 
On the following pages are descriptions of each competency, including a definition, the 
level of the competency required for the class (italicized, bolded, and underlined), 
examples of behavioral indicators, and satisfactory and superior performance levels. 
  



4. ANALYTICAL ABILITY – Identifies, obtains, and evaluates relevant information  
                                              to establish relationships or patterns, cite causes, and  
                                              reach logical conclusions. 

 
 

Level of Competency Required by Job: 
 

Level 1: Recognize similarities/differences in current situation to those 
previously encountered and is guided accordingly.  Apply existing 
policies correctly.  Ask pertinent questions or otherwise seek 
additional information to formulate appropriate response. 

 
Level 2: Consider multiple, varied factors when evaluating a situation 

or issue.  Seek additional information to provide further 
insight.  Reach conclusions that logically follow from the 
information obtained. 

 
Level 3: Consider a multitude of diverse factors, their interrelationships, the 

perspectives of others, alternative courses of action and their likely 
ramifications when evaluating information to reach a conclusion. 

 
 
 
Examples of Behavioral Indicators: 
 

• Obtains the necessary amount of relevant information. 
• Recognizes the impact of each type of information on conclusions. 
• Evaluates the quality/source of information when considering it. 
• States the shortcomings of the information and, therefore, the analysis.  

 
 
 

Performance Levels: 
 
Satisfactory 
 
Recognizes available relevant 
information, seeks additional 
information to consider, and reaches a 
conclusion. Provides sound, convincing 
justification for conclusions, citing 
relevant data and facts. 

 

Superior 
 

Uses a great deal of existing and 
obtained information and data to 
develop and evaluate alternatives and 
arrive at a final conclusion.  Provides 
compelling arguments in support of 
conclusions. 
 

  



7. SELF MANAGEMENT – Organizes and plans for task accomplishment; manages  
       time and works diligently to complete assigned  
       work/fulfill responsibilities. 

 
 

Level of Competency Required by Job: 
 

Level 1: Order tasks for efficient performance; maintain awareness of time 
allotted and deadlines in order to ensure they are met.  

 
Level 2: Plan and perform work in a way that maximizes efficient 

performance; establish and adjust priorities to ensure timely 
completion of most critical assignments. 

 
Level 3: Allot time to responsibilities proportional to their prominence, 

priority, and impact.  
 
 
 
Examples of Behavioral Indicators: 
 

• Performs only work activities during work hours.  
• Alters means of performing work when original approach proves to waste 

time. 
• Keeps a “to do” list (with indication of priority and deadlines, if necessary). 
• Requests assistance as necessary when it becomes clear that work will not 

be completed on time. 
• Demonstrates a record of progress with respect to all assignments/ 

responsibilities. 
• Uses optimal means of communication for efficiency and effectiveness. 

 
 
 

Performance Levels: 
 
Satisfactory 
 
Conducts self while at work in a 
manner that ensures work will be 
completed as scheduled, or provides 
explanation or secures assistance or 
adjustment of schedule if it will not be. 

 
 
Superior 
 
Seeks efficiencies in doing work to 
maximize productivity. Plans work 
carefully and follows the plan or makes 
adjustments if it is disrupted.  Maintains 
personal responsibility for all work 
accomplishment. 

  



  

 
21. TECHNOLOGY APPLICATION – Correctly applies technology as required on  
                                                             the job; conceptualizes improvements in work  
                                                             through introducing and/or enhancing use of  
                                                             technology. 

 
 

Level of Competency Required by Job: 
 

Level 1: Expert in the use of technology required for own job. May identify 
additional applications for currently used technology to enhance 
own work and/or work of others.  

 
Level 2: Identify additional technology to be applied to improve own 

work and/or work of others and/or enhanced use of current 
technology to improve the operations of an entire function or 
department. 

 
Level 3: Identify new technology application to improve/enhance work of an 

entire function, department, or organization. 
 
 
Examples of Behavioral Indicators: 
 

• Demonstrates mastery of technical applications required for current work. 
• Suggests additional applications of existing technology that improve 

productivity. 
• Identifies new technology that can be applied to improve existing operations. 
• Provides convincing justification for investment in new technology versus 

anticipated benefits. 
• Presents compelling arguments to justify purchase of existing software (with 

or without modification) versus in-house development. 
 
 
 

Performance Levels: 
 
Satisfactory 
 
Knows and correctly applies current 
technology as required on the job.  
Extends use of current technology to 
improve efficiency of accomplishing 
additional tasks. 

 
 
Superior 
 
Recognizes opportunities to apply 
technology to improve work 
processes in a function, department, 
or the entire organization. Identifies 
and justifies specific technology for 
specific uses. 

 
 
  



 

Technology Application Areas 
 

1. Knowledge of office productivity tools and/or software, such as Microsoft Office 
Suite and/or Google Drive, sufficient to select the appropriate tool based on their 
capabilities to compile and document information and/or make recommendations 
to end users about which tool and/or software to use to meet their needs. 
 

