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1
Tier 1: Personal Effectiveness Competencies
1.1
Interpersonal Skills: Displaying the skills to work effectively with others from diverse backgrounds.
1.1.1
Demonstrating sensitivity/empathy
1.1.1.1
Show sincere interest in others and their concerns.
1.1.1.2
Demonstrate sensitivity to the needs and feelings of others.
1.1.1.3
Look for ways to help people and deliver assistance.
1.1.2
Demonstrating insight into behavior
Recognize and accurately interpret the communications of others as expressed through various
1.1.2.1
formats (e.g., writing, speech, American Sign Language, computers, etc.).
1.1.2.2
Recognize when relationships with others are strained.
1.1.2.3
Show understanding of others’ behaviors and motives by demonstrating appropriate responses.
1.1.2.4
Demonstrate flexibility for change based on the ideas and actions of others.
1.1.3
Maintaining open relationships
1.1.3.1
Maintain open lines of communication with others.
1.1.3.2
Encourage others to share problems and successes.
1.1.3.3
Establish a high degree of trust and credibility with others.
1.1.4
Respecting diversity
1.1.4.1
Demonstrate respect for coworkers, colleagues, and customers.
Interact respectfully and cooperatively with others who are of a different race, culture, or age, or
1.1.4.2
have different abilities, gender, or sexual orientation.
Demonstrate sensitivity, flexibility, and open-mindedness when dealing with different values,
1.1.4.3
beliefs, perspectives, customs, or opinions.
1.1.4.4
Value an environment that supports and accommodates a diversity of people and ideas.
1.2
Integrity: Displaying strong moral principles and work ethic.
1.2.1
Behaving ethically
1.2.1.1
Abide by a strict code of ethics and behavior, even in the face of opposition.
1.2.1.2
Encourage others to behave ethically
1.2.1.3
Understand that behaving ethically goes beyond what the law requires.
1.2.1.4
Use company time and property responsibly.
Perform work-related duties according to laws, regulations, contract provisions, and company
1.2.1.5
policies.
1.2.2
Acting fairly
1.2.2.1
Treat others with honesty, fairness, and respect.
1.2.2.2
Make decisions that are objective and reflect the just treatment of others.
1.2.3
Taking responsibility
1.2.3.1
Take responsibility for accomplishing work goals within accepted timeframes.
Accept responsibility for one’s decisions and actions and for those of one’s group, team, or
1.2.3.2
department.
1.3
Professionalism: Maintaining a professional presence.
1.3.1
Demonstrating self-control
1.3.1.1
Maintain composure and keep emotions in check.
1.3.1.2
Deal calmly and effectively with stressful or difficult situations.
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1.3.1.3
1.3.2
1.3.2.1
1.3.2.2
1.3.2.3
1.3.3
1.3.3.1
1.3.3.2
1.3.4
1.3.4.1
1.3.4.2
1.3.4.3

Accept criticism tactfully and attempt to learn from it.
Professional appearance
Maintain a professional demeanor.
Dress appropriately for occupational and worksite requirements.
Maintain appropriate personal hygiene.
Social responsibility
Refrain from lifestyle choices which negatively impact the workplace and individual performance.
Remain free from substance abuse.
Maintaining a positive attitude
Project a professional image of oneself and the organization.
Demonstrate a positive attitude towards work.
Take pride in one’s work and the work of the organization.
Initiative: Demonstrating a commitment to effective job performance by taking action on one’s own and
1.4
following through to get the job done.
1.4.1
Persisting
1.4.1.1
Pursue work with drive and a strong accomplishment orientation.
Persist to accomplish a task despite difficult conditions, tight deadlines, or obstacles and setbacks.
1.4.1.2
1.4.2
1.4.2.1
1.4.2.2
1.4.2.3
1.4.3
1.4.3.1
1.4.3.2
1.4.3.3
1.4.4
1.4.4.1
1.4.4.2
1.4.4.3
1.4.4.4
1.4.5
1.4.5.1
1.4.5.2
1.5
1.5.1
1.5.1.1
1.5.1.2
1.5.1.3
1.5.2
1.5.2.1

Taking initiative
Go beyond the routine demands of the job to increase its variety and scope.
Provide suggestions and/or take actions that result in improved work processes, communications, or
task performance.
Take initiative to seek out new work challenges, influence events, or originate action.
Setting challenging goals
Establish and maintain personally challenging but realistic work goals.
Exert effort toward task mastery.
Bring issues to closure by pushing forward until a resolution is achieved.
Working independently
Develop own ways of working effectively and efficiently.
Perform effectively even with minimal direction, support, or approval.
Set own schedule to maximize productivity.
Take responsibility for completing one’s own work assignments.
Achievement motivation
Strive to exceed standards and expectations.
Exhibit confidence in capabilities and an expectation to succeed in future activities.
Dependability and Reliability: Displaying responsible behaviors at work.
Fulfilling obligations
Behave consistently and predictably.
Is reliable, responsible, and dependable in fulfilling obligations.
Diligently follow through on commitments and consistently complete assignments by deadlines.
Attendance and punctuality
Come to work on time and as scheduled.
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1.5.2.2
1.5.2.3
1.5.3
1.5.3.1
1.5.3.2
1.5.4
1.5.4.1
1.5.4.2
1.5.4.3
1.6
1.6.1
1.6.1.1
1.6.1.2
1.6.1.3
1.6.2
1.6.2.1
1.6.2.2
1.6.2.3
1.7
1.7.1
1.7.1.1
1.7.1.2
1.7.1.3
1.7.1.4
1.7.2
1.7.2.1
1.7.2.2
1.7.2.3
1.7.3
1.7.3.1
1.7.3.2
1.7.4
1.7.4.1
1.7.4.2
1.7.5
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Arrive on time for meetings or appointments.
Dial in to phone calls and web conferences on time.
Attending to details
Diligently check work to ensure that all essential details have been considered.
Notice errors or inconsistencies and take prompt, thorough action to correct them.
Following directions
Follow directions as communicated in a variety of ways such as writing, speech, American Sign
Language, computers, or other formats.
Comply with organizational rules, policies, and procedures.
Ask appropriate questions to clarify any instructional ambiguities.
Adaptability and Flexibility: Displaying the capability to adapt to new, different, or changing
requirements.
Entertaining new ideas
Is open to considering new ways of doing things.
Actively seek out and carefully consider the merits of new approaches to work.
Embrace new approaches when appropriate and discard approaches that are no longer working.
Dealing with change
Take proper and effective action when necessary without having all the necessary facts in hand.
Easily adapt plans, goals, actions, or priorities in response to unpredictable or unexpected events,
pressures, situations, and job demands.
Effortlessly shift gears and change direction when working on multiple projects or issues.
Lifelong Learning: Demonstrating a commitment to self-development and improvement of knowledge
Demonstrating an interest in learning
Take actions showing an interest in personal and professional lifelong learning and development.
Seek feedback from multiple sources about how to improve and develop.
Modify behavior based on feedback or self-analysis of past mistakes.
Learn and accept help from supervisors and co-workers.
Participating in learning activities
Identify when it is necessary to acquire new knowledge and skills.
Take steps to develop and maintain knowledge, skills, and expertise necessary to perform one’s role
successfully by participating in relevant training and professional development programs.
Actively pursue opportunities to broaden knowledge and skills through seminars, conferences,
professional groups, reading publications, job shadowing, and/or continuing education.
Using change as a learning opportunity
Anticipate changes in work demands and search for and participate in assignments or training that
address these changing demands.
Treat unexpected circumstances as opportunities to learn.
Identifying career interests
Take charge of personal career development by identifying occupational interests, strengths,
options, and opportunities.
Make insightful career planning decisions that integrate others’ feedback.
Integrating and applying learning

Code

1.7.5.1
1.7.5.2
2
2.1
2.1.1
2.1.1.1
2.1.1.2
2.1.1.3
2.1.2
2.1.2.1
2.1.2.2
2.1.2.3
2.1.2.4
2.1.3
2.1.3.1
2.1.3.2
2.1.3.3
2.1.3.4
2.1.3.5
2.1.4
2.1.4.1
2.1.4.2
2.1.4.3
2.2
2.2.1
2.2.1.1
2.2.1.2
2.2.1.3
2.2.1.4
2.2.1.5
2.2.1.6
2.2.2
2.2.2.1
2.2.2.2
2.2.2.3
2.2.2.4
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Integrate newly learned knowledge and skills with existing knowledge and skills.
Use newly learned knowledge and skills to complete tasks, particularly in new or unfamiliar
situations.

Tier 2: Academic Competencies

Reading: Understanding written sentences, paragraphs, and figures in work-related documents (with
accommodation if necessary).
Comprehension
Locate and understand written information in prose and in documents such as manuals, reports,
memos, letters, forms, graphs, charts, tables, calendars, schedules, signs, notices, applications,
contracts, regulations, and directions.
Understand the purpose of written materials.
Comprehend the author’s meaning and identify the main ideas expressed in the written material.
Attention to detail
Note details and facts.
Detect inconsistencies.
Identify implied meaning and details.
Recognize missing information.
Information analysis
Critically evaluate and analyze information in written materials.
Review written information for completeness and relevance.
Distinguish fact from opinion.
Identify trends.
Synthesize information from multiple written materials.
Information integration
Integrate what is learned from written materials with prior knowledge.
Use what is learned from written material to follow instructions and complete tasks.
Apply what is learned from written material to new situations.
Writing: Using standard (business) English to compile information and prepare written documents.
Organization and development
Create documents such as letters, directions, manuals, reports, graphs, spreadsheets, and flow
charts.
Communicate thoughts, ideas, information, messages, and other written information, which may
contain technical material, in a logical, organized, and coherent manner.
Present well-developed ideas supported by information and examples.
Proofread finished documents for errors.
Tailor content to appropriate audience and purpose.
Distribute written materials appropriately for intended audiences and purposes.
Mechanics
Use standard syntax and sentence structure.
Use correct spelling, punctuation, and capitalization.
Use correct English grammar (e.g., correct tense, subject-verb agreement, no missing words).
Write legibly when using handwriting to communicate.

Code

2.2.3
2.2.3.1
2.2.3.2
2.2.3.3
2.3
2.3.1
2.3.1.1
2.3.1.2
2.3.1.3
2.3.1.4
2.3.1.5
2.3.1.6
2.3.2
2.3.2.1
2.3.2.2
2.3.2.3
2.3.3
2.3.3.1
2.3.3.2
2.4
2.4.1
2.4.1.1
2.4.1.2
2.4.1.3
2.4.2
2.4.2.1
2.5
2.5.1
2.5.1.1
2.5.1.2
2.5.1.3
2.5.1.4
2.5.1.5
2.5.2
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Tone
Use language appropriate for the target audience.
Use a tone and word choice appropriate for the industry and organization (e.g., writing is
professional and courteous).
Show insight, perception, and depth in writing.
Mathematics: Uses principles of mathematics to express ideas and solve problems.
Computation
Add, subtract, multiply, and divide with whole numbers, fractions, decimals, and percents.
Calculate averages, ratios, proportions, and rates.
Convert decimals to fractions and fractions to decimals.
Convert fractions to percents and percents to fractions.
Convert decimals to percents and percents to decimals.
Understand relationships between numbers and identify and understand patterns.
Measurement and estimation
Take measurements of time, temperature, distances, length, width, height, perimeter, area, volume,
weight, velocity, and speed.
Use and report measurements correctly.
Correctly convert from one measurement to another (e.g., from English to metric or International
System of Units (SI), or Fahrenheit to Celsius).
Application
Use appropriate mathematical formulas and techniques to solve problems.
Translate practical problems into useful mathematical expressions.
Science and Technology: Using scientific rules and methods to express ideas and solve problems.
Comprehension
Understand basic scientific principles and uses appropriate technology.
Understand the scientific method (i.e., identify problems, collect information, form opinions and
draw conclusions).
Understand overall intent and proper procedures for set-up and operation of equipment.
Application
Apply basic scientific principles and technology to complete tasks.
Communication: Listening, speaking, and signaling so others can understand (with accommodation if
Communicating
Express relevant information appropriately to individuals or groups taking into account the audience
and the nature of the information (e.g., technical or controversial).
Convey information clearly, correctly, and succinctly.
Use common English conventions including proper grammar, tone, and pace.
Effectively establish interpersonal contact with one or more individuals using eye contact, body
language and non-verbal expression as appropriate to the person’s culture.
Ask questions or report problems or concerns to people in authority when information or
procedures are unclear or need improvement, or when feeling unsafe or threatened in the
workplace.
Receiving information

Code

2.5.2.1
2.5.2.2
2.5.2.3
2.5.2.4
2.5.2.5
2.5.2.6
2.5.3
2.5.3.1
2.5.3.2
2.5.3.3
2.5.4
2.5.4.1
2.5.4.2
2.5.4.3
2.6
2.6.1
2.6.1.1
2.6.1.2
2.6.1.3
2.6.1.4
2.6.1.5
2.6.2
2.6.2.1
2.6.2.2
2.7
2.7.1
2.7.1.1
2.7.1.2
2.7.2
2.7.2.1
2.7.2.2
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Attend to, understand, interpret, and respond to messages received in a variety of ways, including
hearing, American Sign Language, instant messaging, text-to-speech devices, and other methods.
Comprehend complex instructions.
Identify feelings and concerns communicated in various formats, such as writing, speech, American
Sign Language, computers, etc. and responds appropriately.
Consider others’ viewpoints and alter opinion when it is appropriate to do so.
Apply active interpersonal communication skills using reflection, restatement, questioning, and
clarification.
Effectively answer questions of others or communicate an inability to do so and suggest other
sources of answers.
Observing carefully
Notice nonverbal cues and respond appropriately.
Attend to visual sources of information (e.g., video).
Ascertain relevant visual information and use appropriately.
Persuasion/Influence
Influence others.
Persuasively present thoughts and ideas.
Gain commitment and ensure support for proposed ideas.
Critical and Analytical Thinking: Using logical thought processes to analyze information and draw
conclusions.
Reasoning
Possess sufficient inductive and deductive reasoning ability to perform job successfully.
Critically review, analyze, synthesize, compare, and interpret information.
Draw conclusions from relevant and/or missing information.
Understand the principles underlying the relationship among facts and apply this understanding
when solving problems.
Use logic and reasoning to identify strengths and weaknesses of alternative solutions or approaches
to a problem.
Mental agility
Identify connections between issues.
Quickly understand, orient to, and integrate new information.
Basic Computer Skills: Using information technology and related applications to convey and retrieve
information (with accommodation when necessary).
Computer basics
Understand the basic functions and terminology related to computer hardware, software,
information systems, and communication devices.
Use basic computer software, hardware, and communication devices to perform tasks.
Using software
Use word processing software to compose, organize, edit, and print documents and other business
communications.
Use spreadsheet software to enter, manipulate, edit, and format text and numerical data.

Code

2.7.2.3
2.7.2.4
2.7.2.5
2.7.3
2.7.3.1
2.7.3.2
2.7.3.3
2.7.3.4
2.7.3.5
2.7.4
2.7.4.1
2.7.4.2
2.7.4.3
2.7.4.4
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Use presentation software to create, manipulate, edit, and present digital representations of
information to an audience.
Use database software to manage data.
Create and maintain a well-organized electronic file storage system.
Using the Internet and email
Use the Internet to search for online information and interact with Web sites.
Use the Internet and web-based tools to manage basic workplace tasks (e.g., calendar management,
contacts management, and timekeeping).
Use electronic mail to communicate in the workplace.
Understand the different types of social media and their appropriate workplace and non-workplace
uses, and the impact that various social media activities can have on one’s personal and professional
Employ collaborative/groupware applications to facilitate group work.
Ensuring computer security
Understand and comply with the organization’s privacy policy and information security guidelines.
Defend against potential abuses of private information.
Recognize and respond appropriately to suspicious vulnerabilities and threats.
Use the most recent security software, web browser, and operating system to protect against online
threats.
Utilize strong passwords, passphrases, and basic encryption.
Recognize secure Web addresses.

2.7.4.5
2.7.4.6
3
Tier 3: Workplace Competencies
3.1
Teamwork: Working cooperatively with others to complete work assignments.
3.1.1
Identifying team membership and role
3.1.1.1
Serve as a leader or a follower, depending on what is needed to achieve the team’s goals and
3.1.1.2
Identify and draw upon team members’ strengths and weaknesses to achieve results.
3.1.1.3
Instruct others in learning new skills and learn from other team members.
3.1.1.4
Assist others who have less experience or have heavy workloads.
3.1.1.5
Encourage others to express their ideas and opinions.
3.1.2
Establishing productive relationships
3.1.2.1
Develop constructive and cooperative working relationships with others.
3.1.2.2
Exhibit tact and diplomacy and strive to build consensus.
Deliver constructive criticism and voice objections to others’ ideas and opinions in a supportive, non3.1.2.3
accusatory manner.
3.1.2.4
Respond appropriately to positive and negative feedback.
Effectively communicate with all members of the group or team to achieve team goals and
3.1.2.5
objectives.
3.1.3
Meeting team objectives
3.1.3.1
Work as part of a team, contributing to the group’s effort to achieve goals.
3.1.3.2
Identify and commit to the goals, norms, values, and customs of the team.
3.1.3.3
Choose behaviors and actions that best support the team and accomplishment of work tasks.
3.1.3.4
Use a group approach to identify problems and develop solutions based on group consensus.
3.1.4
Resolving conflicts

Code

3.1.4.1
3.1.4.2
3.1.4.3
3.2
3.2.1
3.2.1.1
3.2.1.2
3.2.1.3
3.2.2
3.2.2.1
3.2.2.2
3.2.2.3
3.2.2.4
3.2.2.5
3.2.2.6
3.2.3
3.2.3.1
3.2.3.2
3.2.3.3
3.2.4
3.2.4.1
3.2.4.2
3.2.4.3
3.2.4.4
3.3
3.3.1
3.3.1.1
3.3.1.2
3.3.1.3
3.3.1.4
3.3.1.5
3.3.2
3.3.2.1
3.3.2.2
3.3.3
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Bring others together to reconcile differences.
Handle conflicts maturely by exercising “give and take” to achieve positive results for all parties.
Reach formal or informal agreements that promote mutual goals and interests, and obtain
commitment to those agreements from individuals or groups.
Customer Focus: Efficiently and effectively addressing the needs of clients/customers.
Understanding customer needs
Identify internal and external customers.
Attend to what customers are saying and ask questions to identify customer needs, interests, and
goals.
Anticipate the future needs of the customer.
Providing personalized service
Provide prompt, efficient, and personalized assistance to meet the requirements, requests, and
concerns of customers.
Provide thorough, accurate information to answer customers’ questions and inform them of
commitment times or performance guarantees.
Address customer comments, questions, concerns, and objections with direct, accurate, and timely
responses.
Identify and propose appropriate solutions and/or services.
Establish boundaries as appropriate for unreasonable customer demands.
Communicate in the medium desired by the customer.
Acting professionally
Is pleasant, courteous, and professional when dealing with internal or external customers.
Develop constructive and cooperative working relationships with customers.
Is calm and empathetic when dealing with hostile customers.
Keeping customers informed
Follow up with customers following provision of service.
Keep customers up to date about decisions that affect them.
Seek the comments, criticisms, and involvement of customers.
Adjust services based on customer feedback.
Planning and Organizing: Planning and prioritizing work to manage time effectively and accomplish
assigned tasks.
Planning
Approach work in a methodical manner.
Plan and schedule tasks so that work is completed on time.
Keep track of details to ensure work is performed accurately and completely.
Anticipate obstacles to project completion and develop contingency plans to address them.
Find new ways of organizing work area or planning work to accomplish work more efficiently.
Prioritizing
Prioritize multiple competing tasks.
Perform tasks correctly, quickly, and efficiently according to their relative urgency and importance.
Managing projects

Code

3.3.3.1
3.3.3.2
3.3.3.3
3.3.3.4
3.3.3.5
3.3.3.6
3.3.3.7
3.4
3.4.1
3.4.1.1
3.4.1.2
3.4.2
3.4.2.1
3.4.2.2
3.4.2.3
3.4.2.4
3.4.3
3.4.3.1
3.4.3.2
3.4.3.3
3.5
3.5.1
3.5.1.1
3.5.1.2
3.5.1.3
3.5.1.4
3.5.1.5
3.5.2
3.5.2.1
3.5.2.2
3.5.2.3
3.5.2.4
3.5.3
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Estimate personnel and other resources needed for project completion (e.g., financial material or
equipment).
Manage activities to meet plans, allocating time and resources effectively.
Keep track of and document plans, assignments, changes, and deliverables.
Plan for dependencies of one task on another.
Coordinate efforts with all affected parties, keeping them informed of progress and all relevant
changes to project timelines.
Take necessary corrective action when projects go off track.
Assure job accommodations are made for personnel who need or request them.
Creative Thinking: Generating innovative and creative solutions.
Employing unique analyses
Use original analyses and generate new, innovative ideas in complex areas.
Develop innovative methods of obtaining or using resources when insufficient resources are
available.
Generating innovative solutions
Integrate seemingly unrelated information to develop creative processes or solutions.
Reframe problems in a different light to find fresh approaches.
Entertain wide-ranging possibilities and perspectives to develop new solutions.
Find new ways to add value to the efforts of a team and organization.
Seeing the big picture
Understand the pieces of a system as a whole and appreciate the consequences of actions on other
parts of the system.
Monitor patterns and trends to see a bigger picture.
Modify or design systems to improve performance.
Problem Solving and Decision-Making: Generating, evaluating, and implementing solutions to problems.
Identifying the problem
Anticipate or recognize the existence of a problem or objection.
Identify the true nature of the problem and define critical issues.
Evaluate the importance and criticality of the problem.
Use all available reference systems to locate and obtain information relevant to understanding the
problem.
Recall previously learned information that is relevant to the problem.
Locating, gathering, and organizing relevant information
Effectively use both internal resources (e.g., internal computer networks, company filing systems)
and external resources (e.g., internet search engines) to locate and gather information relevant to
solving the problem.
Examine information obtained for relevance and completeness.
Recognize important gaps in existing information and take steps to eliminate those gaps.
Organize/reorganize information as appropriate to gain a better understanding of the problem.
Generating alternatives

Code

3.5.3.1
3.5.3.2
3.5.4
3.5.4.1
3.5.4.2
3.5.5
3.5.5.1
3.5.5.2
3.5.5.3
3.5.5.4
3.6
3.6.1
3.6.1.1
3.6.1.2
3.6.2
3.6.2.1
3.6.3
3.6.3.1
3.6.3.2
3.6.3.3
3.6.3.4
3.6.4
3.6.4.1
3.6.4.2
3.6.4.3
3.6.4.4
3.7
3.7.1
3.7.1.1
3.7.1.2
3.7.1.3
3.7.1.4
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Integrate previously learned and externally obtained information to generate a variety of highquality alternative approaches to the problem.
Skillfully use logic and analysis to identify the strengths and weaknesses, the costs and benefits, and
the short- and long-term consequences of different solutions or approaches.
Choosing a solution
Decisively choose the best solution after evaluating the relative merits of each possible option.
Make difficult decisions even in highly ambiguous or ill-defined situations.
Implementing the solution
Commit to a solution in a timely manner.
Develop a realistic approach for implementing the chosen solution.
Document the problem and corrective actions taken and their outcomes and communicate these to
the appropriate parties.
Observe and evaluate the outcomes of implementing the solution to assess the need for alternative
approaches and to identify lessons learned.
Working with Tools and Technology: Selecting, using, and maintaining tools and technology to facilitate
work activity (with accommodation, when necessary).
Using tools
Operate tools, technology, and equipment in accordance with established operating procedures and
safety standards.
Demonstrate appropriate use of tools and technology to complete work functions.
Selecting tools
Select and apply appropriate tools or technological solutions to the problem at hand.
Keeping current on tools and technology
Demonstrate an interest in learning about new and emerging tools and technologies.
Demonstrate information literacy.
Adapt quickly to changes in process or technology.
Seek out opportunities to improve knowledge of tools and technologies that may assist in
streamlining work and improving productivity.
Troubleshooting and maintenance
Learn how to maintain and troubleshoot tools and technologies.
Perform routine maintenance on tools, technology, and equipment.
Determine causes of errors and take the appropriate corrective action.
Develop alternatives to complete a task if desired tool or technology is not available.
Scheduling and Coordinating: Making arrangements that fulfill all requirements as efficiently and
economically as possible.
Arranging and informing
Make arrangements (e.g. for meetings or travel) that fulfill all requirements as efficiently and
economically as possible.
Inform others of arrangements, giving them complete, accurate, and timely information.
Ensure that others receive needed materials in time.
Handle all aspects of arrangements thoroughly and completely.

Code

3.7.1.5
3.7.2
3.7.2.1
3.7.2.2
3.7.2.3
3.7.3
3.7.3.1
3.7.3.2
3.7.3.3
3.8
3.8.1
3.8.1.1
3.8.1.2
3.8.1.3
3.8.2
3.8.2.1
3.8.2.2
3.8.2.3
3.8.2.4
3.8.3
3.8.3.1
3.8.3.2
3.8.3.3
3.8.3.4
3.8.4
3.8.4.1
3.8.4.2
3.8.4.3
3.8.4.4
3.9
3.9.1
3.9.1.1
3.9.1.2
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Respond to the schedules of others affected by arrangements, resolve schedule conflicts or travel
issues, and take corrective action.
Coordinating in distributed environments
Coordinate schedules of colleagues, co-workers, and clients in regional locations. (i.e., across time
zones) to ensure that inconvenience is minimized and productivity is enhanced.
Leverage technology (e.g., internet, teleconference) to facilitate information sharing in distributed
work environments.
Take advantage of team member availability throughout business hours in multiple time zones to
enhance productivity.
Shiftwork
Effectively coordinate the transition of staff at the beginning and end of each work shift.
Disseminate crucial information in an organized manner to rapidly bring staff up to speed at the
start of their shifts.
Ensure that staff is updated on work completed on past shifts and work that still needs to be
completed.
Checking, Examining, and Recording: Entering, transcribing, recording, storing, or maintaining
information in written or electronic/digital format.
Detecting errors
Detect and correct errors or inconsistencies, even under time pressure.
Identify vague or ambiguous documentation.
Route errors to appropriate person to correct documentation.
Completing forms
Select and complete appropriate forms quickly and completely.
Forward or process forms in a timely and accurate manner.
Attend to and follow through on important items requiring action.
Expedite forms, orders, or advances that require immediate attention.
Obtaining information
Obtain appropriate information, signatures, and approvals promptly.
Verify that all information is present and accurate before forwarding materials.
Compile, categorize, and verify information or data.
Apply systematic techniques for observing and gathering data.
Maintaining logs, records, and files
Organize records and files to maintain data.
Keep logs, records, and files that are up-to-date and readily accessible (e.g., driver logs, flight
records, repair records).
Update logs, records, and files, noting important changes.
File data and documentation in accordance with organization’s requirements.
Business Fundamentals: Using information on basic business principles, trends, and economics.
Situational awareness
Understand the mission, structure, and functions of the organization.
Recognize one’s role in the functioning of the organization and understand the potential impact
one’s own performance can have on the success of the organization.

Code

3.9.1.3
3.9.2
3.9.2.1
3.9.2.2
3.9.3
3.9.3.1
3.9.3.2
3.9.3.3
3.9.3.4
4
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Grasp the potential impact of the company’s well-being on employees.
Business ethics
Act in the best interest of the company, the community, and the environment.
Comply with applicable laws and rules governing work and report loss, waste, or theft of company
property to appropriate personnel.
Market knowledge
Understand market trends in the industry and the company’s position in the market.
Know who the company’s primary competitors are and stay current on organizational strategies to
maintain competitiveness.
Uphold the organization through building and maintaining customer relations.
Recognize major challenges faced by the organization and industry, and identify key strategies to
address challenges.

Tier 4: Ready to Work Cluster-Specific Competencies

Products and Concepts: Knowledge of products and concepts relating to financial services industry,
4.1
including financial instruments, financial management, insurance principles, and cash and capital
principles.
4.1.1
Financial Instruments
4.1.2
Understands the available financial instruments and risk associated with each one
4.1.3
Financial Management
4.1.4
Aware of the available analytical functions associated within the financial services
4.1.5
Understands financial/credit analysis, debt/risk management, valuation strategies, underwriting
4.1.6
Insurance Principles
4.1.7
Understands the principles of insurance and insurance contracts
4.1.8
Knowledge of types of insurance (life, health, property, liability) and risk covered by the insurance
4.1.9
Cash and Capital Principles
4.1.10
Understands the nature of cash, the United States monetary system, and the time value of money
4.1.11
Recognizes the risk, return, and opportunity costs associated with capital
Business Operations: Performs activities associated with transaction management and understands the
4.2
business operations performed by organizations within the financial services industry.
4.2.1
Transaction Management
4.2.2
Demonstrates the ability to process financial transactions without error
4.2.3
Resolves cash discrepancies, and maintains accurate records of transactions
4.2.4
Understands the principles of confidentiality as they relate to transaction management
4.2.5
Financial Organizations
4.2.6
Understands roles of banks, insurance companies, and stock brokerages within the financial industry
Financial Reporting: Knowledge of the documents associated with measuring a business’ financial
4.3
information.
4.3.1
Review client financial information to develop a client’s account statement
4.3.2
Analyze and interpret financial data to produce accurate reports
4.3.3
Compile business transaction data to report financial information
Technology Applications: Knowledge of basic technology as it specifically relates to the financial services
4.4
industry.

Code

4.4.1
4.4.2
4.4.3
4.5
4.5.1
4.5.2
4.5.3
4.6
4.6.1
4.6.2
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Use spreadsheets and accounting software to maintain and update records
Use databases and other computer management tools to manage office records
Recognizes appropriate techniques for storing and retrieving data
Regulations and Codes: Knowledge of relevant regulations and codes that impact the financial services
industry.
Understands and complies with all relevant laws imposed by regulatory agencies
Follows the financial services industry codes of practice
Monitors new legislation impacting the financial services industry
Fraud Prevention: Knowledge of the appropriate procedures for identifying, reporting, and preventing
fraud.
Demonstrates an awareness of the necessary steps for preventing fraud
Knows procedures for fraud investigations and internal audits relating to detecting and reporting fraud

4.6.3
Understands the legal and ethical responsibilities as they relate to fraud
5
Tier 5: Career Pathway Technical Competencies
5.1
Professional Business Practices
5.1.1
Demonstrate professional business skills
5.1.2
Apply appropriate business regulations
5.1.3
Use common business equipment and software
5.1.4
Follow Generally Accepted Accounting Principles (GAAP)
5.1.5
Apply policies and procedures to work situations
5.1.6
Apply logical thinking skills to resolve work-related problems
5.1.7
Demonstrate professional ethical behavior and skepticism
5.1.8
Ability to use technology to query, extract and analyze data
5.1.9
Demonstrate understanding of business operations
5.1.10
Maintain an understanding of how technology impacts business
5.2
IRS Tax Accounting
5.2.1
Use computerized system and appropriate software to perform functions
5.2.2
Comply with internal control and computer security procedures.
5.2.3
Research and apply appropriate tax laws
Access relevant information in the Internal Revenue Code, Internal Revenue Manual, publications, desk
5.2.4
procedure manuals, etc.
5.2.5
Knowledge of relevant tax forms per taxpayer category
5.2.6
Ability to explain tax law information
5.2.7
Evaluate, explain tax form information for individual and business entities
5.2.8
Maintain accurate taxpayer documents
5.2.9
Obtain signature of agreement on tax report after an audit
5.2.10
Advise taxpayer or power of attorney to agree with changes in tax account after an audit
5.2.11
Follow established timelines for case management
5.2.12
Ability to communicate with taxpayer accordingly
5.2.13
Organize, prioritize cases to facilitate monitoring of casework
5.2.14
Demonstrate understanding of business operations

Code
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5.2.15
Maintain an understanding of how technology impacts business
5.3
Evaluate Tax Forms
Classify relevant tax forms to taxpayer category: individual tax form1040, business tax forms 941, 940,
5.3.1
943. corporate tax form 1120, partnership tax form 1065
Recognize and locate tax form line items on appropriate tax form: taxable income, total tax due,
5.3.2
withholding, earned income credit, standard deductions, exemptions, etc
5.3.3
Explain when various tax forms should be filed and deposits and payments should be made
5.4
Organize & Prioritize Case Inventories
5.4.1
Follow established timelines for case management
5.4.2
Follow up on taxpayer correspondence on the phone or in writing
5.4.3
Expedite priority case work (e.g. “congressional” - have contacted congressperson)
5.4.4
Organize correspondence and documents to facilitate monitoring of casework.
5.5
Client Relationships
5.5.1
Determine client/customer/vendor needs, respond to requests
5.5.2
Access, verify client/customer/vendor information
5.5.3
Refer client to appropriate person if necessary
5.5.4
Ability to communicate with client in a courteous and professional manner
5.5.5
Document contact with customer/vendor and how problem was addressed
5.5.6
Prepare Customer/Client/Vendor Service Reports In Response to Customer Requests
5.5.7
Use designated reporting format
5.5.8
Maintain client database
5.5.9
Comply with internal control and computer security procedures
5.5.10
Apply Conflict Resolution/Negotiation Skills
5.5.11
Demonstrate active listening skills
5.5.12
Follow - up in a timely manner
Escalate issue to higher management level for resolution if out of scope and provide contact
5.5.13
information
5.6
Payroll
5.6.1
Pay employees according to guidelines for each defined status
Recognize the difference between common-law employee, statutory employee, statutory non5.6.2
employees, and independent contractors and how they are compensated.
5.6.3
Apply Federal and state wage-hour law for exempt and non-exempt employees.
5.6.4
Recognize federal minimum wage
5.6.5
Define the term “earned wages”
5.6.6
Describe the workweek defined under federal law in determining employees pay.
Recognize/calculate various withholdings and apply to wages (e.g. child support, guaranteed student
5.6.7
loan, levies, bankruptcies, misconduct, etc.)
5.6.8
Retain employment tax documents as required by law
5.6.9
Recognize/obtain data that employers are required to obtain and retain on employees
5.6.10
Request W-4 forms, Social Security card, I9 Forms when required
5.6.11
Recognize conditions qualifying employee for exemption from all federal income tax withholding
5.6.12
Initiate changes to a W-4 when required conditions exist

Code

5.6.13
5.6.14
5.6.15
5.6.16
5.6.17
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5.7.7
5.7.8
5.7.9
5.7.10
5.7.11

Reject employee’s W-4 when conditions exist that require this action
Withhold additional taxes or a flat amount of tax when requested in writing
Recognize and apply state withholding allowance certificates
Withhold and deposit federal taxes such as FICA, Federal income tax, and special withholding
Comply with established due dates for withholding and deposits
File federal employment reports, using correct forms, on or before due dates (ie, SUTA, Form 940, 941,
W-2, W-3, etc.)
Select the correct annual tax rate
Handle, date and administer checks within guidelines.
Adhere to state unemployment reporting, annual state wage and tax returns, state due dates for copies
of various forms, such as W-2, W-3, etc.
Use appropriate means for reporting the federal W-2
Create payroll register
Record the journal entries such as employee wages, deductions, tax expenses for employer and other
payments
Prepare periodic reports of earnings, taxes, and deductions
Keep records of leave pay and nontaxable wages
Record changes affecting net wages such as exemptions, insurance coverage, and loan payments for
each employee
Update master payroll records
Accrue payroll expenses
Verify a complete payroll with required associated reports
Compile and verify payroll data
Use designated report format
Prepare/present end-of-period payroll report
Use computerized system/software to perform payroll functions
Comply with internal control and computer security procedures
Accounts Payable
Prepare Journal entries and post to the ledger
Classify, report, record business transactions accordingly
Acquire 1099 information from vendor by submitting W9 form
Prepare 1099 report annually
Process invoices according to company policies
Compare invoices to supporting documents (e.g. purchase order, packing slip, previous payment history
etc.)
Generate vendor checks
Perform vendor statement analysis
Prepare/present accounts payable reports
Compile, verify transaction data
Use designated report format

5.7.12

Calculate payment statistics including percentage of discounts taken, interest, average payment times

5.6.18
5.6.19
5.6.20
5.6.21
5.6.22
5.6.23
5.6.24
5.6.25
5.6.26
5.6.27
5.6.28
5.6.29
5.6.30
5.6.31
5.6.32
5.6.33
5.6.34
5.6.35
5.7
5.7.1
5.7.2
5.7.3
5.7.4
5.7.5
5.7.6
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5.7.13
Prepare and present end-of-period and other accounts payable reports
5.7.14
Use computerized system/software to perform accounts payable functions
5.7.15
Comply with internal control and computer security procedures
5.8
Accounts Receivable
5.8.1
Classify, report, record business transactions accordingly
5.8.2
Prepare journal entries and post to the ledger
5.8.3
Use designated valuation methods for receivable
5.8.4
Generate invoices, credit memos, finance charges, etc.
5.8.5
Perform error identification and correction
5.8.6
Compile, verify transaction data
5.8.7
Use designated reporting format
5.8.8
Prepare and present end-of-period and other accounts receivable reports
5.8.9
Calculate receivable statistics including discounts, days sales outstanding, etc.
5.8.10
Use computerized system/software to perform accounts receivable functions
5.8.11
Comply with internal control and computer security procedures
5.8.12
Determine/assign credit limit for customer per company policy
5.8.13
Access customer financial statement and/or credit rating
5.8.14
Check customer credit references
5.8.15
Apply collection procedures according to company policy
5.8.16
Explain the relationship between company policies and collection laws to customers
5.8.17
Prepare reports on outstanding account receivable balances
5.8.18
Negotiate repayment plan
5.8.19
Gather and index legal documents and information in accordance with company policy
5.8.20
Initiate actions such as outsourcing with collection agency, filing legal action, etc.
6
Tier 6: Occupation Specific Technical Competencies
6.1
Inventory
6.1.1
Receive inventory items, match packing slip, inspect products for damage
6.1.2
Complete inventory receiving reports
6.1.3
Complete damaged inventory documentation and return damaged goods
6.1.4
Deliver accepted goods
6.1.5
Calculate shipping and other included costs
6.1.6
Differentiate between free on board (F.O.B.) shipping point vs. F.O.B. destination
6.1.7
Record merchandise purchase, inventory and other charges eg. shipping, sales tax, etc.
6.1.8
Prepare journal entries using Generally Accepted Accounting Principles (GAAP)
6.1.9
Create journal entries for year-end adjustments, for inventory purchases and cost of goods sold
6.1.10
Compute ending inventory and cost of goods sold (COGS)
Consider income tax consequences when using various methods of inventory computation and cost of
6.1.11
goods sold
6.1.12
Determine value of inventory (e.g. lower of cost or market (CM) rule).
6.1.13
Compile, verify inventory data
6.1.14
Use designated report format.
6.1.15
Prepare/present end-of-period and other inventory reports.

Code

6.1.16
6.1.17
6.1.18
6.1.19
6.1.20
6.1.21
6.1.22
6.1.23
6.1.24
6.1.25
6.1.26
6.1.27
6.1.28
6.1.29
6.1.30
6.1.31
6.1.32
6.1.33
6.1.34
6.1.35
6.1.36
6.2
6.2.1
6.2.2
6.2.3
6.2.4
6.2.5
6.2.6
6.2.7
6.2.8
6.2.9
6.2.10
6.2.11
6.2.12
6.2.13
6.2.14
6.2.15
6.2.16
6.2.17
6.3
6.3.1
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Calculate and present statistical reports and forecasts.
Use computerized inventory system
Comply with internal control and computer security procedures.
Recognize, correct accounting errors & bank reconciliation
Recognize the terms debit and credit with regard to bank statements and the ledger cash account
Explain the difference between company bank and cash accounts
Reconcile the end-of-period bank balance
Reconcile bank and book balances to the correct amount
Record/adjust bank entries in cash accounts (e.g. finance charges, etc.)
Recognize contra account balances as debit or credit balances
Determine each account’s appropriate balance with regard to debit or credit
Find and correct error when total debits do not equal total credits
Apply basic elements of the post-closing trial balance
Correct current-period accrual errors
Define a current-period v. prior-period error
Recognize/correct current-period errors in accrued expenses/revenues, such as omissions or entries of
too much or too little
Recognize/Correct current-period deferral errors
Compile, verify data
Use designated report format
Use computerized system
Comply with internal control and computer security procedures.
Fixed Assets
Apply generally accepted accounting principles (GAAP) for computing depreciation
Determine the cost of an individual asset v. assets in a group purchase
Determine the asset’s estimated life and residual value
Select a depreciation method
Compute book value
Complete depreciation schedule and record depreciation expense
Prepare/present depreciation reports
Compile, verify data
Use designated report format
Prepare end-of-period and special reports
Use computerized system/software to perform functions
Comply with internal control and computer security procedures
Monitor/track fixed assets
Receive, tag and record fixed assets
Match packing slips to order, prepare receiving reports
Inspect, prepare damage report and return damage goods
Complete a physical inventory
Cost Accounting
Apply cost accounting concepts

Code
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6.3.2
Use job order/process costing
6.3.3
Apply alternative costing methods including activity-based and just-in-time costing.
6.3.4
Prepare/Present cost analysis reports for management decision making
6.3.5
Use designated reporting format
6.3.6
Collect, verify data using cost accounting system/processes
6.3.7
Calculate costs for different activities/products and prepare reports
6.3.8
Perform analysis of data such as cost comparison, trend determination, variance analysis, etc.
6.3.9
Use computerized cost accounting system/software to perform functions
6.3.10
Comply with internal control and computer security procedures.
6.4
General Ledger
6.4.1
Compile gross sales, prepare a Sales Tax report
6.4.2
Calculate non-taxable and taxable sales
6.4.3
Apply sales tax percentage to taxable sales
6.4.4
Submit sales tax form and payment to state taxing authority
6.4.5
Obtain exemption forms from tax exempt customers
6.4.6
Prepare and post journal entry to sales tax payable
6.4.7
Use computerized system/software to perform functions
6.4.8
Comply with internal control and computer security procedures
6.4.9
Prepare financial statements
6.4.10
Analyze transactions affecting asset accounts
6.4.11
Prepare footnotes such as bad debt entries on financial statements
6.4.12
Identify type of business organization and impact on accounting procedures
6.4.13
Describe similarities and differences between manufacturing, merchandizing, and service businesses
6.4.14
Describe business organization in reports to outside organizations
6.4.15
Prepare Audit Work Papers
6.4.16
Obtain documentation to support account balances
6.4.17
Complete forms if required
6.4.18
Compile information and documentation as required for purpose of audit
6.5
Government & Nonprofit
6.5.1
Describe the different fund types for governmental accounting
6.5.2
Determine which transactions belong in each fund type
6.5.3
Account for intra-fund and inter-fund transfers
6.5.4
Determine what closing balance should be for each type of fund
6.5.5
Explain how funds are encumbered in governmental accounting
6.5.6
Account for encumbered funds.
6.5.7
Recognize transactions that reverse encumbered funds.
6.5.8
Calculate encumbered funds on balance sheet.
6.5.9
Follow governmental spending regulations
6.5.10
Interpret and apply appropriation act.
6.5.11
Interpret and apply governmental code related to spending.
Interpret and apply various state agency regulations related to spending (e.g. state auditors office, state
6.5.12
comptroller, general service commission, etc.)

