
   

 
Competency Model for Senior Heating and Refrigeration Inspector 

 
The following competencies have been identified as those that best separate 

superior from satisfactory job performance in the class of Senior Heating and 
Refrigeration Inspector. 
 

20. Job Knowledge 

28. Supervision 

33. Interpersonal Skills 

34. Customer Service 

36. Emotional Maturity 

42. Resolves Conflict 

43. Follows Oral Directions 

45. Oral Communication 

On the following pages are descriptions of each competency, including a definition, the 
level of the competency required for the class (italicized and underlined), examples of 
behavioral indicators, and satisfactory and superior performance level. 
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20. JOB KNOWLEDGE – Knows information required to perform a specific job.  
Includes both widely available courses of study (for 
example, chemistry, human resources management, 
graphic arts) and City-specific information (parking 
regulation and ticketing practices; purchasing 
procedures; provisions of the City Charter). 

 
 

Level of Competency Required by Job: 
 

Level 1: Knowledge acquired after hire in a brief orientation, short training 
program, or through on-the-job training. 

 
Level 2: Knowledge acquired through an apprenticeship or extensive 

training program, or long duration of job performance.  
 
Level 3: Knowledge acquired through a prolonged external course of study 

and/or extensive training and experience within the City.  
 
 
 
Examples of Behavioral Indicators: 
 

 Performs work correctly/avoids technical (job content related) errors. 
 Answers technical questions about work accurately. 
 Asks few technical questions about the performance of routine work activities. 
 Offers advice (“coaching”) to new employees regarding their work. 
 Develops training programs for other employees. 

 
 
 
Performance Levels: 
 
Satisfactory 
 
Sufficient job knowledge to perform 
work correctly independently. Answers 
technical questions about 
work correctly. 

Superior 
 
Expertise in technical job information 
sufficient to serve as a resource to 
others.  May develop training 
manuals/programs and/or give internal 
and/or external presentations related to 
work. 

 



   

Job Knowledge Areas 
 

1. Knowledge of the Los Angeles City Building Code (LACBC), Los Angeles 
Mechanical Code (LAMC), and codes/instructions specified by recognized 
laboratories related to heating and refrigeration sufficient to interpret technical 
information.  

2. Knowledge of approved materials, equipment and proper methods of heating and 
refrigeration installation.  

3. Knowledge of inspection techniques sufficient to demonstrate and explain processes 
while performing inspections and other duties.  

4. Knowledge of terminology and tools (such as screwdrivers, hammers, and drills) used 
in the building trades.  

5. Knowledge of various codes, regulations, standards, written technical material and 
other legislation in the field of heaing and refrigeration sufficient to read, understand, 
learn, interpret and apply.   

6. Knowledge of codes, regulations (such as OSHA), and standards in the field of heating 
and refrigeration sufficient to observe and interpret everything at an inspection site 
which an Inspector must enforce.  

7. Knowledge of past and current construction methods, materials, and technical 
literature sufficient to comprehend it.  

8. Knowledge of building, heating and refrigeration plans and specifications sufficient to 
read and interpret.  

9. Knowledge of symbols used in the building trades sufficient to work from plans while 
on a job site.  

10. Knowledge of “stop work” orders sufficient to exercise independent judgment in issuing 
as well as knowledge of the department policies related to such notices during 
situations posing immediate hazards.   

11. Knowledge of State safety regulations as they relate to the personal safety of 
Inspectors sufficient to recognize substandard construction or other conditions posing 
immediate threat to life or property.  