2. Knowledge of local area network (LAN) configurations and communication 
protocols, such as open systems interconnection (OSI) model layers, which 
include transmission control protocol/internet protocol (TCP/IP), application, host-
to-host transport, internet, and network interface, sufficient to troubleshoot and/or 
diagnose issues such as network connectivity, slow performance, desktop 
configuration, and determine if the issue is related to the network, system, or 
application. 

 
3. Knowledge of computer hardware and their use, including workstations, mobile 

devices, printers, and/or tablets, networking  devices, such as routers, switches, 
and/or Wi-Fi access points, and software tools, including MalwareBytes, 
Wireshark, network protocol analyzers, and/or Disk Checker sufficient to support, 
develop, and/or evaluate a new or existing system and its potential benefits, such 
as time and cost, improved efficiency, output quality, control, and information 
access to meet user needs. 

 
4. Knowledge of various operating systems such as iOS, Microsoft Windows, and/or 

Linux, including their use, interoperability, capabilities, and limitations sufficient to 
understand limitations and advantages of each platform and determine the best 
operating system for a specific application. 
 

5. Knowledge of the basic principles and concepts of database design such as field, 
record, file definitions, the difference between relational and hierarchical 
database management systems, and data field characteristics sufficient to 
accurately and efficiently organize data for an application. 

 
6. Knowledge of systems development life cycle (SDLC) methodology including 

phases and steps such as conducting a feasibility study, determining user 
requirements, analysis, system design, testing, implementation, and follow-up by 
analyzing technical aspects, benefits, time, cost, and/or improved output quality, 
entity relationships and data flow, data collection, data types, and test types 
sufficient to successfully design a system and effectively present automation 
benefits to end users. 

  
7. Knowledge of cloud-based computing services and their use such as Microsoft 

Azure, Amazon Web Service (AWS), and/or Google Cloud sufficient to conduct 
analyses and determine the costs and benefits to using such a service, including 
technological feasibility or application suitability.  

 
8. Knowledge of disaster recovery systems, such as synchronous or asynchronous, 

procedures including understanding and establishing recovery time/point 



 

objectives (RTO/RPO), and/or best practices, such as backing-up and restoring 
data, off-site storage, and/or data replication sufficient to ensure business 
continuity by planning, implementing, and/or managing these systems, and 
determining importance of an application, its recovery feasibility, and cost. 

 
9. Knowledge of Information Technology Service Management (ITSM) frameworks 

and methodologies such as Information Technology Infrastructure Library (ITIL), 
International Organization for Standardization (ISO), and/or Control Objectives 
for Information-related Technologies (COBIT) sufficient to align business 
processes with department standards and provide effective and efficient service 
to stakeholders and/or the overall business. 

  



 

31. RESULTS ORIENTATION – Maintains a focus on objectives to be achieved and  
                                                     acts accordingly to ensure their accomplishment. 

 
 

Level of Competency Required by Job: 
 

Level 1: Remain focused on the task at hand and its purpose.  May alter 
activities if the same result will be achieved.  Does not become 
distracted by extraneous information, events, or details. 

 
Level 2: Remain focused on the objectives to be achieved and take all 

reasonable actions necessary to achieve them. If initial 
activities to achieve objectives are unsuccessful, tries other 
approaches. 

 
Level 3: Remain focused on outcome and not process, when possible, in 

the monitoring and evaluation of staff work.  Encourage staff to 
maintain focus on the objectives of their work and not to be overly 
affected by nuisances or frustration. 

 
 
 
Examples of Behavioral Indicators: 
 

• Clearly understands the purpose/objectives of work assignments. 
• Recognizes that there are typically many ways to achieve the same objective. 
• Makes multiple attempts to achieve objectives when necessary.  
• Does not become distracted by unimportant or irrelevant issues. 
• Ignores distracters in order to maintain pursuit of the desired outcome. 

 
 
 

Performance Levels: 
 
Satisfactory 
 
Maintains a focus on desired outcomes 
and makes every reasonable attempt to 
achieve them. Always recognizes the 
purpose or objective of work activities.  

 
 
Superior 
 
Maintains a clear focus on desired 
results, and is persistent in attempts to 
achieve them. Insistent that all work 
activities lead to goal accomplishment; 
expresses dissatisfaction with activities 
that have no apparent impact. 

 
 
 
 
 

 
 

 
 



 

33. INTERPERSONAL SKILLS – Interacts effectively and courteously with others. 
 
 

Level of Competency Required by Job: 
 

Level 1: Interact with members of the workgroup, supervision, and/or the 
public in a cordial, service-oriented manner. 

 
Level 2: Interact across department lines and with appointed City 

officials, and/or members of the public, at times under 
adversarial circumstances, in a cordial, respectful manner. 

 
Level 3: Interact with appointed and elected City officials, department 

heads, representatives of external organizations, and/or the media 
in a cordial, effective manner. 