Code
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6.5.13
Recognize unique features of non-profit accounting
6.5.14
Describe the differences between non profit accounting and governmental and for-profit accounting
6.5.15
Describe how IRS code defines non-profit
6.5.16
Recognize importance of internal control in a non-profit environment.
6.6
Budgeting
6.6.1
Develop a budget
6.6.2
Forecast revenue resources
6.6.3
Forecast/determine needed resources by expense/expenditure category
Prioritize expense/expenditure needs within guidelines of company/agency (eg. establish spending
6.6.4
limits)
6.6.5
Allocate resources according to priorities
6.6.6
Track actual expenditures against budget
6.6.7
Compare actual expenses to budget allocation
6.6.8
Calculate variances
6.6.9
Apply variance guidelines to recognize exceptions
6.6.10
Research and explain exceptions
6.6.11
Report and present budget reports
6.6.12
Compile and verify budget data
6.6.13
Use designated reporting format
6.6.14
Prepare and present end-of-period and other budget reports
6.6.15
Use computerized budget/cash management system
6.6.16
Comply with internal control and computer security procedures
6.6.17
Prepare cash forecasting report
6.6.18
Compile information from forecasted payables and receivables.
6.6.19
Analyze cash balances, needs, status and communicate with appropriate departments
Determine appropriate steps in addressing the cash needs such as transferring funds between bank
6.6.20
accounts, accessing credit lines, etc
7
Tier 7: Occupation Specific Requirements
7.1
Bachelor's degree
7.2
Registered Certified Public Accountant
7.3
Registered Public Accountant
8
Tier 8: Management Competencies
8.1
Organizational engagement
8.1.1
Promoting the organization’s vision, values and methods in own work
Using knowledge of national finance changes to investigate, report and present options to the director
8.1.2
and/or trustees
Providing regular information to colleagues following consultation with reviews and changes as
8.1.3
requested
8.1.4
Helping to drive organizational development
8.2
Conscious Administration
8.2.1
Ability to produce cost models and undertake activity costing of institute activities.
8.2.2
Bringing an innovative solution to an existing or future problem

Code

8.2.3
8.2.4
8.2.5
8.3
8.3.1
8.3.2
8.3.3
8.3.4
8.3.5
8.3.6
8.3.7
8.3.8
8.3.9
8.4
8.4.1
8.4.2
8.4.3
8.4.4
8.4.5
8.5
8.5.1
8.5.2
8.5.3
8.5.4
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Awareness of fundamentals of accounting & tax in terms of future decisions for Institute and
understanding why figures are out of line with plans.
Work for solutions to achieve more in less time e.g. electronic solutions, delegation etc.
Ensuring urgent areas are covered in hours allotted and give time options for covering non-urgent
work.
Collaboration
Builds constructive networks inside and outside the organization to facilitate the accomplishment of
results.
Builds strong relationships and trust with team members that make it possible to receive everyone’s
input and ideas, and maximize individual and team output and potential.
Works cooperatively with multiple stakeholders, demonstrating willingness to consider alternative
approaches or ideas.
Deals effectively with confrontational situations, demonstrating diplomacy, tact, empathy and
consideration for differing points of view.
Carries out independent primary, secondary and tertiary research to collect sufficient data and
information pertinent to the area of inquiry.
Performs an objective and thorough analysis of information and data from multiple sources.
Distinguishes between facts, inferences and assumptions to establish the quality of the information
collected and the reliability of its source.
Employs professional skepticism to assess the objectivity and reliability of assumptions and evidence
asserted by a responsible party or client.
Makes decisions in a timely manner, committing to a course of action that considers pertinent data,
information, options and implications.
Business Acumen
Analyzes relevant business trends, financial measures, economic factors and new regulations, assessing
and articulating their impact on the organization.
Recognizes business threats and/or opportunities affecting their area of the business, recommending
actions to address them.
Identifies clients' stated and underlying needs, and the work activities and methodologies that will best
address these needs.
Translates the organization’s vision and goals into relevant plans and actions, realigning work efforts
with changes in organizational direction.
Drives the implementation of changes, tracking their impact to ensure organizational performance is
improved or sustained.
Networking
Seek opportunities to make contacts and build relationships, including through organizational events,
social events, external organizations, and professional activities.
Establish strong and lasting partnerships with business contacts.
Proactively seek ways of increasing business opportunities with contacts.
Skillfully influence and negotiate with partners to create opportunities that increase the competitive
position of both parties.

Code

8.5.5
8.6
8.6.1
8.6.2
8.6.3
8.6.4
8.6.5
8.6.6
8.6.7
8.6.8
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Leverage contacts to obtain information relevant to the health and continued growth of the
organization, including enhanced perspectives and feedback on organizational performance.
Monitoring and Controlling Resources
Continually seek to identify and secure resources (e.g. staffing, training, and monetary resources), both
internal and external, that can be useful to the unit and assist in work accomplishment.
Develop strategic plans for making a wide array of resources available.
Ensure that knowledge of those resources is spread throughout organization.
Develop strategic plans to anticipate future resource needs, and accurately identifies, tracks, and
prioritizes existing resource needs.
Monitor resource availability and make contingency plans to ensure the availability of adequate
resources in the event of unforeseen circumstances.
Consistently seek to perform work unit tasks in a cost-efficient manner.
Identify ways to produce the same level and quality of work while utilizing fewer resources.
Create an organizational climate in which cost effectiveness is valued and rewarded.

FINANCE

Loan Interviewers and Clerks
ACCCP

Banking Services

Code
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1
Tier 1: Personal Effectiveness Competencies
1.1
Interpersonal Skills: Displaying the skills to work effectively with others from diverse backgrounds.
1.1.1
Demonstrating sensitivity/empathy
1.1.1.1
Show sincere interest in others and their concerns.
1.1.1.2
Demonstrate sensitivity to the needs and feelings of others.
1.1.1.3
Look for ways to help people and deliver assistance.
1.1.2
Demonstrating insight into behavior
Recognize and accurately interpret the communications of others as expressed through various
1.1.2.1
formats (e.g., writing, speech, American Sign Language, computers, etc.).
1.1.2.2
Recognize when relationships with others are strained.
Show understanding of others’ behaviors and motives by demonstrating appropriate responses.
1.1.2.3
1.1.2.4
1.1.3
1.1.3.1
1.1.3.2
1.1.3.3
1.1.4
1.1.4.1
1.1.4.2
1.1.4.3
1.1.4.4
1.2
1.2.1
1.2.1.1
1.2.1.2
1.2.1.3
1.2.1.4
1.2.1.5
1.2.2
1.2.2.1
1.2.2.2
1.2.3
1.2.3.1
1.2.3.2
1.3
1.3.1
1.3.1.1

Demonstrate flexibility for change based on the ideas and actions of others.
Maintaining open relationships
Maintain open lines of communication with others.
Encourage others to share problems and successes.
Establish a high degree of trust and credibility with others.
Respecting diversity
Demonstrate respect for coworkers, colleagues, and customers.
Interact respectfully and cooperatively with others who are of a different race, culture, or age, or
have different abilities, gender, or sexual orientation.
Demonstrate sensitivity, flexibility, and open-mindedness when dealing with different values,
beliefs, perspectives, customs, or opinions.
Value an environment that supports and accommodates a diversity of people and ideas.
Integrity: Displaying strong moral principles and work ethic.
Behaving ethically
Abide by a strict code of ethics and behavior, even in the face of opposition.
Encourage others to behave ethically
Understand that behaving ethically goes beyond what the law requires.
Use company time and property responsibly.
Perform work-related duties according to laws, regulations, contract provisions, and company
policies.
Acting fairly
Treat others with honesty, fairness, and respect.
Make decisions that are objective and reflect the just treatment of others.
Taking responsibility
Take responsibility for accomplishing work goals within accepted timeframes.
Accept responsibility for one’s decisions and actions and for those of one’s group, team, or
department.
Professionalism: Maintaining a professional presence.
Demonstrating self-control
Maintain composure and keep emotions in check.
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1.3.1.2
1.3.1.3
1.3.2
1.3.2.1
1.3.2.2
1.3.2.3
1.3.3
1.3.3.1
1.3.3.2
1.3.4
1.3.4.1
1.3.4.2
1.3.4.3

Deal calmly and effectively with stressful or difficult situations.
Accept criticism tactfully and attempt to learn from it.
Professional appearance
Maintain a professional demeanor.
Dress appropriately for occupational and worksite requirements.
Maintain appropriate personal hygiene.
Social responsibility
Refrain from lifestyle choices which negatively impact the workplace and individual performance.
Remain free from substance abuse.
Maintaining a positive attitude
Project a professional image of oneself and the organization.
Demonstrate a positive attitude towards work.
Take pride in one’s work and the work of the organization.
Initiative: Demonstrating a commitment to effective job performance by taking action on one’s own and
1.4
following through to get the job done.
1.4.1
Persisting
1.4.1.1
Pursue work with drive and a strong accomplishment orientation.
Persist to accomplish a task despite difficult conditions, tight deadlines, or obstacles and setbacks.
1.4.1.2
1.4.2
1.4.2.1
1.4.2.2
1.4.2.3
1.4.3
1.4.3.1
1.4.3.2
1.4.3.3
1.4.4
1.4.4.1
1.4.4.2
1.4.4.3
1.4.4.4
1.4.5
1.4.5.1
1.4.5.2
1.5
1.5.1
1.5.1.1
1.5.1.2
1.5.1.3

Taking initiative
Go beyond the routine demands of the job to increase its variety and scope.
Provide suggestions and/or take actions that result in improved work processes, communications, or
task performance.
Take initiative to seek out new work challenges, influence events, or originate action.
Setting challenging goals
Establish and maintain personally challenging but realistic work goals.
Exert effort toward task mastery.
Bring issues to closure by pushing forward until a resolution is achieved.
Working independently
Develop own ways of working effectively and efficiently.
Perform effectively even with minimal direction, support, or approval.
Set own schedule to maximize productivity.
Take responsibility for completing one’s own work assignments.
Achievement motivation
Strive to exceed standards and expectations.
Exhibit confidence in capabilities and an expectation to succeed in future activities.
Dependability and Reliability: Displaying responsible behaviors at work.
Fulfilling obligations
Behave consistently and predictably.
Is reliable, responsible, and dependable in fulfilling obligations.
Diligently follow through on commitments and consistently complete assignments by deadlines.

Code

1.5.2
1.5.2.1
1.5.2.2
1.5.2.3
1.5.3
1.5.3.1
1.5.3.2
1.5.4
1.5.4.1
1.5.4.2
1.5.4.3
1.6
1.6.1
1.6.1.1
1.6.1.2
1.6.1.3
1.6.2
1.6.2.1
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Attendance and punctuality
Come to work on time and as scheduled.
Arrive on time for meetings or appointments.
Dial in to phone calls and web conferences on time.
Attending to details
Diligently check work to ensure that all essential details have been considered.
Notice errors or inconsistencies and take prompt, thorough action to correct them.
Following directions
Follow directions as communicated in a variety of ways such as writing, speech, American Sign
Language, computers, or other formats.
Comply with organizational rules, policies, and procedures.
Ask appropriate questions to clarify any instructional ambiguities.
Adaptability and Flexibility: Displaying the capability to adapt to new, different, or changing
requirements.
Entertaining new ideas
Is open to considering new ways of doing things.
Actively seek out and carefully consider the merits of new approaches to work.
Embrace new approaches when appropriate and discard approaches that are no longer working.
Dealing with change
Take proper and effective action when necessary without having all the necessary facts in hand.

Easily adapt plans, goals, actions, or priorities in response to unpredictable or unexpected events,
pressures, situations, and job demands.
1.6.2.3
Effortlessly shift gears and change direction when working on multiple projects or issues.
Lifelong Learning: Demonstrating a commitment to self-development and improvement of knowledge
1.7
1.7.1
Demonstrating an interest in learning
Take actions showing an interest in personal and professional lifelong learning and development.
1.7.1.1
1.6.2.2

1.7.1.2
1.7.1.3
1.7.1.4
1.7.2
1.7.2.1
1.7.2.2
1.7.2.3
1.7.3

Seek feedback from multiple sources about how to improve and develop.
Modify behavior based on feedback or self-analysis of past mistakes.
Learn and accept help from supervisors and co-workers.
Participating in learning activities
Identify when it is necessary to acquire new knowledge and skills.
Take steps to develop and maintain knowledge, skills, and expertise necessary to perform one’s role
successfully by participating in relevant training and professional development programs.
Actively pursue opportunities to broaden knowledge and skills through seminars, conferences,
professional groups, reading publications, job shadowing, and/or continuing education.
Using change as a learning opportunity

Code

1.7.3.1
1.7.3.2
1.7.4
1.7.4.1
1.7.4.2
1.7.5
1.7.5.1
1.7.5.2
2
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Anticipate changes in work demands and search for and participate in assignments or training that
address these changing demands.
Treat unexpected circumstances as opportunities to learn.
Identifying career interests
Take charge of personal career development by identifying occupational interests, strengths,
options, and opportunities.
Make insightful career planning decisions that integrate others’ feedback.
Integrating and applying learning
Integrate newly learned knowledge and skills with existing knowledge and skills.
Use newly learned knowledge and skills to complete tasks, particularly in new or unfamiliar
situations.

Tier 2: Academic Competencies

Reading: Understanding written sentences, paragraphs, and figures in work-related documents (with
accommodation if necessary).
2.1.1
Comprehension
Locate and understand written information in prose and in documents such as manuals, reports,
2.1.1.1
memos, letters, forms, graphs, charts, tables, calendars, schedules, signs, notices, applications,
contracts, regulations, and directions.
2.1.1.2
Understand the purpose of written materials.
Comprehend the author’s meaning and identify the main ideas expressed in the written material.
2.1.1.3
2.1

2.1.2
2.1.2.1
2.1.2.2
2.1.2.3
2.1.2.4
2.1.3
2.1.3.1
2.1.3.2
2.1.3.3
2.1.3.4
2.1.3.5
2.1.4
2.1.4.1
2.1.4.2
2.1.4.3
2.2
2.2.1
2.2.1.1

Attention to detail
Note details and facts.
Detect inconsistencies.
Identify implied meaning and details.
Recognize missing information.
Information analysis
Critically evaluate and analyze information in written materials.
Review written information for completeness and relevance.
Distinguish fact from opinion.
Identify trends.
Synthesize information from multiple written materials.
Information integration
Integrate what is learned from written materials with prior knowledge.
Use what is learned from written material to follow instructions and complete tasks.
Apply what is learned from written material to new situations.
Writing: Using standard (business) English to compile information and prepare written documents.
Organization and development
Create documents such as letters, directions, manuals, reports, graphs, spreadsheets, and flow
charts.

Code

2.2.1.2
2.2.1.3
2.2.1.4
2.2.1.5
2.2.1.6
2.2.2
2.2.2.1
2.2.2.2
2.2.2.3
2.2.2.4
2.2.3
2.2.3.1
2.2.3.2
2.2.3.3
2.3
2.3.1
2.3.1.1
2.3.1.2
2.3.1.3
2.3.1.4
2.3.1.5
2.3.1.6
2.3.2
2.3.2.1
2.3.2.2
2.3.2.3
2.3.3
2.3.3.1
2.3.3.2
2.4
2.4.1
2.4.1.1
2.4.1.2
2.4.1.3
2.4.2
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Communicate thoughts, ideas, information, messages, and other written information, which may
contain technical material, in a logical, organized, and coherent manner.
Present well-developed ideas supported by information and examples.
Proofread finished documents for errors.
Tailor content to appropriate audience and purpose.
Distribute written materials appropriately for intended audiences and purposes.
Mechanics
Use standard syntax and sentence structure.
Use correct spelling, punctuation, and capitalization.
Use correct English grammar (e.g., correct tense, subject-verb agreement, no missing words).
Write legibly when using handwriting to communicate.
Tone
Use language appropriate for the target audience.
Use a tone and word choice appropriate for the industry and organization (e.g., writing is
professional and courteous).
Show insight, perception, and depth in writing.
Mathematics: Uses principles of mathematics to express ideas and solve problems.
Computation
Add, subtract, multiply, and divide with whole numbers, fractions, decimals, and percents.
Calculate averages, ratios, proportions, and rates.
Convert decimals to fractions and fractions to decimals.
Convert fractions to percents and percents to fractions.
Convert decimals to percents and percents to decimals.
Understand relationships between numbers and identify and understand patterns.
Measurement and estimation
Take measurements of time, temperature, distances, length, width, height, perimeter, area, volume,
weight, velocity, and speed.
Use and report measurements correctly.
Correctly convert from one measurement to another (e.g., from English to metric or International
System of Units (SI), or Fahrenheit to Celsius).
Application
Use appropriate mathematical formulas and techniques to solve problems.
Translate practical problems into useful mathematical expressions.
Science and Technology: Using scientific rules and methods to express ideas and solve problems.
Comprehension
Understand basic scientific principles and uses appropriate technology.
Understand the scientific method (i.e., identify problems, collect information, form opinions and
draw conclusions).
Understand overall intent and proper procedures for set-up and operation of equipment.
Application

Code
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2.4.2.1
Apply basic scientific principles and technology to complete tasks.
2.5
Communication: Listening, speaking, and signaling so others can understand (with accommodation if
2.5.1
Communicating
Express relevant information appropriately to individuals or groups taking into account the audience
2.5.1.1
and the nature of the information (e.g., technical or controversial).
2.5.1.2
Convey information clearly, correctly, and succinctly.
2.5.1.3
Use common English conventions including proper grammar, tone, and pace.
Effectively establish interpersonal contact with one or more individuals using eye contact, body
2.5.1.4
language and non-verbal expression as appropriate to the person’s culture.
Ask questions or report problems or concerns to people in authority when information or
2.5.1.5
procedures are unclear or need improvement, or when feeling unsafe or threatened in the
workplace.
2.5.2
Receiving information
Attend to, understand, interpret, and respond to messages received in a variety of ways, including
2.5.2.1
hearing, American Sign Language, instant messaging, text-to-speech devices, and other methods.
2.5.2.2
2.5.2.3
2.5.2.4
2.5.2.5
2.5.2.6
2.5.3
2.5.3.1
2.5.3.2
2.5.3.3
2.5.4
2.5.4.1
2.5.4.2
2.5.4.3
2.6
2.6.1
2.6.1.1
2.6.1.2
2.6.1.3
2.6.1.4
2.6.1.5

Comprehend complex instructions.
Identify feelings and concerns communicated in various formats, such as writing, speech, American
Sign Language, computers, etc. and responds appropriately.
Consider others’ viewpoints and alter opinion when it is appropriate to do so.
Apply active interpersonal communication skills using reflection, restatement, questioning, and
clarification.
Effectively answer questions of others or communicate an inability to do so and suggest other
sources of answers.
Observing carefully
Notice nonverbal cues and respond appropriately.
Attend to visual sources of information (e.g., video).
Ascertain relevant visual information and use appropriately.
Persuasion/Influence
Influence others.
Persuasively present thoughts and ideas.
Gain commitment and ensure support for proposed ideas.
Critical and Analytical Thinking: Using logical thought processes to analyze information and draw
conclusions.
Reasoning
Possess sufficient inductive and deductive reasoning ability to perform job successfully.
Critically review, analyze, synthesize, compare, and interpret information.
Draw conclusions from relevant and/or missing information.
Understand the principles underlying the relationship among facts and apply this understanding
when solving problems.
Use logic and reasoning to identify strengths and weaknesses of alternative solutions or approaches
to a problem.

Code

2.6.2
2.6.2.1
2.6.2.2
2.7
2.7.1
2.7.1.1
2.7.1.2
2.7.2
2.7.2.1
2.7.2.2
2.7.2.3
2.7.2.4
2.7.2.5
2.7.3
2.7.3.1
2.7.3.2
2.7.3.3
2.7.3.4
2.7.3.5
2.7.4
2.7.4.1
2.7.4.2
2.7.4.3
2.7.4.4
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Mental agility
Identify connections between issues.
Quickly understand, orient to, and integrate new information.
Basic Computer Skills: Using information technology and related applications to convey and retrieve
information (with accommodation when necessary).
Computer basics
Understand the basic functions and terminology related to computer hardware, software,
information systems, and communication devices.
Use basic computer software, hardware, and communication devices to perform tasks.
Using software
Use word processing software to compose, organize, edit, and print documents and other business
communications.
Use spreadsheet software to enter, manipulate, edit, and format text and numerical data.
Use presentation software to create, manipulate, edit, and present digital representations of
information to an audience.
Use database software to manage data.
Create and maintain a well-organized electronic file storage system.
Using the Internet and email
Use the Internet to search for online information and interact with Web sites.
Use the Internet and web-based tools to manage basic workplace tasks (e.g., calendar management,
contacts management, and timekeeping).
Use electronic mail to communicate in the workplace.
Understand the different types of social media and their appropriate workplace and non-workplace
uses, and the impact that various social media activities can have on one’s personal and professional
Employ collaborative/groupware applications to facilitate group work.
Ensuring computer security
Understand and comply with the organization’s privacy policy and information security guidelines.
Defend against potential abuses of private information.
Recognize and respond appropriately to suspicious vulnerabilities and threats.
Use the most recent security software, web browser, and operating system to protect against online
threats.
Utilize strong passwords, passphrases, and basic encryption.
Recognize secure Web addresses.

2.7.4.5
2.7.4.6
3
Tier 3: Workplace Competencies
3.1
Teamwork: Working cooperatively with others to complete work assignments.
3.1.1
Identifying team membership and role
3.1.1.1
Serve as a leader or a follower, depending on what is needed to achieve the team’s goals and
3.1.1.2
Identify and draw upon team members’ strengths and weaknesses to achieve results.
3.1.1.3
Instruct others in learning new skills and learn from other team members.
3.1.1.4
Assist others who have less experience or have heavy workloads.
3.1.1.5
Encourage others to express their ideas and opinions.

Code

3.1.2
3.1.2.1
3.1.2.2
3.1.2.3
3.1.2.4
3.1.2.5
3.1.3
3.1.3.1
3.1.3.2
3.1.3.3
3.1.3.4
3.1.4
3.1.4.1
3.1.4.2
3.1.4.3
3.2
3.2.1
3.2.1.1
3.2.1.2
3.2.1.3
3.2.2
3.2.2.1
3.2.2.2
3.2.2.3
3.2.2.4
3.2.2.5
3.2.2.6
3.2.3
3.2.3.1
3.2.3.2
3.2.3.3
3.2.4
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Establishing productive relationships
Develop constructive and cooperative working relationships with others.
Exhibit tact and diplomacy and strive to build consensus.
Deliver constructive criticism and voice objections to others’ ideas and opinions in a supportive, nonaccusatory manner.
Respond appropriately to positive and negative feedback.
Effectively communicate with all members of the group or team to achieve team goals and
objectives.
Meeting team objectives
Work as part of a team, contributing to the group’s effort to achieve goals.
Identify and commit to the goals, norms, values, and customs of the team.
Choose behaviors and actions that best support the team and accomplishment of work tasks.
Use a group approach to identify problems and develop solutions based on group consensus.
Resolving conflicts
Bring others together to reconcile differences.
Handle conflicts maturely by exercising “give and take” to achieve positive results for all parties.
Reach formal or informal agreements that promote mutual goals and interests, and obtain
commitment to those agreements from individuals or groups.
Customer Focus: Efficiently and effectively addressing the needs of clients/customers.
Understanding customer needs
Identify internal and external customers.
Attend to what customers are saying and ask questions to identify customer needs, interests, and
goals.
Anticipate the future needs of the customer.
Providing personalized service
Provide prompt, efficient, and personalized assistance to meet the requirements, requests, and
concerns of customers.
Provide thorough, accurate information to answer customers’ questions and inform them of
commitment times or performance guarantees.
Address customer comments, questions, concerns, and objections with direct, accurate, and timely
responses.
Identify and propose appropriate solutions and/or services.
Establish boundaries as appropriate for unreasonable customer demands.
Communicate in the medium desired by the customer.
Acting professionally
Is pleasant, courteous, and professional when dealing with internal or external customers.
Develop constructive and cooperative working relationships with customers.
Is calm and empathetic when dealing with hostile customers.
Keeping customers informed

Code

3.2.4.1
3.2.4.2
3.2.4.3
3.2.4.4
3.3
3.3.1
3.3.1.1
3.3.1.2
3.3.1.3
3.3.1.4
3.3.1.5
3.3.2
3.3.2.1
3.3.2.2
3.3.3
3.3.3.1
3.3.3.2
3.3.3.3
3.3.3.4
3.3.3.5
3.3.3.6
3.3.3.7
3.4
3.4.1
3.4.1.1
3.4.1.2
3.4.2
3.4.2.1
3.4.2.2
3.4.2.3
3.4.2.4
3.4.3
3.4.3.1
3.4.3.2
3.4.3.3
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Follow up with customers following provision of service.
Keep customers up to date about decisions that affect them.
Seek the comments, criticisms, and involvement of customers.
Adjust services based on customer feedback.
Planning and Organizing: Planning and prioritizing work to manage time effectively and accomplish
assigned tasks.
Planning
Approach work in a methodical manner.
Plan and schedule tasks so that work is completed on time.
Keep track of details to ensure work is performed accurately and completely.
Anticipate obstacles to project completion and develop contingency plans to address them.
Find new ways of organizing work area or planning work to accomplish work more efficiently.
Prioritizing
Prioritize multiple competing tasks.
Perform tasks correctly, quickly, and efficiently according to their relative urgency and importance.
Managing projects
Estimate personnel and other resources needed for project completion (e.g., financial material or
equipment).
Manage activities to meet plans, allocating time and resources effectively.
Keep track of and document plans, assignments, changes, and deliverables.
Plan for dependencies of one task on another.
Coordinate efforts with all affected parties, keeping them informed of progress and all relevant
changes to project timelines.
Take necessary corrective action when projects go off track.
Assure job accommodations are made for personnel who need or request them.
Creative Thinking: Generating innovative and creative solutions.
Employing unique analyses
Use original analyses and generate new, innovative ideas in complex areas.
Develop innovative methods of obtaining or using resources when insufficient resources are
available.
Generating innovative solutions
Integrate seemingly unrelated information to develop creative processes or solutions.
Reframe problems in a different light to find fresh approaches.
Entertain wide-ranging possibilities and perspectives to develop new solutions.
Find new ways to add value to the efforts of a team and organization.
Seeing the big picture
Understand the pieces of a system as a whole and appreciate the consequences of actions on other
parts of the system.
Monitor patterns and trends to see a bigger picture.
Modify or design systems to improve performance.

Code

3.5
3.5.1
3.5.1.1
3.5.1.2
3.5.1.3
3.5.1.4
3.5.1.5
3.5.2
3.5.2.1
3.5.2.2
3.5.2.3
3.5.2.4
3.5.3
3.5.3.1
3.5.3.2
3.5.4
3.5.4.1
3.5.4.2
3.5.5
3.5.5.1
3.5.5.2
3.5.5.3
3.5.5.4
3.6
3.6.1
3.6.1.1
3.6.1.2
3.6.2
3.6.2.1
3.6.3
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Problem Solving and Decision-Making: Generating, evaluating, and implementing solutions to problems.
Identifying the problem
Anticipate or recognize the existence of a problem or objection.
Identify the true nature of the problem and define critical issues.
Evaluate the importance and criticality of the problem.
Use all available reference systems to locate and obtain information relevant to understanding the
problem.
Recall previously learned information that is relevant to the problem.
Locating, gathering, and organizing relevant information
Effectively use both internal resources (e.g., internal computer networks, company filing systems)
and external resources (e.g., internet search engines) to locate and gather information relevant to
solving the problem.
Examine information obtained for relevance and completeness.
Recognize important gaps in existing information and take steps to eliminate those gaps.
Organize/reorganize information as appropriate to gain a better understanding of the problem.
Generating alternatives
Integrate previously learned and externally obtained information to generate a variety of highquality alternative approaches to the problem.
Skillfully use logic and analysis to identify the strengths and weaknesses, the costs and benefits, and
the short- and long-term consequences of different solutions or approaches.
Choosing a solution
Decisively choose the best solution after evaluating the relative merits of each possible option.
Make difficult decisions even in highly ambiguous or ill-defined situations.
Implementing the solution
Commit to a solution in a timely manner.
Develop a realistic approach for implementing the chosen solution.
Document the problem and corrective actions taken and their outcomes and communicate these to
the appropriate parties.
Observe and evaluate the outcomes of implementing the solution to assess the need for alternative
approaches and to identify lessons learned.
Working with Tools and Technology: Selecting, using, and maintaining tools and technology to facilitate
work activity (with accommodation, when necessary).
Using tools
Operate tools, technology, and equipment in accordance with established operating procedures and
safety standards.
Demonstrate appropriate use of tools and technology to complete work functions.
Selecting tools
Select and apply appropriate tools or technological solutions to the problem at hand.
Keeping current on tools and technology

Code

3.6.3.1
3.6.3.2
3.6.3.3
3.6.3.4
3.6.4
3.6.4.1
3.6.4.2
3.6.4.3
3.6.4.4
3.7
3.7.1
3.7.1.1
3.7.1.2
3.7.1.3
3.7.1.4
3.7.1.5
3.7.2
3.7.2.1
3.7.2.2
3.7.2.3
3.7.3
3.7.3.1
3.7.3.2
3.7.3.3
3.8
3.8.1
3.8.1.1
3.8.1.2
3.8.1.3
3.8.2
3.8.2.1
3.8.2.2
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Demonstrate an interest in learning about new and emerging tools and technologies.
Demonstrate information literacy.
Adapt quickly to changes in process or technology.
Seek out opportunities to improve knowledge of tools and technologies that may assist in
streamlining work and improving productivity.
Troubleshooting and maintenance
Learn how to maintain and troubleshoot tools and technologies.
Perform routine maintenance on tools, technology, and equipment.
Determine causes of errors and take the appropriate corrective action.
Develop alternatives to complete a task if desired tool or technology is not available.
Scheduling and Coordinating: Making arrangements that fulfill all requirements as efficiently and
economically as possible.
Arranging and informing
Make arrangements (e.g. for meetings or travel) that fulfill all requirements as efficiently and
economically as possible.
Inform others of arrangements, giving them complete, accurate, and timely information.
Ensure that others receive needed materials in time.
Handle all aspects of arrangements thoroughly and completely.
Respond to the schedules of others affected by arrangements, resolve schedule conflicts or travel
issues, and take corrective action.
Coordinating in distributed environments
Coordinate schedules of colleagues, co-workers, and clients in regional locations. (i.e., across time
zones) to ensure that inconvenience is minimized and productivity is enhanced.
Leverage technology (e.g., internet, teleconference) to facilitate information sharing in distributed
work environments.
Take advantage of team member availability throughout business hours in multiple time zones to
enhance productivity.
Shiftwork
Effectively coordinate the transition of staff at the beginning and end of each work shift.
Disseminate crucial information in an organized manner to rapidly bring staff up to speed at the
start of their shifts.
Ensure that staff is updated on work completed on past shifts and work that still needs to be
completed.
Checking, Examining, and Recording: Entering, transcribing, recording, storing, or maintaining
information in written or electronic/digital format.
Detecting errors
Detect and correct errors or inconsistencies, even under time pressure.
Identify vague or ambiguous documentation.
Route errors to appropriate person to correct documentation.
Completing forms
Select and complete appropriate forms quickly and completely.
Forward or process forms in a timely and accurate manner.

Code
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3.8.2.3
3.8.2.4
3.8.3
3.8.3.1
3.8.3.2
3.8.3.3
3.8.3.4
3.8.4
3.8.4.1

Attend to and follow through on important items requiring action.
Expedite forms, orders, or advances that require immediate attention.
Obtaining information
Obtain appropriate information, signatures, and approvals promptly.
Verify that all information is present and accurate before forwarding materials.
Compile, categorize, and verify information or data.
Apply systematic techniques for observing and gathering data.
Maintaining logs, records, and files
Organize records and files to maintain data.
Keep logs, records, and files that are up-to-date and readily accessible (e.g., driver logs, flight
3.8.4.2
records, repair records).
3.8.4.3
Update logs, records, and files, noting important changes.
3.8.4.4
File data and documentation in accordance with organization’s requirements.
Business Fundamentals: Using information on basic business principles, trends, and economics.
3.9
3.9.1
3.9.1.1
3.9.1.2
3.9.1.3
3.9.2
3.9.2.1
3.9.2.2
3.9.3
3.9.3.1
3.9.3.2
3.9.3.3
3.9.3.4
4
4.1
4.1.1
4.1.2
4.1.3
4.1.4

Situational awareness
Understand the mission, structure, and functions of the organization.
Recognize one’s role in the functioning of the organization and understand the potential impact
one’s own performance can have on the success of the organization.
Grasp the potential impact of the company’s well-being on employees.
Business ethics
Act in the best interest of the company, the community, and the environment.
Comply with applicable laws and rules governing work and report loss, waste, or theft of company
property to appropriate personnel.
Market knowledge
Understand market trends in the industry and the company’s position in the market.
Know who the company’s primary competitors are and stay current on organizational strategies to
maintain competitiveness.
Uphold the organization through building and maintaining customer relations.
Recognize major challenges faced by the organization and industry, and identify key strategies to
address challenges.

Tier 4: Ready to Work Cluster-Specific Competencies

Products and Concepts: Knowledge of products and concepts relating to financial services industry,
including financial instruments, financial management, insurance principles, and cash and capital
principles.
Financial Instruments
Understands the available financial instruments and risk associated with each one
Financial Management
Aware of the available analytical functions associated within the financial services

4.1.5

Understands financial/credit analysis, debt/risk management, valuation strategies, underwriting

4.1.6

Insurance Principles

Code
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4.1.7

Understands the principles of insurance and insurance contracts

4.1.8

Knowledge of types of insurance (life, health, property, liability) and risk covered by the insurance

4.1.9

Cash and Capital Principles

4.1.10

Understands the nature of cash, the United States monetary system, and the time value of money

4.1.11

Recognizes the risk, return, and opportunity costs associated with capital

4.2

Business Operations: Performs activities associated with transaction management and understands the
business operations performed by organizations within the financial services industry.

4.2.1
4.2.2
4.2.3
4.2.4
4.2.5

Transaction Management
Demonstrates the ability to process financial transactions without error
Resolves cash discrepancies, and maintains accurate records of transactions
Understands the principles of confidentiality as they relate to transaction management
Financial Organizations

4.2.6

Understands roles of banks, insurance companies, and stock brokerages within the financial industry

4.6.1

Financial Reporting: Knowledge of the documents associated with measuring a business’ financial
information.
Review client financial information to develop a client’s account statement
Analyze and interpret financial data to produce accurate reports
Compile business transaction data to report financial information
Technology Applications: Knowledge of basic technology as it specifically relates to the financial services
industry.
Use spreadsheets and accounting software to maintain and update records
Use databases and other computer management tools to manage office records
Recognizes appropriate techniques for storing and retrieving data
Regulations and Codes: Knowledge of relevant regulations and codes that impact the financial services
industry.
Understands and complies with all relevant laws imposed by regulatory agencies
Follows the financial services industry codes of practice
Monitors new legislation impacting the financial services industry
Fraud Prevention: Knowledge of the appropriate procedures for identifying, reporting, and preventing
fraud.
Demonstrates an awareness of the necessary steps for preventing fraud

4.6.2

Knows procedures for fraud investigations and internal audits relating to detecting and reporting fraud

4.6.3
5
5.1

Understands the legal and ethical responsibilities as they relate to fraud

4.3
4.3.1
4.3.2
4.3.3
4.4
4.4.1
4.4.2
4.4.3
4.5
4.5.1
4.5.2
4.5.3
4.6

5.1.1

Tier 5: Career Pathway Technical Competencies

Prepare Documents
Produce and assemble statements to send to customers whose accounts are delinquent, and forward
irreconcilable accounts for collector action.

Code

5.1.2
5.1.3
5.2
5.2.1
5.2.2
5.2.3
5.3
5.3.1
5.3.2
5.3.3
5.3.4
5.4
5.4.1
5.4.2
5.4.3
5.4.4
5.5
5.5.1
5.5.2
5.5.3
6
6.1
6.1.1
6.1.2
6.1.3
6.1.4
6.1.5
6.2
6.2.1
6.2.2
6.2.3

Alabama Competency Model Loan Interviewers and Clerks
Prepare loan applications, closing documents, legal documents, letters, forms, government notices, and
checks through company specific software.
Submit loan applications with recommendation for underwriting approval.
Verify Accuracy
Verify and examine information and accuracy of loan application and closing documents.
Calculate, review, and correct errors on interest, principal, payment, and closing costs, using computers
or calculators.
Review loan agreements to ensure that they are complete and accurate according to policy.
Obtain Client Information
Meet with applicants to obtain information for loan applications and to answer questions about the
process.
Interview loan applicants to obtain personal and financial data and to assist in completing applications.
Review customer accounts to determine whether payments are made on time and that other loan
terms are being followed.
Contact credit bureaus, employers, and other sources to check applicants' credit and personal
references.
Personal Strengths
Strong analytical skills and mathematical skills.
Ability to work under little supervision
Effective oral and written communications.
Strong customer service and negotiation skills.
Maintain Records
Record applications for loan and credit, loan information, and disbursements of funds, using company
specific software.
Review, file, update and maintain customer credit and loan files.
Comply with document retention and destruction guidance from the Treasury Department.

Tier 6: Occupation Specific Technical Competencies

Manage credit documentation
Review & validate borrowers' information and supporting documents required as part of credit
application processes
Perform checks, validate documentation and verify authorization for credit application and processing
Answer queries from front office on credit processing status
Collaborate with various parties to ensure transfer and processing of documentation according to
required procedures
Perform a documentation check prior to loan disbursement
Process credit application
Ensure completion of Know Your Customer/Customer Due Diligence (KYC/CDD) and other product
requirements before processing
Process approved credit applications for disbursement
Prepare payment instructions and/or notification letters

Code
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6.3
6.3.1
6.3.2
6.4
6.4.1
6.4.2
6.4.3
6.5
6.5.1

Facilitate loan drawdown, redemption, cancellation, restructuring processing and/or booking of loans
into the system
Propose methods to improve overall processes to improve efficiency
Comply with company's standards and customer service policies through training to stay current on
legal and regulatory changes in the industry
Facilitate credit servicing
Process daily transactions of credit disbursement, repayment, settlements and/or fees
Facilitate sending notices, fixing rates and performing settlements
Administer credit controls and limits
Input and maintain credit limits and credit information within systems
Support credit control actions including collections, write-offs, expenses and recovery
Generate routine statistics and activity reports to identify irregularities in credit activity
Facilitate credit recovery activities
Execute or direct execution of credit recovery and collection procedures

6.5.2

Monitor and report status of credit recovery and collection for customer accounts being managed

6.5.3

Monitor borrowers' compliance to financial covenants and escalate irregular activities for further action

6.2.4
6.2.5
6.2.6

6.6
6.6.1
6.6.2
6.6.3
7
7.1
8
8.1
8.1.1
8.1.2
8.1.3
8.1.4
8.2
8.2.1
8.2.2
8.2.3
8.2.4
8.2.5
8.3

Use common business equipment and software
Use calculator by touch
Use standard business software
Demonstrate ability to touch type

Tier 7: Occupation Specific Requirements
High school diploma or equivalent

Tier 8: Management Competencies

Organizational engagement
Promoting the organization’s vision, values and methods in own work
Using knowledge of national finance changes to investigate, report and present options to the director
and/or trustees
Providing regular information to colleagues following consultation with reviews and changes as
requested
Helping to drive organizational development
Conscious Administration
Ability to produce cost models and undertake activity costing of institute activities.
Bringing an innovative solution to an existing or future problem
Awareness of fundamentals of accounting & tax in terms of future decisions for Institute and
understanding why figures are out of line with plans.
Work for solutions to achieve more in less time e.g. electronic solutions, delegation etc.
Ensuring urgent areas are covered in hours allotted and give time options for covering non-urgent
work.
Collaboration

Code

8.3.1
8.3.2
8.3.3
8.3.4
8.3.5
8.3.6
8.3.7
8.3.8
8.3.9
8.4
8.4.1
8.4.2
8.4.3
8.4.4
8.4.5
8.5
8.5.1
8.5.2
8.5.3
8.5.4
8.5.5
8.6
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Builds constructive networks inside and outside the organization to facilitate the accomplishment of
results.
Builds strong relationships and trust with team members that make it possible to receive everyone’s
input and ideas, and maximize individual and team output and potential.
Works cooperatively with multiple stakeholders, demonstrating willingness to consider alternative
approaches or ideas.
Deals effectively with confrontational situations, demonstrating diplomacy, tact, empathy and
consideration for differing points of view.
Carries out independent primary, secondary and tertiary research to collect sufficient data and
information pertinent to the area of inquiry.
Performs an objective and thorough analysis of information and data from multiple sources.
Distinguishes between facts, inferences and assumptions to establish the quality of the information
collected and the reliability of its source.
Employs professional skepticism to assess the objectivity and reliability of assumptions and evidence
asserted by a responsible party or client.
Makes decisions in a timely manner, committing to a course of action that considers pertinent data,
information, options and implications.
Business Acumen
Analyzes relevant business trends, financial measures, economic factors and new regulations, assessing
and articulating their impact on the organization.
Recognizes business threats and/or opportunities affecting their area of the business, recommending
actions to address them.
Identifies clients' stated and underlying needs, and the work activities and methodologies that will best
address these needs.
Translates the organization’s vision and goals into relevant plans and actions, realigning work efforts
with changes in organizational direction.
Drives the implementation of changes, tracking their impact to ensure organizational performance is
improved or sustained.
Networking
Seek opportunities to make contacts and build relationships, including through organizational events,
social events, external organizations, and professional activities.
Establish strong and lasting partnerships with business contacts.
Proactively seek ways of increasing business opportunities with contacts.
Skillfully influence and negotiate with partners to create opportunities that increase the competitive
position of both parties.
Leverage contacts to obtain information relevant to the health and continued growth of the
organization, including enhanced perspectives and feedback on organizational performance.
Monitoring and Controlling Resources

8.6.1

Continually seek to identify and secure resources (e.g. staffing, training, and monetary resources), both
internal and external, that can be useful to the unit and assist in work accomplishment.

8.6.2

Develop strategic plans for making a wide array of resources available.

Code

8.6.3
8.6.4
8.6.5
8.6.6
8.6.7
8.6.8
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Ensure that knowledge of those resources is spread throughout organization.
Develop strategic plans to anticipate future resource needs, and accurately identifies, tracks, and
prioritizes existing resource needs.
Monitor resource availability and make contingency plans to ensure the availability of adequate
resources in the event of unforeseen circumstances.
Consistently seek to perform work unit tasks in a cost-efficient manner.
Identify ways to produce the same level and quality of work while utilizing fewer resources.
Create an organizational climate in which cost effectiveness is valued and rewarded.

FINANCE

Loan Officers
ACCCP

Banking Services

Code

Alabama Competency Model Loan Officers

1
Tier 1: Personal Effectiveness Competencies
1.1
Interpersonal Skills: Displaying the skills to work effectively with others from diverse backgrounds.
1.1.1
Demonstrating sensitivity/empathy
1.1.1.1
Show sincere interest in others and their concerns.
1.1.1.2
Demonstrate sensitivity to the needs and feelings of others.
1.1.1.3
Look for ways to help people and deliver assistance.
1.1.2
Demonstrating insight into behavior
Recognize and accurately interpret the communications of others as expressed through various
1.1.2.1
formats (e.g., writing, speech, American Sign Language, computers, etc.).
1.1.2.2
Recognize when relationships with others are strained.
1.1.2.3
Show understanding of others’ behaviors and motives by demonstrating appropriate responses.
1.1.2.4
Demonstrate flexibility for change based on the ideas and actions of others.
1.1.3
Maintaining open relationships
1.1.3.1
Maintain open lines of communication with others.
1.1.3.2
Encourage others to share problems and successes.
1.1.3.3
Establish a high degree of trust and credibility with others.
1.1.4
Respecting diversity
1.1.4.1
Demonstrate respect for coworkers, colleagues, and customers.
Interact respectfully and cooperatively with others who are of a different race, culture, or age, or
1.1.4.2
have different abilities, gender, or sexual orientation.
Demonstrate sensitivity, flexibility, and open-mindedness when dealing with different values,
1.1.4.3
beliefs, perspectives, customs, or opinions.
1.1.4.4
Value an environment that supports and accommodates a diversity of people and ideas.
1.2
Integrity: Displaying strong moral principles and work ethic.
1.2.1
Behaving ethically
1.2.1.1
Abide by a strict code of ethics and behavior, even in the face of opposition.
1.2.1.2
Encourage others to behave ethically
1.2.1.3
Understand that behaving ethically goes beyond what the law requires.
1.2.1.4
Use company time and property responsibly.
Perform work-related duties according to laws, regulations, contract provisions, and company
1.2.1.5
policies.
1.2.2
Acting fairly
1.2.2.1
Treat others with honesty, fairness, and respect.
1.2.2.2
Make decisions that are objective and reflect the just treatment of others.
1.2.3
Taking responsibility
1.2.3.1
Take responsibility for accomplishing work goals within accepted timeframes.
Accept responsibility for one’s decisions and actions and for those of one’s group, team, or
1.2.3.2
department.
1.3
Professionalism: Maintaining a professional presence.
1.3.1
Demonstrating self-control
1.3.1.1
Maintain composure and keep emotions in check.
1.3.1.2
Deal calmly and effectively with stressful or difficult situations.