12. Knowledge of CAL/OSHA safety regulations pertaining to construction sites and places 
of employment.  

13. Knowledge of safe and lawful motor vehicle operation, according to the California 
Motor Vehicle Code.  
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28. SUPERVISION – Ability to assume direct responsibility for all aspects of the  
                                   performance of a work group, which requires knowledge and/or  
                                   ability in the areas of: 

                                                            
 Planning and goal setting 
 Creating a safe and positive work environment 
 Establishing standards and training employees 
 Motivating employees and teambuilding 
 Performance Management (assigning, monitoring, facilitating, reviewing and 

evaluating work, and providing feedback) 
 Supporting and developing employees through delegation and participation 
 Taking disciplinary action including progressive discipline 
 Provisions of employees’ MOU’s and handling grievances 
 Legal requirements including EEO, ADA, FLSA, FMLA, and Workers’ 

Compensation provisions 
 Civil Service Commission Rules and Policies related to the management of 

employees 
 Administrative Code provisions related to the management of employees 
 Budget processes sufficient to request and justify expenditures in a correct and 

timely manner 
 

Level of Competency Required by Job: 
 

Level 1:    Supervises small workgroup of employees performing the same or    
highly related work. 

Level 2:       Supervises a larger workgroup of employees performing various types of 
           work. 
Level 3:        Supervises employees including provision of coaching and advice to 
                     subordinate supervisors.  

 
Examples of Behavioral Indicators: 
 

 Plans, assigns, and monitors work progress.  
 Trains employees to do work. 
 Evaluates work and gives positive and negative feedback. 
 Displays knowledge of legal requirements including applicable Federal and State 

laws, Administrative Code provisions, Civil Service Commission Rules and 
Policies, and MOU provisions. 

 
Performance Levels: 
 
Satisfactory 
 
Proficiency in supervision sufficient 
to supervise a workgroup in terms of 
task orientation, interpersonal 
concerns, and personnel 
administration. 

Superior 
 
Proficiency in supervision sufficient 
to serve as a resource to others 
and/or represent department position 
in a public forum. 

 



   

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. 

 
  



   

34. CUSTOMER SERVICE – Interacts with recipients of services (internal or  
                                               external customers) in a way that provides accurate,  
                                               timely, and effective information and service. 

 
 

Level of Competency Required by Job: 
 

Level 1: Interact with customers in person, over the telephone, or 
through e-mail (and/or other electronic media) in order to 
provide information or assistance. Listen to customer 
concerns; explain/reconcile information and provide 
alternatives if possible; facilitate resolution by making referral 
and/or following-up as necessary.   

 
Level 2: Promotes positive customer service. Serves as a model of 

providing exemplary customer service. 
 
Level 3: Develop customer-oriented procedures; identifies changes in 

procedures to enhance customer service and ensures they are 
implemented.  

 
 
Examples of Behavioral Indicators: 
 

 Carefully listens to (or reads) customer statement of the issue. 
 Provides direct, informative, accurate responses to customer. 
 Suggests options if available. 
 Maintains a positive attitude in the face of customer complaint or frustration. 
 Remains focused on the issue presented by the customer and directs the 

customer back to the issue if necessary. 
 Asks the customer if their concerns have been fully addressed. 
 Ensures organizational policies and practices are customer-focused. 
 Ensures all employees recognize their responsibility for customer service and 

are properly trained for it. 
 
 

Performance Levels: 
 
Satisfactory 
 
Displays knowledge as well as 
courtesy and patience when 
interacting with customers. Ensures 
customers’ issue is correctly 
identified and remains focused on it 
until it is resolved. 

Superior 
 
Seeks further information or advice 
to resolve difficult issues. Solicits 
feedback on the effectiveness of 
service. Makes suggestions for 
improving service and facilitates 
changes needed to implement. 

 
  



   

36. EMOTIONAL MATURITY – Maintains a calm and task-oriented approach to  
                                                    work even under circumstances of conflict or  
                                                    hostility. 

 
 

Level of Competency Required by Job: 
 

Level 1: Remain focused on the task at hand when interacting with 
unpleasant or uncooperative people, circumstances are 
frustrating, the workload is high, or other conditions of the 
work environment are less than optimal. 

 
Level 2: Seek effective resolution to complaints/criticisms; recognize that 

complaints/criticisms often are not personal, but a reflection of 
frustration or disagreement on the part of others. 