 
 
 
Examples of Behavioral Indicators: 
 

• Works well with others toward mutual objectives. 
• Does not arouse hostility in others. 
• “Disagrees without being disagreeable.” 
• Elicits acceptance/cooperation from others. 
• Affords all individuals respect, regardless of their role or status. 
• Effectively addresses concerns of politicians or others who may have their 

“own agenda.” 
 
 
 

Performance Levels: 
 
Satisfactory 
 
Behaves in a courteous, respectful, 
cooperative manner toward co-workers, 
other City employees, and members of 
the public. 

 
 
Superior 
 
Facilitates positive interpersonal 
relations within/among workgroups and 
toward members of the public.  Adept 
at finding similarities and grounds for 
cooperation/mutual benefit. 

 
 
 
 
 
 
 
 
 

 



 

 
35. TEAMWORK – Interacts effectively with others to achieve mutual objectives;  
                                readily offers assistance to others to facilitate their goal  
                                accomplishment. 

 
 

Level of Competency Required by Job: 
 

Level 1: Work effectively as a member of a work unit or project team.  
Readily offer assistance to others when they have too much work 
or have too little.  

 
Level 2: Work effectively as a team member in which different people 

have different roles/responsibilities and perspectives.  Identify 
points for collaboration with co-workers; readily offer and 
request assistance. 

 
Level 3: Work effectively as a part of an interdependent team (your work 

gets done only if the work of the whole team is done; evaluation of 
team performance is more relevant than individual performance). 

 
 
 
Examples of Behavioral Indicators: 
 

• Discusses work-related matters with co-workers. 
• Offers and requests assistance readily. 
• Offers and is receptive to suggestions. 
• Identifies problems with workflow that will prevent team from accomplishing 

its goals. 
• Provides constructive criticism and feedback to team members to improve 

overall functioning of team. 
• Assigns credit to team for accomplishments. 

 
Performance Levels: 
 
Satisfactory 
 
Cooperates with co-workers and 
fulfills responsibilities as a member 
of a project team.  Maintains a focus 
on common objectives and offers 
and requests assistance readily. 

Superior 
 
Sees the team as a whole; 
acknowledges that performance of 
the team is what in reality is 
evaluated by others. If anyone fails, 
everyone on the team fails. 

 
  



 

45. ORAL COMMUNICATION – Communicates orally in a clear, concise, and  
                                                     effective manner. 

 
 

Level of Competency Required by Job: 
 

Level 1: Exchange specific, job-related information orally with others in the 
immediate work environment or via telephone and/or radio. 

 
Level 2: Obtain/provide/present general and/or job-specific information 

orally to a variety of others in various situations. 
 
Level 3: Obtain/provide/present a diverse array of information orally at 

varying levels of complexity to a wide range of others across many 
different situations and circumstances.  

 
 
 
Examples of Behavioral Indicators: 
 

• Audience clearly understands the intended message.  
• Rarely must repeat information in response to questions. 
• Refrains from use of unnecessary words, phrases, or jargon. 
• Provides a level of detail appropriate to the situation (avoids too much 

or too little detail). 
• Speaks at a level appropriate to the audience in terms of terminology, 

sentence structure, and simplicity/complexity of ideas expressed. 
• Uses words with precision (vocabulary) to convey exact information. 

 
 

 
Performance Levels: 
 
Satisfactory 
 
Speaks clearly and audibly, 
providing the appropriate information 
and level of detail.  Typically conveys 
the message on the first attempt. 
Answers questions accurately and 
directly. 

Superior 
 
Speech is direct and to the point. 
Speaks convincingly and with 
authority when appropriate.  
Maintains sensitivity to the audience 
while providing thorough information 
with the appropriate level of detail 
through the use of precise language. 



 

47. WRITTEN COMMUNICATION – Communicates effectively in writing. 
 
 
Level of Competency Required by Job: 
 

Level 1: Write notes/e-mails. Completes forms with some open-ended 
responses (sentences). 

 
Level 2: Write letters, articles/reports, and/or detailed descriptions of 

activities/occurrences. 
 
Level 3: Write lengthy reports, instruction manuals, in-depth analyses/ 

reviews of complex issues and/or articles for publication.  Reviews 
the written work of others. 

 
 
 
Examples of Behavioral Indicators: 
 

• Writing includes the necessary information to convey the intended message.  
• Sufficiently few errors in spelling, punctuation, grammar to not interfere with 

the intended message or distract the reader. 
• Little editing or re-writing needed to produce a final product. 
• Composes materials efficiently. 
• Information is presented in a well organized manner. 
• Tone and degree of formality are appropriate to the purpose and audience. 

 
 
 
Performance Levels: 
 
Satisfactory 
 
Writes material that clearly 
communicates the necessary 
information; needs little editing.  

 
 
Superior 
 
Precisely uses words and organizes 
information in a way that enhances 
presentation of the message.  Virtually 
no editing needed. 