Code
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1.3.1.3
1.3.2
1.3.2.1
1.3.2.2
1.3.2.3
1.3.3
1.3.3.1
1.3.3.2
1.3.4
1.3.4.1
1.3.4.2
1.3.4.3

Accept criticism tactfully and attempt to learn from it.
Professional appearance
Maintain a professional demeanor.
Dress appropriately for occupational and worksite requirements.
Maintain appropriate personal hygiene.
Social responsibility
Refrain from lifestyle choices which negatively impact the workplace and individual performance.
Remain free from substance abuse.
Maintaining a positive attitude
Project a professional image of oneself and the organization.
Demonstrate a positive attitude towards work.
Take pride in one’s work and the work of the organization.
Initiative: Demonstrating a commitment to effective job performance by taking action on one’s own and
1.4
following through to get the job done.
1.4.1
Persisting
1.4.1.1
Pursue work with drive and a strong accomplishment orientation.
Persist to accomplish a task despite difficult conditions, tight deadlines, or obstacles and setbacks.
1.4.1.2
1.4.2
1.4.2.1
1.4.2.2
1.4.2.3
1.4.3
1.4.3.1
1.4.3.2
1.4.3.3
1.4.4
1.4.4.1
1.4.4.2
1.4.4.3
1.4.4.4
1.4.5
1.4.5.1
1.4.5.2
1.5
1.5.1
1.5.1.1
1.5.1.2
1.5.1.3
1.5.2
1.5.2.1

Taking initiative
Go beyond the routine demands of the job to increase its variety and scope.
Provide suggestions and/or take actions that result in improved work processes, communications, or
task performance.
Take initiative to seek out new work challenges, influence events, or originate action.
Setting challenging goals
Establish and maintain personally challenging but realistic work goals.
Exert effort toward task mastery.
Bring issues to closure by pushing forward until a resolution is achieved.
Working independently
Develop own ways of working effectively and efficiently.
Perform effectively even with minimal direction, support, or approval.
Set own schedule to maximize productivity.
Take responsibility for completing one’s own work assignments.
Achievement motivation
Strive to exceed standards and expectations.
Exhibit confidence in capabilities and an expectation to succeed in future activities.
Dependability and Reliability: Displaying responsible behaviors at work.
Fulfilling obligations
Behave consistently and predictably.
Is reliable, responsible, and dependable in fulfilling obligations.
Diligently follow through on commitments and consistently complete assignments by deadlines.
Attendance and punctuality
Come to work on time and as scheduled.

Code

1.5.2.2
1.5.2.3
1.5.3
1.5.3.1
1.5.3.2
1.5.4
1.5.4.1
1.5.4.2
1.5.4.3
1.6
1.6.1
1.6.1.1
1.6.1.2
1.6.1.3
1.6.2
1.6.2.1
1.6.2.2
1.6.2.3
1.7
1.7.1
1.7.1.1
1.7.1.2
1.7.1.3
1.7.1.4
1.7.2
1.7.2.1
1.7.2.2
1.7.2.3
1.7.3
1.7.3.1
1.7.3.2
1.7.4
1.7.4.1
1.7.4.2
1.7.5
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Arrive on time for meetings or appointments.
Dial in to phone calls and web conferences on time.
Attending to details
Diligently check work to ensure that all essential details have been considered.
Notice errors or inconsistencies and take prompt, thorough action to correct them.
Following directions
Follow directions as communicated in a variety of ways such as writing, speech, American Sign
Language, computers, or other formats.
Comply with organizational rules, policies, and procedures.
Ask appropriate questions to clarify any instructional ambiguities.
Adaptability and Flexibility: Displaying the capability to adapt to new, different, or changing
requirements.
Entertaining new ideas
Is open to considering new ways of doing things.
Actively seek out and carefully consider the merits of new approaches to work.
Embrace new approaches when appropriate and discard approaches that are no longer working.
Dealing with change
Take proper and effective action when necessary without having all the necessary facts in hand.
Easily adapt plans, goals, actions, or priorities in response to unpredictable or unexpected events,
pressures, situations, and job demands.
Effortlessly shift gears and change direction when working on multiple projects or issues.
Lifelong Learning: Demonstrating a commitment to self-development and improvement of knowledge
Demonstrating an interest in learning
Take actions showing an interest in personal and professional lifelong learning and development.
Seek feedback from multiple sources about how to improve and develop.
Modify behavior based on feedback or self-analysis of past mistakes.
Learn and accept help from supervisors and co-workers.
Participating in learning activities
Identify when it is necessary to acquire new knowledge and skills.
Take steps to develop and maintain knowledge, skills, and expertise necessary to perform one’s role
successfully by participating in relevant training and professional development programs.
Actively pursue opportunities to broaden knowledge and skills through seminars, conferences,
professional groups, reading publications, job shadowing, and/or continuing education.
Using change as a learning opportunity
Anticipate changes in work demands and search for and participate in assignments or training that
address these changing demands.
Treat unexpected circumstances as opportunities to learn.
Identifying career interests
Take charge of personal career development by identifying occupational interests, strengths,
options, and opportunities.
Make insightful career planning decisions that integrate others’ feedback.
Integrating and applying learning

Code

1.7.5.1
1.7.5.2
2
2.1
2.1.1
2.1.1.1
2.1.1.2
2.1.1.3
2.1.2
2.1.2.1
2.1.2.2
2.1.2.3
2.1.2.4
2.1.3
2.1.3.1
2.1.3.2
2.1.3.3
2.1.3.4
2.1.3.5
2.1.4
2.1.4.1
2.1.4.2
2.1.4.3
2.2
2.2.1
2.2.1.1
2.2.1.2
2.2.1.3
2.2.1.4
2.2.1.5
2.2.1.6
2.2.2
2.2.2.1
2.2.2.2
2.2.2.3
2.2.2.4
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Integrate newly learned knowledge and skills with existing knowledge and skills.
Use newly learned knowledge and skills to complete tasks, particularly in new or unfamiliar
situations.

Tier 2: Academic Competencies

Reading: Understanding written sentences, paragraphs, and figures in work-related documents (with
accommodation if necessary).
Comprehension
Locate and understand written information in prose and in documents such as manuals, reports,
memos, letters, forms, graphs, charts, tables, calendars, schedules, signs, notices, applications,
contracts, regulations, and directions.
Understand the purpose of written materials.
Comprehend the author’s meaning and identify the main ideas expressed in the written material.
Attention to detail
Note details and facts.
Detect inconsistencies.
Identify implied meaning and details.
Recognize missing information.
Information analysis
Critically evaluate and analyze information in written materials.
Review written information for completeness and relevance.
Distinguish fact from opinion.
Identify trends.
Synthesize information from multiple written materials.
Information integration
Integrate what is learned from written materials with prior knowledge.
Use what is learned from written material to follow instructions and complete tasks.
Apply what is learned from written material to new situations.
Writing: Using standard (business) English to compile information and prepare written documents.
Organization and development
Create documents such as letters, directions, manuals, reports, graphs, spreadsheets, and flow
charts.
Communicate thoughts, ideas, information, messages, and other written information, which may
contain technical material, in a logical, organized, and coherent manner.
Present well-developed ideas supported by information and examples.
Proofread finished documents for errors.
Tailor content to appropriate audience and purpose.
Distribute written materials appropriately for intended audiences and purposes.
Mechanics
Use standard syntax and sentence structure.
Use correct spelling, punctuation, and capitalization.
Use correct English grammar (e.g., correct tense, subject-verb agreement, no missing words).
Write legibly when using handwriting to communicate.

Code

2.2.3
2.2.3.1
2.2.3.2
2.2.3.3
2.3
2.3.1
2.3.1.1
2.3.1.2
2.3.1.3
2.3.1.4
2.3.1.5
2.3.1.6
2.3.2
2.3.2.1
2.3.2.2
2.3.2.3
2.3.3
2.3.3.1
2.3.3.2
2.4
2.4.1
2.4.1.1
2.4.1.2
2.4.1.3
2.4.2
2.4.2.1
2.5
2.5.1
2.5.1.1
2.5.1.2
2.5.1.3
2.5.1.4
2.5.1.5
2.5.2
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Tone
Use language appropriate for the target audience.
Use a tone and word choice appropriate for the industry and organization (e.g., writing is
professional and courteous).
Show insight, perception, and depth in writing.
Mathematics: Uses principles of mathematics to express ideas and solve problems.
Computation
Add, subtract, multiply, and divide with whole numbers, fractions, decimals, and percents.
Calculate averages, ratios, proportions, and rates.
Convert decimals to fractions and fractions to decimals.
Convert fractions to percents and percents to fractions.
Convert decimals to percents and percents to decimals.
Understand relationships between numbers and identify and understand patterns.
Measurement and estimation
Take measurements of time, temperature, distances, length, width, height, perimeter, area, volume,
weight, velocity, and speed.
Use and report measurements correctly.
Correctly convert from one measurement to another (e.g., from English to metric or International
System of Units (SI), or Fahrenheit to Celsius).
Application
Use appropriate mathematical formulas and techniques to solve problems.
Translate practical problems into useful mathematical expressions.
Science and Technology: Using scientific rules and methods to express ideas and solve problems.
Comprehension
Understand basic scientific principles and uses appropriate technology.
Understand the scientific method (i.e., identify problems, collect information, form opinions and
draw conclusions).
Understand overall intent and proper procedures for set-up and operation of equipment.
Application
Apply basic scientific principles and technology to complete tasks.
Communication: Listening, speaking, and signaling so others can understand (with accommodation if
Communicating
Express relevant information appropriately to individuals or groups taking into account the audience
and the nature of the information (e.g., technical or controversial).
Convey information clearly, correctly, and succinctly.
Use common English conventions including proper grammar, tone, and pace.
Effectively establish interpersonal contact with one or more individuals using eye contact, body
language and non-verbal expression as appropriate to the person’s culture.
Ask questions or report problems or concerns to people in authority when information or
procedures are unclear or need improvement, or when feeling unsafe or threatened in the
workplace.
Receiving information

Code

2.5.2.1
2.5.2.2
2.5.2.3
2.5.2.4
2.5.2.5
2.5.2.6
2.5.3
2.5.3.1
2.5.3.2
2.5.3.3
2.5.4
2.5.4.1
2.5.4.2
2.5.4.3
2.6
2.6.1
2.6.1.1
2.6.1.2
2.6.1.3
2.6.1.4
2.6.1.5
2.6.2
2.6.2.1
2.6.2.2
2.7
2.7.1
2.7.1.1
2.7.1.2
2.7.2
2.7.2.1
2.7.2.2
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Attend to, understand, interpret, and respond to messages received in a variety of ways, including
hearing, American Sign Language, instant messaging, text-to-speech devices, and other methods.
Comprehend complex instructions.
Identify feelings and concerns communicated in various formats, such as writing, speech, American
Sign Language, computers, etc. and responds appropriately.
Consider others’ viewpoints and alter opinion when it is appropriate to do so.
Apply active interpersonal communication skills using reflection, restatement, questioning, and
clarification.
Effectively answer questions of others or communicate an inability to do so and suggest other
sources of answers.
Observing carefully
Notice nonverbal cues and respond appropriately.
Attend to visual sources of information (e.g., video).
Ascertain relevant visual information and use appropriately.
Persuasion/Influence
Influence others.
Persuasively present thoughts and ideas.
Gain commitment and ensure support for proposed ideas.
Critical and Analytical Thinking: Using logical thought processes to analyze information and draw
conclusions.
Reasoning
Possess sufficient inductive and deductive reasoning ability to perform job successfully.
Critically review, analyze, synthesize, compare, and interpret information.
Draw conclusions from relevant and/or missing information.
Understand the principles underlying the relationship among facts and apply this understanding
when solving problems.
Use logic and reasoning to identify strengths and weaknesses of alternative solutions or approaches
to a problem.
Mental agility
Identify connections between issues.
Quickly understand, orient to, and integrate new information.
Basic Computer Skills: Using information technology and related applications to convey and retrieve
information (with accommodation when necessary).
Computer basics
Understand the basic functions and terminology related to computer hardware, software,
information systems, and communication devices.
Use basic computer software, hardware, and communication devices to perform tasks.
Using software
Use word processing software to compose, organize, edit, and print documents and other business
communications.
Use spreadsheet software to enter, manipulate, edit, and format text and numerical data.

Code

2.7.2.3
2.7.2.4
2.7.2.5
2.7.3
2.7.3.1
2.7.3.2
2.7.3.3
2.7.3.4
2.7.3.5
2.7.4
2.7.4.1
2.7.4.2
2.7.4.3
2.7.4.4
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Use presentation software to create, manipulate, edit, and present digital representations of
information to an audience.
Use database software to manage data.
Create and maintain a well-organized electronic file storage system.
Using the Internet and email
Use the Internet to search for online information and interact with Web sites.
Use the Internet and web-based tools to manage basic workplace tasks (e.g., calendar management,
contacts management, and timekeeping).
Use electronic mail to communicate in the workplace.
Understand the different types of social media and their appropriate workplace and non-workplace
uses, and the impact that various social media activities can have on one’s personal and professional
Employ collaborative/groupware applications to facilitate group work.
Ensuring computer security
Understand and comply with the organization’s privacy policy and information security guidelines.
Defend against potential abuses of private information.
Recognize and respond appropriately to suspicious vulnerabilities and threats.
Use the most recent security software, web browser, and operating system to protect against online
threats.
Utilize strong passwords, passphrases, and basic encryption.
Recognize secure Web addresses.

2.7.4.5
2.7.4.6
3
Tier 3: Workplace Competencies
3.1
Teamwork: Working cooperatively with others to complete work assignments.
3.1.1
Identifying team membership and role
3.1.1.1
Serve as a leader or a follower, depending on what is needed to achieve the team’s goals and
3.1.1.2
Identify and draw upon team members’ strengths and weaknesses to achieve results.
3.1.1.3
Instruct others in learning new skills and learn from other team members.
3.1.1.4
Assist others who have less experience or have heavy workloads.
3.1.1.5
Encourage others to express their ideas and opinions.
3.1.2
Establishing productive relationships
3.1.2.1
Develop constructive and cooperative working relationships with others.
3.1.2.2
Exhibit tact and diplomacy and strive to build consensus.
Deliver constructive criticism and voice objections to others’ ideas and opinions in a supportive, non3.1.2.3
accusatory manner.
3.1.2.4
Respond appropriately to positive and negative feedback.
Effectively communicate with all members of the group or team to achieve team goals and
3.1.2.5
objectives.
3.1.3
Meeting team objectives
3.1.3.1
Work as part of a team, contributing to the group’s effort to achieve goals.
3.1.3.2
Identify and commit to the goals, norms, values, and customs of the team.
3.1.3.3
Choose behaviors and actions that best support the team and accomplishment of work tasks.
3.1.3.4
Use a group approach to identify problems and develop solutions based on group consensus.
3.1.4
Resolving conflicts

Code

3.1.4.1
3.1.4.2
3.1.4.3
3.2
3.2.1
3.2.1.1
3.2.1.2
3.2.1.3
3.2.2
3.2.2.1
3.2.2.2
3.2.2.3
3.2.2.4
3.2.2.5
3.2.2.6
3.2.3
3.2.3.1
3.2.3.2
3.2.3.3
3.2.4
3.2.4.1
3.2.4.2
3.2.4.3
3.2.4.4
3.3
3.3.1
3.3.1.1
3.3.1.2
3.3.1.3
3.3.1.4
3.3.1.5
3.3.2
3.3.2.1
3.3.2.2
3.3.3
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Bring others together to reconcile differences.
Handle conflicts maturely by exercising “give and take” to achieve positive results for all parties.
Reach formal or informal agreements that promote mutual goals and interests, and obtain
commitment to those agreements from individuals or groups.
Customer Focus: Efficiently and effectively addressing the needs of clients/customers.
Understanding customer needs
Identify internal and external customers.
Attend to what customers are saying and ask questions to identify customer needs, interests, and
goals.
Anticipate the future needs of the customer.
Providing personalized service
Provide prompt, efficient, and personalized assistance to meet the requirements, requests, and
concerns of customers.
Provide thorough, accurate information to answer customers’ questions and inform them of
commitment times or performance guarantees.
Address customer comments, questions, concerns, and objections with direct, accurate, and timely
responses.
Identify and propose appropriate solutions and/or services.
Establish boundaries as appropriate for unreasonable customer demands.
Communicate in the medium desired by the customer.
Acting professionally
Is pleasant, courteous, and professional when dealing with internal or external customers.
Develop constructive and cooperative working relationships with customers.
Is calm and empathetic when dealing with hostile customers.
Keeping customers informed
Follow up with customers following provision of service.
Keep customers up to date about decisions that affect them.
Seek the comments, criticisms, and involvement of customers.
Adjust services based on customer feedback.
Planning and Organizing: Planning and prioritizing work to manage time effectively and accomplish
assigned tasks.
Planning
Approach work in a methodical manner.
Plan and schedule tasks so that work is completed on time.
Keep track of details to ensure work is performed accurately and completely.
Anticipate obstacles to project completion and develop contingency plans to address them.
Find new ways of organizing work area or planning work to accomplish work more efficiently.
Prioritizing
Prioritize multiple competing tasks.
Perform tasks correctly, quickly, and efficiently according to their relative urgency and importance.
Managing projects

Code

3.3.3.1
3.3.3.2
3.3.3.3
3.3.3.4
3.3.3.5
3.3.3.6
3.3.3.7
3.4
3.4.1
3.4.1.1
3.4.1.2
3.4.2
3.4.2.1
3.4.2.2
3.4.2.3
3.4.2.4
3.4.3
3.4.3.1
3.4.3.2
3.4.3.3
3.5
3.5.1
3.5.1.1
3.5.1.2
3.5.1.3
3.5.1.4
3.5.1.5
3.5.2
3.5.2.1
3.5.2.2
3.5.2.3
3.5.2.4
3.5.3

Alabama Competency Model Loan Officers
Estimate personnel and other resources needed for project completion (e.g., financial material or
equipment).
Manage activities to meet plans, allocating time and resources effectively.
Keep track of and document plans, assignments, changes, and deliverables.
Plan for dependencies of one task on another.
Coordinate efforts with all affected parties, keeping them informed of progress and all relevant
changes to project timelines.
Take necessary corrective action when projects go off track.
Assure job accommodations are made for personnel who need or request them.
Creative Thinking: Generating innovative and creative solutions.
Employing unique analyses
Use original analyses and generate new, innovative ideas in complex areas.
Develop innovative methods of obtaining or using resources when insufficient resources are
available.
Generating innovative solutions
Integrate seemingly unrelated information to develop creative processes or solutions.
Reframe problems in a different light to find fresh approaches.
Entertain wide-ranging possibilities and perspectives to develop new solutions.
Find new ways to add value to the efforts of a team and organization.
Seeing the big picture
Understand the pieces of a system as a whole and appreciate the consequences of actions on other
parts of the system.
Monitor patterns and trends to see a bigger picture.
Modify or design systems to improve performance.
Problem Solving and Decision-Making: Generating, evaluating, and implementing solutions to problems.
Identifying the problem
Anticipate or recognize the existence of a problem or objection.
Identify the true nature of the problem and define critical issues.
Evaluate the importance and criticality of the problem.
Use all available reference systems to locate and obtain information relevant to understanding the
problem.
Recall previously learned information that is relevant to the problem.
Locating, gathering, and organizing relevant information
Effectively use both internal resources (e.g., internal computer networks, company filing systems)
and external resources (e.g., internet search engines) to locate and gather information relevant to
solving the problem.
Examine information obtained for relevance and completeness.
Recognize important gaps in existing information and take steps to eliminate those gaps.
Organize/reorganize information as appropriate to gain a better understanding of the problem.
Generating alternatives

Code

3.5.3.1
3.5.3.2
3.5.4
3.5.4.1
3.5.4.2
3.5.5
3.5.5.1
3.5.5.2
3.5.5.3
3.5.5.4
3.6
3.6.1
3.6.1.1
3.6.1.2
3.6.2
3.6.2.1
3.6.3
3.6.3.1
3.6.3.2
3.6.3.3
3.6.3.4
3.6.4
3.6.4.1
3.6.4.2
3.6.4.3
3.6.4.4
3.7
3.7.1
3.7.1.1
3.7.1.2
3.7.1.3
3.7.1.4

Alabama Competency Model Loan Officers
Integrate previously learned and externally obtained information to generate a variety of highquality alternative approaches to the problem.
Skillfully use logic and analysis to identify the strengths and weaknesses, the costs and benefits, and
the short- and long-term consequences of different solutions or approaches.
Choosing a solution
Decisively choose the best solution after evaluating the relative merits of each possible option.
Make difficult decisions even in highly ambiguous or ill-defined situations.
Implementing the solution
Commit to a solution in a timely manner.
Develop a realistic approach for implementing the chosen solution.
Document the problem and corrective actions taken and their outcomes and communicate these to
the appropriate parties.
Observe and evaluate the outcomes of implementing the solution to assess the need for alternative
approaches and to identify lessons learned.
Working with Tools and Technology: Selecting, using, and maintaining tools and technology to facilitate
work activity (with accommodation, when necessary).
Using tools
Operate tools, technology, and equipment in accordance with established operating procedures and
safety standards.
Demonstrate appropriate use of tools and technology to complete work functions.
Selecting tools
Select and apply appropriate tools or technological solutions to the problem at hand.
Keeping current on tools and technology
Demonstrate an interest in learning about new and emerging tools and technologies.
Demonstrate information literacy.
Adapt quickly to changes in process or technology.
Seek out opportunities to improve knowledge of tools and technologies that may assist in
streamlining work and improving productivity.
Troubleshooting and maintenance
Learn how to maintain and troubleshoot tools and technologies.
Perform routine maintenance on tools, technology, and equipment.
Determine causes of errors and take the appropriate corrective action.
Develop alternatives to complete a task if desired tool or technology is not available.
Scheduling and Coordinating: Making arrangements that fulfill all requirements as efficiently and
economically as possible.
Arranging and informing
Make arrangements (e.g. for meetings or travel) that fulfill all requirements as efficiently and
economically as possible.
Inform others of arrangements, giving them complete, accurate, and timely information.
Ensure that others receive needed materials in time.
Handle all aspects of arrangements thoroughly and completely.

Code

3.7.1.5
3.7.2
3.7.2.1
3.7.2.2
3.7.2.3
3.7.3
3.7.3.1
3.7.3.2
3.7.3.3
3.8
3.8.1
3.8.1.1
3.8.1.2
3.8.1.3
3.8.2
3.8.2.1
3.8.2.2
3.8.2.3
3.8.2.4
3.8.3
3.8.3.1
3.8.3.2
3.8.3.3
3.8.3.4
3.8.4
3.8.4.1
3.8.4.2
3.8.4.3
3.8.4.4
3.9
3.9.1
3.9.1.1
3.9.1.2

Alabama Competency Model Loan Officers
Respond to the schedules of others affected by arrangements, resolve schedule conflicts or travel
issues, and take corrective action.
Coordinating in distributed environments
Coordinate schedules of colleagues, co-workers, and clients in regional locations. (i.e., across time
zones) to ensure that inconvenience is minimized and productivity is enhanced.
Leverage technology (e.g., internet, teleconference) to facilitate information sharing in distributed
work environments.
Take advantage of team member availability throughout business hours in multiple time zones to
enhance productivity.
Shiftwork
Effectively coordinate the transition of staff at the beginning and end of each work shift.
Disseminate crucial information in an organized manner to rapidly bring staff up to speed at the
start of their shifts.
Ensure that staff is updated on work completed on past shifts and work that still needs to be
completed.
Checking, Examining, and Recording: Entering, transcribing, recording, storing, or maintaining
information in written or electronic/digital format.
Detecting errors
Detect and correct errors or inconsistencies, even under time pressure.
Identify vague or ambiguous documentation.
Route errors to appropriate person to correct documentation.
Completing forms
Select and complete appropriate forms quickly and completely.
Forward or process forms in a timely and accurate manner.
Attend to and follow through on important items requiring action.
Expedite forms, orders, or advances that require immediate attention.
Obtaining information
Obtain appropriate information, signatures, and approvals promptly.
Verify that all information is present and accurate before forwarding materials.
Compile, categorize, and verify information or data.
Apply systematic techniques for observing and gathering data.
Maintaining logs, records, and files
Organize records and files to maintain data.
Keep logs, records, and files that are up-to-date and readily accessible (e.g., driver logs, flight
records, repair records).
Update logs, records, and files, noting important changes.
File data and documentation in accordance with organization’s requirements.
Business Fundamentals: Using information on basic business principles, trends, and economics.
Situational awareness
Understand the mission, structure, and functions of the organization.
Recognize one’s role in the functioning of the organization and understand the potential impact
one’s own performance can have on the success of the organization.

Code

3.9.1.3
3.9.2
3.9.2.1
3.9.2.2
3.9.3
3.9.3.1
3.9.3.2
3.9.3.3
3.9.3.4
4

Alabama Competency Model Loan Officers
Grasp the potential impact of the company’s well-being on employees.
Business ethics
Act in the best interest of the company, the community, and the environment.
Comply with applicable laws and rules governing work and report loss, waste, or theft of company
property to appropriate personnel.
Market knowledge
Understand market trends in the industry and the company’s position in the market.
Know who the company’s primary competitors are and stay current on organizational strategies to
maintain competitiveness.
Uphold the organization through building and maintaining customer relations.
Recognize major challenges faced by the organization and industry, and identify key strategies to
address challenges.

Tier 4: Ready to Work Cluster-Specific Competencies

Products and Concepts: Knowledge of products and concepts relating to financial services industry,
4.1
including financial instruments, financial management, insurance principles, and cash and capital
principles.
4.1.1
Financial Instruments
4.1.2
Understands the available financial instruments and risk associated with each one
4.1.3
Financial Management
4.1.4
Aware of the available analytical functions associated within the financial services
4.1.5
Understands financial/credit analysis, debt/risk management, valuation strategies, underwriting
4.1.6
Insurance Principles
4.1.7
Understands the principles of insurance and insurance contracts
4.1.8
Knowledge of types of insurance (life, health, property, liability) and risk covered by the insurance
4.1.9
Cash and Capital Principles
4.1.10
Understands the nature of cash, the United States monetary system, and the time value of money
4.1.11
Recognizes the risk, return, and opportunity costs associated with capital
Business Operations: Performs activities associated with transaction management and understands the
4.2
business operations performed by organizations within the financial services industry.
4.2.1
Transaction Management
4.2.2
Demonstrates the ability to process financial transactions without error
4.2.3
Resolves cash discrepancies, and maintains accurate records of transactions
4.2.4
Understands the principles of confidentiality as they relate to transaction management
4.2.5
Financial Organizations
4.2.6
Understands roles of banks, insurance companies, and stock brokerages within the financial industry
Financial Reporting: Knowledge of the documents associated with measuring a business’ financial
4.3
information.
4.3.1
Review client financial information to develop a client’s account statement
4.3.2
Analyze and interpret financial data to produce accurate reports
4.3.3
Compile business transaction data to report financial information
Technology Applications: Knowledge of basic technology as it specifically relates to the financial services
4.4
industry.

Code

4.4.1
4.4.2
4.4.3
4.5
4.5.1
4.5.2
4.5.3
4.6
4.6.1

Alabama Competency Model Loan Officers
Use spreadsheets and accounting software to maintain and update records
Use databases and other computer management tools to manage office records
Recognizes appropriate techniques for storing and retrieving data
Regulations and Codes: Knowledge of relevant regulations and codes that impact the financial services
industry.
Understands and complies with all relevant laws imposed by regulatory agencies
Follows the financial services industry codes of practice
Monitors new legislation impacting the financial services industry
Fraud Prevention: Knowledge of the appropriate procedures for identifying, reporting, and preventing
fraud.
Demonstrates an awareness of the necessary steps for preventing fraud

4.6.2

Knows procedures for fraud investigations and internal audits relating to detecting and reporting fraud

4.6.3
5
5.1

Understands the legal and ethical responsibilities as they relate to fraud

5.1.1
5.1.2
5.1.3
5.2
5.2.1
5.2.2
5.2.3
5.3
5.3.1
5.3.2
5.3.3
5.3.4
5.4
5.4.1
5.4.2
5.4.3
5.4.4
5.5

Tier 5: Career Pathway Technical Competencies

Prepare Documents
Produce and assemble statements to send to customers whose accounts are delinquent, and forward
irreconcilable accounts for collector action.
Prepare loan applications, closing documents, legal documents, letters, forms, government notices, and
checks through company specific software.
Submit loan applications with recommendation for underwriting approval.
Verify Accuracy
Verify and examine information and accuracy of loan application and closing documents.
Calculate, review, and correct errors on interest, principal, payment, and closing costs, using computers
or calculators.
Review loan agreements to ensure that they are complete and accurate according to policy.
Obtain Client Information
Meet with applicants to obtain information for loan applications and to answer questions about the
process.
Interview loan applicants to obtain personal and financial data and to assist in completing applications.
Review customer accounts to determine whether payments are made on time and that other loan
terms are being followed.
Contact credit bureaus, employers, and other sources to check applicants' credit and personal
references.
Personal Strengths
Strong analytical skills and mathematical skills.
Ability to work under little supervision
Effective oral and written communications.
Strong customer service and negotiation skills.
Maintain Records

Code

5.5.1
5.5.2
5.5.3
6
6.1
6.1.1
6.1.2
6.1.3
6.1.4
6.1.5
6.1.6
6.2
6.2.1
6.2.2
6.2.3
6.2.4
6.2.5
6.3
6.3.1
6.3.2
6.3.3
6.3.4
6.3.5
6.3.6
6.3.7
6.4
6.4.1
6.4.2
6.4.3
6.4.4
6.4.5
6.4.6
6.4.7
6.5
6.5.1
6.5.2
6.5.3
7
7.1

Alabama Competency Model Loan Officers
Record applications for loan and credit, loan information, and disbursements of funds, using company
specific software.
Review, file, update and maintain customer credit and loan files.
Comply with document retention and destruction guidance from the Treasury Department.

Tier 6: Occupation Specific Technical Competencies

Industry Knowledge
Extensive knowledge of consumer, business and real estate lending.
Knowledge of credit scoring, income analysis fundamentals and debt ratio calculations
Knowledge of all loan regulations
Ability to review the loan applications accurately.
Ability to perform property assessment of an applicant in an accurate manner
Knowledge of mortgage compliance policies.
Information Management
Ability to maintain or develop an information system
Knowledge of records management principles and basic filing rules
Proficiency in working with databases
Ability to meet deadlines and solve problems
Ability to give attention to details
Data Processing
Proficiency with spreadsheet, database, and related software programs
Knowledge of arithmetic processes and statistical methods
Ability to be consistently accurate
Knowledge of methods of organizing and analyzing data
Ability to interpret data
Ability to prepare reports that communicate information in a meaningful way
Ability to maintain an organized workstation
Professional Business Practices
Demonstrate professional business skills
Apply logical thinking skills to resolve work-related problems
Demonstrate professional telephone etiquette
Demonstrate professional writing techniques (e.g. business letters, memos, email messages, etc.)
Exhibit interpersonal skills in professional environment
Exhibit professional oral communication and presentation skills
Demonstrate ability to categorize files and retrieve information by standard, logical methods (e.g. alphanumeric, etc.)
Use common business equipment and software
Use calculator by touch
Use standard business software (Lotus, Microsoft Office Suite, etc.)
Demonstrate ability to touch type

Tier 7: Occupation Specific Requirements
Bachelor's degree

Code

8
8.1
8.1.1
8.1.2
8.1.3
8.1.4
8.2
8.2.1
8.2.2
8.2.3
8.2.4
8.2.5
8.3
8.3.1
8.3.2
8.3.3
8.3.4
8.3.5
8.3.6
8.3.7
8.3.8
8.3.9
8.4
8.4.1
8.4.2
8.4.3

Alabama Competency Model Loan Officers
Tier 8: Management Competencies

Organizational engagement
Promoting the organization’s vision, values and methods in own work
Using knowledge of national finance changes to investigate, report and present options to the director
and/or trustees
Providing regular information to colleagues following consultation with reviews and changes as
requested
Helping to drive organizational development
Conscious Administration
Ability to produce cost models and undertake activity costing of institute activities.
Bringing an innovative solution to an existing or future problem
Awareness of fundamentals of accounting & tax in terms of future decisions for Institute and
understanding why figures are out of line with plans.
Work for solutions to achieve more in less time e.g. electronic solutions, delegation etc.
Ensuring urgent areas are covered in hours allotted and give time options for covering non-urgent
work.
Collaboration
Builds constructive networks inside and outside the organization to facilitate the accomplishment of
results.
Builds strong relationships and trust with team members that make it possible to receive everyone’s
input and ideas, and maximize individual and team output and potential.
Works cooperatively with multiple stakeholders, demonstrating willingness to consider alternative
approaches or ideas.
Deals effectively with confrontational situations, demonstrating diplomacy, tact, empathy and
consideration for differing points of view.
Carries out independent primary, secondary and tertiary research to collect sufficient data and
information pertinent to the area of inquiry.
Performs an objective and thorough analysis of information and data from multiple sources.
Distinguishes between facts, inferences and assumptions to establish the quality of the information
collected and the reliability of its source.
Employs professional skepticism to assess the objectivity and reliability of assumptions and evidence
asserted by a responsible party or client.
Makes decisions in a timely manner, committing to a course of action that considers pertinent data,
information, options and implications.
Business Acumen
Analyzes relevant business trends, financial measures, economic factors and new regulations, assessing
and articulating their impact on the organization.
Recognizes business threats and/or opportunities affecting their area of the business, recommending
actions to address them.
Identifies clients' stated and underlying needs, and the work activities and methodologies that will best
address these needs.

Code

8.4.4
8.4.5
8.5
8.5.1
8.5.2
8.5.3
8.5.4
8.5.5
8.6
8.6.1
8.6.2
8.6.3
8.6.4
8.6.5
8.6.6
8.6.7
8.6.8

Alabama Competency Model Loan Officers
Translates the organization’s vision and goals into relevant plans and actions, realigning work efforts
with changes in organizational direction.
Drives the implementation of changes, tracking their impact to ensure organizational performance is
improved or sustained.
Networking
Seek opportunities to make contacts and build relationships, including through organizational events,
social events, external organizations, and professional activities.
Establish strong and lasting partnerships with business contacts.
Proactively seek ways of increasing business opportunities with contacts.
Skillfully influence and negotiate with partners to create opportunities that increase the competitive
position of both parties.
Leverage contacts to obtain information relevant to the health and continued growth of the
organization, including enhanced perspectives and feedback on organizational performance.
Monitoring and Controlling Resources
Continually seek to identify and secure resources (e.g. staffing, training, and monetary resources), both
internal and external, that can be useful to the unit and assist in work accomplishment.
Develop strategic plans for making a wide array of resources available.
Ensure that knowledge of those resources is spread throughout organization.
Develop strategic plans to anticipate future resource needs, and accurately identifies, tracks, and
prioritizes existing resource needs.
Monitor resource availability and make contingency plans to ensure the availability of adequate
resources in the event of unforeseen circumstances.
Consistently seek to perform work unit tasks in a cost-efficient manner.
Identify ways to produce the same level and quality of work while utilizing fewer resources.
Create an organizational climate in which cost effectiveness is valued and rewarded.

FINANCE

Budget Analysts
ACCCP

Business Finance

Code

Alabama Competency Model Budget Analysts

1
Tier 1: Personal Effectiveness Competencies
1.1
Interpersonal Skills: Displaying the skills to work effectively with others from diverse backgrounds.
1.1.1
Demonstrating sensitivity/empathy
1.1.1.1
Show sincere interest in others and their concerns.
1.1.1.2
Demonstrate sensitivity to the needs and feelings of others.
1.1.1.3
Look for ways to help people and deliver assistance.
1.1.2
Demonstrating insight into behavior
Recognize and accurately interpret the communications of others as expressed through various
1.1.2.1
formats (e.g., writing, speech, American Sign Language, computers, etc.).
1.1.2.2
Recognize when relationships with others are strained.
1.1.2.3
Show understanding of others’ behaviors and motives by demonstrating appropriate responses.
1.1.2.4
Demonstrate flexibility for change based on the ideas and actions of others.
1.1.3
Maintaining open relationships
1.1.3.1
Maintain open lines of communication with others.
1.1.3.2
Encourage others to share problems and successes.
1.1.3.3
Establish a high degree of trust and credibility with others.
1.1.4
Respecting diversity
1.1.4.1
Demonstrate respect for coworkers, colleagues, and customers.
Interact respectfully and cooperatively with others who are of a different race, culture, or age, or
1.1.4.2
have different abilities, gender, or sexual orientation.
Demonstrate sensitivity, flexibility, and open-mindedness when dealing with different values,
1.1.4.3
beliefs, perspectives, customs, or opinions.
1.1.4.4
Value an environment that supports and accommodates a diversity of people and ideas.
1.2
Integrity: Displaying strong moral principles and work ethic.
1.2.1
Behaving ethically
1.2.1.1
Abide by a strict code of ethics and behavior, even in the face of opposition.
1.2.1.2
Encourage others to behave ethically
1.2.1.3
Understand that behaving ethically goes beyond what the law requires.
1.2.1.4
Use company time and property responsibly.
Perform work-related duties according to laws, regulations, contract provisions, and company
1.2.1.5
policies.
1.2.2
Acting fairly
1.2.2.1
Treat others with honesty, fairness, and respect.
1.2.2.2
Make decisions that are objective and reflect the just treatment of others.
1.2.3
Taking responsibility
1.2.3.1
Take responsibility for accomplishing work goals within accepted timeframes.
Accept responsibility for one’s decisions and actions and for those of one’s group, team, or
1.2.3.2
department.
1.3
Professionalism: Maintaining a professional presence.
1.3.1
Demonstrating self-control
1.3.1.1
Maintain composure and keep emotions in check.
1.3.1.2
Deal calmly and effectively with stressful or difficult situations.

Code
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1.3.1.3
1.3.2
1.3.2.1
1.3.2.2
1.3.2.3
1.3.3
1.3.3.1
1.3.3.2
1.3.4
1.3.4.1
1.3.4.2
1.3.4.3

Accept criticism tactfully and attempt to learn from it.
Professional appearance
Maintain a professional demeanor.
Dress appropriately for occupational and worksite requirements.
Maintain appropriate personal hygiene.
Social responsibility
Refrain from lifestyle choices which negatively impact the workplace and individual performance.
Remain free from substance abuse.
Maintaining a positive attitude
Project a professional image of oneself and the organization.
Demonstrate a positive attitude towards work.
Take pride in one’s work and the work of the organization.
Initiative: Demonstrating a commitment to effective job performance by taking action on one’s own and
1.4
following through to get the job done.
1.4.1
Persisting
1.4.1.1
Pursue work with drive and a strong accomplishment orientation.
Persist to accomplish a task despite difficult conditions, tight deadlines, or obstacles and setbacks.
1.4.1.2
1.4.2
1.4.2.1
1.4.2.2
1.4.2.3
1.4.3
1.4.3.1
1.4.3.2
1.4.3.3
1.4.4
1.4.4.1
1.4.4.2
1.4.4.3
1.4.4.4
1.4.5
1.4.5.1
1.4.5.2
1.5
1.5.1
1.5.1.1
1.5.1.2
1.5.1.3
1.5.2
1.5.2.1

Taking initiative
Go beyond the routine demands of the job to increase its variety and scope.
Provide suggestions and/or take actions that result in improved work processes, communications, or
task performance.
Take initiative to seek out new work challenges, influence events, or originate action.
Setting challenging goals
Establish and maintain personally challenging but realistic work goals.
Exert effort toward task mastery.
Bring issues to closure by pushing forward until a resolution is achieved.
Working independently
Develop own ways of working effectively and efficiently.
Perform effectively even with minimal direction, support, or approval.
Set own schedule to maximize productivity.
Take responsibility for completing one’s own work assignments.
Achievement motivation
Strive to exceed standards and expectations.
Exhibit confidence in capabilities and an expectation to succeed in future activities.
Dependability and Reliability: Displaying responsible behaviors at work.
Fulfilling obligations
Behave consistently and predictably.
Is reliable, responsible, and dependable in fulfilling obligations.
Diligently follow through on commitments and consistently complete assignments by deadlines.
Attendance and punctuality
Come to work on time and as scheduled.

Code

1.5.2.2
1.5.2.3
1.5.3
1.5.3.1
1.5.3.2
1.5.4
1.5.4.1
1.5.4.2
1.5.4.3
1.6
1.6.1
1.6.1.1
1.6.1.2
1.6.1.3
1.6.2
1.6.2.1
1.6.2.2
1.6.2.3
1.7
1.7.1
1.7.1.1
1.7.1.2
1.7.1.3
1.7.1.4
1.7.2
1.7.2.1
1.7.2.2
1.7.2.3
1.7.3
1.7.3.1
1.7.3.2
1.7.4
1.7.4.1
1.7.4.2
1.7.5

Alabama Competency Model Budget Analysts
Arrive on time for meetings or appointments.
Dial in to phone calls and web conferences on time.
Attending to details
Diligently check work to ensure that all essential details have been considered.
Notice errors or inconsistencies and take prompt, thorough action to correct them.
Following directions
Follow directions as communicated in a variety of ways such as writing, speech, American Sign
Language, computers, or other formats.
Comply with organizational rules, policies, and procedures.
Ask appropriate questions to clarify any instructional ambiguities.
Adaptability and Flexibility: Displaying the capability to adapt to new, different, or changing
requirements.
Entertaining new ideas
Is open to considering new ways of doing things.
Actively seek out and carefully consider the merits of new approaches to work.
Embrace new approaches when appropriate and discard approaches that are no longer working.
Dealing with change
Take proper and effective action when necessary without having all the necessary facts in hand.
Easily adapt plans, goals, actions, or priorities in response to unpredictable or unexpected events,
pressures, situations, and job demands.
Effortlessly shift gears and change direction when working on multiple projects or issues.
Lifelong Learning: Demonstrating a commitment to self-development and improvement of knowledge
Demonstrating an interest in learning
Take actions showing an interest in personal and professional lifelong learning and development.
Seek feedback from multiple sources about how to improve and develop.
Modify behavior based on feedback or self-analysis of past mistakes.
Learn and accept help from supervisors and co-workers.
Participating in learning activities
Identify when it is necessary to acquire new knowledge and skills.
Take steps to develop and maintain knowledge, skills, and expertise necessary to perform one’s role
successfully by participating in relevant training and professional development programs.
Actively pursue opportunities to broaden knowledge and skills through seminars, conferences,
professional groups, reading publications, job shadowing, and/or continuing education.
Using change as a learning opportunity
Anticipate changes in work demands and search for and participate in assignments or training that
address these changing demands.
Treat unexpected circumstances as opportunities to learn.
Identifying career interests
Take charge of personal career development by identifying occupational interests, strengths,
options, and opportunities.
Make insightful career planning decisions that integrate others’ feedback.
Integrating and applying learning

Code

1.7.5.1
1.7.5.2
2
2.1
2.1.1
2.1.1.1
2.1.1.2
2.1.1.3
2.1.2
2.1.2.1
2.1.2.2
2.1.2.3
2.1.2.4
2.1.3
2.1.3.1
2.1.3.2
2.1.3.3
2.1.3.4
2.1.3.5
2.1.4
2.1.4.1
2.1.4.2
2.1.4.3
2.2
2.2.1
2.2.1.1
2.2.1.2
2.2.1.3
2.2.1.4
2.2.1.5
2.2.1.6
2.2.2
2.2.2.1
2.2.2.2
2.2.2.3
2.2.2.4

Alabama Competency Model Budget Analysts
Integrate newly learned knowledge and skills with existing knowledge and skills.
Use newly learned knowledge and skills to complete tasks, particularly in new or unfamiliar
situations.