 
Level 3: Maintain neutrality and effective performance even in the face of 

unjustified challenge or direct criticism in a public forum. 
 
 
 
Examples of Behavioral Indicators: 
 

 Maintains a calm and focused demeanor. 
 Continues to listen to others with whom conflict or disagreement has 

occurred. 
 Does not display excessive emotionality:  yell, shout, scream, cry, or use 

profanity. 
 Does not “act out:” slam doors, throw things, threaten, or assault others. 
 Does not engage in inappropriate acts such as telling off-color jokes, name-

calling, horseplay, or bullying. 
 
 
 

Performance Levels: 
 
Satisfactory 
 
Demonstrates emotional stability and 
mature behavior appropriate to the 
workplace even in circumstances of 
discord or duress. 

Superior 
 
Maintains businesslike demeanor 
and continues to attempt to address 
the issue at hand even when faced 
with personal attacks, unjustified 
accusations, or other inappropriate 
behavior from others. 

 



   

42. RESOLVES CONFLICT – Acknowledges and takes action to eliminate  
                                                 ineffective/disruptive interpersonal relationships. 

 
 

Level of Competency Required by Job: 
 

Level 1: Recognize that conflict is inappropriate in the workplace; 
ensure no personal involvement in conflict or promptly seek 
elimination if such involvement occurs.  May try to avert 
conflict among co- workers or to eliminate it if it occurs. 

 
Level 2: Monitor staff for possible signs of arising conflict and, when noted, 

immediately intervene to reconcile.  Recognize when the differing 
perspectives of different organizational units become disruptive and 
address the issues with involved parties or management, as 
appropriate. 

 
Level 3: Recognize that the purposes/objectives of certain entities are 

inherently at odds and approach interactions with them with 
sensitivity and facilitates others’ doing so as well.  Recognize the 
debilitating nature of emergent conflict among organizational 
segments and, when noted, immediately intervene to reconcile. 

 
 
 
Examples of Behavioral Indicators: 
 

 Recognizes when a conflict is emerging or has emerged.  
 Mentions the need to resolve conflict to other involved party(ies). 
 Brings together parties in conflict and encourages them to resolve/ facilitates 

resolution. 
 Articulates the common objectives of conflicting entities. 
 Enlists the participation of conflict resolution specialists when warranted. 

 
 
 

Performance Levels: 
 
Satisfactory 
 
Diffuses conflict at work.  Uses other 
means of addressing interpersonal 
friction, disagreement, or competing 
goals. Notes and seeks resolve of 
conflict among others. 

 
 
Superior 
 
Recognizes interpersonal, intra-
organizational, and internal-external 
organizational interactions with conflict 
potential, and seeks to avoid. When 
signs of emerging conflict noted, 
immediately takes steps to eliminate. 

 



   

43. FOLLOW ORAL DIRECTIONS – Performs work accurately as directed orally. 
 
 

Level of Competency Required by Job: 
 

Level 1: Receive specific, complete oral directions daily or by 
individual task assignment throughout the day. 

 
Level 2: Receive general instructions orally that span across days or for 

entire assignments.  
 
Level 3: Receive general instructions/assignments orally regarding long-

term objectives/responsibilities.  
 
 
 
Examples of Behavioral Indicators: 
 

 Does work assigned orally properly and on time. 
 Asks pertinent questions for clarification of assignments. 
 Performs work correctly when instructions were given orally. 
 Explains assignments to others who received the same instructions. 
 Performs work in accordance with general outline provided orally. 
 Correctly infers details of assignments given only in general terms. 

 
 
 

Performance Levels: 
 
Satisfactory 
 
Properly performs work when concrete, 
specific instructions are given orally.  
Asks pertinent questions when parts of 
the instructions are unclear or omitted. 

 
 
Superior 
 
Properly performs work assigned orally. 
Answers questions or explains work to 
others.  Correctly infers details or 
portions of instructions that were 
omitted. 

 



   

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.

 