Tier 2: Academic Competencies

Reading: Understanding written sentences, paragraphs, and figures in work-related documents (with
accommodation if necessary).
Comprehension
Locate and understand written information in prose and in documents such as manuals, reports,
memos, letters, forms, graphs, charts, tables, calendars, schedules, signs, notices, applications,
contracts, regulations, and directions.
Understand the purpose of written materials.
Comprehend the author’s meaning and identify the main ideas expressed in the written material.
Attention to detail
Note details and facts.
Detect inconsistencies.
Identify implied meaning and details.
Recognize missing information.
Information analysis
Critically evaluate and analyze information in written materials.
Review written information for completeness and relevance.
Distinguish fact from opinion.
Identify trends.
Synthesize information from multiple written materials.
Information integration
Integrate what is learned from written materials with prior knowledge.
Use what is learned from written material to follow instructions and complete tasks.
Apply what is learned from written material to new situations.
Writing: Using standard (business) English to compile information and prepare written documents.
Organization and development
Create documents such as letters, directions, manuals, reports, graphs, spreadsheets, and flow
charts.
Communicate thoughts, ideas, information, messages, and other written information, which may
contain technical material, in a logical, organized, and coherent manner.
Present well-developed ideas supported by information and examples.
Proofread finished documents for errors.
Tailor content to appropriate audience and purpose.
Distribute written materials appropriately for intended audiences and purposes.
Mechanics
Use standard syntax and sentence structure.
Use correct spelling, punctuation, and capitalization.
Use correct English grammar (e.g., correct tense, subject-verb agreement, no missing words).
Write legibly when using handwriting to communicate.

Code

2.2.3
2.2.3.1
2.2.3.2
2.2.3.3
2.3
2.3.1
2.3.1.1
2.3.1.2
2.3.1.3
2.3.1.4
2.3.1.5
2.3.1.6
2.3.2
2.3.2.1
2.3.2.2
2.3.2.3
2.3.3
2.3.3.1
2.3.3.2
2.4
2.4.1
2.4.1.1
2.4.1.2
2.4.1.3
2.4.2
2.4.2.1
2.5
2.5.1
2.5.1.1
2.5.1.2
2.5.1.3
2.5.1.4
2.5.1.5
2.5.2

Alabama Competency Model Budget Analysts
Tone
Use language appropriate for the target audience.
Use a tone and word choice appropriate for the industry and organization (e.g., writing is
professional and courteous).
Show insight, perception, and depth in writing.
Mathematics: Uses principles of mathematics to express ideas and solve problems.
Computation
Add, subtract, multiply, and divide with whole numbers, fractions, decimals, and percents.
Calculate averages, ratios, proportions, and rates.
Convert decimals to fractions and fractions to decimals.
Convert fractions to percents and percents to fractions.
Convert decimals to percents and percents to decimals.
Understand relationships between numbers and identify and understand patterns.
Measurement and estimation
Take measurements of time, temperature, distances, length, width, height, perimeter, area, volume,
weight, velocity, and speed.
Use and report measurements correctly.
Correctly convert from one measurement to another (e.g., from English to metric or International
System of Units (SI), or Fahrenheit to Celsius).
Application
Use appropriate mathematical formulas and techniques to solve problems.
Translate practical problems into useful mathematical expressions.
Science and Technology: Using scientific rules and methods to express ideas and solve problems.
Comprehension
Understand basic scientific principles and uses appropriate technology.
Understand the scientific method (i.e., identify problems, collect information, form opinions and
draw conclusions).
Understand overall intent and proper procedures for set-up and operation of equipment.
Application
Apply basic scientific principles and technology to complete tasks.
Communication: Listening, speaking, and signaling so others can understand (with accommodation if
Communicating
Express relevant information appropriately to individuals or groups taking into account the audience
and the nature of the information (e.g., technical or controversial).
Convey information clearly, correctly, and succinctly.
Use common English conventions including proper grammar, tone, and pace.
Effectively establish interpersonal contact with one or more individuals using eye contact, body
language and non-verbal expression as appropriate to the person’s culture.
Ask questions or report problems or concerns to people in authority when information or
procedures are unclear or need improvement, or when feeling unsafe or threatened in the
workplace.
Receiving information

Code

2.5.2.1
2.5.2.2
2.5.2.3
2.5.2.4
2.5.2.5
2.5.2.6
2.5.3
2.5.3.1
2.5.3.2
2.5.3.3
2.5.4
2.5.4.1
2.5.4.2
2.5.4.3
2.6
2.6.1
2.6.1.1
2.6.1.2
2.6.1.3
2.6.1.4
2.6.1.5
2.6.2
2.6.2.1
2.6.2.2
2.7
2.7.1
2.7.1.1
2.7.1.2
2.7.2
2.7.2.1
2.7.2.2
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Attend to, understand, interpret, and respond to messages received in a variety of ways, including
hearing, American Sign Language, instant messaging, text-to-speech devices, and other methods.
Comprehend complex instructions.
Identify feelings and concerns communicated in various formats, such as writing, speech, American
Sign Language, computers, etc. and responds appropriately.
Consider others’ viewpoints and alter opinion when it is appropriate to do so.
Apply active interpersonal communication skills using reflection, restatement, questioning, and
clarification.
Effectively answer questions of others or communicate an inability to do so and suggest other
sources of answers.
Observing carefully
Notice nonverbal cues and respond appropriately.
Attend to visual sources of information (e.g., video).
Ascertain relevant visual information and use appropriately.
Persuasion/Influence
Influence others.
Persuasively present thoughts and ideas.
Gain commitment and ensure support for proposed ideas.
Critical and Analytical Thinking: Using logical thought processes to analyze information and draw
conclusions.
Reasoning
Possess sufficient inductive and deductive reasoning ability to perform job successfully.
Critically review, analyze, synthesize, compare, and interpret information.
Draw conclusions from relevant and/or missing information.
Understand the principles underlying the relationship among facts and apply this understanding
when solving problems.
Use logic and reasoning to identify strengths and weaknesses of alternative solutions or approaches
to a problem.
Mental agility
Identify connections between issues.
Quickly understand, orient to, and integrate new information.
Basic Computer Skills: Using information technology and related applications to convey and retrieve
information (with accommodation when necessary).
Computer basics
Understand the basic functions and terminology related to computer hardware, software,
information systems, and communication devices.
Use basic computer software, hardware, and communication devices to perform tasks.
Using software
Use word processing software to compose, organize, edit, and print documents and other business
communications.
Use spreadsheet software to enter, manipulate, edit, and format text and numerical data.

Code

2.7.2.3
2.7.2.4
2.7.2.5
2.7.3
2.7.3.1
2.7.3.2
2.7.3.3
2.7.3.4
2.7.3.5
2.7.4
2.7.4.1
2.7.4.2
2.7.4.3
2.7.4.4
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Use presentation software to create, manipulate, edit, and present digital representations of
information to an audience.
Use database software to manage data.
Create and maintain a well-organized electronic file storage system.
Using the Internet and email
Use the Internet to search for online information and interact with Web sites.
Use the Internet and web-based tools to manage basic workplace tasks (e.g., calendar management,
contacts management, and timekeeping).
Use electronic mail to communicate in the workplace.
Understand the different types of social media and their appropriate workplace and non-workplace
uses, and the impact that various social media activities can have on one’s personal and professional
Employ collaborative/groupware applications to facilitate group work.
Ensuring computer security
Understand and comply with the organization’s privacy policy and information security guidelines.
Defend against potential abuses of private information.
Recognize and respond appropriately to suspicious vulnerabilities and threats.
Use the most recent security software, web browser, and operating system to protect against online
threats.
Utilize strong passwords, passphrases, and basic encryption.
Recognize secure Web addresses.

2.7.4.5
2.7.4.6
3
Tier 3: Workplace Competencies
3.1
Teamwork: Working cooperatively with others to complete work assignments.
3.1.1
Identifying team membership and role
3.1.1.1
Serve as a leader or a follower, depending on what is needed to achieve the team’s goals and
3.1.1.2
Identify and draw upon team members’ strengths and weaknesses to achieve results.
3.1.1.3
Instruct others in learning new skills and learn from other team members.
3.1.1.4
Assist others who have less experience or have heavy workloads.
3.1.1.5
Encourage others to express their ideas and opinions.
3.1.2
Establishing productive relationships
3.1.2.1
Develop constructive and cooperative working relationships with others.
3.1.2.2
Exhibit tact and diplomacy and strive to build consensus.
Deliver constructive criticism and voice objections to others’ ideas and opinions in a supportive, non3.1.2.3
accusatory manner.
3.1.2.4
Respond appropriately to positive and negative feedback.
Effectively communicate with all members of the group or team to achieve team goals and
3.1.2.5
objectives.
3.1.3
Meeting team objectives
3.1.3.1
Work as part of a team, contributing to the group’s effort to achieve goals.
3.1.3.2
Identify and commit to the goals, norms, values, and customs of the team.
3.1.3.3
Choose behaviors and actions that best support the team and accomplishment of work tasks.
3.1.3.4
Use a group approach to identify problems and develop solutions based on group consensus.
3.1.4
Resolving conflicts

Code

3.1.4.1
3.1.4.2
3.1.4.3
3.2
3.2.1
3.2.1.1
3.2.1.2
3.2.1.3
3.2.2
3.2.2.1
3.2.2.2
3.2.2.3
3.2.2.4
3.2.2.5
3.2.2.6
3.2.3
3.2.3.1
3.2.3.2
3.2.3.3
3.2.4
3.2.4.1
3.2.4.2
3.2.4.3
3.2.4.4
3.3
3.3.1
3.3.1.1
3.3.1.2
3.3.1.3
3.3.1.4
3.3.1.5
3.3.2
3.3.2.1
3.3.2.2
3.3.3
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Bring others together to reconcile differences.
Handle conflicts maturely by exercising “give and take” to achieve positive results for all parties.
Reach formal or informal agreements that promote mutual goals and interests, and obtain
commitment to those agreements from individuals or groups.
Customer Focus: Efficiently and effectively addressing the needs of clients/customers.
Understanding customer needs
Identify internal and external customers.
Attend to what customers are saying and ask questions to identify customer needs, interests, and
goals.
Anticipate the future needs of the customer.
Providing personalized service
Provide prompt, efficient, and personalized assistance to meet the requirements, requests, and
concerns of customers.
Provide thorough, accurate information to answer customers’ questions and inform them of
commitment times or performance guarantees.
Address customer comments, questions, concerns, and objections with direct, accurate, and timely
responses.
Identify and propose appropriate solutions and/or services.
Establish boundaries as appropriate for unreasonable customer demands.
Communicate in the medium desired by the customer.
Acting professionally
Is pleasant, courteous, and professional when dealing with internal or external customers.
Develop constructive and cooperative working relationships with customers.
Is calm and empathetic when dealing with hostile customers.
Keeping customers informed
Follow up with customers following provision of service.
Keep customers up to date about decisions that affect them.
Seek the comments, criticisms, and involvement of customers.
Adjust services based on customer feedback.
Planning and Organizing: Planning and prioritizing work to manage time effectively and accomplish
assigned tasks.
Planning
Approach work in a methodical manner.
Plan and schedule tasks so that work is completed on time.
Keep track of details to ensure work is performed accurately and completely.
Anticipate obstacles to project completion and develop contingency plans to address them.
Find new ways of organizing work area or planning work to accomplish work more efficiently.
Prioritizing
Prioritize multiple competing tasks.
Perform tasks correctly, quickly, and efficiently according to their relative urgency and importance.
Managing projects

Code

3.3.3.1
3.3.3.2
3.3.3.3
3.3.3.4
3.3.3.5
3.3.3.6
3.3.3.7
3.4
3.4.1
3.4.1.1
3.4.1.2
3.4.2
3.4.2.1
3.4.2.2
3.4.2.3
3.4.2.4
3.4.3
3.4.3.1
3.4.3.2
3.4.3.3
3.5
3.5.1
3.5.1.1
3.5.1.2
3.5.1.3
3.5.1.4
3.5.1.5
3.5.2
3.5.2.1
3.5.2.2
3.5.2.3
3.5.2.4
3.5.3
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Estimate personnel and other resources needed for project completion (e.g., financial material or
equipment).
Manage activities to meet plans, allocating time and resources effectively.
Keep track of and document plans, assignments, changes, and deliverables.
Plan for dependencies of one task on another.
Coordinate efforts with all affected parties, keeping them informed of progress and all relevant
changes to project timelines.
Take necessary corrective action when projects go off track.
Assure job accommodations are made for personnel who need or request them.
Creative Thinking: Generating innovative and creative solutions.
Employing unique analyses
Use original analyses and generate new, innovative ideas in complex areas.
Develop innovative methods of obtaining or using resources when insufficient resources are
available.
Generating innovative solutions
Integrate seemingly unrelated information to develop creative processes or solutions.
Reframe problems in a different light to find fresh approaches.
Entertain wide-ranging possibilities and perspectives to develop new solutions.
Find new ways to add value to the efforts of a team and organization.
Seeing the big picture
Understand the pieces of a system as a whole and appreciate the consequences of actions on other
parts of the system.
Monitor patterns and trends to see a bigger picture.
Modify or design systems to improve performance.
Problem Solving and Decision-Making: Generating, evaluating, and implementing solutions to problems.
Identifying the problem
Anticipate or recognize the existence of a problem or objection.
Identify the true nature of the problem and define critical issues.
Evaluate the importance and criticality of the problem.
Use all available reference systems to locate and obtain information relevant to understanding the
problem.
Recall previously learned information that is relevant to the problem.
Locating, gathering, and organizing relevant information
Effectively use both internal resources (e.g., internal computer networks, company filing systems)
and external resources (e.g., internet search engines) to locate and gather information relevant to
solving the problem.
Examine information obtained for relevance and completeness.
Recognize important gaps in existing information and take steps to eliminate those gaps.
Organize/reorganize information as appropriate to gain a better understanding of the problem.
Generating alternatives

Code

3.5.3.1
3.5.3.2
3.5.4
3.5.4.1
3.5.4.2
3.5.5
3.5.5.1
3.5.5.2
3.5.5.3
3.5.5.4
3.6
3.6.1
3.6.1.1
3.6.1.2
3.6.2
3.6.2.1
3.6.3
3.6.3.1
3.6.3.2
3.6.3.3
3.6.3.4
3.6.4
3.6.4.1
3.6.4.2
3.6.4.3
3.6.4.4
3.7
3.7.1
3.7.1.1
3.7.1.2
3.7.1.3
3.7.1.4
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Integrate previously learned and externally obtained information to generate a variety of highquality alternative approaches to the problem.
Skillfully use logic and analysis to identify the strengths and weaknesses, the costs and benefits, and
the short- and long-term consequences of different solutions or approaches.
Choosing a solution
Decisively choose the best solution after evaluating the relative merits of each possible option.
Make difficult decisions even in highly ambiguous or ill-defined situations.
Implementing the solution
Commit to a solution in a timely manner.
Develop a realistic approach for implementing the chosen solution.
Document the problem and corrective actions taken and their outcomes and communicate these to
the appropriate parties.
Observe and evaluate the outcomes of implementing the solution to assess the need for alternative
approaches and to identify lessons learned.
Working with Tools and Technology: Selecting, using, and maintaining tools and technology to facilitate
work activity (with accommodation, when necessary).
Using tools
Operate tools, technology, and equipment in accordance with established operating procedures and
safety standards.
Demonstrate appropriate use of tools and technology to complete work functions.
Selecting tools
Select and apply appropriate tools or technological solutions to the problem at hand.
Keeping current on tools and technology
Demonstrate an interest in learning about new and emerging tools and technologies.
Demonstrate information literacy.
Adapt quickly to changes in process or technology.
Seek out opportunities to improve knowledge of tools and technologies that may assist in
streamlining work and improving productivity.
Troubleshooting and maintenance
Learn how to maintain and troubleshoot tools and technologies.
Perform routine maintenance on tools, technology, and equipment.
Determine causes of errors and take the appropriate corrective action.
Develop alternatives to complete a task if desired tool or technology is not available.
Scheduling and Coordinating: Making arrangements that fulfill all requirements as efficiently and
economically as possible.
Arranging and informing
Make arrangements (e.g. for meetings or travel) that fulfill all requirements as efficiently and
economically as possible.
Inform others of arrangements, giving them complete, accurate, and timely information.
Ensure that others receive needed materials in time.
Handle all aspects of arrangements thoroughly and completely.

Code

3.7.1.5
3.7.2
3.7.2.1
3.7.2.2
3.7.2.3
3.7.3
3.7.3.1
3.7.3.2
3.7.3.3
3.8
3.8.1
3.8.1.1
3.8.1.2
3.8.1.3
3.8.2
3.8.2.1
3.8.2.2
3.8.2.3
3.8.2.4
3.8.3
3.8.3.1
3.8.3.2
3.8.3.3
3.8.3.4
3.8.4
3.8.4.1
3.8.4.2
3.8.4.3
3.8.4.4
3.9
3.9.1
3.9.1.1
3.9.1.2
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Respond to the schedules of others affected by arrangements, resolve schedule conflicts or travel
issues, and take corrective action.
Coordinating in distributed environments
Coordinate schedules of colleagues, co-workers, and clients in regional locations. (i.e., across time
zones) to ensure that inconvenience is minimized and productivity is enhanced.
Leverage technology (e.g., internet, teleconference) to facilitate information sharing in distributed
work environments.
Take advantage of team member availability throughout business hours in multiple time zones to
enhance productivity.
Shiftwork
Effectively coordinate the transition of staff at the beginning and end of each work shift.
Disseminate crucial information in an organized manner to rapidly bring staff up to speed at the
start of their shifts.
Ensure that staff is updated on work completed on past shifts and work that still needs to be
completed.
Checking, Examining, and Recording: Entering, transcribing, recording, storing, or maintaining
information in written or electronic/digital format.
Detecting errors
Detect and correct errors or inconsistencies, even under time pressure.
Identify vague or ambiguous documentation.
Route errors to appropriate person to correct documentation.
Completing forms
Select and complete appropriate forms quickly and completely.
Forward or process forms in a timely and accurate manner.
Attend to and follow through on important items requiring action.
Expedite forms, orders, or advances that require immediate attention.
Obtaining information
Obtain appropriate information, signatures, and approvals promptly.
Verify that all information is present and accurate before forwarding materials.
Compile, categorize, and verify information or data.
Apply systematic techniques for observing and gathering data.
Maintaining logs, records, and files
Organize records and files to maintain data.
Keep logs, records, and files that are up-to-date and readily accessible (e.g., driver logs, flight
records, repair records).
Update logs, records, and files, noting important changes.
File data and documentation in accordance with organization’s requirements.
Business Fundamentals: Using information on basic business principles, trends, and economics.
Situational awareness
Understand the mission, structure, and functions of the organization.
Recognize one’s role in the functioning of the organization and understand the potential impact
one’s own performance can have on the success of the organization.

Code

3.9.1.3
3.9.2
3.9.2.1
3.9.2.2
3.9.3
3.9.3.1
3.9.3.2
3.9.3.3
3.9.3.4
4
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Grasp the potential impact of the company’s well-being on employees.
Business ethics
Act in the best interest of the company, the community, and the environment.
Comply with applicable laws and rules governing work and report loss, waste, or theft of company
property to appropriate personnel.
Market knowledge
Understand market trends in the industry and the company’s position in the market.
Know who the company’s primary competitors are and stay current on organizational strategies to
maintain competitiveness.
Uphold the organization through building and maintaining customer relations.
Recognize major challenges faced by the organization and industry, and identify key strategies to
address challenges.

Tier 4: Ready to Work Cluster-Specific Competencies

Products and Concepts: Knowledge of products and concepts relating to financial services industry,
4.1
including financial instruments, financial management, insurance principles, and cash and capital
principles.
4.1.1
Financial Instruments
4.1.2
Understands the available financial instruments and risk associated with each one
4.1.3
Financial Management
4.1.4
Aware of the available analytical functions associated within the financial services
4.1.5
Understands financial/credit analysis, debt/risk management, valuation strategies, underwriting
4.1.6
Insurance Principles
4.1.7
Understands the principles of insurance and insurance contracts
4.1.8
Knowledge of types of insurance (life, health, property, liability) and risk covered by the insurance
4.1.9
Cash and Capital Principles
4.1.10
Understands the nature of cash, the United States monetary system, and the time value of money
4.1.11
Recognizes the risk, return, and opportunity costs associated with capital
Business Operations: Performs activities associated with transaction management and understands the
4.2
business operations performed by organizations within the financial services industry.
4.2.1
Transaction Management
4.2.2
Demonstrates the ability to process financial transactions without error
4.2.3
Resolves cash discrepancies, and maintains accurate records of transactions
4.2.4
Understands the principles of confidentiality as they relate to transaction management
4.2.5
Financial Organizations
4.2.6
Understands roles of banks, insurance companies, and stock brokerages within the financial industry
Financial Reporting: Knowledge of the documents associated with measuring a business’ financial
4.3
information.
4.3.1
Review client financial information to develop a client’s account statement
4.3.2
Analyze and interpret financial data to produce accurate reports
4.3.3
Compile business transaction data to report financial information
Technology Applications: Knowledge of basic technology as it specifically relates to the financial services
4.4
industry.

Code

4.4.1
4.4.2
4.4.3
4.5
4.5.1
4.5.2
4.5.3
4.6
4.6.1
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Use spreadsheets and accounting software to maintain and update records
Use databases and other computer management tools to manage office records
Recognizes appropriate techniques for storing and retrieving data
Regulations and Codes: Knowledge of relevant regulations and codes that impact the financial services
industry.
Understands and complies with all relevant laws imposed by regulatory agencies
Follows the financial services industry codes of practice
Monitors new legislation impacting the financial services industry
Fraud Prevention: Knowledge of the appropriate procedures for identifying, reporting, and preventing
fraud.
Demonstrates an awareness of the necessary steps for preventing fraud

4.6.2

Knows procedures for fraud investigations and internal audits relating to detecting and reporting fraud

4.6.3
5
5.1.1
5.1.2

Understands the legal and ethical responsibilities as they relate to fraud

Tier 5: Career Pathway Technical Competencies

Ethics, Compliance, and Professionalism
Evaluating information to determine compliance with standards
Complies with state, federal and regulatory agencies codes of conduct. (Securities and Exchange
5.1.3
Commission, AL State Board of Public Accountancy, General Approved Accounting Principles, U.S.
Treasury Dept. Circular No. 230, etc.)
5.1.4
Respects the confidentiality of information required in day-to-day operations of doing business.
5.1.5
Communicates information in an honest and transparent manner.
Acts with honesty and integrity avoiding conflicts of interest between personal and professional
5.1.6
relationships, transactions, etc.
5.1.7
Understand the legal and ethical responsibilities as related to fraud.
5.1.8
Sets defined and realistic goals and objectives for each work assignment.
5.1.9
Works efficiently, seeking guidance and asking questions when necessary.
5.1.10
Reprioritizes tasks as subsequent work is assigned, or as priorities are adjusted.
5.1.11
Takes action to renegotiate deadlines in the face of competing priorities.
5.1.12
Ensures work products are accurate and completed in a timely manner.
5.2
Financial Applications, Tools, and Technology
Understands E-Business online technologies, tools, equipment, etc. to conduct business online and
5.2.1
connect with customers, manage data, etc.
5.2.2
Understands applicability of web-based applications for data analysis, compilation, and reporting.
5.2.3
Use calculator by touch
5.2.4
Use standard business software (e.g. Lotus, Excel, Access, Word, etc.)
5.2.5
Demonstrate ability to touch type
5.3
Customer Relationship Management
5.3.1
Understands role in recognizing and addressing customer needs.
5.3.2
Considers the impact of recommendations, outcomes, and organizational changes on the public.
5.4
Partnering and Collaboration
5.4.1
Interacts with industry partners and co-workers to build cooperative working relationships.

Code

5.4.2
5.4.3
5.4.4
5.4.5
5.5
5.5.1
5.5.2
5.5.3
5.5.4
5.5.5
5.5.6
5.6
5.6.1
5.6.2
5.6.3
5.6.4
5.6.5
5.6.6
5.6.7
6
6.1
6.1.1
6.1.2
6.1.3
6.1.4
6.1.5
6.1.6
6.1.7
6.1.8
6.1.9
6.2
6.2.1
6.2.2
6.2.3
6.2.4
6.2.5
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Manages partner expectations by providing realistic information and estimates.
Tailors products and services to meet unique or specific partner requirements (e.g., format,
classification, medium, timeliness, distribution).
Coordinates with partners in preparation for joint activities or events.
Solicits partner feedback to improve products and services.
Interpersonal Communication and Leadership
Works with team members to achieve goals.
Contributes input to ongoing group activities and processes.
Demonstrates respect and courtesy for team members.
Fosters an organizational environment where team members support one another.
Manages conflicts in a constructive manner to achieve productive resolutions.
Facilitates cooperation, trust, and group identity among team members.
Analytical, Organizational, and Industry Acumen
Considers the impact of recommendations, outcomes, and organizational changes on the public.
Communicates goals, mission and priorities of the organization when interacting with organizational
stakeholders.
Evaluates and adapts organizational service delivery system according to evolving customer needs and
trends.
Knowledgeable of the services provided across the financial sector, i.e., banking, accounting,
investments, taxes and so.
Understand the processes whereby consumers and businesses acquire financial goods.
Approaches issues, problems, or situations from all possible perspectives.
Able to apply logic when examining an issue.

Tier 6: Occupation Specific Technical Competencies

Analytical Ability
Approaches issues, problems, or situations from all possible perspectives and provide solutions.
Able to apply logic when examining an issue.
Identify cause and effect of problems; look at underlying problems for solution
Able to identify relationships between finance and budget data.
Uses tools to ID meaningful patterns or relationships to draw conclusions about the meaning of the
data.
Evaluate the effectiveness of process and procedures for analysis.
Approach a complex task or problem by breaking it down into its component parts and consider each
part in detail
Develops and applies new metrics/measures when necessary.
Develops and applies new analytical techniques when necessary.
Information Gathering
Select the best collection methods to acquire required information.
Research various sources for required information.
Identify information to satisfy requirements.
Gather information needed for completion of job or tasking.
Attend briefings and meetings to obtain information.

Code
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6.2.6
Consult with internal and external experts to acquire or clarify information.
6.2.7
Evaluate the suitability, relevance, and currency of information resources.
6.2.8
Document sources of information.
6.2.9
Ask clarifying questions and probe for relevant information
6.2.10
Collect, relate, associate or compare data to identify options/alternatives.
6.3
Leveraging Diversity and Communication
6.3.1
Elicit multiple viewpoints to improve the quality of products and services.
6.3.2
Consider diverse perspectives in interacting with others.
Respect the opinions and perspectives of a diverse set of employees, customers, stakeholders, and
6.3.3
other constituents when creating products and/or rendering services.
6.3.4
Maintain accountability for considering individual differences in achieving results.
Understand the primary duties/purpose of the work unit and how the unit contributes to accomplishing
6.3.5
the goals of the organization.
6.3.6
Understand how individual decisions impact the achievement of the organization's goals
Clarify the purpose and importance of the information. Explain the information in understandable
6.3.7
terms, in keeping with the listener's experience, background and expectations.
Communicate goals, mission and priorities of the organization when interacting with organizational
6.3.8
stakeholders.
6.3.9
Use an effective and approachable style that engages others and builds credibility
6.4
Detail Oriented & Quality Focused
6.4.1
Review instructions/procedures (e.g., SOPs, manuals) to ensure compliance with requirements.
Recommend process improvements to decision makers (e.g., management, project leads, technical
6.4.2
experts).
Certify accuracy and completeness of information entered into budgeting/financial management
6.4.3
systems.
6.5
Consulting and Advising
6.5.1
Determine customer expectations
6.5.2
Determine who should be involved in the project or solution
6.5.3
Works with customer to resolve issues by applying expert knowledge.
6.5.4
Conducts research as needed to assist customer in problem resolution.
6.5.5
Identifies and uses relevant tools to collect and analyze data.
6.5.6
Shares results of research or expertise to gain agreement on next steps.
6.5.7
Builds support for planned outcome.
Projects or forecasts trends or outcomes from review of data, knowledge of field and organizational
6.5.8
systems impact.
6.6
Negotiation
6.6.1
Work to keep the discussion focused on key issues
6.6.2
Examines relevant viewpoints and explores alternative approaches. Reviews pros and cons.
6.6.3
Evaluates options or solutions openly, fairly and engages in mutual problem solving.
Responds to objections by emphasizing value of preferred alternative; exposes problems of undesirable
6.6.4
alternatives.
6.6.5
Facilitates agreement through a give and take process that considers each party’s needs.

Code

6.6.6
6.6.7
6.7
6.7.1
6.7.2
6.7.3
6.7.4
6.7.5
6.7.6
6.7.7
6.7.8
6.7.9
6.8
6.8.1
6.8.2
6.8.3
6.8.4
6.8.5
6.8.6
6.9
6.9.1
6.9.2
6.9.3
6.9.4
6.9.5
6.9.6
6.10
6.10.1
6.10.2
6.10.3
6.10.4
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Challenge participants to reach consensus
Build support for negotiated consensus
Professional Knowledge
Knowledge of economic, accounting principles and practices, the financial markets, banking and the
analysis and reporting of financial data
Knowledge of arithmetic, algebra, geometry, calculus, statics and their application
Knowledge of business and management principles involved in strategic planning, resource allocation,
human resources modeling, leadership technique, production methods and coordination of people and
resources
Knowledge of administrative and clerical procedures and systems such as word processing, managing
files and records, transcription, designing forms, and other office procedures and terminology
Applies and interprets technical /professional/ regulatory knowledge to resolve unique or highly
complex situations
Performs a large number of widely varying and functionally diverse assignments that requires in-depth
analysis and problem solving
Develop work concepts, policies and procedures using broad guidelines, methods and procedures
Solve a variety of problems that require the examination of data and processes to determine the best
course(s) of action
Serves as a “technical expert”; guides, directs and coaches others regarding application and
interpretation of complex issues
Decision Making
Recognize issues, problems or opportunities then determine what action is needed.
Gather available information and select option best suited to situation.
Make independent decisions without supervisory input, by interpreting and incorporating federal/state
laws and regulations that impact programs and/or activities.
Consults with management if decisions have organizational impact
Considers impact on productivity and service impact
Considers short and long term impact of decisions
Problem Solving
Identifies problems that require in-depth analysis
Gathers and analyzes/interprets information to better understand problems
Creates relevant options for solving problems
Chooses appropriate action by considering implications and consequences
Seeks input from stakeholders (subordinates, peers, management, customers, etc.)
Checks outcome of problem resolution
Budget Forecasting
Knowledge of budget, finance and other monetary based skills
Ability to forecast financial information for future instances based on current financial trends
Work with program and project managers to develop the organization's budget
Review managers' budget proposals for completeness, accuracy and compliance with laws and other
regulations

Code

6.10.5
6.10.6
6.10.7
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Combine all the program and department budgets together into a consolidated organizational budget
and review all funding requests for merit
Explain their recommendations for funding requests to others in the organization, legislators and the
public
Help the chief operations officer, agency head or other top managers analyze proposed plans and find
alternatives if the projected results are unsatisfactory
Monitor organizational spending to ensure that it is within budget
Inform program managers of the status and availability of funds
Estimate future financial needs

6.10.8
6.10.9
6.10.10
7
Tier 7: Occupation Specific Requirements
7.1
Bachelor's degree
8
Tier 8: Management Competencies
8.1
Organizational engagement
8.1.1
Promoting the organization’s vision, values and methods in own work
Using knowledge of national finance changes to investigate, report and present options to the director
8.1.2
and/or trustees
Providing regular information to colleagues following consultation with reviews and changes as
8.1.3
requested
8.1.4
Helping to drive organizational development
8.2
Conscious Administration
8.2.1
Ability to produce cost models and undertake activity costing of institute activities.
8.2.2
Bringing an innovative solution to an existing or future problem
Awareness of fundamentals of accounting & tax in terms of future decisions for Institute and
8.2.3
understanding why figures are out of line with plans.
8.2.4
Work for solutions to achieve more in less time e.g. electronic solutions, delegation etc.
Ensuring urgent areas are covered in hours allotted and give time options for covering non-urgent
8.2.5
work.
8.3
Collaboration
Builds constructive networks inside and outside the organization to facilitate the accomplishment of
8.3.1
results.
Builds strong relationships and trust with team members that make it possible to receive everyone’s
8.3.2
input and ideas, and maximize individual and team output and potential.
Works cooperatively with multiple stakeholders, demonstrating willingness to consider alternative
8.3.3
approaches or ideas.
Deals effectively with confrontational situations, demonstrating diplomacy, tact, empathy and
8.3.4
consideration for differing points of view.
Carries out independent primary, secondary and tertiary research to collect sufficient data and
8.3.5
information pertinent to the area of inquiry.
8.3.6
Performs an objective and thorough analysis of information and data from multiple sources.
Distinguishes between facts, inferences and assumptions to establish the quality of the information
8.3.7
collected and the reliability of its source.

Code

8.3.8
8.3.9
8.4
8.4.1
8.4.2
8.4.3
8.4.4
8.4.5
8.5
8.5.1
8.5.2
8.5.3
8.5.4
8.5.5
8.6
8.6.1
8.6.2
8.6.3
8.6.4
8.6.5
8.6.6
8.6.7
8.6.8

Alabama Competency Model Budget Analysts
Employs professional skepticism to assess the objectivity and reliability of assumptions and evidence
asserted by a responsible party or client.
Makes decisions in a timely manner, committing to a course of action that considers pertinent data,
information, options and implications.
Business Acumen
Analyzes relevant business trends, financial measures, economic factors and new regulations, assessing
and articulating their impact on the organization.
Recognizes business threats and/or opportunities affecting their area of the business, recommending
actions to address them.
Identifies clients' stated and underlying needs, and the work activities and methodologies that will best
address these needs.
Translates the organization’s vision and goals into relevant plans and actions, realigning work efforts
with changes in organizational direction.
Drives the implementation of changes, tracking their impact to ensure organizational performance is
improved or sustained.
Networking
Seek opportunities to make contacts and build relationships, including through organizational events,
social events, external organizations, and professional activities.
Establish strong and lasting partnerships with business contacts.
Proactively seek ways of increasing business opportunities with contacts.
Skillfully influence and negotiate with partners to create opportunities that increase the competitive
position of both parties.
Leverage contacts to obtain information relevant to the health and continued growth of the
organization, including enhanced perspectives and feedback on organizational performance.
Monitoring and Controlling Resources
Continually seek to identify and secure resources (e.g. staffing, training, and monetary resources), both
internal and external, that can be useful to the unit and assist in work accomplishment.
Develop strategic plans for making a wide array of resources available.
Ensure that knowledge of those resources is spread throughout organization.
Develop strategic plans to anticipate future resource needs, and accurately identifies, tracks, and
prioritizes existing resource needs.
Monitor resource availability and make contingency plans to ensure the availability of adequate
resources in the event of unforeseen circumstances.
Consistently seek to perform work unit tasks in a cost-efficient manner.
Identify ways to produce the same level and quality of work while utilizing fewer resources.
Create an organizational climate in which cost effectiveness is valued and rewarded.

FINANCE

Financial Analysts
ACCCP

Business Finance

Code

Alabama Competency Model Financial Analysts

1
Tier 1: Personal Effectiveness Competencies
1.1
Interpersonal Skills: Displaying the skills to work effectively with others from diverse backgrounds.
1.1.1
Demonstrating sensitivity/empathy
1.1.1.1
Show sincere interest in others and their concerns.
1.1.1.2
Demonstrate sensitivity to the needs and feelings of others.
1.1.1.3
Look for ways to help people and deliver assistance.
1.1.2
Demonstrating insight into behavior
Recognize and accurately interpret the communications of others as expressed through various
1.1.2.1
formats (e.g., writing, speech, American Sign Language, computers, etc.).
1.1.2.2
Recognize when relationships with others are strained.
1.1.2.3
Show understanding of others’ behaviors and motives by demonstrating appropriate responses.
1.1.2.4
Demonstrate flexibility for change based on the ideas and actions of others.
1.1.3
Maintaining open relationships
1.1.3.1
Maintain open lines of communication with others.
1.1.3.2
Encourage others to share problems and successes.
1.1.3.3
Establish a high degree of trust and credibility with others.
1.1.4
Respecting diversity
1.1.4.1
Demonstrate respect for coworkers, colleagues, and customers.
Interact respectfully and cooperatively with others who are of a different race, culture, or age, or
1.1.4.2
have different abilities, gender, or sexual orientation.
Demonstrate sensitivity, flexibility, and open-mindedness when dealing with different values,
1.1.4.3
beliefs, perspectives, customs, or opinions.
1.1.4.4
Value an environment that supports and accommodates a diversity of people and ideas.
1.2
Integrity: Displaying strong moral principles and work ethic.
1.2.1
Behaving ethically
1.2.1.1
Abide by a strict code of ethics and behavior, even in the face of opposition.
1.2.1.2
Encourage others to behave ethically
1.2.1.3
Understand that behaving ethically goes beyond what the law requires.
1.2.1.4
Use company time and property responsibly.
Perform work-related duties according to laws, regulations, contract provisions, and company
1.2.1.5
policies.
1.2.2
Acting fairly
1.2.2.1
Treat others with honesty, fairness, and respect.
1.2.2.2
Make decisions that are objective and reflect the just treatment of others.
1.2.3
Taking responsibility
1.2.3.1
Take responsibility for accomplishing work goals within accepted timeframes.
Accept responsibility for one’s decisions and actions and for those of one’s group, team, or
1.2.3.2
department.
1.3
Professionalism: Maintaining a professional presence.
1.3.1
Demonstrating self-control
1.3.1.1
Maintain composure and keep emotions in check.
1.3.1.2
Deal calmly and effectively with stressful or difficult situations.

Code
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1.3.1.3
1.3.2
1.3.2.1
1.3.2.2
1.3.2.3
1.3.3
1.3.3.1
1.3.3.2
1.3.4
1.3.4.1
1.3.4.2
1.3.4.3

Accept criticism tactfully and attempt to learn from it.
Professional appearance
Maintain a professional demeanor.
Dress appropriately for occupational and worksite requirements.
Maintain appropriate personal hygiene.
Social responsibility
Refrain from lifestyle choices which negatively impact the workplace and individual performance.
Remain free from substance abuse.
Maintaining a positive attitude
Project a professional image of oneself and the organization.
Demonstrate a positive attitude towards work.
Take pride in one’s work and the work of the organization.
Initiative: Demonstrating a commitment to effective job performance by taking action on one’s own and
1.4
following through to get the job done.
1.4.1
Persisting
1.4.1.1
Pursue work with drive and a strong accomplishment orientation.
Persist to accomplish a task despite difficult conditions, tight deadlines, or obstacles and setbacks.
1.4.1.2
1.4.2
1.4.2.1
1.4.2.2
1.4.2.3
1.4.3
1.4.3.1
1.4.3.2
1.4.3.3
1.4.4
1.4.4.1
1.4.4.2
1.4.4.3
1.4.4.4
1.4.5
1.4.5.1
1.4.5.2
1.5
1.5.1
1.5.1.1
1.5.1.2
1.5.1.3
1.5.2
1.5.2.1

Taking initiative
Go beyond the routine demands of the job to increase its variety and scope.
Provide suggestions and/or take actions that result in improved work processes, communications, or
task performance.
Take initiative to seek out new work challenges, influence events, or originate action.
Setting challenging goals
Establish and maintain personally challenging but realistic work goals.
Exert effort toward task mastery.
Bring issues to closure by pushing forward until a resolution is achieved.
Working independently
Develop own ways of working effectively and efficiently.
Perform effectively even with minimal direction, support, or approval.
Set own schedule to maximize productivity.
Take responsibility for completing one’s own work assignments.
Achievement motivation
Strive to exceed standards and expectations.
Exhibit confidence in capabilities and an expectation to succeed in future activities.
Dependability and Reliability: Displaying responsible behaviors at work.
Fulfilling obligations
Behave consistently and predictably.
Is reliable, responsible, and dependable in fulfilling obligations.
Diligently follow through on commitments and consistently complete assignments by deadlines.
Attendance and punctuality
Come to work on time and as scheduled.

Code

1.5.2.2
1.5.2.3
1.5.3
1.5.3.1
1.5.3.2
1.5.4
1.5.4.1
1.5.4.2
1.5.4.3
1.6
1.6.1
1.6.1.1
1.6.1.2
1.6.1.3
1.6.2
1.6.2.1
1.6.2.2
1.6.2.3
1.7
1.7.1
1.7.1.1
1.7.1.2
1.7.1.3
1.7.1.4
1.7.2
1.7.2.1
1.7.2.2
1.7.2.3
1.7.3
1.7.3.1
1.7.3.2
1.7.4
1.7.4.1
1.7.4.2
1.7.5
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Arrive on time for meetings or appointments.
Dial in to phone calls and web conferences on time.
Attending to details
Diligently check work to ensure that all essential details have been considered.
Notice errors or inconsistencies and take prompt, thorough action to correct them.
Following directions
Follow directions as communicated in a variety of ways such as writing, speech, American Sign
Language, computers, or other formats.
Comply with organizational rules, policies, and procedures.
Ask appropriate questions to clarify any instructional ambiguities.
Adaptability and Flexibility: Displaying the capability to adapt to new, different, or changing
requirements.
Entertaining new ideas
Is open to considering new ways of doing things.
Actively seek out and carefully consider the merits of new approaches to work.
Embrace new approaches when appropriate and discard approaches that are no longer working.
Dealing with change
Take proper and effective action when necessary without having all the necessary facts in hand.
Easily adapt plans, goals, actions, or priorities in response to unpredictable or unexpected events,
pressures, situations, and job demands.
Effortlessly shift gears and change direction when working on multiple projects or issues.
Lifelong Learning: Demonstrating a commitment to self-development and improvement of knowledge
Demonstrating an interest in learning
Take actions showing an interest in personal and professional lifelong learning and development.
Seek feedback from multiple sources about how to improve and develop.
Modify behavior based on feedback or self-analysis of past mistakes.
Learn and accept help from supervisors and co-workers.
Participating in learning activities
Identify when it is necessary to acquire new knowledge and skills.
Take steps to develop and maintain knowledge, skills, and expertise necessary to perform one’s role
successfully by participating in relevant training and professional development programs.
Actively pursue opportunities to broaden knowledge and skills through seminars, conferences,
professional groups, reading publications, job shadowing, and/or continuing education.
Using change as a learning opportunity
Anticipate changes in work demands and search for and participate in assignments or training that
address these changing demands.
Treat unexpected circumstances as opportunities to learn.
Identifying career interests
Take charge of personal career development by identifying occupational interests, strengths,
options, and opportunities.
Make insightful career planning decisions that integrate others’ feedback.
Integrating and applying learning

Code

1.7.5.1
1.7.5.2
2
2.1
2.1.1
2.1.1.1
2.1.1.2
2.1.1.3
2.1.2
2.1.2.1
2.1.2.2
2.1.2.3
2.1.2.4
2.1.3
2.1.3.1
2.1.3.2
2.1.3.3
2.1.3.4
2.1.3.5
2.1.4
2.1.4.1
2.1.4.2
2.1.4.3
2.2
2.2.1
2.2.1.1
2.2.1.2
2.2.1.3
2.2.1.4
2.2.1.5
2.2.1.6
2.2.2
2.2.2.1
2.2.2.2
2.2.2.3
2.2.2.4
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Integrate newly learned knowledge and skills with existing knowledge and skills.
Use newly learned knowledge and skills to complete tasks, particularly in new or unfamiliar
situations.

Tier 2: Academic Competencies

Reading: Understanding written sentences, paragraphs, and figures in work-related documents (with
accommodation if necessary).
Comprehension
Locate and understand written information in prose and in documents such as manuals, reports,
memos, letters, forms, graphs, charts, tables, calendars, schedules, signs, notices, applications,
contracts, regulations, and directions.
Understand the purpose of written materials.
Comprehend the author’s meaning and identify the main ideas expressed in the written material.
Attention to detail
Note details and facts.
Detect inconsistencies.
Identify implied meaning and details.
Recognize missing information.
Information analysis
Critically evaluate and analyze information in written materials.
Review written information for completeness and relevance.
Distinguish fact from opinion.
Identify trends.
Synthesize information from multiple written materials.
Information integration
Integrate what is learned from written materials with prior knowledge.
Use what is learned from written material to follow instructions and complete tasks.
Apply what is learned from written material to new situations.
Writing: Using standard (business) English to compile information and prepare written documents.
Organization and development
Create documents such as letters, directions, manuals, reports, graphs, spreadsheets, and flow
charts.
Communicate thoughts, ideas, information, messages, and other written information, which may
contain technical material, in a logical, organized, and coherent manner.
Present well-developed ideas supported by information and examples.
Proofread finished documents for errors.
Tailor content to appropriate audience and purpose.
Distribute written materials appropriately for intended audiences and purposes.
Mechanics
Use standard syntax and sentence structure.
Use correct spelling, punctuation, and capitalization.
Use correct English grammar (e.g., correct tense, subject-verb agreement, no missing words).
Write legibly when using handwriting to communicate.

Code

2.2.3
2.2.3.1
2.2.3.2
2.2.3.3
2.3
2.3.1
2.3.1.1
2.3.1.2
2.3.1.3
2.3.1.4
2.3.1.5
2.3.1.6
2.3.2
2.3.2.1
2.3.2.2
2.3.2.3
2.3.3
2.3.3.1
2.3.3.2
2.4
2.4.1
2.4.1.1
2.4.1.2
2.4.1.3
2.4.2
2.4.2.1
2.5
2.5.1
2.5.1.1
2.5.1.2
2.5.1.3
2.5.1.4
2.5.1.5
2.5.2
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Tone
Use language appropriate for the target audience.
Use a tone and word choice appropriate for the industry and organization (e.g., writing is
professional and courteous).
Show insight, perception, and depth in writing.
Mathematics: Uses principles of mathematics to express ideas and solve problems.
Computation
Add, subtract, multiply, and divide with whole numbers, fractions, decimals, and percents.
Calculate averages, ratios, proportions, and rates.
Convert decimals to fractions and fractions to decimals.
Convert fractions to percents and percents to fractions.
Convert decimals to percents and percents to decimals.
Understand relationships between numbers and identify and understand patterns.
Measurement and estimation
Take measurements of time, temperature, distances, length, width, height, perimeter, area, volume,
weight, velocity, and speed.
Use and report measurements correctly.
Correctly convert from one measurement to another (e.g., from English to metric or International
System of Units (SI), or Fahrenheit to Celsius).
Application
Use appropriate mathematical formulas and techniques to solve problems.
Translate practical problems into useful mathematical expressions.
Science and Technology: Using scientific rules and methods to express ideas and solve problems.
Comprehension
Understand basic scientific principles and uses appropriate technology.
Understand the scientific method (i.e., identify problems, collect information, form opinions and
draw conclusions).
Understand overall intent and proper procedures for set-up and operation of equipment.
Application
Apply basic scientific principles and technology to complete tasks.
Communication: Listening, speaking, and signaling so others can understand (with accommodation if
Communicating
Express relevant information appropriately to individuals or groups taking into account the audience
and the nature of the information (e.g., technical or controversial).
Convey information clearly, correctly, and succinctly.
Use common English conventions including proper grammar, tone, and pace.
Effectively establish interpersonal contact with one or more individuals using eye contact, body
language and non-verbal expression as appropriate to the person’s culture.
Ask questions or report problems or concerns to people in authority when information or
procedures are unclear or need improvement, or when feeling unsafe or threatened in the
workplace.
Receiving information

Code

2.5.2.1
2.5.2.2
2.5.2.3
2.5.2.4
2.5.2.5
2.5.2.6
2.5.3
2.5.3.1
2.5.3.2
2.5.3.3
2.5.4
2.5.4.1
2.5.4.2
2.5.4.3
2.6
2.6.1
2.6.1.1
2.6.1.2
2.6.1.3
2.6.1.4
2.6.1.5
2.6.2
2.6.2.1
2.6.2.2
2.7
2.7.1
2.7.1.1
2.7.1.2
2.7.2
2.7.2.1
2.7.2.2
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Attend to, understand, interpret, and respond to messages received in a variety of ways, including
hearing, American Sign Language, instant messaging, text-to-speech devices, and other methods.
Comprehend complex instructions.
Identify feelings and concerns communicated in various formats, such as writing, speech, American
Sign Language, computers, etc. and responds appropriately.
Consider others’ viewpoints and alter opinion when it is appropriate to do so.
Apply active interpersonal communication skills using reflection, restatement, questioning, and
clarification.
Effectively answer questions of others or communicate an inability to do so and suggest other
sources of answers.
Observing carefully
Notice nonverbal cues and respond appropriately.
Attend to visual sources of information (e.g., video).
Ascertain relevant visual information and use appropriately.
Persuasion/Influence
Influence others.
Persuasively present thoughts and ideas.
Gain commitment and ensure support for proposed ideas.
Critical and Analytical Thinking: Using logical thought processes to analyze information and draw
conclusions.
Reasoning
Possess sufficient inductive and deductive reasoning ability to perform job successfully.
Critically review, analyze, synthesize, compare, and interpret information.
Draw conclusions from relevant and/or missing information.
Understand the principles underlying the relationship among facts and apply this understanding
when solving problems.
Use logic and reasoning to identify strengths and weaknesses of alternative solutions or approaches
to a problem.
Mental agility
Identify connections between issues.
Quickly understand, orient to, and integrate new information.
Basic Computer Skills: Using information technology and related applications to convey and retrieve
information (with accommodation when necessary).
Computer basics
Understand the basic functions and terminology related to computer hardware, software,
information systems, and communication devices.
Use basic computer software, hardware, and communication devices to perform tasks.
Using software
Use word processing software to compose, organize, edit, and print documents and other business
communications.
Use spreadsheet software to enter, manipulate, edit, and format text and numerical data.

Code

2.7.2.3
2.7.2.4
2.7.2.5
2.7.3
2.7.3.1
2.7.3.2
2.7.3.3
2.7.3.4
2.7.3.5
2.7.4
2.7.4.1
2.7.4.2
2.7.4.3
2.7.4.4
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Use presentation software to create, manipulate, edit, and present digital representations of
information to an audience.
Use database software to manage data.
Create and maintain a well-organized electronic file storage system.
Using the Internet and email
Use the Internet to search for online information and interact with Web sites.
Use the Internet and web-based tools to manage basic workplace tasks (e.g., calendar management,
contacts management, and timekeeping).
Use electronic mail to communicate in the workplace.
Understand the different types of social media and their appropriate workplace and non-workplace
uses, and the impact that various social media activities can have on one’s personal and professional
Employ collaborative/groupware applications to facilitate group work.
Ensuring computer security
Understand and comply with the organization’s privacy policy and information security guidelines.
Defend against potential abuses of private information.
Recognize and respond appropriately to suspicious vulnerabilities and threats.
Use the most recent security software, web browser, and operating system to protect against online
threats.
Utilize strong passwords, passphrases, and basic encryption.
Recognize secure Web addresses.

2.7.4.5
2.7.4.6
3
Tier 3: Workplace Competencies
3.1
Teamwork: Working cooperatively with others to complete work assignments.
3.1.1
Identifying team membership and role
3.1.1.1
Serve as a leader or a follower, depending on what is needed to achieve the team’s goals and
3.1.1.2
Identify and draw upon team members’ strengths and weaknesses to achieve results.
3.1.1.3
Instruct others in learning new skills and learn from other team members.
3.1.1.4
Assist others who have less experience or have heavy workloads.
3.1.1.5
Encourage others to express their ideas and opinions.
3.1.2
Establishing productive relationships
3.1.2.1
Develop constructive and cooperative working relationships with others.
3.1.2.2
Exhibit tact and diplomacy and strive to build consensus.
Deliver constructive criticism and voice objections to others’ ideas and opinions in a supportive, non3.1.2.3
accusatory manner.
3.1.2.4
Respond appropriately to positive and negative feedback.
Effectively communicate with all members of the group or team to achieve team goals and
3.1.2.5
objectives.
3.1.3
Meeting team objectives
3.1.3.1
Work as part of a team, contributing to the group’s effort to achieve goals.
3.1.3.2
Identify and commit to the goals, norms, values, and customs of the team.
3.1.3.3
Choose behaviors and actions that best support the team and accomplishment of work tasks.
3.1.3.4
Use a group approach to identify problems and develop solutions based on group consensus.
3.1.4
Resolving conflicts

Code

3.1.4.1
3.1.4.2
3.1.4.3
3.2
3.2.1
3.2.1.1
3.2.1.2
3.2.1.3
3.2.2
3.2.2.1
3.2.2.2
3.2.2.3
3.2.2.4
3.2.2.5
3.2.2.6
3.2.3
3.2.3.1
3.2.3.2
3.2.3.3
3.2.4
3.2.4.1
3.2.4.2
3.2.4.3
3.2.4.4
3.3
3.3.1
3.3.1.1
3.3.1.2
3.3.1.3
3.3.1.4
3.3.1.5
3.3.2
3.3.2.1
3.3.2.2
3.3.3
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Bring others together to reconcile differences.
Handle conflicts maturely by exercising “give and take” to achieve positive results for all parties.
Reach formal or informal agreements that promote mutual goals and interests, and obtain
commitment to those agreements from individuals or groups.
Customer Focus: Efficiently and effectively addressing the needs of clients/customers.
Understanding customer needs
Identify internal and external customers.
Attend to what customers are saying and ask questions to identify customer needs, interests, and
goals.
Anticipate the future needs of the customer.
Providing personalized service
Provide prompt, efficient, and personalized assistance to meet the requirements, requests, and
concerns of customers.
Provide thorough, accurate information to answer customers’ questions and inform them of
commitment times or performance guarantees.
Address customer comments, questions, concerns, and objections with direct, accurate, and timely
responses.
Identify and propose appropriate solutions and/or services.
Establish boundaries as appropriate for unreasonable customer demands.
Communicate in the medium desired by the customer.
Acting professionally
Is pleasant, courteous, and professional when dealing with internal or external customers.
Develop constructive and cooperative working relationships with customers.
Is calm and empathetic when dealing with hostile customers.
Keeping customers informed
Follow up with customers following provision of service.
Keep customers up to date about decisions that affect them.
Seek the comments, criticisms, and involvement of customers.
Adjust services based on customer feedback.
Planning and Organizing: Planning and prioritizing work to manage time effectively and accomplish
assigned tasks.
Planning
Approach work in a methodical manner.
Plan and schedule tasks so that work is completed on time.
Keep track of details to ensure work is performed accurately and completely.
Anticipate obstacles to project completion and develop contingency plans to address them.
Find new ways of organizing work area or planning work to accomplish work more efficiently.
Prioritizing
Prioritize multiple competing tasks.
Perform tasks correctly, quickly, and efficiently according to their relative urgency and importance.
Managing projects

Code

3.3.3.1
3.3.3.2
3.3.3.3
3.3.3.4
3.3.3.5
3.3.3.6
3.3.3.7
3.4
3.4.1
3.4.1.1
3.4.1.2
3.4.2
3.4.2.1
3.4.2.2
3.4.2.3
3.4.2.4
3.4.3
3.4.3.1
3.4.3.2
3.4.3.3
3.5
3.5.1
3.5.1.1
3.5.1.2
3.5.1.3
3.5.1.4
3.5.1.5
3.5.2
3.5.2.1
3.5.2.2
3.5.2.3
3.5.2.4
3.5.3
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Estimate personnel and other resources needed for project completion (e.g., financial material or
equipment).
Manage activities to meet plans, allocating time and resources effectively.
Keep track of and document plans, assignments, changes, and deliverables.
Plan for dependencies of one task on another.
Coordinate efforts with all affected parties, keeping them informed of progress and all relevant
changes to project timelines.
Take necessary corrective action when projects go off track.
Assure job accommodations are made for personnel who need or request them.
Creative Thinking: Generating innovative and creative solutions.
Employing unique analyses
Use original analyses and generate new, innovative ideas in complex areas.
Develop innovative methods of obtaining or using resources when insufficient resources are
available.
Generating innovative solutions
Integrate seemingly unrelated information to develop creative processes or solutions.
Reframe problems in a different light to find fresh approaches.
Entertain wide-ranging possibilities and perspectives to develop new solutions.
Find new ways to add value to the efforts of a team and organization.
Seeing the big picture
Understand the pieces of a system as a whole and appreciate the consequences of actions on other
parts of the system.
Monitor patterns and trends to see a bigger picture.
Modify or design systems to improve performance.
Problem Solving and Decision-Making: Generating, evaluating, and implementing solutions to problems.
Identifying the problem
Anticipate or recognize the existence of a problem or objection.
Identify the true nature of the problem and define critical issues.
Evaluate the importance and criticality of the problem.
Use all available reference systems to locate and obtain information relevant to understanding the
problem.
Recall previously learned information that is relevant to the problem.
Locating, gathering, and organizing relevant information
Effectively use both internal resources (e.g., internal computer networks, company filing systems)
and external resources (e.g., internet search engines) to locate and gather information relevant to
solving the problem.
Examine information obtained for relevance and completeness.
Recognize important gaps in existing information and take steps to eliminate those gaps.
Organize/reorganize information as appropriate to gain a better understanding of the problem.
Generating alternatives

Code

3.5.3.1
3.5.3.2
3.5.4
3.5.4.1
3.5.4.2
3.5.5
3.5.5.1
3.5.5.2
3.5.5.3
3.5.5.4
3.6
3.6.1
3.6.1.1
3.6.1.2
3.6.2
3.6.2.1
3.6.3
3.6.3.1
3.6.3.2
3.6.3.3
3.6.3.4
3.6.4
3.6.4.1
3.6.4.2
3.6.4.3
3.6.4.4
3.7
3.7.1
3.7.1.1
3.7.1.2
3.7.1.3
3.7.1.4
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Integrate previously learned and externally obtained information to generate a variety of highquality alternative approaches to the problem.
Skillfully use logic and analysis to identify the strengths and weaknesses, the costs and benefits, and
the short- and long-term consequences of different solutions or approaches.
Choosing a solution
Decisively choose the best solution after evaluating the relative merits of each possible option.
Make difficult decisions even in highly ambiguous or ill-defined situations.
Implementing the solution
Commit to a solution in a timely manner.
Develop a realistic approach for implementing the chosen solution.
Document the problem and corrective actions taken and their outcomes and communicate these to
the appropriate parties.
Observe and evaluate the outcomes of implementing the solution to assess the need for alternative
approaches and to identify lessons learned.
Working with Tools and Technology: Selecting, using, and maintaining tools and technology to facilitate
work activity (with accommodation, when necessary).
Using tools
Operate tools, technology, and equipment in accordance with established operating procedures and
safety standards.
Demonstrate appropriate use of tools and technology to complete work functions.
Selecting tools
Select and apply appropriate tools or technological solutions to the problem at hand.
Keeping current on tools and technology
Demonstrate an interest in learning about new and emerging tools and technologies.
Demonstrate information literacy.
Adapt quickly to changes in process or technology.
Seek out opportunities to improve knowledge of tools and technologies that may assist in
streamlining work and improving productivity.
Troubleshooting and maintenance
Learn how to maintain and troubleshoot tools and technologies.
Perform routine maintenance on tools, technology, and equipment.
Determine causes of errors and take the appropriate corrective action.
Develop alternatives to complete a task if desired tool or technology is not available.
Scheduling and Coordinating: Making arrangements that fulfill all requirements as efficiently and
economically as possible.
Arranging and informing
Make arrangements (e.g. for meetings or travel) that fulfill all requirements as efficiently and
economically as possible.
Inform others of arrangements, giving them complete, accurate, and timely information.
Ensure that others receive needed materials in time.
Handle all aspects of arrangements thoroughly and completely.

Code

3.7.1.5
3.7.2
3.7.2.1
3.7.2.2
3.7.2.3
3.7.3
3.7.3.1
3.7.3.2
3.7.3.3
3.8
3.8.1
3.8.1.1
3.8.1.2
3.8.1.3
3.8.2
3.8.2.1
3.8.2.2
3.8.2.3
3.8.2.4
3.8.3
3.8.3.1
3.8.3.2
3.8.3.3
3.8.3.4
3.8.4
3.8.4.1
3.8.4.2
3.8.4.3
3.8.4.4
3.9
3.9.1
3.9.1.1
3.9.1.2
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Respond to the schedules of others affected by arrangements, resolve schedule conflicts or travel
issues, and take corrective action.
Coordinating in distributed environments
Coordinate schedules of colleagues, co-workers, and clients in regional locations. (i.e., across time
zones) to ensure that inconvenience is minimized and productivity is enhanced.
Leverage technology (e.g., internet, teleconference) to facilitate information sharing in distributed
work environments.
Take advantage of team member availability throughout business hours in multiple time zones to
enhance productivity.
Shiftwork
Effectively coordinate the transition of staff at the beginning and end of each work shift.
Disseminate crucial information in an organized manner to rapidly bring staff up to speed at the
start of their shifts.
Ensure that staff is updated on work completed on past shifts and work that still needs to be
completed.
Checking, Examining, and Recording: Entering, transcribing, recording, storing, or maintaining
information in written or electronic/digital format.
Detecting errors
Detect and correct errors or inconsistencies, even under time pressure.
Identify vague or ambiguous documentation.
Route errors to appropriate person to correct documentation.
Completing forms
Select and complete appropriate forms quickly and completely.
Forward or process forms in a timely and accurate manner.
Attend to and follow through on important items requiring action.
Expedite forms, orders, or advances that require immediate attention.
Obtaining information
Obtain appropriate information, signatures, and approvals promptly.
Verify that all information is present and accurate before forwarding materials.
Compile, categorize, and verify information or data.
Apply systematic techniques for observing and gathering data.
Maintaining logs, records, and files
Organize records and files to maintain data.
Keep logs, records, and files that are up-to-date and readily accessible (e.g., driver logs, flight
records, repair records).
Update logs, records, and files, noting important changes.
File data and documentation in accordance with organization’s requirements.
Business Fundamentals: Using information on basic business principles, trends, and economics.
Situational awareness
Understand the mission, structure, and functions of the organization.
Recognize one’s role in the functioning of the organization and understand the potential impact
one’s own performance can have on the success of the organization.

Code

3.9.1.3
3.9.2
3.9.2.1
3.9.2.2
3.9.3
3.9.3.1
3.9.3.2
3.9.3.3
3.9.3.4
4
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Grasp the potential impact of the company’s well-being on employees.
Business ethics
Act in the best interest of the company, the community, and the environment.
Comply with applicable laws and rules governing work and report loss, waste, or theft of company
property to appropriate personnel.
Market knowledge
Understand market trends in the industry and the company’s position in the market.
Know who the company’s primary competitors are and stay current on organizational strategies to
maintain competitiveness.
Uphold the organization through building and maintaining customer relations.
Recognize major challenges faced by the organization and industry, and identify key strategies to
address challenges.

Tier 4: Ready to Work Cluster-Specific Competencies

Products and Concepts: Knowledge of products and concepts relating to financial services industry,
4.1
including financial instruments, financial management, insurance principles, and cash and capital
principles.
4.1.1
Financial Instruments
4.1.2
Understands the available financial instruments and risk associated with each one
4.1.3
Financial Management
4.1.4
Aware of the available analytical functions associated within the financial services
4.1.5
Understands financial/credit analysis, debt/risk management, valuation strategies, underwriting
4.1.6
Insurance Principles
4.1.7
Understands the principles of insurance and insurance contracts
4.1.8
Knowledge of types of insurance (life, health, property, liability) and risk covered by the insurance
4.1.9
Cash and Capital Principles
4.1.10
Understands the nature of cash, the United States monetary system, and the time value of money
4.1.11
Recognizes the risk, return, and opportunity costs associated with capital
Business Operations: Performs activities associated with transaction management and understands the
4.2
business operations performed by organizations within the financial services industry.
4.2.1
Transaction Management
4.2.2
Demonstrates the ability to process financial transactions without error
4.2.3
Resolves cash discrepancies, and maintains accurate records of transactions
4.2.4
Understands the principles of confidentiality as they relate to transaction management
4.2.5
Financial Organizations
4.2.6
Understands roles of banks, insurance companies, and stock brokerages within the financial industry
Financial Reporting: Knowledge of the documents associated with measuring a business’ financial
4.3
information.
4.3.1
Review client financial information to develop a client’s account statement
4.3.2
Analyze and interpret financial data to produce accurate reports
4.3.3
Compile business transaction data to report financial information
Technology Applications: Knowledge of basic technology as it specifically relates to the financial services
4.4
industry.

Code

4.4.1
4.4.2
4.4.3
4.5
4.5.1
4.5.2
4.5.3
4.6
4.6.1
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Use spreadsheets and accounting software to maintain and update records
Use databases and other computer management tools to manage office records
Recognizes appropriate techniques for storing and retrieving data
Regulations and Codes: Knowledge of relevant regulations and codes that impact the financial services
industry.
Understands and complies with all relevant laws imposed by regulatory agencies
Follows the financial services industry codes of practice
Monitors new legislation impacting the financial services industry
Fraud Prevention: Knowledge of the appropriate procedures for identifying, reporting, and preventing
fraud.
Demonstrates an awareness of the necessary steps for preventing fraud

4.6.2

Knows procedures for fraud investigations and internal audits relating to detecting and reporting fraud

4.6.3
5
5.1.1
5.1.2

Understands the legal and ethical responsibilities as they relate to fraud

Tier 5: Career Pathway Technical Competencies

Ethics, Compliance, and Professionalism
Evaluating information to determine compliance with standards
Complies with state, federal and regulatory agencies codes of conduct. (Securities and Exchange
5.1.3
Commission, AL State Board of Public Accountancy, General Approved Accounting Principles, U.S.
Treasury Dept. Circular No. 230, etc.)
5.1.4
Respects the confidentiality of information required in day-to-day operations of doing business.
5.1.5
Communicates information in an honest and transparent manner.
Acts with honesty and integrity avoiding conflicts of interest between personal and professional
5.1.6
relationships, transactions, etc.
5.1.7
Understand the legal and ethical responsibilities as related to fraud.
5.1.8
Sets defined and realistic goals and objectives for each work assignment.
5.1.9
Works efficiently, seeking guidance and asking questions when necessary.
5.1.10
Reprioritizes tasks as subsequent work is assigned, or as priorities are adjusted.
5.1.11
Takes action to renegotiate deadlines in the face of competing priorities.
5.1.12
Ensures work products are accurate and completed in a timely manner.
5.2
Financial Applications, Tools, and Technology
Understands E-Business online technologies, tools, equipment, etc. to conduct business online and
5.2.1
connect with customers, manage data, etc.
5.2.2
Understands applicability of web-based applications for data analysis, compilation, and reporting.
5.2.3
Use calculator by touch
5.2.4
Use standard business software (e.g. Lotus, Excel, Access, Word, etc.)
5.2.5
Demonstrate ability to touch type
5.3
Customer Relationship Management
5.3.1
Understands role in recognizing and addressing customer needs.
5.3.2
Considers the impact of recommendations, outcomes, and organizational changes on the public.
5.4
Partnering and Collaboration
5.4.1
Interacts with industry partners and co-workers to build cooperative working relationships.

Code

5.4.2
5.4.3
5.4.4
5.4.5
5.5
5.5.1
5.5.2
5.5.3
5.5.4
5.5.5
5.5.6
5.6
5.6.1
5.6.2
5.6.3
5.6.4
5.6.5
5.6.6
5.6.7
6
6.1
6.1.1
6.1.2
6.1.3
6.1.4
6.2
6.2.1
6.2.2
6.2.3
6.3
6.3.1
6.3.2
6.3.3
6.3.4
6.3.5
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Manages partner expectations by providing realistic information and estimates.
Tailors products and services to meet unique or specific partner requirements (e.g., format,
classification, medium, timeliness, distribution).
Coordinates with partners in preparation for joint activities or events.
Solicits partner feedback to improve products and services.
Interpersonal Communication and Leadership
Works with team members to achieve goals.
Contributes input to ongoing group activities and processes.
Demonstrates respect and courtesy for team members.
Fosters an organizational environment where team members support one another.
Manages conflicts in a constructive manner to achieve productive resolutions.
Facilitates cooperation, trust, and group identity among team members.
Analytical, Organizational, and Industry Acumen
Considers the impact of recommendations, outcomes, and organizational changes on the public.
Communicates goals, mission and priorities of the organization when interacting with organizational
stakeholders.
Evaluates and adapts organizational service delivery system according to evolving customer needs and
trends.
Knowledgeable of the services provided across the financial sector, i.e., banking, accounting,
investments, taxes and so.
Understand the processes whereby consumers and businesses acquire financial goods.
Approaches issues, problems, or situations from all possible perspectives.
Able to apply logic when examining an issue.

Tier 6: Occupation Specific Technical Competencies

Financial
Applies advanced knowledge of financial management, investment capital, debt management,
investment analysis, risk assessment, regulatory compliance, etc. to perform duties.
Prepares reports, utilizing generally approved accounting principles, for external and internal
stakeholders.
Applies knowledge of state and federal tax laws as part of analyzing financial information to forecast
business, industry and economic trends.
Manages cash flow and liquidity to ensure company's financial position.
Taxation Principles
Compute organization's income tax payable according to tax laws and regulations.
Interpret new legislation and evaluate implications to organization.
Develop plans to identify and address tax liabilities.
Audit and Assurances
Coordinate the selection process for third-party audit services. (screen, evaluate, recommend, etc.)
Assist in preparation and coordination of statutory audit process.
Assist in risk analysis process prior to statutory audit.
Report audit findings through appropriate organization channels.
Prepare related communication, documents, timelines, etc. to manage an internal review.

Code

6.3.6
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Communicate objectives of internal review to respective employees and divisions impacted.
Promote growth in the organization’s assets by analyzing data, identifying performance trends,
6.3.7
conducting cost and comparative analysis, etc.
6.3.8
Track organization's working capital to maintain sufficient cash flow.
6.3.9
Conduct analysis to assist in controlling credit and monitoring debt.
6.3.10
Evaluate market trends to identify investment opportunities.
6.3.11
Exhibits ability to identify instances of fraud and appropriate channels of reporting and investigating.
6.4
Financial Forecasting
6.4.1
Analyze business and financial data to evaluate organization's financial position.
6.4.2
Collect and illustrate company's financial position to support plans to optimize trading position.
6.4.3
Provide recommendations to reduce costs and improve financial performance.
6.5
Capital and Investments
6.5.1
Assist in the due diligence of potential corporate acquisitions.
Collects data, evaluate market trends, and prepare financial models for assessment of capital
6.5.2
investments.
7
Tier 7: Occupation Specific Requirements
7.1
Bachelor's degree
8
Tier 8: Management Competencies
8.1
Organizational engagement
8.1.1
Promoting the organization’s vision, values and methods in own work
Using knowledge of national finance changes to investigate, report and present options to the director
8.1.2
and/or trustees
Providing regular information to colleagues following consultation with reviews and changes as
8.1.3
requested
8.1.4
Helping to drive organizational development
8.2
Conscious Administration
8.2.1
Ability to produce cost models and undertake activity costing of institute activities.
8.2.2
Bringing an innovative solution to an existing or future problem
Awareness of fundamentals of accounting & tax in terms of future decisions for Institute and
8.2.3
understanding why figures are out of line with plans.
8.2.4
Work for solutions to achieve more in less time e.g. electronic solutions, delegation etc.
Ensuring urgent areas are covered in hours allotted and give time options for covering non-urgent
8.2.5
work.
8.3
Collaboration
Builds constructive networks inside and outside the organization to facilitate the accomplishment of
8.3.1
results.
Builds strong relationships and trust with team members that make it possible to receive everyone’s
8.3.2
input and ideas, and maximize individual and team output and potential.
Works cooperatively with multiple stakeholders, demonstrating willingness to consider alternative
8.3.3
approaches or ideas.
Deals effectively with confrontational situations, demonstrating diplomacy, tact, empathy and
8.3.4
consideration for differing points of view.

Code

8.3.5
8.3.6
8.3.7
8.3.8
8.3.9
8.4
8.4.1
8.4.2
8.4.3
8.4.4
8.4.5
8.5
8.5.1
8.5.2
8.5.3
8.5.4
8.5.5
8.6
8.6.1
8.6.2
8.6.3
8.6.4
8.6.5
8.6.6
8.6.7
8.6.8
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Carries out independent primary, secondary and tertiary research to collect sufficient data and
information pertinent to the area of inquiry.
Performs an objective and thorough analysis of information and data from multiple sources.
Distinguishes between facts, inferences and assumptions to establish the quality of the information
collected and the reliability of its source.
Employs professional skepticism to assess the objectivity and reliability of assumptions and evidence
asserted by a responsible party or client.
Makes decisions in a timely manner, committing to a course of action that considers pertinent data,
information, options and implications.
Business Acumen
Analyzes relevant business trends, financial measures, economic factors and new regulations, assessing
and articulating their impact on the organization.
Recognizes business threats and/or opportunities affecting their area of the business, recommending
actions to address them.
Identifies clients' stated and underlying needs, and the work activities and methodologies that will best
address these needs.
Translates the organization’s vision and goals into relevant plans and actions, realigning work efforts
with changes in organizational direction.
Drives the implementation of changes, tracking their impact to ensure organizational performance is
improved or sustained.
Networking
Seek opportunities to make contacts and build relationships, including through organizational events,
social events, external organizations, and professional activities.
Establish strong and lasting partnerships with business contacts.
Proactively seek ways of increasing business opportunities with contacts.
Skillfully influence and negotiate with partners to create opportunities that increase the competitive
position of both parties.
Leverage contacts to obtain information relevant to the health and continued growth of the
organization, including enhanced perspectives and feedback on organizational performance.
Monitoring and Controlling Resources
Continually seek to identify and secure resources (e.g. staffing, training, and monetary resources), both
internal and external, that can be useful to the unit and assist in work accomplishment.
Develop strategic plans for making a wide array of resources available.
Ensure that knowledge of those resources is spread throughout organization.
Develop strategic plans to anticipate future resource needs, and accurately identifies, tracks, and
prioritizes existing resource needs.
Monitor resource availability and make contingency plans to ensure the availability of adequate
resources in the event of unforeseen circumstances.
Consistently seek to perform work unit tasks in a cost-efficient manner.
Identify ways to produce the same level and quality of work while utilizing fewer resources.
Create an organizational climate in which cost effectiveness is valued and rewarded.
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Code

Alabama Competency Model Tax Preparers

1
Tier 1: Personal Effectiveness Competencies
1.1
Interpersonal Skills: Displaying the skills to work effectively with others from diverse backgrounds.
1.1.1
Demonstrating sensitivity/empathy
1.1.1.1
Show sincere interest in others and their concerns.
1.1.1.2
Demonstrate sensitivity to the needs and feelings of others.
1.1.1.3
Look for ways to help people and deliver assistance.
1.1.2
Demonstrating insight into behavior
Recognize and accurately interpret the communications of others as expressed through various
1.1.2.1
formats (e.g., writing, speech, American Sign Language, computers, etc.).
1.1.2.2
Recognize when relationships with others are strained.
1.1.2.3
Show understanding of others’ behaviors and motives by demonstrating appropriate responses.
1.1.2.4
Demonstrate flexibility for change based on the ideas and actions of others.
1.1.3
Maintaining open relationships
1.1.3.1
Maintain open lines of communication with others.
1.1.3.2
Encourage others to share problems and successes.
1.1.3.3
Establish a high degree of trust and credibility with others.
1.1.4
Respecting diversity
1.1.4.1
Demonstrate respect for coworkers, colleagues, and customers.
Interact respectfully and cooperatively with others who are of a different race, culture, or age, or
1.1.4.2
have different abilities, gender, or sexual orientation.
Demonstrate sensitivity, flexibility, and open-mindedness when dealing with different values,
1.1.4.3
beliefs, perspectives, customs, or opinions.
1.1.4.4
Value an environment that supports and accommodates a diversity of people and ideas.
1.2
Integrity: Displaying strong moral principles and work ethic.
1.2.1
Behaving ethically
1.2.1.1
Abide by a strict code of ethics and behavior, even in the face of opposition.
1.2.1.2
Encourage others to behave ethically
1.2.1.3
Understand that behaving ethically goes beyond what the law requires.
1.2.1.4
Use company time and property responsibly.
Perform work-related duties according to laws, regulations, contract provisions, and company
1.2.1.5
policies.
1.2.2
Acting fairly
1.2.2.1
Treat others with honesty, fairness, and respect.
1.2.2.2
Make decisions that are objective and reflect the just treatment of others.
1.2.3
Taking responsibility
1.2.3.1
Take responsibility for accomplishing work goals within accepted timeframes.
Accept responsibility for one’s decisions and actions and for those of one’s group, team, or
1.2.3.2
department.
1.3
Professionalism: Maintaining a professional presence.
1.3.1
Demonstrating self-control
1.3.1.1
Maintain composure and keep emotions in check.
1.3.1.2
Deal calmly and effectively with stressful or difficult situations.

Code
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1.3.1.3
1.3.2
1.3.2.1
1.3.2.2
1.3.2.3
1.3.3
1.3.3.1
1.3.3.2
1.3.4
1.3.4.1
1.3.4.2
1.3.4.3

Accept criticism tactfully and attempt to learn from it.
Professional appearance
Maintain a professional demeanor.
Dress appropriately for occupational and worksite requirements.
Maintain appropriate personal hygiene.
Social responsibility
Refrain from lifestyle choices which negatively impact the workplace and individual performance.
Remain free from substance abuse.
Maintaining a positive attitude
Project a professional image of oneself and the organization.
Demonstrate a positive attitude towards work.
Take pride in one’s work and the work of the organization.
Initiative: Demonstrating a commitment to effective job performance by taking action on one’s own and
1.4
following through to get the job done.
1.4.1
Persisting
1.4.1.1
Pursue work with drive and a strong accomplishment orientation.
Persist to accomplish a task despite difficult conditions, tight deadlines, or obstacles and setbacks.
1.4.1.2
1.4.2
1.4.2.1
1.4.2.2
1.4.2.3
1.4.3
1.4.3.1
1.4.3.2
1.4.3.3
1.4.4
1.4.4.1
1.4.4.2
1.4.4.3
1.4.4.4
1.4.5
1.4.5.1
1.4.5.2
1.5
1.5.1
1.5.1.1
1.5.1.2
1.5.1.3
1.5.2
1.5.2.1

Taking initiative
Go beyond the routine demands of the job to increase its variety and scope.
Provide suggestions and/or take actions that result in improved work processes, communications, or
task performance.
Take initiative to seek out new work challenges, influence events, or originate action.
Setting challenging goals
Establish and maintain personally challenging but realistic work goals.
Exert effort toward task mastery.
Bring issues to closure by pushing forward until a resolution is achieved.
Working independently
Develop own ways of working effectively and efficiently.
Perform effectively even with minimal direction, support, or approval.
Set own schedule to maximize productivity.
Take responsibility for completing one’s own work assignments.
Achievement motivation
Strive to exceed standards and expectations.
Exhibit confidence in capabilities and an expectation to succeed in future activities.
Dependability and Reliability: Displaying responsible behaviors at work.
Fulfilling obligations
Behave consistently and predictably.
Is reliable, responsible, and dependable in fulfilling obligations.
Diligently follow through on commitments and consistently complete assignments by deadlines.
Attendance and punctuality
Come to work on time and as scheduled.

Code

1.5.2.2
1.5.2.3
1.5.3
1.5.3.1
1.5.3.2
1.5.4
1.5.4.1
1.5.4.2
1.5.4.3
1.6
1.6.1
1.6.1.1
1.6.1.2
1.6.1.3
1.6.2
1.6.2.1
1.6.2.2
1.6.2.3
1.7
1.7.1
1.7.1.1
1.7.1.2
1.7.1.3
1.7.1.4
1.7.2
1.7.2.1
1.7.2.2
1.7.2.3
1.7.3
1.7.3.1
1.7.3.2
1.7.4
1.7.4.1
1.7.4.2
1.7.5
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Arrive on time for meetings or appointments.
Dial in to phone calls and web conferences on time.
Attending to details
Diligently check work to ensure that all essential details have been considered.
Notice errors or inconsistencies and take prompt, thorough action to correct them.
Following directions
Follow directions as communicated in a variety of ways such as writing, speech, American Sign
Language, computers, or other formats.
Comply with organizational rules, policies, and procedures.
Ask appropriate questions to clarify any instructional ambiguities.
Adaptability and Flexibility: Displaying the capability to adapt to new, different, or changing
requirements.
Entertaining new ideas
Is open to considering new ways of doing things.
Actively seek out and carefully consider the merits of new approaches to work.
Embrace new approaches when appropriate and discard approaches that are no longer working.
Dealing with change
Take proper and effective action when necessary without having all the necessary facts in hand.
Easily adapt plans, goals, actions, or priorities in response to unpredictable or unexpected events,
pressures, situations, and job demands.
Effortlessly shift gears and change direction when working on multiple projects or issues.
Lifelong Learning: Demonstrating a commitment to self-development and improvement of knowledge
Demonstrating an interest in learning
Take actions showing an interest in personal and professional lifelong learning and development.
Seek feedback from multiple sources about how to improve and develop.
Modify behavior based on feedback or self-analysis of past mistakes.
Learn and accept help from supervisors and co-workers.
Participating in learning activities
Identify when it is necessary to acquire new knowledge and skills.
Take steps to develop and maintain knowledge, skills, and expertise necessary to perform one’s role
successfully by participating in relevant training and professional development programs.
Actively pursue opportunities to broaden knowledge and skills through seminars, conferences,
professional groups, reading publications, job shadowing, and/or continuing education.
Using change as a learning opportunity
Anticipate changes in work demands and search for and participate in assignments or training that
address these changing demands.
Treat unexpected circumstances as opportunities to learn.
Identifying career interests
Take charge of personal career development by identifying occupational interests, strengths,
options, and opportunities.
Make insightful career planning decisions that integrate others’ feedback.
Integrating and applying learning

Code

1.7.5.1
1.7.5.2
2
2.1
2.1.1
2.1.1.1
2.1.1.2
2.1.1.3
2.1.2
2.1.2.1
2.1.2.2
2.1.2.3
2.1.2.4
2.1.3
2.1.3.1
2.1.3.2
2.1.3.3
2.1.3.4
2.1.3.5
2.1.4
2.1.4.1
2.1.4.2
2.1.4.3
2.2
2.2.1
2.2.1.1
2.2.1.2
2.2.1.3
2.2.1.4
2.2.1.5
2.2.1.6
2.2.2
2.2.2.1
2.2.2.2
2.2.2.3
2.2.2.4
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Integrate newly learned knowledge and skills with existing knowledge and skills.
Use newly learned knowledge and skills to complete tasks, particularly in new or unfamiliar
situations.

Tier 2: Academic Competencies

Reading: Understanding written sentences, paragraphs, and figures in work-related documents (with
accommodation if necessary).
Comprehension
Locate and understand written information in prose and in documents such as manuals, reports,
memos, letters, forms, graphs, charts, tables, calendars, schedules, signs, notices, applications,
contracts, regulations, and directions.
Understand the purpose of written materials.
Comprehend the author’s meaning and identify the main ideas expressed in the written material.
Attention to detail
Note details and facts.
Detect inconsistencies.
Identify implied meaning and details.
Recognize missing information.
Information analysis
Critically evaluate and analyze information in written materials.
Review written information for completeness and relevance.
Distinguish fact from opinion.
Identify trends.
Synthesize information from multiple written materials.
Information integration
Integrate what is learned from written materials with prior knowledge.
Use what is learned from written material to follow instructions and complete tasks.
Apply what is learned from written material to new situations.
Writing: Using standard (business) English to compile information and prepare written documents.
Organization and development
Create documents such as letters, directions, manuals, reports, graphs, spreadsheets, and flow
charts.
Communicate thoughts, ideas, information, messages, and other written information, which may
contain technical material, in a logical, organized, and coherent manner.
Present well-developed ideas supported by information and examples.
Proofread finished documents for errors.
Tailor content to appropriate audience and purpose.
Distribute written materials appropriately for intended audiences and purposes.
Mechanics
Use standard syntax and sentence structure.
Use correct spelling, punctuation, and capitalization.
Use correct English grammar (e.g., correct tense, subject-verb agreement, no missing words).
Write legibly when using handwriting to communicate.

Code

2.2.3
2.2.3.1
2.2.3.2
2.2.3.3
2.3
2.3.1
2.3.1.1
2.3.1.2
2.3.1.3
2.3.1.4
2.3.1.5
2.3.1.6
2.3.2
2.3.2.1
2.3.2.2
2.3.2.3
2.3.3
2.3.3.1
2.3.3.2
2.4
2.4.1
2.4.1.1
2.4.1.2
2.4.1.3
2.4.2
2.4.2.1
2.5
2.5.1
2.5.1.1
2.5.1.2
2.5.1.3
2.5.1.4
2.5.1.5
2.5.2
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Tone
Use language appropriate for the target audience.
Use a tone and word choice appropriate for the industry and organization (e.g., writing is
professional and courteous).
Show insight, perception, and depth in writing.
Mathematics: Uses principles of mathematics to express ideas and solve problems.
Computation
Add, subtract, multiply, and divide with whole numbers, fractions, decimals, and percents.
Calculate averages, ratios, proportions, and rates.
Convert decimals to fractions and fractions to decimals.
Convert fractions to percents and percents to fractions.
Convert decimals to percents and percents to decimals.
Understand relationships between numbers and identify and understand patterns.
Measurement and estimation
Take measurements of time, temperature, distances, length, width, height, perimeter, area, volume,
weight, velocity, and speed.
Use and report measurements correctly.
Correctly convert from one measurement to another (e.g., from English to metric or International
System of Units (SI), or Fahrenheit to Celsius).
Application
Use appropriate mathematical formulas and techniques to solve problems.
Translate practical problems into useful mathematical expressions.
Science and Technology: Using scientific rules and methods to express ideas and solve problems.
Comprehension
Understand basic scientific principles and uses appropriate technology.
Understand the scientific method (i.e., identify problems, collect information, form opinions and
draw conclusions).
Understand overall intent and proper procedures for set-up and operation of equipment.
Application
Apply basic scientific principles and technology to complete tasks.
Communication: Listening, speaking, and signaling so others can understand (with accommodation if
Communicating
Express relevant information appropriately to individuals or groups taking into account the audience
and the nature of the information (e.g., technical or controversial).
Convey information clearly, correctly, and succinctly.
Use common English conventions including proper grammar, tone, and pace.
Effectively establish interpersonal contact with one or more individuals using eye contact, body
language and non-verbal expression as appropriate to the person’s culture.
Ask questions or report problems or concerns to people in authority when information or
procedures are unclear or need improvement, or when feeling unsafe or threatened in the
workplace.
Receiving information

Code

2.5.2.1
2.5.2.2
2.5.2.3
2.5.2.4
2.5.2.5
2.5.2.6
2.5.3
2.5.3.1
2.5.3.2
2.5.3.3
2.5.4
2.5.4.1
2.5.4.2
2.5.4.3
2.6
2.6.1
2.6.1.1
2.6.1.2
2.6.1.3
2.6.1.4
2.6.1.5
2.6.2
2.6.2.1
2.6.2.2
2.7
2.7.1
2.7.1.1
2.7.1.2
2.7.2
2.7.2.1
2.7.2.2
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Attend to, understand, interpret, and respond to messages received in a variety of ways, including
hearing, American Sign Language, instant messaging, text-to-speech devices, and other methods.
Comprehend complex instructions.
Identify feelings and concerns communicated in various formats, such as writing, speech, American
Sign Language, computers, etc. and responds appropriately.
Consider others’ viewpoints and alter opinion when it is appropriate to do so.
Apply active interpersonal communication skills using reflection, restatement, questioning, and
clarification.
Effectively answer questions of others or communicate an inability to do so and suggest other
sources of answers.
Observing carefully
Notice nonverbal cues and respond appropriately.
Attend to visual sources of information (e.g., video).
Ascertain relevant visual information and use appropriately.
Persuasion/Influence
Influence others.
Persuasively present thoughts and ideas.
Gain commitment and ensure support for proposed ideas.
Critical and Analytical Thinking: Using logical thought processes to analyze information and draw
conclusions.
Reasoning
Possess sufficient inductive and deductive reasoning ability to perform job successfully.
Critically review, analyze, synthesize, compare, and interpret information.
Draw conclusions from relevant and/or missing information.
Understand the principles underlying the relationship among facts and apply this understanding
when solving problems.
Use logic and reasoning to identify strengths and weaknesses of alternative solutions or approaches
to a problem.
Mental agility
Identify connections between issues.
Quickly understand, orient to, and integrate new information.
Basic Computer Skills: Using information technology and related applications to convey and retrieve
information (with accommodation when necessary).
Computer basics
Understand the basic functions and terminology related to computer hardware, software,
information systems, and communication devices.
Use basic computer software, hardware, and communication devices to perform tasks.
Using software
Use word processing software to compose, organize, edit, and print documents and other business
communications.
Use spreadsheet software to enter, manipulate, edit, and format text and numerical data.

Code

2.7.2.3
2.7.2.4
2.7.2.5
2.7.3
2.7.3.1
2.7.3.2
2.7.3.3
2.7.3.4
2.7.3.5
2.7.4
2.7.4.1
2.7.4.2
2.7.4.3
2.7.4.4
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Use presentation software to create, manipulate, edit, and present digital representations of
information to an audience.
Use database software to manage data.
Create and maintain a well-organized electronic file storage system.
Using the Internet and email
Use the Internet to search for online information and interact with Web sites.
Use the Internet and web-based tools to manage basic workplace tasks (e.g., calendar management,
contacts management, and timekeeping).
Use electronic mail to communicate in the workplace.
Understand the different types of social media and their appropriate workplace and non-workplace
uses, and the impact that various social media activities can have on one’s personal and professional
Employ collaborative/groupware applications to facilitate group work.
Ensuring computer security
Understand and comply with the organization’s privacy policy and information security guidelines.
Defend against potential abuses of private information.
Recognize and respond appropriately to suspicious vulnerabilities and threats.
Use the most recent security software, web browser, and operating system to protect against online
threats.
Utilize strong passwords, passphrases, and basic encryption.
Recognize secure Web addresses.

2.7.4.5
2.7.4.6
3
Tier 3: Workplace Competencies
3.1
Teamwork: Working cooperatively with others to complete work assignments.
3.1.1
Identifying team membership and role
3.1.1.1
Serve as a leader or a follower, depending on what is needed to achieve the team’s goals and
3.1.1.2
Identify and draw upon team members’ strengths and weaknesses to achieve results.
3.1.1.3
Instruct others in learning new skills and learn from other team members.
3.1.1.4
Assist others who have less experience or have heavy workloads.
3.1.1.5
Encourage others to express their ideas and opinions.
3.1.2
Establishing productive relationships
3.1.2.1
Develop constructive and cooperative working relationships with others.
3.1.2.2
Exhibit tact and diplomacy and strive to build consensus.
Deliver constructive criticism and voice objections to others’ ideas and opinions in a supportive, non3.1.2.3
accusatory manner.
3.1.2.4
Respond appropriately to positive and negative feedback.
Effectively communicate with all members of the group or team to achieve team goals and
3.1.2.5
objectives.
3.1.3
Meeting team objectives
3.1.3.1
Work as part of a team, contributing to the group’s effort to achieve goals.
3.1.3.2
Identify and commit to the goals, norms, values, and customs of the team.
3.1.3.3
Choose behaviors and actions that best support the team and accomplishment of work tasks.
3.1.3.4
Use a group approach to identify problems and develop solutions based on group consensus.
3.1.4
Resolving conflicts

Code

3.1.4.1
3.1.4.2
3.1.4.3
3.2
3.2.1
3.2.1.1
3.2.1.2
3.2.1.3
3.2.2
3.2.2.1
3.2.2.2
3.2.2.3
3.2.2.4
3.2.2.5
3.2.2.6
3.2.3
3.2.3.1
3.2.3.2
3.2.3.3
3.2.4
3.2.4.1
3.2.4.2
3.2.4.3
3.2.4.4
3.3
3.3.1
3.3.1.1
3.3.1.2
3.3.1.3
3.3.1.4
3.3.1.5
3.3.2
3.3.2.1
3.3.2.2
3.3.3
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Bring others together to reconcile differences.
Handle conflicts maturely by exercising “give and take” to achieve positive results for all parties.
Reach formal or informal agreements that promote mutual goals and interests, and obtain
commitment to those agreements from individuals or groups.
Customer Focus: Efficiently and effectively addressing the needs of clients/customers.
Understanding customer needs
Identify internal and external customers.
Attend to what customers are saying and ask questions to identify customer needs, interests, and
goals.
Anticipate the future needs of the customer.
Providing personalized service
Provide prompt, efficient, and personalized assistance to meet the requirements, requests, and
concerns of customers.
Provide thorough, accurate information to answer customers’ questions and inform them of
commitment times or performance guarantees.
Address customer comments, questions, concerns, and objections with direct, accurate, and timely
responses.
Identify and propose appropriate solutions and/or services.
Establish boundaries as appropriate for unreasonable customer demands.
Communicate in the medium desired by the customer.
Acting professionally
Is pleasant, courteous, and professional when dealing with internal or external customers.
Develop constructive and cooperative working relationships with customers.
Is calm and empathetic when dealing with hostile customers.
Keeping customers informed
Follow up with customers following provision of service.
Keep customers up to date about decisions that affect them.
Seek the comments, criticisms, and involvement of customers.
Adjust services based on customer feedback.
Planning and Organizing: Planning and prioritizing work to manage time effectively and accomplish
assigned tasks.
Planning
Approach work in a methodical manner.
Plan and schedule tasks so that work is completed on time.
Keep track of details to ensure work is performed accurately and completely.
Anticipate obstacles to project completion and develop contingency plans to address them.
Find new ways of organizing work area or planning work to accomplish work more efficiently.
Prioritizing
Prioritize multiple competing tasks.
Perform tasks correctly, quickly, and efficiently according to their relative urgency and importance.
Managing projects

Code

3.3.3.1
3.3.3.2
3.3.3.3
3.3.3.4
3.3.3.5
3.3.3.6
3.3.3.7
3.4
3.4.1
3.4.1.1
3.4.1.2
3.4.2
3.4.2.1
3.4.2.2
3.4.2.3
3.4.2.4
3.4.3
3.4.3.1
3.4.3.2
3.4.3.3
3.5
3.5.1
3.5.1.1
3.5.1.2
3.5.1.3
3.5.1.4
3.5.1.5
3.5.2
3.5.2.1
3.5.2.2
3.5.2.3
3.5.2.4
3.5.3
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Estimate personnel and other resources needed for project completion (e.g., financial material or
equipment).
Manage activities to meet plans, allocating time and resources effectively.
Keep track of and document plans, assignments, changes, and deliverables.
Plan for dependencies of one task on another.
Coordinate efforts with all affected parties, keeping them informed of progress and all relevant
changes to project timelines.
Take necessary corrective action when projects go off track.
Assure job accommodations are made for personnel who need or request them.
Creative Thinking: Generating innovative and creative solutions.
Employing unique analyses
Use original analyses and generate new, innovative ideas in complex areas.
Develop innovative methods of obtaining or using resources when insufficient resources are
available.
Generating innovative solutions
Integrate seemingly unrelated information to develop creative processes or solutions.
Reframe problems in a different light to find fresh approaches.
Entertain wide-ranging possibilities and perspectives to develop new solutions.
Find new ways to add value to the efforts of a team and organization.
Seeing the big picture
Understand the pieces of a system as a whole and appreciate the consequences of actions on other
parts of the system.
Monitor patterns and trends to see a bigger picture.
Modify or design systems to improve performance.
Problem Solving and Decision-Making: Generating, evaluating, and implementing solutions to problems.
Identifying the problem
Anticipate or recognize the existence of a problem or objection.
Identify the true nature of the problem and define critical issues.
Evaluate the importance and criticality of the problem.
Use all available reference systems to locate and obtain information relevant to understanding the
problem.
Recall previously learned information that is relevant to the problem.
Locating, gathering, and organizing relevant information
Effectively use both internal resources (e.g., internal computer networks, company filing systems)
and external resources (e.g., internet search engines) to locate and gather information relevant to
solving the problem.
Examine information obtained for relevance and completeness.
Recognize important gaps in existing information and take steps to eliminate those gaps.
Organize/reorganize information as appropriate to gain a better understanding of the problem.
Generating alternatives

Code

3.5.3.1
3.5.3.2
3.5.4
3.5.4.1
3.5.4.2
3.5.5
3.5.5.1
3.5.5.2
3.5.5.3
3.5.5.4
3.6
3.6.1
3.6.1.1
3.6.1.2
3.6.2
3.6.2.1
3.6.3
3.6.3.1
3.6.3.2
3.6.3.3
3.6.3.4
3.6.4
3.6.4.1
3.6.4.2
3.6.4.3
3.6.4.4
3.7
3.7.1
3.7.1.1
3.7.1.2
3.7.1.3
3.7.1.4
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Integrate previously learned and externally obtained information to generate a variety of highquality alternative approaches to the problem.
Skillfully use logic and analysis to identify the strengths and weaknesses, the costs and benefits, and
the short- and long-term consequences of different solutions or approaches.
Choosing a solution
Decisively choose the best solution after evaluating the relative merits of each possible option.
Make difficult decisions even in highly ambiguous or ill-defined situations.
Implementing the solution
Commit to a solution in a timely manner.
Develop a realistic approach for implementing the chosen solution.
Document the problem and corrective actions taken and their outcomes and communicate these to
the appropriate parties.
Observe and evaluate the outcomes of implementing the solution to assess the need for alternative
approaches and to identify lessons learned.
Working with Tools and Technology: Selecting, using, and maintaining tools and technology to facilitate
work activity (with accommodation, when necessary).
Using tools
Operate tools, technology, and equipment in accordance with established operating procedures and
safety standards.
Demonstrate appropriate use of tools and technology to complete work functions.
Selecting tools
Select and apply appropriate tools or technological solutions to the problem at hand.
Keeping current on tools and technology
Demonstrate an interest in learning about new and emerging tools and technologies.
Demonstrate information literacy.
Adapt quickly to changes in process or technology.
Seek out opportunities to improve knowledge of tools and technologies that may assist in
streamlining work and improving productivity.
Troubleshooting and maintenance
Learn how to maintain and troubleshoot tools and technologies.
Perform routine maintenance on tools, technology, and equipment.
Determine causes of errors and take the appropriate corrective action.
Develop alternatives to complete a task if desired tool or technology is not available.
Scheduling and Coordinating: Making arrangements that fulfill all requirements as efficiently and
economically as possible.
Arranging and informing
Make arrangements (e.g. for meetings or travel) that fulfill all requirements as efficiently and
economically as possible.
Inform others of arrangements, giving them complete, accurate, and timely information.
Ensure that others receive needed materials in time.
Handle all aspects of arrangements thoroughly and completely.

Code

3.7.1.5
3.7.2
3.7.2.1
3.7.2.2
3.7.2.3
3.7.3
3.7.3.1
3.7.3.2
3.7.3.3
3.8
3.8.1
3.8.1.1
3.8.1.2
3.8.1.3
3.8.2
3.8.2.1
3.8.2.2
3.8.2.3
3.8.2.4
3.8.3
3.8.3.1
3.8.3.2
3.8.3.3
3.8.3.4
3.8.4
3.8.4.1
3.8.4.2
3.8.4.3
3.8.4.4
3.9
3.9.1
3.9.1.1
3.9.1.2
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Respond to the schedules of others affected by arrangements, resolve schedule conflicts or travel
issues, and take corrective action.
Coordinating in distributed environments
Coordinate schedules of colleagues, co-workers, and clients in regional locations. (i.e., across time
zones) to ensure that inconvenience is minimized and productivity is enhanced.
Leverage technology (e.g., internet, teleconference) to facilitate information sharing in distributed
work environments.
Take advantage of team member availability throughout business hours in multiple time zones to
enhance productivity.
Shiftwork
Effectively coordinate the transition of staff at the beginning and end of each work shift.
Disseminate crucial information in an organized manner to rapidly bring staff up to speed at the
start of their shifts.
Ensure that staff is updated on work completed on past shifts and work that still needs to be
completed.
Checking, Examining, and Recording: Entering, transcribing, recording, storing, or maintaining
information in written or electronic/digital format.
Detecting errors
Detect and correct errors or inconsistencies, even under time pressure.
Identify vague or ambiguous documentation.
Route errors to appropriate person to correct documentation.
Completing forms
Select and complete appropriate forms quickly and completely.
Forward or process forms in a timely and accurate manner.
Attend to and follow through on important items requiring action.
Expedite forms, orders, or advances that require immediate attention.
Obtaining information
Obtain appropriate information, signatures, and approvals promptly.
Verify that all information is present and accurate before forwarding materials.
Compile, categorize, and verify information or data.
Apply systematic techniques for observing and gathering data.
Maintaining logs, records, and files
Organize records and files to maintain data.
Keep logs, records, and files that are up-to-date and readily accessible (e.g., driver logs, flight
records, repair records).
Update logs, records, and files, noting important changes.
File data and documentation in accordance with organization’s requirements.
Business Fundamentals: Using information on basic business principles, trends, and economics.
Situational awareness
Understand the mission, structure, and functions of the organization.
Recognize one’s role in the functioning of the organization and understand the potential impact
one’s own performance can have on the success of the organization.

Code

3.9.1.3
3.9.2
3.9.2.1
3.9.2.2
3.9.3
3.9.3.1
3.9.3.2
3.9.3.3
3.9.3.4
4
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Grasp the potential impact of the company’s well-being on employees.
Business ethics
Act in the best interest of the company, the community, and the environment.
Comply with applicable laws and rules governing work and report loss, waste, or theft of company
property to appropriate personnel.
Market knowledge
Understand market trends in the industry and the company’s position in the market.
Know who the company’s primary competitors are and stay current on organizational strategies to
maintain competitiveness.
Uphold the organization through building and maintaining customer relations.
Recognize major challenges faced by the organization and industry, and identify key strategies to
address challenges.

Tier 4: Ready to Work Cluster-Specific Competencies

Products and Concepts: Knowledge of products and concepts relating to financial services industry,
4.1
including financial instruments, financial management, insurance principles, and cash and capital
principles.
4.1.1
Financial Instruments
4.1.2
Understands the available financial instruments and risk associated with each one
4.1.3
Financial Management
4.1.4
Aware of the available analytical functions associated within the financial services
4.1.5
Understands financial/credit analysis, debt/risk management, valuation strategies, underwriting
4.1.6
Insurance Principles
4.1.7
Understands the principles of insurance and insurance contracts
4.1.8
Knowledge of types of insurance (life, health, property, liability) and risk covered by the insurance
4.1.9
Cash and Capital Principles
4.1.10
Understands the nature of cash, the United States monetary system, and the time value of money
4.1.11
Recognizes the risk, return, and opportunity costs associated with capital
Business Operations: Performs activities associated with transaction management and understands the
4.2
business operations performed by organizations within the financial services industry.
4.2.1
Transaction Management
4.2.2
Demonstrates the ability to process financial transactions without error
4.2.3
Resolves cash discrepancies, and maintains accurate records of transactions
4.2.4
Understands the principles of confidentiality as they relate to transaction management
4.2.5
Financial Organizations
4.2.6
Understands roles of banks, insurance companies, and stock brokerages within the financial industry
Financial Reporting: Knowledge of the documents associated with measuring a business’ financial
4.3
information.
4.3.1
Review client financial information to develop a client’s account statement
4.3.2
Analyze and interpret financial data to produce accurate reports
4.3.3
Compile business transaction data to report financial information
Technology Applications: Knowledge of basic technology as it specifically relates to the financial services
4.4
industry.

Code

4.4.1
4.4.2
4.4.3
4.5
4.5.1
4.5.2
4.5.3
4.6
4.6.1
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Use spreadsheets and accounting software to maintain and update records
Use databases and other computer management tools to manage office records
Recognizes appropriate techniques for storing and retrieving data
Regulations and Codes: Knowledge of relevant regulations and codes that impact the financial services
industry.
Understands and complies with all relevant laws imposed by regulatory agencies
Follows the financial services industry codes of practice
Monitors new legislation impacting the financial services industry
Fraud Prevention: Knowledge of the appropriate procedures for identifying, reporting, and preventing
fraud.
Demonstrates an awareness of the necessary steps for preventing fraud

4.6.2

Knows procedures for fraud investigations and internal audits relating to detecting and reporting fraud

4.6.3
5
5.1.1
5.1.2

Understands the legal and ethical responsibilities as they relate to fraud

Tier 5: Career Pathway Technical Competencies

Ethics, Compliance, and Professionalism
Evaluating information to determine compliance with standards
Complies with state, federal and regulatory agencies codes of conduct. (Securities and Exchange
5.1.3
Commission, AL State Board of Public Accountancy, General Approved Accounting Principles, U.S.
Treasury Dept. Circular No. 230, etc.)
5.1.4
Respects the confidentiality of information required in day-to-day operations of doing business.
5.1.5
Communicates information in an honest and transparent manner.
Acts with honesty and integrity avoiding conflicts of interest between personal and professional
5.1.6
relationships, transactions, etc.
5.1.7
Understand the legal and ethical responsibilities as related to fraud.
5.1.8
Sets defined and realistic goals and objectives for each work assignment.
5.1.9
Works efficiently, seeking guidance and asking questions when necessary.
5.1.10
Reprioritizes tasks as subsequent work is assigned, or as priorities are adjusted.
5.1.11
Takes action to renegotiate deadlines in the face of competing priorities.
5.1.12
Ensures work products are accurate and completed in a timely manner.
5.2
Financial Applications, Tools, and Technology
Understands E-Business online technologies, tools, equipment, etc. to conduct business online and
5.2.1
connect with customers, manage data, etc.
5.2.2
Understands applicability of web-based applications for data analysis, compilation, and reporting.
5.2.3
Use calculator by touch
5.2.4
Use standard business software (e.g. Lotus, Excel, Access, Word, etc.)
5.2.5
Demonstrate ability to touch type
5.3
Customer Relationship Management
5.3.1
Understands role in recognizing and addressing customer needs.
5.3.2
Considers the impact of recommendations, outcomes, and organizational changes on the public.
5.4
Partnering and Collaboration
5.4.1
Interacts with industry partners and co-workers to build cooperative working relationships.

Code

5.4.2
5.4.3
5.4.4
5.4.5
5.5
5.5.1
5.5.2
5.5.3
5.5.4
5.5.5
5.5.6
5.6
5.6.1
5.6.2
5.6.3
5.6.4
5.6.5
5.6.6
5.6.7
6
6.1
6.1.1
6.1.2
6.1.3
6.1.4
6.1.5
6.1.6
6.1.7
6.1.8
6.1.9
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Manages partner expectations by providing realistic information and estimates.
Tailors products and services to meet unique or specific partner requirements (e.g., format,
classification, medium, timeliness, distribution).
Coordinates with partners in preparation for joint activities or events.
Solicits partner feedback to improve products and services.
Interpersonal Communication and Leadership
Works with team members to achieve goals.
Contributes input to ongoing group activities and processes.
Demonstrates respect and courtesy for team members.
Fosters an organizational environment where team members support one another.
Manages conflicts in a constructive manner to achieve productive resolutions.
Facilitates cooperation, trust, and group identity among team members.
Analytical, Organizational, and Industry Acumen
Considers the impact of recommendations, outcomes, and organizational changes on the public.
Communicates goals, mission and priorities of the organization when interacting with organizational
stakeholders.
Evaluates and adapts organizational service delivery system according to evolving customer needs and
trends.
Knowledgeable of the services provided across the financial sector, i.e., banking, accounting,
investments, taxes and so.
Understand the processes whereby consumers and businesses acquire financial goods.
Approaches issues, problems, or situations from all possible perspectives.
Able to apply logic when examining an issue.

Tier 6: Occupation Specific Technical Competencies

Taxpayer Data Collection
Review prior year's return for accuracy, comparison, and carryovers for current year return.
Interview clients to obtain additional information on taxable income and deductible expenses and
allowances.
Collect taxpayer's biographical information (e.g., date of birth, age, marital status, citizenship,
dependents)
Determine filing status
Determine all sources of taxable and non-taxable income (e.g., wages, interest, business, sale of
property, dividends, rental income, income from flow-through entities, alimony, government payments,
and pension distributions).
Determine applicable adjustments to gross income (e.g., self-employed health insurance, self
employment tax, student loan interest deduction, alimony paid, tuition, and fees deduction).
Determine standard deduction and Schedule A itemized deductions (e.g., state and local tax, real estate
tax, cash contributions, non-cash contributions, unreimbursed employee expense, medical expense,
and mortgage interest).
Determine applicable credits (e.g., Earned Income Tax Credit, child tax credit, education, retirement
savings, dependent and child care credit).
Understand tax payments (e.g., withholding, estimated payments).

Code
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6.1.10
Recognize items that will affect future returns (e.g., carryovers, depreciation).
6.1.11
Determine special filing requirements (e.g., presidentially declared disaster areas).
6.1.12
Determine filing requirements (including extensions and amended returns).
6.1.13
Understand due dates, including extensions.
6.1.14
Determine personal exemptions, including dependents.
6.1.15
Determine qualifying child/relative tests for Earned Income Tax Credit.
6.2
Income & Assets
6.2.1
Taxability of wages, salaries, tips, and other earnings (e.g., W-2 Wage and Tax Statement, cash).
6.2.2
Interest income (taxable and non-taxable) (e.g., Schedule B and 1099-INT).
6.2.3
Dividend income (e.g., Schedule B and 1099-DIV).
Self-employment income and expenses (e.g., Schedule C Profit or Loss From Business and Form 10996.2.4
MISC Miscellaneous Income, cash).
6.2.5
Rental income and expenses (e.g., Schedule E Supplemental Income and Loss).
6.2.6
Identification of forgiveness of debt as income (including Form 1099-C Cancellation of Debt).
Other income (e.g., alimony, barter income, hobby income, non taxable combat pay, state income tax
6.2.7
refund from prior years, prizes).
Reporting requirements of Social Security benefits (e.g., Form SSA-1099 Social Security Benefit
6.2.8
Statement).
6.2.9
Taxable distribution from an IRA including basis in an IRA (e.g., Form 8606 Non-deductible IRAs).
6.2.10
Distributions from qualified plans (e.g., 401k, IRA, Roth IRA).
6.2.11
Required minimum distributions from retirement plans.
Short-term and long-term capital gains and losses (e.g., Schedule D Capital Gains and Losses, Form 10996.2.12
B Proceeds from Broker and Barter Exchange Transactions).
6.2.13
Determination of basis of assets (e.g., purchased, gifted, or inherited).
6.2.14
Sale of non-business assets (gains or losses).
6.2.15

Sale of a principal residence (e.g., IRC 121 exclusions, 1099S Proceeds From Real Estate Transactions).

6.2.16
Self-employment tax (e.g., Schedule SE Self-Employment Tax).
6.2.17
Tuition and fees (e.g., Form 8917 Tuition and Fees Deduction, Form 1098T Tuition Statement).
6.2.18
Eligible moving expenses (e.g., Form 3903 Moving Expenses).
6.2.19
Other adjustments to income (e.g., IRA contribution deduction).
6.3
Deductions & Credits
6.3.1
Itemized deductions
6.3.2
Medical and dental expenses.
6.3.3
State, local, and real estate taxes.
6.3.4
Mortgage interest expense (e.g., Form 1098 Mortgage Interest Statement).
6.3.5
Charitable contributions (e.g., cash, non-cash, Form 8283 Non-Cash Charitable Contributions).
6.3.6
Miscellaneous itemized deductions (including deductions subject to 2% AGI Limit).
Employee travel, transportation, education, and entertainment expenses (e.g., Form 2106-EZ and Form
6.3.7
2106 Unreimbursed Employee Business Expenses).
6.3.8
Child and Dependent Care Credit (e.g., Form 2441 Child and Dependent Care Expenses).

Code
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Education credits (e.g., Form 8863 Education Credits (American Opportunity and Lifetime Learning
Credits), Form 1098T Tuition Statement).
Earned Income Tax Credit (EITC) (e.g., Schedule EIC Earned Income Credit, Form 8867 Paid Preparer's
6.3.10
Earned Income Credit Checklist).
6.3.11
Retirement Savers Tax Credit (e.g., Form 8880 Credit for Qualified Retirement Savings Contributions).
6.4
Other Taxes
6.4.1
Alternative Minimum Tax (e.g., Form 6251 Alternative Minimum Tax).
6.4.2
Early distributions from retirement plans (e.g., Form 5329 Additional Tax on Qualified Plans).
6.4.3
Self-employment tax (e.g., Schedule SE Self-Employment Tax).
Unreported Social Security and Medicare tax (e.g., Form 4137 Social Security and Medicare Tax on
6.4.4
Unreported Tip Income).
Repayment of first-time home buyer credit (including Form 5405 First-Time Homebuyer Credit and
6.4.5
Repayment of the Credit).
6.5
Filing Process Completion
6.5.1
Check return for completeness and accuracy.
6.5.2
Explain and review tax return.
6.5.3
Explain recordkeeping requirements to the taxpayer.
Discuss significance of signatures (e.g., joint and several liability, penalty of perjury, Form 8879 IRS E-file
6.5.4
signature authorization.)
6.5.5
Understand tax preparer's responsibilities related to rejected electronic returns.
Understand timeframe for submitting electronic returns (e.g., Form 8879 taxpayer signature and date
6.5.6
prior to submission).
Understand payment options (e.g., check, direct debit, EFTPS, credit card, installment agreement- Form
6.5.7
9465).
Understand estimated tax payment requirements (e.g., potential for penalties, Form 1040-ES Estimated
6.5.8
Tax).
6.5.9
Understand refund options (e.g., Form 8888 Allocation of Refund).
6.6
Procedures & Practices
Penalties to be assessed by the IRS against a preparer for negligent or intentional disregard of rules and
6.6.1
regulations, and for a willful understatement of liability (e.g., IRC 6694(a), IRC 6694(b)).
Appropriate use of Form 8867 Paid Preparer's Earned Income Credit Checklist and related penalty for
6.6.2
failure to exercise due diligence (e.g., IRC 6695(g)).
6.6.3
Furnishing a copy of a return to a taxpayer (e.g., IRC 6695(a)).
6.6.4
Signing returns and furnishing identifying (PTIN) numbers (e.g., IRC 6695(b), IRC 6695(c)).
6.6.5
Rules for the return preparer for keeping copies and/or lists of returns prepared (e.g., IRC 6695(d)).
Compliance with e-file procedures (e.g., timing of taxpayer signature, timing of filing, recordkeeping,
6.6.6
prohibited filing with pay stub).
Completion and use of Form 2848 Power of Attorney and Declaration of Representative and Form 8821
6.6.7
Tax Information Authorization.
Safeguarding taxpayer information (e.g., Publication 4600 Safeguarding Taxpayer Information, Quick
6.6.8
Reference Guide for Business, IRC 7216).
7
Tier 7: Occupation Specific Requirements
6.3.9

Code

7.1
8
8.1
8.1.1
8.1.2
8.1.3
8.1.4
8.2
8.2.1
8.2.2
8.2.3
8.2.4
8.2.5
8.3
8.3.1
8.3.2
8.3.3
8.3.4
8.3.5
8.3.6
8.3.7
8.3.8
8.3.9
8.4
8.4.1
8.4.2
8.4.3
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High school diploma or equivalent

Tier 8: Management Competencies

Organizational engagement
Promoting the organization’s vision, values and methods in own work
Using knowledge of national finance changes to investigate, report and present options to the director
and/or trustees
Providing regular information to colleagues following consultation with reviews and changes as
requested
Helping to drive organizational development
Conscious Administration
Ability to produce cost models and undertake activity costing of institute activities.
Bringing an innovative solution to an existing or future problem
Awareness of fundamentals of accounting & tax in terms of future decisions for Institute and
understanding why figures are out of line with plans.
Work for solutions to achieve more in less time e.g. electronic solutions, delegation etc.
Ensuring urgent areas are covered in hours allotted and give time options for covering non-urgent
work.
Collaboration
Builds constructive networks inside and outside the organization to facilitate the accomplishment of
results.
Builds strong relationships and trust with team members that make it possible to receive everyone’s
input and ideas, and maximize individual and team output and potential.
Works cooperatively with multiple stakeholders, demonstrating willingness to consider alternative
approaches or ideas.
Deals effectively with confrontational situations, demonstrating diplomacy, tact, empathy and
consideration for differing points of view.
Carries out independent primary, secondary and tertiary research to collect sufficient data and
information pertinent to the area of inquiry.
Performs an objective and thorough analysis of information and data from multiple sources.
Distinguishes between facts, inferences and assumptions to establish the quality of the information
collected and the reliability of its source.
Employs professional skepticism to assess the objectivity and reliability of assumptions and evidence
asserted by a responsible party or client.
Makes decisions in a timely manner, committing to a course of action that considers pertinent data,
information, options and implications.
Business Acumen
Analyzes relevant business trends, financial measures, economic factors and new regulations, assessing
and articulating their impact on the organization.
Recognizes business threats and/or opportunities affecting their area of the business, recommending
actions to address them.
Identifies clients' stated and underlying needs, and the work activities and methodologies that will best
address these needs.

Code

8.4.4
8.4.5
8.5
8.5.1
8.5.2
8.5.3
8.5.4
8.5.5
8.6
8.6.1
8.6.2
8.6.3
8.6.4
8.6.5
8.6.6
8.6.7
8.6.8

Alabama Competency Model Tax Preparers
Translates the organization’s vision and goals into relevant plans and actions, realigning work efforts
with changes in organizational direction.
Drives the implementation of changes, tracking their impact to ensure organizational performance is
improved or sustained.
Networking
Seek opportunities to make contacts and build relationships, including through organizational events,
social events, external organizations, and professional activities.
Establish strong and lasting partnerships with business contacts.
Proactively seek ways of increasing business opportunities with contacts.
Skillfully influence and negotiate with partners to create opportunities that increase the competitive
position of both parties.
Leverage contacts to obtain information relevant to the health and continued growth of the
organization, including enhanced perspectives and feedback on organizational performance.
Monitoring and Controlling Resources
Continually seek to identify and secure resources (e.g. staffing, training, and monetary resources), both
internal and external, that can be useful to the unit and assist in work accomplishment.
Develop strategic plans for making a wide array of resources available.
Ensure that knowledge of those resources is spread throughout organization.
Develop strategic plans to anticipate future resource needs, and accurately identifies, tracks, and
prioritizes existing resource needs.
Monitor resource availability and make contingency plans to ensure the availability of adequate
resources in the event of unforeseen circumstances.
Consistently seek to perform work unit tasks in a cost-efficient manner.
Identify ways to produce the same level and quality of work while utilizing fewer resources.
Create an organizational climate in which cost effectiveness is valued and rewarded.

FINANCE

Financial Managers
ACCCP

Business Finance

Code

Alabama Competency Model Financial Managers

1
Tier 1: Personal Effectiveness Competencies
1.1
Interpersonal Skills: Displaying the skills to work effectively with others from diverse backgrounds.
1.1.1
Demonstrating sensitivity/empathy
1.1.1.1
Show sincere interest in others and their concerns.
1.1.1.2
Demonstrate sensitivity to the needs and feelings of others.
1.1.1.3
Look for ways to help people and deliver assistance.
1.1.2
Demonstrating insight into behavior
Recognize and accurately interpret the communications of others as expressed through various
1.1.2.1
formats (e.g., writing, speech, American Sign Language, computers, etc.).
1.1.2.2
Recognize when relationships with others are strained.
1.1.2.3
Show understanding of others’ behaviors and motives by demonstrating appropriate responses.
1.1.2.4
Demonstrate flexibility for change based on the ideas and actions of others.
1.1.3
Maintaining open relationships
1.1.3.1
Maintain open lines of communication with others.
1.1.3.2
Encourage others to share problems and successes.
1.1.3.3
Establish a high degree of trust and credibility with others.
1.1.4
Respecting diversity
1.1.4.1
Demonstrate respect for coworkers, colleagues, and customers.
Interact respectfully and cooperatively with others who are of a different race, culture, or age, or
1.1.4.2
have different abilities, gender, or sexual orientation.
Demonstrate sensitivity, flexibility, and open-mindedness when dealing with different values,
1.1.4.3
beliefs, perspectives, customs, or opinions.
1.1.4.4
Value an environment that supports and accommodates a diversity of people and ideas.
1.2
Integrity: Displaying strong moral principles and work ethic.
1.2.1
Behaving ethically
1.2.1.1
Abide by a strict code of ethics and behavior, even in the face of opposition.
1.2.1.2
Encourage others to behave ethically
1.2.1.3
Understand that behaving ethically goes beyond what the law requires.
1.2.1.4
Use company time and property responsibly.
Perform work-related duties according to laws, regulations, contract provisions, and company
1.2.1.5
policies.
1.2.2
Acting fairly
1.2.2.1
Treat others with honesty, fairness, and respect.
1.2.2.2
Make decisions that are objective and reflect the just treatment of others.
1.2.3
Taking responsibility
1.2.3.1
Take responsibility for accomplishing work goals within accepted timeframes.
Accept responsibility for one’s decisions and actions and for those of one’s group, team, or
1.2.3.2
department.
1.3
Professionalism: Maintaining a professional presence.
1.3.1
Demonstrating self-control
1.3.1.1
Maintain composure and keep emotions in check.
1.3.1.2
Deal calmly and effectively with stressful or difficult situations.
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1.3.1.3
1.3.2
1.3.2.1
1.3.2.2
1.3.2.3
1.3.3
1.3.3.1
1.3.3.2
1.3.4
1.3.4.1
1.3.4.2
1.3.4.3

Accept criticism tactfully and attempt to learn from it.
Professional appearance
Maintain a professional demeanor.
Dress appropriately for occupational and worksite requirements.
Maintain appropriate personal hygiene.
Social responsibility
Refrain from lifestyle choices which negatively impact the workplace and individual performance.
Remain free from substance abuse.
Maintaining a positive attitude
Project a professional image of oneself and the organization.
Demonstrate a positive attitude towards work.
Take pride in one’s work and the work of the organization.
Initiative: Demonstrating a commitment to effective job performance by taking action on one’s own and
1.4
following through to get the job done.
1.4.1
Persisting
1.4.1.1
Pursue work with drive and a strong accomplishment orientation.
Persist to accomplish a task despite difficult conditions, tight deadlines, or obstacles and setbacks.
1.4.1.2
1.4.2
1.4.2.1
1.4.2.2
1.4.2.3
1.4.3
1.4.3.1
1.4.3.2
1.4.3.3
1.4.4
1.4.4.1
1.4.4.2
1.4.4.3
1.4.4.4
1.4.5
1.4.5.1
1.4.5.2
1.5
1.5.1
1.5.1.1
1.5.1.2
1.5.1.3
1.5.2
1.5.2.1

Taking initiative
Go beyond the routine demands of the job to increase its variety and scope.
Provide suggestions and/or take actions that result in improved work processes, communications, or
task performance.
Take initiative to seek out new work challenges, influence events, or originate action.
Setting challenging goals
Establish and maintain personally challenging but realistic work goals.
Exert effort toward task mastery.
Bring issues to closure by pushing forward until a resolution is achieved.
Working independently
Develop own ways of working effectively and efficiently.
Perform effectively even with minimal direction, support, or approval.
Set own schedule to maximize productivity.
Take responsibility for completing one’s own work assignments.
Achievement motivation
Strive to exceed standards and expectations.
Exhibit confidence in capabilities and an expectation to succeed in future activities.
Dependability and Reliability: Displaying responsible behaviors at work.
Fulfilling obligations
Behave consistently and predictably.
Is reliable, responsible, and dependable in fulfilling obligations.
Diligently follow through on commitments and consistently complete assignments by deadlines.
Attendance and punctuality
Come to work on time and as scheduled.

Code

1.5.2.2
1.5.2.3
1.5.3
1.5.3.1
1.5.3.2
1.5.4
1.5.4.1
1.5.4.2
1.5.4.3
1.6
1.6.1
1.6.1.1
1.6.1.2
1.6.1.3
1.6.2
1.6.2.1
1.6.2.2
1.6.2.3
1.7
1.7.1
1.7.1.1
1.7.1.2
1.7.1.3
1.7.1.4
1.7.2
1.7.2.1
1.7.2.2
1.7.2.3
1.7.3
1.7.3.1
1.7.3.2
1.7.4
1.7.4.1
1.7.4.2
1.7.5
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Arrive on time for meetings or appointments.
Dial in to phone calls and web conferences on time.
Attending to details
Diligently check work to ensure that all essential details have been considered.
Notice errors or inconsistencies and take prompt, thorough action to correct them.
Following directions
Follow directions as communicated in a variety of ways such as writing, speech, American Sign
Language, computers, or other formats.
Comply with organizational rules, policies, and procedures.
Ask appropriate questions to clarify any instructional ambiguities.
Adaptability and Flexibility: Displaying the capability to adapt to new, different, or changing
requirements.
Entertaining new ideas
Is open to considering new ways of doing things.
Actively seek out and carefully consider the merits of new approaches to work.
Embrace new approaches when appropriate and discard approaches that are no longer working.
Dealing with change
Take proper and effective action when necessary without having all the necessary facts in hand.
Easily adapt plans, goals, actions, or priorities in response to unpredictable or unexpected events,
pressures, situations, and job demands.
Effortlessly shift gears and change direction when working on multiple projects or issues.
Lifelong Learning: Demonstrating a commitment to self-development and improvement of knowledge
Demonstrating an interest in learning
Take actions showing an interest in personal and professional lifelong learning and development.
Seek feedback from multiple sources about how to improve and develop.
Modify behavior based on feedback or self-analysis of past mistakes.
Learn and accept help from supervisors and co-workers.
Participating in learning activities
Identify when it is necessary to acquire new knowledge and skills.
Take steps to develop and maintain knowledge, skills, and expertise necessary to perform one’s role
successfully by participating in relevant training and professional development programs.
Actively pursue opportunities to broaden knowledge and skills through seminars, conferences,
professional groups, reading publications, job shadowing, and/or continuing education.
Using change as a learning opportunity
Anticipate changes in work demands and search for and participate in assignments or training that
address these changing demands.
Treat unexpected circumstances as opportunities to learn.
Identifying career interests
Take charge of personal career development by identifying occupational interests, strengths,
options, and opportunities.
Make insightful career planning decisions that integrate others’ feedback.
Integrating and applying learning

Code

1.7.5.1
1.7.5.2
2
2.1
2.1.1
2.1.1.1
2.1.1.2
2.1.1.3
2.1.2
2.1.2.1
2.1.2.2
2.1.2.3
2.1.2.4
2.1.3
2.1.3.1
2.1.3.2
2.1.3.3
2.1.3.4
2.1.3.5
2.1.4
2.1.4.1
2.1.4.2
2.1.4.3
2.2
2.2.1
2.2.1.1
2.2.1.2
2.2.1.3
2.2.1.4
2.2.1.5
2.2.1.6
2.2.2
2.2.2.1
2.2.2.2
2.2.2.3
2.2.2.4
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Integrate newly learned knowledge and skills with existing knowledge and skills.
Use newly learned knowledge and skills to complete tasks, particularly in new or unfamiliar
situations.

Tier 2: Academic Competencies

Reading: Understanding written sentences, paragraphs, and figures in work-related documents (with
accommodation if necessary).
Comprehension
Locate and understand written information in prose and in documents such as manuals, reports,
memos, letters, forms, graphs, charts, tables, calendars, schedules, signs, notices, applications,
contracts, regulations, and directions.
Understand the purpose of written materials.
Comprehend the author’s meaning and identify the main ideas expressed in the written material.
Attention to detail
Note details and facts.
Detect inconsistencies.
Identify implied meaning and details.
Recognize missing information.
Information analysis
Critically evaluate and analyze information in written materials.
Review written information for completeness and relevance.
Distinguish fact from opinion.
Identify trends.
Synthesize information from multiple written materials.
Information integration
Integrate what is learned from written materials with prior knowledge.
Use what is learned from written material to follow instructions and complete tasks.
Apply what is learned from written material to new situations.
Writing: Using standard (business) English to compile information and prepare written documents.
Organization and development
Create documents such as letters, directions, manuals, reports, graphs, spreadsheets, and flow
charts.
Communicate thoughts, ideas, information, messages, and other written information, which may
contain technical material, in a logical, organized, and coherent manner.
Present well-developed ideas supported by information and examples.
Proofread finished documents for errors.
Tailor content to appropriate audience and purpose.
Distribute written materials appropriately for intended audiences and purposes.
Mechanics
Use standard syntax and sentence structure.
Use correct spelling, punctuation, and capitalization.
Use correct English grammar (e.g., correct tense, subject-verb agreement, no missing words).
Write legibly when using handwriting to communicate.

Code

2.2.3
2.2.3.1
2.2.3.2
2.2.3.3
2.3
2.3.1
2.3.1.1
2.3.1.2
2.3.1.3
2.3.1.4
2.3.1.5
2.3.1.6
2.3.2
2.3.2.1
2.3.2.2
2.3.2.3
2.3.3
2.3.3.1
2.3.3.2
2.4
2.4.1
2.4.1.1
2.4.1.2
2.4.1.3
2.4.2
2.4.2.1
2.5
2.5.1
2.5.1.1
2.5.1.2
2.5.1.3
2.5.1.4
2.5.1.5
2.5.2
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Tone
Use language appropriate for the target audience.
Use a tone and word choice appropriate for the industry and organization (e.g., writing is
professional and courteous).
Show insight, perception, and depth in writing.
Mathematics: Uses principles of mathematics to express ideas and solve problems.
Computation
Add, subtract, multiply, and divide with whole numbers, fractions, decimals, and percents.
Calculate averages, ratios, proportions, and rates.
Convert decimals to fractions and fractions to decimals.
Convert fractions to percents and percents to fractions.
Convert decimals to percents and percents to decimals.
Understand relationships between numbers and identify and understand patterns.
Measurement and estimation
Take measurements of time, temperature, distances, length, width, height, perimeter, area, volume,
weight, velocity, and speed.
Use and report measurements correctly.
Correctly convert from one measurement to another (e.g., from English to metric or International
System of Units (SI), or Fahrenheit to Celsius).
Application
Use appropriate mathematical formulas and techniques to solve problems.
Translate practical problems into useful mathematical expressions.
Science and Technology: Using scientific rules and methods to express ideas and solve problems.
Comprehension
Understand basic scientific principles and uses appropriate technology.
Understand the scientific method (i.e., identify problems, collect information, form opinions and
draw conclusions).
Understand overall intent and proper procedures for set-up and operation of equipment.
Application
Apply basic scientific principles and technology to complete tasks.
Communication: Listening, speaking, and signaling so others can understand (with accommodation if
Communicating
Express relevant information appropriately to individuals or groups taking into account the audience
and the nature of the information (e.g., technical or controversial).
Convey information clearly, correctly, and succinctly.
Use common English conventions including proper grammar, tone, and pace.
Effectively establish interpersonal contact with one or more individuals using eye contact, body
language and non-verbal expression as appropriate to the person’s culture.
Ask questions or report problems or concerns to people in authority when information or
procedures are unclear or need improvement, or when feeling unsafe or threatened in the
workplace.
Receiving information

Code

2.5.2.1
2.5.2.2
2.5.2.3
2.5.2.4
2.5.2.5
2.5.2.6
2.5.3
2.5.3.1
2.5.3.2
2.5.3.3
2.5.4
2.5.4.1
2.5.4.2
2.5.4.3
2.6
2.6.1
2.6.1.1
2.6.1.2
2.6.1.3
2.6.1.4
2.6.1.5
2.6.2
2.6.2.1
2.6.2.2
2.7
2.7.1
2.7.1.1
2.7.1.2
2.7.2
2.7.2.1
2.7.2.2
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Attend to, understand, interpret, and respond to messages received in a variety of ways, including
hearing, American Sign Language, instant messaging, text-to-speech devices, and other methods.
Comprehend complex instructions.
Identify feelings and concerns communicated in various formats, such as writing, speech, American
Sign Language, computers, etc. and responds appropriately.
Consider others’ viewpoints and alter opinion when it is appropriate to do so.
Apply active interpersonal communication skills using reflection, restatement, questioning, and
clarification.
Effectively answer questions of others or communicate an inability to do so and suggest other
sources of answers.
Observing carefully
Notice nonverbal cues and respond appropriately.
Attend to visual sources of information (e.g., video).
Ascertain relevant visual information and use appropriately.
Persuasion/Influence
Influence others.
Persuasively present thoughts and ideas.
Gain commitment and ensure support for proposed ideas.
Critical and Analytical Thinking: Using logical thought processes to analyze information and draw
conclusions.
Reasoning
Possess sufficient inductive and deductive reasoning ability to perform job successfully.
Critically review, analyze, synthesize, compare, and interpret information.
Draw conclusions from relevant and/or missing information.
Understand the principles underlying the relationship among facts and apply this understanding
when solving problems.
Use logic and reasoning to identify strengths and weaknesses of alternative solutions or approaches
to a problem.
Mental agility
Identify connections between issues.
Quickly understand, orient to, and integrate new information.
Basic Computer Skills: Using information technology and related applications to convey and retrieve
information (with accommodation when necessary).
Computer basics
Understand the basic functions and terminology related to computer hardware, software,
information systems, and communication devices.
Use basic computer software, hardware, and communication devices to perform tasks.
Using software
Use word processing software to compose, organize, edit, and print documents and other business
communications.
Use spreadsheet software to enter, manipulate, edit, and format text and numerical data.

Code

2.7.2.3
2.7.2.4
2.7.2.5
2.7.3
2.7.3.1
2.7.3.2
2.7.3.3
2.7.3.4
2.7.3.5
2.7.4
2.7.4.1
2.7.4.2
2.7.4.3
2.7.4.4
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Use presentation software to create, manipulate, edit, and present digital representations of
information to an audience.
Use database software to manage data.
Create and maintain a well-organized electronic file storage system.
Using the Internet and email
Use the Internet to search for online information and interact with Web sites.
Use the Internet and web-based tools to manage basic workplace tasks (e.g., calendar management,
contacts management, and timekeeping).
Use electronic mail to communicate in the workplace.
Understand the different types of social media and their appropriate workplace and non-workplace
uses, and the impact that various social media activities can have on one’s personal and professional
Employ collaborative/groupware applications to facilitate group work.
Ensuring computer security
Understand and comply with the organization’s privacy policy and information security guidelines.
Defend against potential abuses of private information.
Recognize and respond appropriately to suspicious vulnerabilities and threats.
Use the most recent security software, web browser, and operating system to protect against online
threats.
Utilize strong passwords, passphrases, and basic encryption.
Recognize secure Web addresses.

2.7.4.5
2.7.4.6
3
Tier 3: Workplace Competencies
3.1
Teamwork: Working cooperatively with others to complete work assignments.
3.1.1
Identifying team membership and role
3.1.1.1
Serve as a leader or a follower, depending on what is needed to achieve the team’s goals and
3.1.1.2
Identify and draw upon team members’ strengths and weaknesses to achieve results.
3.1.1.3
Instruct others in learning new skills and learn from other team members.
3.1.1.4
Assist others who have less experience or have heavy workloads.
3.1.1.5
Encourage others to express their ideas and opinions.
3.1.2
Establishing productive relationships
3.1.2.1
Develop constructive and cooperative working relationships with others.
3.1.2.2
Exhibit tact and diplomacy and strive to build consensus.
Deliver constructive criticism and voice objections to others’ ideas and opinions in a supportive, non3.1.2.3
accusatory manner.
3.1.2.4
Respond appropriately to positive and negative feedback.
Effectively communicate with all members of the group or team to achieve team goals and
3.1.2.5
objectives.
3.1.3
Meeting team objectives
3.1.3.1
Work as part of a team, contributing to the group’s effort to achieve goals.
3.1.3.2
Identify and commit to the goals, norms, values, and customs of the team.
3.1.3.3
Choose behaviors and actions that best support the team and accomplishment of work tasks.
3.1.3.4
Use a group approach to identify problems and develop solutions based on group consensus.
3.1.4
Resolving conflicts

Code

3.1.4.1
3.1.4.2
3.1.4.3
3.2
3.2.1
3.2.1.1
3.2.1.2
3.2.1.3
3.2.2
3.2.2.1
3.2.2.2
3.2.2.3
3.2.2.4
3.2.2.5
3.2.2.6
3.2.3
3.2.3.1
3.2.3.2
3.2.3.3
3.2.4
3.2.4.1
3.2.4.2
3.2.4.3
3.2.4.4
3.3
3.3.1
3.3.1.1
3.3.1.2
3.3.1.3
3.3.1.4
3.3.1.5
3.3.2
3.3.2.1
3.3.2.2
3.3.3
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Bring others together to reconcile differences.
Handle conflicts maturely by exercising “give and take” to achieve positive results for all parties.
Reach formal or informal agreements that promote mutual goals and interests, and obtain
commitment to those agreements from individuals or groups.
Customer Focus: Efficiently and effectively addressing the needs of clients/customers.
Understanding customer needs
Identify internal and external customers.
Attend to what customers are saying and ask questions to identify customer needs, interests, and
goals.
Anticipate the future needs of the customer.
Providing personalized service
Provide prompt, efficient, and personalized assistance to meet the requirements, requests, and
concerns of customers.
Provide thorough, accurate information to answer customers’ questions and inform them of
commitment times or performance guarantees.
Address customer comments, questions, concerns, and objections with direct, accurate, and timely
responses.
Identify and propose appropriate solutions and/or services.
Establish boundaries as appropriate for unreasonable customer demands.
Communicate in the medium desired by the customer.
Acting professionally
Is pleasant, courteous, and professional when dealing with internal or external customers.
Develop constructive and cooperative working relationships with customers.
Is calm and empathetic when dealing with hostile customers.
Keeping customers informed
Follow up with customers following provision of service.
Keep customers up to date about decisions that affect them.
Seek the comments, criticisms, and involvement of customers.
Adjust services based on customer feedback.
Planning and Organizing: Planning and prioritizing work to manage time effectively and accomplish
assigned tasks.
Planning
Approach work in a methodical manner.
Plan and schedule tasks so that work is completed on time.
Keep track of details to ensure work is performed accurately and completely.
Anticipate obstacles to project completion and develop contingency plans to address them.
Find new ways of organizing work area or planning work to accomplish work more efficiently.
Prioritizing
Prioritize multiple competing tasks.
Perform tasks correctly, quickly, and efficiently according to their relative urgency and importance.
Managing projects

Code

3.3.3.1
3.3.3.2
3.3.3.3
3.3.3.4
3.3.3.5
3.3.3.6
3.3.3.7
3.4
3.4.1
3.4.1.1
3.4.1.2
3.4.2
3.4.2.1
3.4.2.2
3.4.2.3
3.4.2.4
3.4.3
3.4.3.1
3.4.3.2
3.4.3.3
3.5
3.5.1
3.5.1.1
3.5.1.2
3.5.1.3
3.5.1.4
3.5.1.5
3.5.2
3.5.2.1
3.5.2.2
3.5.2.3
3.5.2.4
3.5.3
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Estimate personnel and other resources needed for project completion (e.g., financial material or
equipment).
Manage activities to meet plans, allocating time and resources effectively.
Keep track of and document plans, assignments, changes, and deliverables.
Plan for dependencies of one task on another.
Coordinate efforts with all affected parties, keeping them informed of progress and all relevant
changes to project timelines.
Take necessary corrective action when projects go off track.
Assure job accommodations are made for personnel who need or request them.
Creative Thinking: Generating innovative and creative solutions.
Employing unique analyses
Use original analyses and generate new, innovative ideas in complex areas.
Develop innovative methods of obtaining or using resources when insufficient resources are
available.
Generating innovative solutions
Integrate seemingly unrelated information to develop creative processes or solutions.
Reframe problems in a different light to find fresh approaches.
Entertain wide-ranging possibilities and perspectives to develop new solutions.
Find new ways to add value to the efforts of a team and organization.
Seeing the big picture
Understand the pieces of a system as a whole and appreciate the consequences of actions on other
parts of the system.
Monitor patterns and trends to see a bigger picture.
Modify or design systems to improve performance.
Problem Solving and Decision-Making: Generating, evaluating, and implementing solutions to problems.
Identifying the problem
Anticipate or recognize the existence of a problem or objection.
Identify the true nature of the problem and define critical issues.
Evaluate the importance and criticality of the problem.
Use all available reference systems to locate and obtain information relevant to understanding the
problem.
Recall previously learned information that is relevant to the problem.
Locating, gathering, and organizing relevant information
Effectively use both internal resources (e.g., internal computer networks, company filing systems)
and external resources (e.g., internet search engines) to locate and gather information relevant to
solving the problem.
Examine information obtained for relevance and completeness.
Recognize important gaps in existing information and take steps to eliminate those gaps.
Organize/reorganize information as appropriate to gain a better understanding of the problem.
Generating alternatives

Code

3.5.3.1
3.5.3.2
3.5.4
3.5.4.1
3.5.4.2
3.5.5
3.5.5.1
3.5.5.2
3.5.5.3
3.5.5.4
3.6
3.6.1
3.6.1.1
3.6.1.2
3.6.2
3.6.2.1
3.6.3
3.6.3.1
3.6.3.2
3.6.3.3
3.6.3.4
3.6.4
3.6.4.1
3.6.4.2
3.6.4.3
3.6.4.4
3.7
3.7.1
3.7.1.1
3.7.1.2
3.7.1.3
3.7.1.4
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Integrate previously learned and externally obtained information to generate a variety of highquality alternative approaches to the problem.
Skillfully use logic and analysis to identify the strengths and weaknesses, the costs and benefits, and
the short- and long-term consequences of different solutions or approaches.
Choosing a solution
Decisively choose the best solution after evaluating the relative merits of each possible option.
Make difficult decisions even in highly ambiguous or ill-defined situations.
Implementing the solution
Commit to a solution in a timely manner.
Develop a realistic approach for implementing the chosen solution.
Document the problem and corrective actions taken and their outcomes and communicate these to
the appropriate parties.
Observe and evaluate the outcomes of implementing the solution to assess the need for alternative
approaches and to identify lessons learned.
Working with Tools and Technology: Selecting, using, and maintaining tools and technology to facilitate
work activity (with accommodation, when necessary).
Using tools
Operate tools, technology, and equipment in accordance with established operating procedures and
safety standards.
Demonstrate appropriate use of tools and technology to complete work functions.
Selecting tools
Select and apply appropriate tools or technological solutions to the problem at hand.
Keeping current on tools and technology
Demonstrate an interest in learning about new and emerging tools and technologies.
Demonstrate information literacy.
Adapt quickly to changes in process or technology.
Seek out opportunities to improve knowledge of tools and technologies that may assist in
streamlining work and improving productivity.
Troubleshooting and maintenance
Learn how to maintain and troubleshoot tools and technologies.
Perform routine maintenance on tools, technology, and equipment.
Determine causes of errors and take the appropriate corrective action.
Develop alternatives to complete a task if desired tool or technology is not available.
Scheduling and Coordinating: Making arrangements that fulfill all requirements as efficiently and
economically as possible.
Arranging and informing
Make arrangements (e.g. for meetings or travel) that fulfill all requirements as efficiently and
economically as possible.
Inform others of arrangements, giving them complete, accurate, and timely information.
Ensure that others receive needed materials in time.
Handle all aspects of arrangements thoroughly and completely.

Code

3.7.1.5
3.7.2
3.7.2.1
3.7.2.2
3.7.2.3
3.7.3
3.7.3.1
3.7.3.2
3.7.3.3
3.8
3.8.1
3.8.1.1
3.8.1.2
3.8.1.3
3.8.2
3.8.2.1
3.8.2.2
3.8.2.3
3.8.2.4
3.8.3
3.8.3.1
3.8.3.2
3.8.3.3
3.8.3.4
3.8.4
3.8.4.1
3.8.4.2
3.8.4.3
3.8.4.4
3.9
3.9.1
3.9.1.1
3.9.1.2
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Respond to the schedules of others affected by arrangements, resolve schedule conflicts or travel
issues, and take corrective action.
Coordinating in distributed environments
Coordinate schedules of colleagues, co-workers, and clients in regional locations. (i.e., across time
zones) to ensure that inconvenience is minimized and productivity is enhanced.
Leverage technology (e.g., internet, teleconference) to facilitate information sharing in distributed
work environments.
Take advantage of team member availability throughout business hours in multiple time zones to
enhance productivity.
Shiftwork
Effectively coordinate the transition of staff at the beginning and end of each work shift.
Disseminate crucial information in an organized manner to rapidly bring staff up to speed at the
start of their shifts.
Ensure that staff is updated on work completed on past shifts and work that still needs to be
completed.
Checking, Examining, and Recording: Entering, transcribing, recording, storing, or maintaining
information in written or electronic/digital format.
Detecting errors
Detect and correct errors or inconsistencies, even under time pressure.
Identify vague or ambiguous documentation.
Route errors to appropriate person to correct documentation.
Completing forms
Select and complete appropriate forms quickly and completely.
Forward or process forms in a timely and accurate manner.
Attend to and follow through on important items requiring action.
Expedite forms, orders, or advances that require immediate attention.
Obtaining information
Obtain appropriate information, signatures, and approvals promptly.
Verify that all information is present and accurate before forwarding materials.
Compile, categorize, and verify information or data.
Apply systematic techniques for observing and gathering data.
Maintaining logs, records, and files
Organize records and files to maintain data.
Keep logs, records, and files that are up-to-date and readily accessible (e.g., driver logs, flight
records, repair records).
Update logs, records, and files, noting important changes.
File data and documentation in accordance with organization’s requirements.
Business Fundamentals: Using information on basic business principles, trends, and economics.
Situational awareness
Understand the mission, structure, and functions of the organization.
Recognize one’s role in the functioning of the organization and understand the potential impact
one’s own performance can have on the success of the organization.

Code

3.9.1.3
3.9.2
3.9.2.1
3.9.2.2
3.9.3
3.9.3.1
3.9.3.2
3.9.3.3
3.9.3.4
4
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Grasp the potential impact of the company’s well-being on employees.
Business ethics
Act in the best interest of the company, the community, and the environment.
Comply with applicable laws and rules governing work and report loss, waste, or theft of company
property to appropriate personnel.
Market knowledge
Understand market trends in the industry and the company’s position in the market.
Know who the company’s primary competitors are and stay current on organizational strategies to
maintain competitiveness.
Uphold the organization through building and maintaining customer relations.
Recognize major challenges faced by the organization and industry, and identify key strategies to
address challenges.

Tier 4: Ready to Work Cluster-Specific Competencies

Products and Concepts: Knowledge of products and concepts relating to financial services industry,
4.1
including financial instruments, financial management, insurance principles, and cash and capital
principles.
4.1.1
Financial Instruments
4.1.2
Understands the available financial instruments and risk associated with each one
4.1.3
Financial Management
4.1.4
Aware of the available analytical functions associated within the financial services
4.1.5
Understands financial/credit analysis, debt/risk management, valuation strategies, underwriting
4.1.6
Insurance Principles
4.1.7
Understands the principles of insurance and insurance contracts
4.1.8
Knowledge of types of insurance (life, health, property, liability) and risk covered by the insurance
4.1.9
Cash and Capital Principles
4.1.10
Understands the nature of cash, the United States monetary system, and the time value of money
4.1.11
Recognizes the risk, return, and opportunity costs associated with capital
Business Operations: Performs activities associated with transaction management and understands the
4.2
business operations performed by organizations within the financial services industry.
4.2.1
Transaction Management
4.2.2
Demonstrates the ability to process financial transactions without error
4.2.3
Resolves cash discrepancies, and maintains accurate records of transactions
4.2.4
Understands the principles of confidentiality as they relate to transaction management
4.2.5
Financial Organizations
4.2.6
Understands roles of banks, insurance companies, and stock brokerages within the financial industry
Financial Reporting: Knowledge of the documents associated with measuring a business’ financial
4.3
information.
4.3.1
Review client financial information to develop a client’s account statement
4.3.2
Analyze and interpret financial data to produce accurate reports
4.3.3
Compile business transaction data to report financial information
Technology Applications: Knowledge of basic technology as it specifically relates to the financial services
4.4
industry.

Code

4.4.1
4.4.2
4.4.3
4.5
4.5.1
4.5.2
4.5.3
4.6
4.6.1
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Use spreadsheets and accounting software to maintain and update records
Use databases and other computer management tools to manage office records
Recognizes appropriate techniques for storing and retrieving data
Regulations and Codes: Knowledge of relevant regulations and codes that impact the financial services
industry.
Understands and complies with all relevant laws imposed by regulatory agencies
Follows the financial services industry codes of practice
Monitors new legislation impacting the financial services industry
Fraud Prevention: Knowledge of the appropriate procedures for identifying, reporting, and preventing
fraud.
Demonstrates an awareness of the necessary steps for preventing fraud

4.6.2

Knows procedures for fraud investigations and internal audits relating to detecting and reporting fraud

4.6.3
5
5.1.1
5.1.2

Understands the legal and ethical responsibilities as they relate to fraud

Tier 5: Career Pathway Technical Competencies

Ethics, Compliance, and Professionalism
Evaluating information to determine compliance with standards
Complies with state, federal and regulatory agencies codes of conduct. (Securities and Exchange
5.1.3
Commission, AL State Board of Public Accountancy, General Approved Accounting Principles, U.S.
Treasury Dept. Circular No. 230, etc.)
5.1.4
Respects the confidentiality of information required in day-to-day operations of doing business.
5.1.5
Communicates information in an honest and transparent manner.
Acts with honesty and integrity avoiding conflicts of interest between personal and professional
5.1.6
relationships, transactions, etc.
5.1.7
Understand the legal and ethical responsibilities as related to fraud.
5.1.8
Sets defined and realistic goals and objectives for each work assignment.
5.1.9
Works efficiently, seeking guidance and asking questions when necessary.
5.1.10
Reprioritizes tasks as subsequent work is assigned, or as priorities are adjusted.
5.1.11
Takes action to renegotiate deadlines in the face of competing priorities.
5.1.12
Ensures work products are accurate and completed in a timely manner.
5.2
Financial Applications, Tools, and Technology
Understands E-Business online technologies, tools, equipment, etc. to conduct business online and
5.2.1
connect with customers, manage data, etc.
5.2.2
Understands applicability of web-based applications for data analysis, compilation, and reporting.
5.2.3
Use calculator by touch
5.2.4
Use standard business software (e.g. Lotus, Excel, Access, Word, etc.)
5.2.5
Demonstrate ability to touch type
5.3
Customer Relationship Management
5.3.1
Understands role in recognizing and addressing customer needs.
5.3.2
Considers the impact of recommendations, outcomes, and organizational changes on the public.
5.4
Partnering and Collaboration
5.4.1
Interacts with industry partners and co-workers to build cooperative working relationships.

Code

5.4.2
5.4.3
5.4.4
5.4.5
5.5
5.5.1
5.5.2
5.5.3
5.5.4
5.5.5
5.5.6
5.6
5.6.1
5.6.2
5.6.3
5.6.4
5.6.5
5.6.6
5.6.7
6
6.1
6.1.1
6.1.2
6.1.3
6.1.4
6.1.5
6.1.6
6.1.7
6.2
6.2.1
6.2.2
6.2.3
6.2.4
6.2.5
6.2.6
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Manages partner expectations by providing realistic information and estimates.
Tailors products and services to meet unique or specific partner requirements (e.g., format,
classification, medium, timeliness, distribution).
Coordinates with partners in preparation for joint activities or events.
Solicits partner feedback to improve products and services.
Interpersonal Communication and Leadership
Works with team members to achieve goals.
Contributes input to ongoing group activities and processes.
Demonstrates respect and courtesy for team members.
Fosters an organizational environment where team members support one another.
Manages conflicts in a constructive manner to achieve productive resolutions.
Facilitates cooperation, trust, and group identity among team members.
Analytical, Organizational, and Industry Acumen
Considers the impact of recommendations, outcomes, and organizational changes on the public.
Communicates goals, mission and priorities of the organization when interacting with organizational
stakeholders.
Evaluates and adapts organizational service delivery system according to evolving customer needs and
trends.
Knowledgeable of the services provided across the financial sector, i.e., banking, accounting,
investments, taxes and so.
Understand the processes whereby consumers and businesses acquire financial goods.
Approaches issues, problems, or situations from all possible perspectives.
Able to apply logic when examining an issue.

Tier 6: Occupation Specific Technical Competencies

Analytical Ability
Identifies additional information needed to assess the situation.
Able to identify relationships between financial/budget data.
Makes reasonable inferences or draws accurate conclusions from data analyzed.
Evaluate the effectiveness of process and procedures for analysis.
Develops and applies new metrics/measures when necessary.
Develops and applies new analytical techniques when necessary.
Review reports and securities transactions or price list to analyze market conditions.
Administrative Abilities
Plan, direct or coordinate the activities of workers in branches, offices, or departments of
establishments.
Recruit staff members
Oversee training programs
Approve or reject, or coordinate the approval or rejection of lines of credits or commercial real estate,
or personal loans.
Oversee the flow of cash or financial instruments.
Review collections reports to determine the status of collections and the amounts of outstanding
balances.

Code
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6.2.7

Establish procedures for custody of controls of assets, records, loan collateral, or securities to ensure
safekeeping.

6.2.8

Plan, direct, and coordinate risk and insurance programs of establishments to control risks and losses.

6.2.9
6.2.10
6.2.11

Direct insurance negotiations, select insurance brokers or carries, and place insurance.
Submit delinquent accounts to attorneys or outside agencies for collection.
Evaluate, examine or process loan applications.
Develop internal control policies, guidelines, and procedures for activities, such as budget
administration, cash and credit management, and accounting.
Coordinate and direct the financial planning, budgeting, procurement, or investment activities of all or
part of an organization.
Monitor and evaluate the performance of accounting and other financial staff, recommending and
implementing personnel actions, such as promotions and dismissals.
Advise management on short-term and long-term financial objectives, policies, and actions.
Lead staff training and development in budgeting and financial management areas.
Supervise employees performing financial reporting, accounting, billing, collections, payroll, and
budgeting duties.

6.2.12
6.2.13
6.2.14
6.2.15
6.2.16
6.2.17
6.2.18
6.3
6.3.1
6.3.2
6.3.3
6.3.4
6.3.5
6.3.6
6.3.7
6.3.8
6.4
6.4.1
6.4.2
6.4.3
6.4.4

Handle all aspects of employee insurance, benefits, and casualty programs, including monitoring
changes in health insurance regulations and creating budgets for benefits and worker's compensation.
Finances
Delegate authority for the receipt, disbursement, banking, protection, and custody of funds, securities,
and financial instruments.
Receive, record, and authorize requests for disbursements in accordance with company policies and
procedures.
Receive cash and checks and make deposits.
Prepare or direct preparation of financial statements, business activity reports, financial position
forecasts, annual budgets, or reports required by regulatory agencies.
Conduct or coordinate audits of company accounts and financial transactions to ensure compliance
with state and federal requirements and statutes.
Prepare and file annual tax returns or prepare financial information so that outside accountants can
complete tax returns.
Compute, withhold, and account for all payroll deductions.
Determine depreciation rates to apply to capitalized items and advise management on actions
regarding the purchase, lease, or disposal of such items.
Client Relationships
Develop and maintain relationships with banking, insurance, and external accounting personnel to
facilitate financial activities.
Provide direction and assistance to other organizational units regarding accounting and budget policies
and procedures and efficient control and utilization of financial resources.
Establish and maintain relationships with individual and business consumers.
Provide assistance with problems individual or business consumers may encounter.

Code

6.4.5
6.4.6
6.5
6.5.1
6.5.2
6.5.3
6.5.4
6.5.5
6.5.6
7
7.1
8
8.1
8.1.1
8.1.2
8.1.3
8.1.4
8.2
8.2.1
8.2.2
8.2.3
8.2.4
8.2.5
8.3
8.3.1
8.3.2
8.3.3
8.3.4
8.3.5
8.3.6
8.3.7
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Communicate with stockholders or other investors to provide information or to raise capital.
Network with communities to find and attract new business.
Financial Activities
Input forms required in a computerized budget/cash management system
Prepare cash forecasting report
Compile information from forecasted payables and receivables.
Analyze cash balances and needs
Communicate cash status with appropriate departments.
Determine appropriate steps in addressing the cash needs such as transferring funds between bank
accounts, accessing credit lines, etc.

Tier 7: Occupation Specific Requirements
Bachelor's degree

Tier 8: Management Competencies

Organizational engagement
Promoting the organization’s vision, values and methods in own work
Using knowledge of national finance changes to investigate, report and present options to the director
and/or trustees
Providing regular information to colleagues following consultation with reviews and changes as
requested
Helping to drive organizational development
Conscious Administration
Ability to produce cost models and undertake activity costing of institute activities.
Bringing an innovative solution to an existing or future problem
Awareness of fundamentals of accounting & tax in terms of future decisions for Institute and
understanding why figures are out of line with plans.
Work for solutions to achieve more in less time e.g. electronic solutions, delegation etc.
Ensuring urgent areas are covered in hours allotted and give time options for covering non-urgent
work.
Collaboration
Builds constructive networks inside and outside the organization to facilitate the accomplishment of
results.
Builds strong relationships and trust with team members that make it possible to receive everyone’s
input and ideas, and maximize individual and team output and potential.
Works cooperatively with multiple stakeholders, demonstrating willingness to consider alternative
approaches or ideas.
Deals effectively with confrontational situations, demonstrating diplomacy, tact, empathy and
consideration for differing points of view.
Carries out independent primary, secondary and tertiary research to collect sufficient data and
information pertinent to the area of inquiry.
Performs an objective and thorough analysis of information and data from multiple sources.
Distinguishes between facts, inferences and assumptions to establish the quality of the information
collected and the reliability of its source.

Code

8.3.8
8.3.9
8.4
8.4.1
8.4.2
8.4.3
8.4.4
8.4.5
8.5
8.5.1
8.5.2
8.5.3
8.5.4
8.5.5
8.6
8.6.1
8.6.2
8.6.3
8.6.4
8.6.5
8.6.6
8.6.7
8.6.8
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Employs professional skepticism to assess the objectivity and reliability of assumptions and evidence
asserted by a responsible party or client.
Makes decisions in a timely manner, committing to a course of action that considers pertinent data,
information, options and implications.
Business Acumen
Analyzes relevant business trends, financial measures, economic factors and new regulations, assessing
and articulating their impact on the organization.
Recognizes business threats and/or opportunities affecting their area of the business, recommending
actions to address them.
Identifies clients' stated and underlying needs, and the work activities and methodologies that will best
address these needs.
Translates the organization’s vision and goals into relevant plans and actions, realigning work efforts
with changes in organizational direction.
Drives the implementation of changes, tracking their impact to ensure organizational performance is
improved or sustained.
Networking
Seek opportunities to make contacts and build relationships, including through organizational events,
social events, external organizations, and professional activities.
Establish strong and lasting partnerships with business contacts.
Proactively seek ways of increasing business opportunities with contacts.
Skillfully influence and negotiate with partners to create opportunities that increase the competitive
position of both parties.
Leverage contacts to obtain information relevant to the health and continued growth of the
organization, including enhanced perspectives and feedback on organizational performance.
Monitoring and Controlling Resources
Continually seek to identify and secure resources (e.g. staffing, training, and monetary resources), both
internal and external, that can be useful to the unit and assist in work accomplishment.
Develop strategic plans for making a wide array of resources available.
Ensure that knowledge of those resources is spread throughout organization.
Develop strategic plans to anticipate future resource needs, and accurately identifies, tracks, and
prioritizes existing resource needs.
Monitor resource availability and make contingency plans to ensure the availability of adequate
resources in the event of unforeseen circumstances.
Consistently seek to perform work unit tasks in a cost-efficient manner.
Identify ways to produce the same level and quality of work while utilizing fewer resources.
Create an organizational climate in which cost effectiveness is valued and rewarded.
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1
Tier 1: Personal Effectiveness Competencies
1.1
Interpersonal Skills: Displaying the skills to work effectively with others from diverse backgrounds.
1.1.1
Demonstrating sensitivity/empathy
1.1.1.1
Show sincere interest in others and their concerns.
1.1.1.2
Demonstrate sensitivity to the needs and feelings of others.
1.1.1.3
Look for ways to help people and deliver assistance.
1.1.2
Demonstrating insight into behavior
Recognize and accurately interpret the communications of others as expressed through various
1.1.2.1
formats (e.g., writing, speech, American Sign Language, computers, etc.).
1.1.2.2
Recognize when relationships with others are strained.
Show understanding of others’ behaviors and motives by demonstrating appropriate responses.
1.1.2.3
1.1.2.4
1.1.3
1.1.3.1
1.1.3.2
1.1.3.3
1.1.4
1.1.4.1
1.1.4.2
1.1.4.3
1.1.4.4
1.2
1.2.1
1.2.1.1
1.2.1.2
1.2.1.3
1.2.1.4
1.2.1.5
1.2.2
1.2.2.1
1.2.2.2
1.2.3
1.2.3.1
1.2.3.2
1.3
1.3.1

Demonstrate flexibility for change based on the ideas and actions of others.
Maintaining open relationships
Maintain open lines of communication with others.
Encourage others to share problems and successes.
Establish a high degree of trust and credibility with others.
Respecting diversity
Demonstrate respect for coworkers, colleagues, and customers.
Interact respectfully and cooperatively with others who are of a different race, culture, or age, or
have different abilities, gender, or sexual orientation.
Demonstrate sensitivity, flexibility, and open-mindedness when dealing with different values,
beliefs, perspectives, customs, or opinions.
Value an environment that supports and accommodates a diversity of people and ideas.
Integrity: Displaying strong moral principles and work ethic.
Behaving ethically
Abide by a strict code of ethics and behavior, even in the face of opposition.
Encourage others to behave ethically
Understand that behaving ethically goes beyond what the law requires.
Use company time and property responsibly.
Perform work-related duties according to laws, regulations, contract provisions, and company
policies.
Acting fairly
Treat others with honesty, fairness, and respect.
Make decisions that are objective and reflect the just treatment of others.
Taking responsibility
Take responsibility for accomplishing work goals within accepted timeframes.
Accept responsibility for one’s decisions and actions and for those of one’s group, team, or
department.
Professionalism: Maintaining a professional presence.
Demonstrating self-control

Code
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1.3.1.1
1.3.1.2
1.3.1.3
1.3.2
1.3.2.1
1.3.2.2
1.3.2.3
1.3.3
1.3.3.1
1.3.3.2
1.3.4
1.3.4.1
1.3.4.2
1.3.4.3

Maintain composure and keep emotions in check.
Deal calmly and effectively with stressful or difficult situations.
Accept criticism tactfully and attempt to learn from it.
Professional appearance
Maintain a professional demeanor.
Dress appropriately for occupational and worksite requirements.
Maintain appropriate personal hygiene.
Social responsibility
Refrain from lifestyle choices which negatively impact the workplace and individual performance.
Remain free from substance abuse.
Maintaining a positive attitude
Project a professional image of oneself and the organization.
Demonstrate a positive attitude towards work.
Take pride in one’s work and the work of the organization.
Initiative: Demonstrating a commitment to effective job performance by taking action on one’s own and
1.4
following through to get the job done.
1.4.1
Persisting
1.4.1.1
Pursue work with drive and a strong accomplishment orientation.
Persist to accomplish a task despite difficult conditions, tight deadlines, or obstacles and setbacks.
1.4.1.2
1.4.2
1.4.2.1
1.4.2.2
1.4.2.3
1.4.3
1.4.3.1
1.4.3.2
1.4.3.3
1.4.4
1.4.4.1
1.4.4.2
1.4.4.3
1.4.4.4
1.4.5
1.4.5.1
1.4.5.2
1.5
1.5.1
1.5.1.1
1.5.1.2

Taking initiative
Go beyond the routine demands of the job to increase its variety and scope.
Provide suggestions and/or take actions that result in improved work processes, communications, or
task performance.
Take initiative to seek out new work challenges, influence events, or originate action.
Setting challenging goals
Establish and maintain personally challenging but realistic work goals.
Exert effort toward task mastery.
Bring issues to closure by pushing forward until a resolution is achieved.
Working independently
Develop own ways of working effectively and efficiently.
Perform effectively even with minimal direction, support, or approval.
Set own schedule to maximize productivity.
Take responsibility for completing one’s own work assignments.
Achievement motivation
Strive to exceed standards and expectations.
Exhibit confidence in capabilities and an expectation to succeed in future activities.
Dependability and Reliability: Displaying responsible behaviors at work.
Fulfilling obligations
Behave consistently and predictably.
Is reliable, responsible, and dependable in fulfilling obligations.

Code

1.5.1.3
1.5.2
1.5.2.1
1.5.2.2
1.5.2.3
1.5.3
1.5.3.1
1.5.3.2
1.5.4
1.5.4.1
1.5.4.2
1.5.4.3
1.6
1.6.1
1.6.1.1
1.6.1.2
1.6.1.3
1.6.2
1.6.2.1
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Diligently follow through on commitments and consistently complete assignments by deadlines.
Attendance and punctuality
Come to work on time and as scheduled.
Arrive on time for meetings or appointments.
Dial in to phone calls and web conferences on time.
Attending to details
Diligently check work to ensure that all essential details have been considered.
Notice errors or inconsistencies and take prompt, thorough action to correct them.
Following directions
Follow directions as communicated in a variety of ways such as writing, speech, American Sign
Language, computers, or other formats.
Comply with organizational rules, policies, and procedures.
Ask appropriate questions to clarify any instructional ambiguities.
Adaptability and Flexibility: Displaying the capability to adapt to new, different, or changing
requirements.
Entertaining new ideas
Is open to considering new ways of doing things.
Actively seek out and carefully consider the merits of new approaches to work.
Embrace new approaches when appropriate and discard approaches that are no longer working.
Dealing with change
Take proper and effective action when necessary without having all the necessary facts in hand.

Easily adapt plans, goals, actions, or priorities in response to unpredictable or unexpected events,
pressures, situations, and job demands.
1.6.2.3
Effortlessly shift gears and change direction when working on multiple projects or issues.
Lifelong Learning: Demonstrating a commitment to self-development and improvement of knowledge
1.7
1.7.1
Demonstrating an interest in learning
Take actions showing an interest in personal and professional lifelong learning and development.
1.7.1.1
1.6.2.2

1.7.1.2
1.7.1.3
1.7.1.4
1.7.2
1.7.2.1
1.7.2.2

Seek feedback from multiple sources about how to improve and develop.
Modify behavior based on feedback or self-analysis of past mistakes.
Learn and accept help from supervisors and co-workers.
Participating in learning activities
Identify when it is necessary to acquire new knowledge and skills.
Take steps to develop and maintain knowledge, skills, and expertise necessary to perform one’s role
successfully by participating in relevant training and professional development programs.

Code

1.7.2.3
1.7.3
1.7.3.1
1.7.3.2
1.7.4
1.7.4.1
1.7.4.2
1.7.5
1.7.5.1
1.7.5.2
2
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Actively pursue opportunities to broaden knowledge and skills through seminars, conferences,
professional groups, reading publications, job shadowing, and/or continuing education.
Using change as a learning opportunity
Anticipate changes in work demands and search for and participate in assignments or training that
address these changing demands.
Treat unexpected circumstances as opportunities to learn.
Identifying career interests
Take charge of personal career development by identifying occupational interests, strengths,
options, and opportunities.
Make insightful career planning decisions that integrate others’ feedback.
Integrating and applying learning
Integrate newly learned knowledge and skills with existing knowledge and skills.
Use newly learned knowledge and skills to complete tasks, particularly in new or unfamiliar
situations.

Tier 2: Academic Competencies

Reading: Understanding written sentences, paragraphs, and figures in work-related documents (with
accommodation if necessary).
2.1.1
Comprehension
Locate and understand written information in prose and in documents such as manuals, reports,
2.1.1.1
memos, letters, forms, graphs, charts, tables, calendars, schedules, signs, notices, applications,
contracts, regulations, and directions.
2.1.1.2
Understand the purpose of written materials.
Comprehend the author’s meaning and identify the main ideas expressed in the written material.
2.1.1.3
2.1

2.1.2
2.1.2.1
2.1.2.2
2.1.2.3
2.1.2.4
2.1.3
2.1.3.1
2.1.3.2
2.1.3.3
2.1.3.4
2.1.3.5
2.1.4
2.1.4.1
2.1.4.2
2.1.4.3

Attention to detail
Note details and facts.
Detect inconsistencies.
Identify implied meaning and details.
Recognize missing information.
Information analysis
Critically evaluate and analyze information in written materials.
Review written information for completeness and relevance.
Distinguish fact from opinion.
Identify trends.
Synthesize information from multiple written materials.
Information integration
Integrate what is learned from written materials with prior knowledge.
Use what is learned from written material to follow instructions and complete tasks.
Apply what is learned from written material to new situations.

Code

2.2
2.2.1
2.2.1.1
2.2.1.2
2.2.1.3
2.2.1.4
2.2.1.5
2.2.1.6
2.2.2
2.2.2.1
2.2.2.2
2.2.2.3
2.2.2.4
2.2.3
2.2.3.1
2.2.3.2
2.2.3.3
2.3
2.3.1
2.3.1.1
2.3.1.2
2.3.1.3
2.3.1.4
2.3.1.5
2.3.1.6
2.3.2
2.3.2.1
2.3.2.2
2.3.2.3
2.3.3
2.3.3.1
2.3.3.2
2.4
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Writing: Using standard (business) English to compile information and prepare written documents.
Organization and development
Create documents such as letters, directions, manuals, reports, graphs, spreadsheets, and flow
charts.
Communicate thoughts, ideas, information, messages, and other written information, which may
contain technical material, in a logical, organized, and coherent manner.
Present well-developed ideas supported by information and examples.
Proofread finished documents for errors.
Tailor content to appropriate audience and purpose.
Distribute written materials appropriately for intended audiences and purposes.
Mechanics
Use standard syntax and sentence structure.
Use correct spelling, punctuation, and capitalization.
Use correct English grammar (e.g., correct tense, subject-verb agreement, no missing words).
Write legibly when using handwriting to communicate.
Tone
Use language appropriate for the target audience.
Use a tone and word choice appropriate for the industry and organization (e.g., writing is
professional and courteous).
Show insight, perception, and depth in writing.
Mathematics: Uses principles of mathematics to express ideas and solve problems.
Computation
Add, subtract, multiply, and divide with whole numbers, fractions, decimals, and percents.
Calculate averages, ratios, proportions, and rates.
Convert decimals to fractions and fractions to decimals.
Convert fractions to percents and percents to fractions.
Convert decimals to percents and percents to decimals.
Understand relationships between numbers and identify and understand patterns.
Measurement and estimation
Take measurements of time, temperature, distances, length, width, height, perimeter, area, volume,
weight, velocity, and speed.
Use and report measurements correctly.
Correctly convert from one measurement to another (e.g., from English to metric or International
System of Units (SI), or Fahrenheit to Celsius).
Application
Use appropriate mathematical formulas and techniques to solve problems.
Translate practical problems into useful mathematical expressions.
Science and Technology: Using scientific rules and methods to express ideas and solve problems.

Code

2.4.1
2.4.1.1
2.4.1.2
2.4.1.3
2.4.2
2.4.2.1
2.5
2.5.1
2.5.1.1
2.5.1.2
2.5.1.3
2.5.1.4
2.5.1.5
2.5.2
2.5.2.1
2.5.2.2
2.5.2.3
2.5.2.4
2.5.2.5
2.5.2.6
2.5.3
2.5.3.1
2.5.3.2
2.5.3.3
2.5.4
2.5.4.1
2.5.4.2
2.5.4.3
2.6
2.6.1
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Comprehension
Understand basic scientific principles and uses appropriate technology.
Understand the scientific method (i.e., identify problems, collect information, form opinions and
draw conclusions).
Understand overall intent and proper procedures for set-up and operation of equipment.
Application
Apply basic scientific principles and technology to complete tasks.
Communication: Listening, speaking, and signaling so others can understand (with accommodation if
Communicating
Express relevant information appropriately to individuals or groups taking into account the audience
and the nature of the information (e.g., technical or controversial).
Convey information clearly, correctly, and succinctly.
Use common English conventions including proper grammar, tone, and pace.
Effectively establish interpersonal contact with one or more individuals using eye contact, body
language and non-verbal expression as appropriate to the person’s culture.
Ask questions or report problems or concerns to people in authority when information or
procedures are unclear or need improvement, or when feeling unsafe or threatened in the
workplace.
Receiving information
Attend to, understand, interpret, and respond to messages received in a variety of ways, including
hearing, American Sign Language, instant messaging, text-to-speech devices, and other methods.
Comprehend complex instructions.
Identify feelings and concerns communicated in various formats, such as writing, speech, American
Sign Language, computers, etc. and responds appropriately.
Consider others’ viewpoints and alter opinion when it is appropriate to do so.
Apply active interpersonal communication skills using reflection, restatement, questioning, and
clarification.
Effectively answer questions of others or communicate an inability to do so and suggest other
sources of answers.
Observing carefully
Notice nonverbal cues and respond appropriately.
Attend to visual sources of information (e.g., video).
Ascertain relevant visual information and use appropriately.
Persuasion/Influence
Influence others.
Persuasively present thoughts and ideas.
Gain commitment and ensure support for proposed ideas.
Critical and Analytical Thinking: Using logical thought processes to analyze information and draw
conclusions.
Reasoning

Code

2.6.1.1
2.6.1.2
2.6.1.3
2.6.1.4
2.6.1.5
2.6.2
2.6.2.1
2.6.2.2
2.7
2.7.1
2.7.1.1
2.7.1.2
2.7.2
2.7.2.1
2.7.2.2
2.7.2.3
2.7.2.4
2.7.2.5
2.7.3
2.7.3.1
2.7.3.2
2.7.3.3
2.7.3.4
2.7.3.5
2.7.4
2.7.4.1
2.7.4.2
2.7.4.3
2.7.4.4
2.7.4.5
2.7.4.6
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Possess sufficient inductive and deductive reasoning ability to perform job successfully.
Critically review, analyze, synthesize, compare, and interpret information.
Draw conclusions from relevant and/or missing information.
Understand the principles underlying the relationship among facts and apply this understanding
when solving problems.
Use logic and reasoning to identify strengths and weaknesses of alternative solutions or approaches
to a problem.
Mental agility
Identify connections between issues.
Quickly understand, orient to, and integrate new information.
Basic Computer Skills: Using information technology and related applications to convey and retrieve
information (with accommodation when necessary).
Computer basics
Understand the basic functions and terminology related to computer hardware, software,
information systems, and communication devices.
Use basic computer software, hardware, and communication devices to perform tasks.
Using software
Use word processing software to compose, organize, edit, and print documents and other business
communications.
Use spreadsheet software to enter, manipulate, edit, and format text and numerical data.
Use presentation software to create, manipulate, edit, and present digital representations of
information to an audience.
Use database software to manage data.
Create and maintain a well-organized electronic file storage system.
Using the Internet and email
Use the Internet to search for online information and interact with Web sites.
Use the Internet and web-based tools to manage basic workplace tasks (e.g., calendar management,
contacts management, and timekeeping).
Use electronic mail to communicate in the workplace.
Understand the different types of social media and their appropriate workplace and non-workplace
uses, and the impact that various social media activities can have on one’s personal and professional
Employ collaborative/groupware applications to facilitate group work.
Ensuring computer security
Understand and comply with the organization’s privacy policy and information security guidelines.
Defend against potential abuses of private information.
Recognize and respond appropriately to suspicious vulnerabilities and threats.
Use the most recent security software, web browser, and operating system to protect against online
threats.
Utilize strong passwords, passphrases, and basic encryption.
Recognize secure Web addresses.

Code
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3
Tier 3: Workplace Competencies
3.1
Teamwork: Working cooperatively with others to complete work assignments.
3.1.1
Identifying team membership and role
3.1.1.1
Serve as a leader or a follower, depending on what is needed to achieve the team’s goals and
3.1.1.2
Identify and draw upon team members’ strengths and weaknesses to achieve results.
3.1.1.3
Instruct others in learning new skills and learn from other team members.
3.1.1.4
Assist others who have less experience or have heavy workloads.
3.1.1.5
Encourage others to express their ideas and opinions.
3.1.2
Establishing productive relationships
3.1.2.1
Develop constructive and cooperative working relationships with others.
3.1.2.2
Exhibit tact and diplomacy and strive to build consensus.
Deliver constructive criticism and voice objections to others’ ideas and opinions in a supportive, non3.1.2.3
accusatory manner.
3.1.2.4
Respond appropriately to positive and negative feedback.
Effectively communicate with all members of the group or team to achieve team goals and
3.1.2.5
objectives.
3.1.3
Meeting team objectives
3.1.3.1
Work as part of a team, contributing to the group’s effort to achieve goals.
3.1.3.2
Identify and commit to the goals, norms, values, and customs of the team.
Choose behaviors and actions that best support the team and accomplishment of work tasks.
3.1.3.3
3.1.3.4
3.1.4
3.1.4.1
3.1.4.2
3.1.4.3
3.2
3.2.1
3.2.1.1
3.2.1.2
3.2.1.3
3.2.2
3.2.2.1
3.2.2.2

Use a group approach to identify problems and develop solutions based on group consensus.
Resolving conflicts
Bring others together to reconcile differences.
Handle conflicts maturely by exercising “give and take” to achieve positive results for all parties.
Reach formal or informal agreements that promote mutual goals and interests, and obtain
commitment to those agreements from individuals or groups.
Customer Focus: Efficiently and effectively addressing the needs of clients/customers.
Understanding customer needs
Identify internal and external customers.
Attend to what customers are saying and ask questions to identify customer needs, interests, and
goals.
Anticipate the future needs of the customer.
Providing personalized service
Provide prompt, efficient, and personalized assistance to meet the requirements, requests, and
concerns of customers.
Provide thorough, accurate information to answer customers’ questions and inform them of
commitment times or performance guarantees.

Code

3.2.2.3
3.2.2.4
3.2.2.5
3.2.2.6
3.2.3
3.2.3.1
3.2.3.2
3.2.3.3
3.2.4
3.2.4.1
3.2.4.2
3.2.4.3
3.2.4.4
3.3
3.3.1
3.3.1.1
3.3.1.2
3.3.1.3
3.3.1.4
3.3.1.5
3.3.2
3.3.2.1
3.3.2.2
3.3.3
3.3.3.1
3.3.3.2
3.3.3.3
3.3.3.4
3.3.3.5
3.3.3.6
3.3.3.7
3.4
3.4.1
3.4.1.1
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Address customer comments, questions, concerns, and objections with direct, accurate, and timely
responses.
Identify and propose appropriate solutions and/or services.
Establish boundaries as appropriate for unreasonable customer demands.
Communicate in the medium desired by the customer.
Acting professionally
Is pleasant, courteous, and professional when dealing with internal or external customers.
Develop constructive and cooperative working relationships with customers.
Is calm and empathetic when dealing with hostile customers.
Keeping customers informed
Follow up with customers following provision of service.
Keep customers up to date about decisions that affect them.
Seek the comments, criticisms, and involvement of customers.
Adjust services based on customer feedback.
Planning and Organizing: Planning and prioritizing work to manage time effectively and accomplish
assigned tasks.
Planning
Approach work in a methodical manner.
Plan and schedule tasks so that work is completed on time.
Keep track of details to ensure work is performed accurately and completely.
Anticipate obstacles to project completion and develop contingency plans to address them.
Find new ways of organizing work area or planning work to accomplish work more efficiently.
Prioritizing
Prioritize multiple competing tasks.
Perform tasks correctly, quickly, and efficiently according to their relative urgency and importance.
Managing projects
Estimate personnel and other resources needed for project completion (e.g., financial material or
equipment).
Manage activities to meet plans, allocating time and resources effectively.
Keep track of and document plans, assignments, changes, and deliverables.
Plan for dependencies of one task on another.
Coordinate efforts with all affected parties, keeping them informed of progress and all relevant
changes to project timelines.
Take necessary corrective action when projects go off track.
Assure job accommodations are made for personnel who need or request them.
Creative Thinking: Generating innovative and creative solutions.
Employing unique analyses
Use original analyses and generate new, innovative ideas in complex areas.

Code

3.4.1.2
3.4.2
3.4.2.1
3.4.2.2
3.4.2.3
3.4.2.4
3.4.3
3.4.3.1
3.4.3.2
3.4.3.3
3.5
3.5.1
3.5.1.1
3.5.1.2
3.5.1.3
3.5.1.4
3.5.1.5
3.5.2
3.5.2.1
3.5.2.2
3.5.2.3
3.5.2.4
3.5.3
3.5.3.1
3.5.3.2
3.5.4
3.5.4.1
3.5.4.2
3.5.5
3.5.5.1
3.5.5.2
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Develop innovative methods of obtaining or using resources when insufficient resources are
available.
Generating innovative solutions
Integrate seemingly unrelated information to develop creative processes or solutions.
Reframe problems in a different light to find fresh approaches.
Entertain wide-ranging possibilities and perspectives to develop new solutions.
Find new ways to add value to the efforts of a team and organization.
Seeing the big picture
Understand the pieces of a system as a whole and appreciate the consequences of actions on other
parts of the system.
Monitor patterns and trends to see a bigger picture.
Modify or design systems to improve performance.
Problem Solving and Decision-Making: Generating, evaluating, and implementing solutions to problems.
Identifying the problem
Anticipate or recognize the existence of a problem or objection.
Identify the true nature of the problem and define critical issues.
Evaluate the importance and criticality of the problem.
Use all available reference systems to locate and obtain information relevant to understanding the
problem.
Recall previously learned information that is relevant to the problem.
Locating, gathering, and organizing relevant information
Effectively use both internal resources (e.g., internal computer networks, company filing systems)
and external resources (e.g., internet search engines) to locate and gather information relevant to
solving the problem.
Examine information obtained for relevance and completeness.
Recognize important gaps in existing information and take steps to eliminate those gaps.
Organize/reorganize information as appropriate to gain a better understanding of the problem.
Generating alternatives
Integrate previously learned and externally obtained information to generate a variety of highquality alternative approaches to the problem.
Skillfully use logic and analysis to identify the strengths and weaknesses, the costs and benefits, and
the short- and long-term consequences of different solutions or approaches.
Choosing a solution
Decisively choose the best solution after evaluating the relative merits of each possible option.
Make difficult decisions even in highly ambiguous or ill-defined situations.
Implementing the solution
Commit to a solution in a timely manner.
Develop a realistic approach for implementing the chosen solution.

Code

3.5.5.3
3.5.5.4
3.6
3.6.1
3.6.1.1
3.6.1.2
3.6.2
3.6.2.1
3.6.3
3.6.3.1
3.6.3.2
3.6.3.3
3.6.3.4
3.6.4
3.6.4.1
3.6.4.2
3.6.4.3
3.6.4.4
3.7
3.7.1
3.7.1.1
3.7.1.2
3.7.1.3
3.7.1.4
3.7.1.5
3.7.2
3.7.2.1
3.7.2.2
3.7.2.3
3.7.3
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Document the problem and corrective actions taken and their outcomes and communicate these to
the appropriate parties.
Observe and evaluate the outcomes of implementing the solution to assess the need for alternative
approaches and to identify lessons learned.
Working with Tools and Technology: Selecting, using, and maintaining tools and technology to facilitate
work activity (with accommodation, when necessary).
Using tools
Operate tools, technology, and equipment in accordance with established operating procedures and
safety standards.
Demonstrate appropriate use of tools and technology to complete work functions.
Selecting tools
Select and apply appropriate tools or technological solutions to the problem at hand.
Keeping current on tools and technology
Demonstrate an interest in learning about new and emerging tools and technologies.
Demonstrate information literacy.
Adapt quickly to changes in process or technology.
Seek out opportunities to improve knowledge of tools and technologies that may assist in
streamlining work and improving productivity.
Troubleshooting and maintenance
Learn how to maintain and troubleshoot tools and technologies.
Perform routine maintenance on tools, technology, and equipment.
Determine causes of errors and take the appropriate corrective action.
Develop alternatives to complete a task if desired tool or technology is not available.
Scheduling and Coordinating: Making arrangements that fulfill all requirements as efficiently and
economically as possible.
Arranging and informing
Make arrangements (e.g. for meetings or travel) that fulfill all requirements as efficiently and
economically as possible.
Inform others of arrangements, giving them complete, accurate, and timely information.
Ensure that others receive needed materials in time.
Handle all aspects of arrangements thoroughly and completely.
Respond to the schedules of others affected by arrangements, resolve schedule conflicts or travel
issues, and take corrective action.
Coordinating in distributed environments
Coordinate schedules of colleagues, co-workers, and clients in regional locations. (i.e., across time
zones) to ensure that inconvenience is minimized and productivity is enhanced.
Leverage technology (e.g., internet, teleconference) to facilitate information sharing in distributed
work environments.
Take advantage of team member availability throughout business hours in multiple time zones to
enhance productivity.
Shiftwork

Code

3.7.3.1
3.7.3.2
3.7.3.3
3.8
3.8.1
3.8.1.1
3.8.1.2
3.8.1.3
3.8.2
3.8.2.1
3.8.2.2
3.8.2.3
3.8.2.4
3.8.3
3.8.3.1
3.8.3.2
3.8.3.3
3.8.3.4
3.8.4
3.8.4.1
3.8.4.2
3.8.4.3
3.8.4.4
3.9
3.9.1
3.9.1.1
3.9.1.2
3.9.1.3
3.9.2
3.9.2.1
3.9.2.2
3.9.3
3.9.3.1

Alabama Competency Model Insurance Claims Clerks & Policy Processing
Clerks
Effectively coordinate the transition of staff at the beginning and end of each work shift.
Disseminate crucial information in an organized manner to rapidly bring staff up to speed at the
start of their shifts.
Ensure that staff is updated on work completed on past shifts and work that still needs to be
completed.
Checking, Examining, and Recording: Entering, transcribing, recording, storing, or maintaining
information in written or electronic/digital format.
Detecting errors
Detect and correct errors or inconsistencies, even under time pressure.
Identify vague or ambiguous documentation.
Route errors to appropriate person to correct documentation.
Completing forms
Select and complete appropriate forms quickly and completely.
Forward or process forms in a timely and accurate manner.
Attend to and follow through on important items requiring action.
Expedite forms, orders, or advances that require immediate attention.
Obtaining information
Obtain appropriate information, signatures, and approvals promptly.
Verify that all information is present and accurate before forwarding materials.
Compile, categorize, and verify information or data.
Apply systematic techniques for observing and gathering data.
Maintaining logs, records, and files
Organize records and files to maintain data.
Keep logs, records, and files that are up-to-date and readily accessible (e.g., driver logs, flight
records, repair records).
Update logs, records, and files, noting important changes.
File data and documentation in accordance with organization’s requirements.
Business Fundamentals: Using information on basic business principles, trends, and economics.
Situational awareness
Understand the mission, structure, and functions of the organization.
Recognize one’s role in the functioning of the organization and understand the potential impact
one’s own performance can have on the success of the organization.
Grasp the potential impact of the company’s well-being on employees.
Business ethics
Act in the best interest of the company, the community, and the environment.
Comply with applicable laws and rules governing work and report loss, waste, or theft of company
property to appropriate personnel.
Market knowledge
Understand market trends in the industry and the company’s position in the market.

Code

3.9.3.2
3.9.3.3
3.9.3.4
4
4.1
4.1.1
4.1.2
4.1.3
4.1.4
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Clerks
Know who the company’s primary competitors are and stay current on organizational strategies to
maintain competitiveness.
Uphold the organization through building and maintaining customer relations.
Recognize major challenges faced by the organization and industry, and identify key strategies to
address challenges.

Tier 4: Ready to Work Cluster-Specific Competencies

Products and Concepts: Knowledge of products and concepts relating to financial services industry,
including financial instruments, financial management, insurance principles, and cash and capital
principles.
Financial Instruments
Understands the available financial instruments and risk associated with each one
Financial Management
Aware of the available analytical functions associated within the financial services

4.1.5

Understands financial/credit analysis, debt/risk management, valuation strategies, underwriting

4.1.6
4.1.7

Insurance Principles
Understands the principles of insurance and insurance contracts

4.1.8

Knowledge of types of insurance (life, health, property, liability) and risk covered by the insurance

4.1.9

Cash and Capital Principles

4.1.10

Understands the nature of cash, the United States monetary system, and the time value of money

4.1.11

Recognizes the risk, return, and opportunity costs associated with capital

4.2

Business Operations: Performs activities associated with transaction management and understands the
business operations performed by organizations within the financial services industry.

4.2.1
4.2.2
4.2.3
4.2.4
4.2.5

Transaction Management
Demonstrates the ability to process financial transactions without error
Resolves cash discrepancies, and maintains accurate records of transactions
Understands the principles of confidentiality as they relate to transaction management
Financial Organizations

4.2.6

Understands roles of banks, insurance companies, and stock brokerages within the financial industry

4.3
4.3.1
4.3.2
4.3.3
4.4
4.4.1

Financial Reporting: Knowledge of the documents associated with measuring a business’ financial
information.
Review client financial information to develop a client’s account statement
Analyze and interpret financial data to produce accurate reports
Compile business transaction data to report financial information
Technology Applications: Knowledge of basic technology as it specifically relates to the financial services
industry.
Use spreadsheets and accounting software to maintain and update records

Code

4.4.2
4.4.3
4.5
4.5.1
4.5.2
4.5.3
4.6
4.6.1
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Clerks
Use databases and other computer management tools to manage office records
Recognizes appropriate techniques for storing and retrieving data
Regulations and Codes: Knowledge of relevant regulations and codes that impact the financial services
industry.
Understands and complies with all relevant laws imposed by regulatory agencies
Follows the financial services industry codes of practice
Monitors new legislation impacting the financial services industry
Fraud Prevention: Knowledge of the appropriate procedures for identifying, reporting, and preventing
fraud.
Demonstrates an awareness of the necessary steps for preventing fraud

4.6.2

Knows procedures for fraud investigations and internal audits relating to detecting and reporting fraud

4.6.3
5
5.1
5.1.1
5.1.2
5.1.3

Understands the legal and ethical responsibilities as they relate to fraud

5.1.4
5.2
5.2.1
5.2.2
5.2.3
5.3
5.3.1
5.3.2
5.3.3
5.3.4
5.3.5
5.4
5.4.1
5.4.2
5.4.3
5.5

Tier 5: Career Pathway Technical Competencies

Legal Knowledge
Knows which laws can affect insurance practice
Knows how insurance can meet a specific legal liability
Able to list the requirements for a valid insurance contract
Understanding of what is meant by the law of torts and how legal liabilities arise in the context of
insurance
Claims Knowledge
Core principles of insurance that apply to claims processing
Key information required to process a claim and why this is needed
Able to describe the stages of the claims process and the roles of the parties involved
Products & Services
Knows the coverage provided by different types of insurance, including property, casualty, life, and
health.
Identifies which types of insurance products and services are appropriate to a limited range of
situations
Reasons for applying specific terms, exclusions, conditions and warranties to a policy
Able to explain why a range of everyday situations would not be covered by a policy
Awareness of competitors’ comparable products and services and their pricing
Business Acumen:
Identifies information and materials both internally and externally that contribute to the completion of
work objectives for optimal impact.
Develops knowledge base and understanding of current issues related to department, enterprise and
insurance industry.
Stays current with advancements in technology and has the capacity to continuously learn and grow.
Self-Initiative

Code

5.5.1
5.5.2
5.5.3
5.5.4
5.6
5.6.1
5.6.2
5.6.3
5.6.4
6
6.1
6.1.1
6.1.2
6.1.3
6.1.4
6.1.5
6.2
6.2.1
6.2.2
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Clerks
Takes a proactive approach, seizes opportunities for change and takes action when appropriate.
Recognizes what needs to be done and accomplishes it with minimal supervision.
Sees opportunities to take action and advance the success of the team.
Acts promptly in resolving issues.
Adaptability:
Flexible, resilient and versatile
Alters the approach as the business situation demands
Handles multiple tasks and issues simultaneously.
Manages change and has a tolerance for ambiguity

Tier 6: Occupation Specific Technical Competencies

6.2.4
6.3

Claims Processing
Gather and verify information from policyholders and affected parties
Consult policy documentation and determine the extent of coverage for claims
Adjust or deny claims in consideration of deductibles and policy terms
Prepare written reports to document findings about the claim, incident, and related records
Approve and issue payments when charges are deemed allowable and acceptable
Underwriting
In interactions with new or existing customers, guide them through the underwriting process
Document facts or information needed to assess policy coverage and risk
Refer cases to underwriters when a change in policy or circumstances is determined to fall outside of
usual conditions but may still be insurable
Detect fraud and report to special investigators
Client Relations

6.3.1

Establish and maintain courteous client relationships with prospective and existing policyholders

6.2.3

6.3.2
6.3.3
6.4
6.4.1
6.4.2
6.4.3
6.4.4
6.4.5
6.5
6.5.1
6.5.2

Educate customers about policies, including availability, eligibility, policy changes, transfers, claim
processing, billing, and decisions
Communicate clearly with colleagues to support decision-making and the overall efforts of the team
and organization
Accuracy
Input and maintain detailed and up-to-date claim files with data and analysis of coverage, damages,
incident reports, correspondence, and related records
Analyze submitted claims, bills, reports, and estimates for accuracy
Handle data within the prescribed sequence and execute prompt processing of claims, documentation,
and payments
Comply with internal and external standards and requirements for reporting
Review all material representation to ensure accuracy of any necessary measurement data
Compliance
Comply with company’s standards and customer service policies
Stay up to date with company’s policy rules and any implemented changes

Code

6.5.3
7
7.1
8
8.1
8.1.1
8.1.2
8.1.3
8.1.4
8.2
8.2.1
8.2.2
8.2.3
8.2.4
8.2.5
8.3
8.3.1
8.3.2
8.3.3
8.3.4
8.3.5
8.3.6
8.3.7
8.3.8
8.3.9
8.4
8.4.1
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Clerks
Take training from employer to stay current on legal and regulatory changes in the industry

Tier 7: Occupation Specific Requirements
High school diploma or equivalent

Tier 8: Management Competencies

Organizational engagement
Promoting the organization’s vision, values and methods in own work
Using knowledge of national finance changes to investigate, report and present options to the director
and/or trustees
Providing regular information to colleagues following consultation with reviews and changes as
requested
Helping to drive organizational development
Conscious Administration
Ability to produce cost models and undertake activity costing of institute activities.
Bringing an innovative solution to an existing or future problem
Awareness of fundamentals of accounting & tax in terms of future decisions for Institute and
understanding why figures are out of line with plans.
Work for solutions to achieve more in less time e.g. electronic solutions, delegation etc.
Ensuring urgent areas are covered in hours allotted and give time options for covering non-urgent
work.
Collaboration
Builds constructive networks inside and outside the organization to facilitate the accomplishment of
results.
Builds strong relationships and trust with team members that make it possible to receive everyone’s
input and ideas, and maximize individual and team output and potential.
Works cooperatively with multiple stakeholders, demonstrating willingness to consider alternative
approaches or ideas.
Deals effectively with confrontational situations, demonstrating diplomacy, tact, empathy and
consideration for differing points of view.
Carries out independent primary, secondary and tertiary research to collect sufficient data and
information pertinent to the area of inquiry.
Performs an objective and thorough analysis of information and data from multiple sources.
Distinguishes between facts, inferences and assumptions to establish the quality of the information
collected and the reliability of its source.
Employs professional skepticism to assess the objectivity and reliability of assumptions and evidence
asserted by a responsible party or client.
Makes decisions in a timely manner, committing to a course of action that considers pertinent data,
information, options and implications.
Business Acumen
Analyzes relevant business trends, financial measures, economic factors and new regulations, assessing
and articulating their impact on the organization.

Code

8.4.2
8.4.3
8.4.4
8.4.5
8.5
8.5.1
8.5.2
8.5.3
8.5.4
8.5.5
8.6
8.6.1
8.6.2
8.6.3
8.6.4
8.6.5
8.6.6
8.6.7
8.6.8
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Clerks
Recognizes business threats and/or opportunities affecting their area of the business, recommending
actions to address them.
Identifies clients' stated and underlying needs, and the work activities and methodologies that will best
address these needs.
Translates the organization’s vision and goals into relevant plans and actions, realigning work efforts
with changes in organizational direction.
Drives the implementation of changes, tracking their impact to ensure organizational performance is
improved or sustained.
Networking
Seek opportunities to make contacts and build relationships, including through organizational events,
social events, external organizations, and professional activities.
Establish strong and lasting partnerships with business contacts.
Proactively seek ways of increasing business opportunities with contacts.
Skillfully influence and negotiate with partners to create opportunities that increase the competitive
position of both parties.
Leverage contacts to obtain information relevant to the health and continued growth of the
organization, including enhanced perspectives and feedback on organizational performance.
Monitoring and Controlling Resources
Continually seek to identify and secure resources (e.g. staffing, training, and monetary resources), both
internal and external, that can be useful to the unit and assist in work accomplishment.
Develop strategic plans for making a wide array of resources available.
Ensure that knowledge of those resources is spread throughout organization.
Develop strategic plans to anticipate future resource needs, and accurately identifies, tracks, and
prioritizes existing resource needs.
Monitor resource availability and make contingency plans to ensure the availability of adequate
resources in the event of unforeseen circumstances.
Consistently seek to perform work unit tasks in a cost-efficient manner.
Identify ways to produce the same level and quality of work while utilizing fewer resources.
Create an organizational climate in which cost effectiveness is valued and rewarded.

FINANCE

Insurance Sales Agents
ACCCP

Insurance

Code

Alabama Competency Model Insurance Sales Agents

1
Tier 1: Personal Effectiveness Competencies
1.1
Interpersonal Skills: Displaying the skills to work effectively with others from diverse backgrounds.
1.1.1
Demonstrating sensitivity/empathy
1.1.1.1
Show sincere interest in others and their concerns.
1.1.1.2
Demonstrate sensitivity to the needs and feelings of others.
1.1.1.3
Look for ways to help people and deliver assistance.
1.1.2
Demonstrating insight into behavior
Recognize and accurately interpret the communications of others as expressed through various
1.1.2.1
formats (e.g., writing, speech, American Sign Language, computers, etc.).
1.1.2.2
Recognize when relationships with others are strained.
1.1.2.3
Show understanding of others’ behaviors and motives by demonstrating appropriate responses.
1.1.2.4
Demonstrate flexibility for change based on the ideas and actions of others.
1.1.3
Maintaining open relationships
1.1.3.1
Maintain open lines of communication with others.
1.1.3.2
Encourage others to share problems and successes.
1.1.3.3
Establish a high degree of trust and credibility with others.
1.1.4
Respecting diversity
1.1.4.1
Demonstrate respect for coworkers, colleagues, and customers.
Interact respectfully and cooperatively with others who are of a different race, culture, or age, or
1.1.4.2
have different abilities, gender, or sexual orientation.
Demonstrate sensitivity, flexibility, and open-mindedness when dealing with different values,
1.1.4.3
beliefs, perspectives, customs, or opinions.
1.1.4.4
Value an environment that supports and accommodates a diversity of people and ideas.
1.2
Integrity: Displaying strong moral principles and work ethic.
1.2.1
Behaving ethically
1.2.1.1
Abide by a strict code of ethics and behavior, even in the face of opposition.
1.2.1.2
Encourage others to behave ethically
1.2.1.3
Understand that behaving ethically goes beyond what the law requires.
1.2.1.4
Use company time and property responsibly.
Perform work-related duties according to laws, regulations, contract provisions, and company
1.2.1.5
policies.
1.2.2
Acting fairly
1.2.2.1
Treat others with honesty, fairness, and respect.
1.2.2.2
Make decisions that are objective and reflect the just treatment of others.
1.2.3
Taking responsibility
1.2.3.1
Take responsibility for accomplishing work goals within accepted timeframes.
Accept responsibility for one’s decisions and actions and for those of one’s group, team, or
1.2.3.2
department.
1.3
Professionalism: Maintaining a professional presence.
1.3.1
Demonstrating self-control
1.3.1.1
Maintain composure and keep emotions in check.
1.3.1.2
Deal calmly and effectively with stressful or difficult situations.

Code
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1.3.1.3
1.3.2
1.3.2.1
1.3.2.2
1.3.2.3
1.3.3
1.3.3.1
1.3.3.2
1.3.4
1.3.4.1
1.3.4.2
1.3.4.3

Accept criticism tactfully and attempt to learn from it.
Professional appearance
Maintain a professional demeanor.
Dress appropriately for occupational and worksite requirements.
Maintain appropriate personal hygiene.
Social responsibility
Refrain from lifestyle choices which negatively impact the workplace and individual performance.
Remain free from substance abuse.
Maintaining a positive attitude
Project a professional image of oneself and the organization.
Demonstrate a positive attitude towards work.
Take pride in one’s work and the work of the organization.
Initiative: Demonstrating a commitment to effective job performance by taking action on one’s own and
1.4
following through to get the job done.
1.4.1
Persisting
1.4.1.1
Pursue work with drive and a strong accomplishment orientation.
Persist to accomplish a task despite difficult conditions, tight deadlines, or obstacles and setbacks.
1.4.1.2
1.4.2
1.4.2.1
1.4.2.2
1.4.2.3
1.4.3
1.4.3.1
1.4.3.2
1.4.3.3
1.4.4
1.4.4.1
1.4.4.2
1.4.4.3
1.4.4.4
1.4.5
1.4.5.1
1.4.5.2
1.5
1.5.1
1.5.1.1
1.5.1.2
1.5.1.3
1.5.2
1.5.2.1

Taking initiative
Go beyond the routine demands of the job to increase its variety and scope.
Provide suggestions and/or take actions that result in improved work processes, communications, or
task performance.
Take initiative to seek out new work challenges, influence events, or originate action.
Setting challenging goals
Establish and maintain personally challenging but realistic work goals.
Exert effort toward task mastery.
Bring issues to closure by pushing forward until a resolution is achieved.
Working independently
Develop own ways of working effectively and efficiently.
Perform effectively even with minimal direction, support, or approval.
Set own schedule to maximize productivity.
Take responsibility for completing one’s own work assignments.
Achievement motivation
Strive to exceed standards and expectations.
Exhibit confidence in capabilities and an expectation to succeed in future activities.
Dependability and Reliability: Displaying responsible behaviors at work.
Fulfilling obligations
Behave consistently and predictably.
Is reliable, responsible, and dependable in fulfilling obligations.
Diligently follow through on commitments and consistently complete assignments by deadlines.
Attendance and punctuality
Come to work on time and as scheduled.

Code

1.5.2.2
1.5.2.3
1.5.3
1.5.3.1
1.5.3.2
1.5.4
1.5.4.1
1.5.4.2
1.5.4.3
1.6
1.6.1
1.6.1.1
1.6.1.2
1.6.1.3
1.6.2
1.6.2.1
1.6.2.2
1.6.2.3
1.7
1.7.1
1.7.1.1
1.7.1.2
1.7.1.3
1.7.1.4
1.7.2
1.7.2.1
1.7.2.2
1.7.2.3
1.7.3
1.7.3.1
1.7.3.2
1.7.4
1.7.4.1
1.7.4.2
1.7.5
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Arrive on time for meetings or appointments.
Dial in to phone calls and web conferences on time.
Attending to details
Diligently check work to ensure that all essential details have been considered.
Notice errors or inconsistencies and take prompt, thorough action to correct them.
Following directions
Follow directions as communicated in a variety of ways such as writing, speech, American Sign
Language, computers, or other formats.
Comply with organizational rules, policies, and procedures.
Ask appropriate questions to clarify any instructional ambiguities.
Adaptability and Flexibility: Displaying the capability to adapt to new, different, or changing
requirements.
Entertaining new ideas
Is open to considering new ways of doing things.
Actively seek out and carefully consider the merits of new approaches to work.
Embrace new approaches when appropriate and discard approaches that are no longer working.
Dealing with change
Take proper and effective action when necessary without having all the necessary facts in hand.
Easily adapt plans, goals, actions, or priorities in response to unpredictable or unexpected events,
pressures, situations, and job demands.
Effortlessly shift gears and change direction when working on multiple projects or issues.
Lifelong Learning: Demonstrating a commitment to self-development and improvement of knowledge
Demonstrating an interest in learning
Take actions showing an interest in personal and professional lifelong learning and development.
Seek feedback from multiple sources about how to improve and develop.
Modify behavior based on feedback or self-analysis of past mistakes.
Learn and accept help from supervisors and co-workers.
Participating in learning activities
Identify when it is necessary to acquire new knowledge and skills.
Take steps to develop and maintain knowledge, skills, and expertise necessary to perform one’s role
successfully by participating in relevant training and professional development programs.
Actively pursue opportunities to broaden knowledge and skills through seminars, conferences,
professional groups, reading publications, job shadowing, and/or continuing education.
Using change as a learning opportunity
Anticipate changes in work demands and search for and participate in assignments or training that
address these changing demands.
Treat unexpected circumstances as opportunities to learn.
Identifying career interests
Take charge of personal career development by identifying occupational interests, strengths,
options, and opportunities.
Make insightful career planning decisions that integrate others’ feedback.
Integrating and applying learning

Code

1.7.5.1
1.7.5.2
2
2.1
2.1.1
2.1.1.1
2.1.1.2
2.1.1.3
2.1.2
2.1.2.1
2.1.2.2
2.1.2.3
2.1.2.4
2.1.3
2.1.3.1
2.1.3.2
2.1.3.3
2.1.3.4
2.1.3.5
2.1.4
2.1.4.1
2.1.4.2
2.1.4.3
2.2
2.2.1
2.2.1.1
2.2.1.2
2.2.1.3
2.2.1.4
2.2.1.5
2.2.1.6
2.2.2
2.2.2.1
2.2.2.2
2.2.2.3
2.2.2.4
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Integrate newly learned knowledge and skills with existing knowledge and skills.
Use newly learned knowledge and skills to complete tasks, particularly in new or unfamiliar
situations.

Tier 2: Academic Competencies

Reading: Understanding written sentences, paragraphs, and figures in work-related documents (with
accommodation if necessary).
Comprehension
Locate and understand written information in prose and in documents such as manuals, reports,
memos, letters, forms, graphs, charts, tables, calendars, schedules, signs, notices, applications,
contracts, regulations, and directions.
Understand the purpose of written materials.
Comprehend the author’s meaning and identify the main ideas expressed in the written material.
Attention to detail
Note details and facts.
Detect inconsistencies.
Identify implied meaning and details.
Recognize missing information.
Information analysis
Critically evaluate and analyze information in written materials.
Review written information for completeness and relevance.
Distinguish fact from opinion.
Identify trends.
Synthesize information from multiple written materials.
Information integration
Integrate what is learned from written materials with prior knowledge.
Use what is learned from written material to follow instructions and complete tasks.
Apply what is learned from written material to new situations.
Writing: Using standard (business) English to compile information and prepare written documents.
Organization and development
Create documents such as letters, directions, manuals, reports, graphs, spreadsheets, and flow
charts.
Communicate thoughts, ideas, information, messages, and other written information, which may
contain technical material, in a logical, organized, and coherent manner.
Present well-developed ideas supported by information and examples.
Proofread finished documents for errors.
Tailor content to appropriate audience and purpose.
Distribute written materials appropriately for intended audiences and purposes.
Mechanics
Use standard syntax and sentence structure.
Use correct spelling, punctuation, and capitalization.
Use correct English grammar (e.g., correct tense, subject-verb agreement, no missing words).
Write legibly when using handwriting to communicate.

Code

2.2.3
2.2.3.1
2.2.3.2
2.2.3.3
2.3
2.3.1
2.3.1.1
2.3.1.2
2.3.1.3
2.3.1.4
2.3.1.5
2.3.1.6
2.3.2
2.3.2.1
2.3.2.2
2.3.2.3
2.3.3
2.3.3.1
2.3.3.2
2.4
2.4.1
2.4.1.1
2.4.1.2
2.4.1.3
2.4.2
2.4.2.1
2.5
2.5.1
2.5.1.1
2.5.1.2
2.5.1.3
2.5.1.4
2.5.1.5
2.5.2
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Tone
Use language appropriate for the target audience.
Use a tone and word choice appropriate for the industry and organization (e.g., writing is
professional and courteous).
Show insight, perception, and depth in writing.
Mathematics: Uses principles of mathematics to express ideas and solve problems.
Computation
Add, subtract, multiply, and divide with whole numbers, fractions, decimals, and percents.
Calculate averages, ratios, proportions, and rates.
Convert decimals to fractions and fractions to decimals.
Convert fractions to percents and percents to fractions.
Convert decimals to percents and percents to decimals.
Understand relationships between numbers and identify and understand patterns.
Measurement and estimation
Take measurements of time, temperature, distances, length, width, height, perimeter, area, volume,
weight, velocity, and speed.
Use and report measurements correctly.
Correctly convert from one measurement to another (e.g., from English to metric or International
System of Units (SI), or Fahrenheit to Celsius).
Application
Use appropriate mathematical formulas and techniques to solve problems.
Translate practical problems into useful mathematical expressions.
Science and Technology: Using scientific rules and methods to express ideas and solve problems.
Comprehension
Understand basic scientific principles and uses appropriate technology.
Understand the scientific method (i.e., identify problems, collect information, form opinions and
draw conclusions).
Understand overall intent and proper procedures for set-up and operation of equipment.
Application
Apply basic scientific principles and technology to complete tasks.
Communication: Listening, speaking, and signaling so others can understand (with accommodation if
Communicating
Express relevant information appropriately to individuals or groups taking into account the audience
and the nature of the information (e.g., technical or controversial).
Convey information clearly, correctly, and succinctly.
Use common English conventions including proper grammar, tone, and pace.
Effectively establish interpersonal contact with one or more individuals using eye contact, body
language and non-verbal expression as appropriate to the person’s culture.
Ask questions or report problems or concerns to people in authority when information or
procedures are unclear or need improvement, or when feeling unsafe or threatened in the
workplace.
Receiving information

Code

2.5.2.1
2.5.2.2
2.5.2.3
2.5.2.4
2.5.2.5
2.5.2.6
2.5.3
2.5.3.1
2.5.3.2
2.5.3.3
2.5.4
2.5.4.1
2.5.4.2
2.5.4.3
2.6
2.6.1
2.6.1.1
2.6.1.2
2.6.1.3
2.6.1.4
2.6.1.5
2.6.2
2.6.2.1
2.6.2.2
2.7
2.7.1
2.7.1.1
2.7.1.2
2.7.2
2.7.2.1
2.7.2.2
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Attend to, understand, interpret, and respond to messages received in a variety of ways, including
hearing, American Sign Language, instant messaging, text-to-speech devices, and other methods.
Comprehend complex instructions.
Identify feelings and concerns communicated in various formats, such as writing, speech, American
Sign Language, computers, etc. and responds appropriately.
Consider others’ viewpoints and alter opinion when it is appropriate to do so.
Apply active interpersonal communication skills using reflection, restatement, questioning, and
clarification.
Effectively answer questions of others or communicate an inability to do so and suggest other
sources of answers.
Observing carefully
Notice nonverbal cues and respond appropriately.
Attend to visual sources of information (e.g., video).
Ascertain relevant visual information and use appropriately.
Persuasion/Influence
Influence others.
Persuasively present thoughts and ideas.
Gain commitment and ensure support for proposed ideas.
Critical and Analytical Thinking: Using logical thought processes to analyze information and draw
conclusions.
Reasoning
Possess sufficient inductive and deductive reasoning ability to perform job successfully.
Critically review, analyze, synthesize, compare, and interpret information.
Draw conclusions from relevant and/or missing information.
Understand the principles underlying the relationship among facts and apply this understanding
when solving problems.
Use logic and reasoning to identify strengths and weaknesses of alternative solutions or approaches
to a problem.
Mental agility
Identify connections between issues.
Quickly understand, orient to, and integrate new information.
Basic Computer Skills: Using information technology and related applications to convey and retrieve
information (with accommodation when necessary).
Computer basics
Understand the basic functions and terminology related to computer hardware, software,
information systems, and communication devices.
Use basic computer software, hardware, and communication devices to perform tasks.
Using software
Use word processing software to compose, organize, edit, and print documents and other business
communications.
Use spreadsheet software to enter, manipulate, edit, and format text and numerical data.

Code

2.7.2.3
2.7.2.4
2.7.2.5
2.7.3
2.7.3.1
2.7.3.2
2.7.3.3
2.7.3.4
2.7.3.5
2.7.4
2.7.4.1
2.7.4.2
2.7.4.3
2.7.4.4

Alabama Competency Model Insurance Sales Agents
Use presentation software to create, manipulate, edit, and present digital representations of
information to an audience.
Use database software to manage data.
Create and maintain a well-organized electronic file storage system.
Using the Internet and email
Use the Internet to search for online information and interact with Web sites.
Use the Internet and web-based tools to manage basic workplace tasks (e.g., calendar management,
contacts management, and timekeeping).
Use electronic mail to communicate in the workplace.
Understand the different types of social media and their appropriate workplace and non-workplace
uses, and the impact that various social media activities can have on one’s personal and professional
Employ collaborative/groupware applications to facilitate group work.
Ensuring computer security
Understand and comply with the organization’s privacy policy and information security guidelines.
Defend against potential abuses of private information.
Recognize and respond appropriately to suspicious vulnerabilities and threats.
Use the most recent security software, web browser, and operating system to protect against online
threats.
Utilize strong passwords, passphrases, and basic encryption.
Recognize secure Web addresses.

2.7.4.5
2.7.4.6
3
Tier 3: Workplace Competencies
3.1
Teamwork: Working cooperatively with others to complete work assignments.
3.1.1
Identifying team membership and role
3.1.1.1
Serve as a leader or a follower, depending on what is needed to achieve the team’s goals and
3.1.1.2
Identify and draw upon team members’ strengths and weaknesses to achieve results.
3.1.1.3
Instruct others in learning new skills and learn from other team members.
3.1.1.4
Assist others who have less experience or have heavy workloads.
3.1.1.5
Encourage others to express their ideas and opinions.
3.1.2
Establishing productive relationships
3.1.2.1
Develop constructive and cooperative working relationships with others.
3.1.2.2
Exhibit tact and diplomacy and strive to build consensus.
Deliver constructive criticism and voice objections to others’ ideas and opinions in a supportive, non3.1.2.3
accusatory manner.
3.1.2.4
Respond appropriately to positive and negative feedback.
Effectively communicate with all members of the group or team to achieve team goals and
3.1.2.5
objectives.
3.1.3
Meeting team objectives
3.1.3.1
Work as part of a team, contributing to the group’s effort to achieve goals.
3.1.3.2
Identify and commit to the goals, norms, values, and customs of the team.
3.1.3.3
Choose behaviors and actions that best support the team and accomplishment of work tasks.
3.1.3.4
Use a group approach to identify problems and develop solutions based on group consensus.
3.1.4
Resolving conflicts

Code

3.1.4.1
3.1.4.2
3.1.4.3
3.2
3.2.1
3.2.1.1
3.2.1.2
3.2.1.3
3.2.2
3.2.2.1
3.2.2.2
3.2.2.3
3.2.2.4
3.2.2.5
3.2.2.6
3.2.3
3.2.3.1
3.2.3.2
3.2.3.3
3.2.4
3.2.4.1
3.2.4.2
3.2.4.3
3.2.4.4
3.3
3.3.1
3.3.1.1
3.3.1.2
3.3.1.3
3.3.1.4
3.3.1.5
3.3.2
3.3.2.1
3.3.2.2
3.3.3

Alabama Competency Model Insurance Sales Agents
Bring others together to reconcile differences.
Handle conflicts maturely by exercising “give and take” to achieve positive results for all parties.
Reach formal or informal agreements that promote mutual goals and interests, and obtain
commitment to those agreements from individuals or groups.
Customer Focus: Efficiently and effectively addressing the needs of clients/customers.
Understanding customer needs
Identify internal and external customers.
Attend to what customers are saying and ask questions to identify customer needs, interests, and
goals.
Anticipate the future needs of the customer.
Providing personalized service
Provide prompt, efficient, and personalized assistance to meet the requirements, requests, and
concerns of customers.
Provide thorough, accurate information to answer customers’ questions and inform them of
commitment times or performance guarantees.
Address customer comments, questions, concerns, and objections with direct, accurate, and timely
responses.
Identify and propose appropriate solutions and/or services.
Establish boundaries as appropriate for unreasonable customer demands.
Communicate in the medium desired by the customer.
Acting professionally
Is pleasant, courteous, and professional when dealing with internal or external customers.
Develop constructive and cooperative working relationships with customers.
Is calm and empathetic when dealing with hostile customers.
Keeping customers informed
Follow up with customers following provision of service.
Keep customers up to date about decisions that affect them.
Seek the comments, criticisms, and involvement of customers.
Adjust services based on customer feedback.
Planning and Organizing: Planning and prioritizing work to manage time effectively and accomplish
assigned tasks.
Planning
Approach work in a methodical manner.
Plan and schedule tasks so that work is completed on time.
Keep track of details to ensure work is performed accurately and completely.
Anticipate obstacles to project completion and develop contingency plans to address them.
Find new ways of organizing work area or planning work to accomplish work more efficiently.
Prioritizing
Prioritize multiple competing tasks.
Perform tasks correctly, quickly, and efficiently according to their relative urgency and importance.
Managing projects

Code

3.3.3.1
3.3.3.2
3.3.3.3
3.3.3.4
3.3.3.5
3.3.3.6
3.3.3.7
3.4
3.4.1
3.4.1.1
3.4.1.2
3.4.2
3.4.2.1
3.4.2.2
3.4.2.3
3.4.2.4
3.4.3
3.4.3.1
3.4.3.2
3.4.3.3
3.5
3.5.1
3.5.1.1
3.5.1.2
3.5.1.3
3.5.1.4
3.5.1.5
3.5.2
3.5.2.1
3.5.2.2
3.5.2.3
3.5.2.4
3.5.3

Alabama Competency Model Insurance Sales Agents
Estimate personnel and other resources needed for project completion (e.g., financial material or
equipment).
Manage activities to meet plans, allocating time and resources effectively.
Keep track of and document plans, assignments, changes, and deliverables.
Plan for dependencies of one task on another.
Coordinate efforts with all affected parties, keeping them informed of progress and all relevant
changes to project timelines.
Take necessary corrective action when projects go off track.
Assure job accommodations are made for personnel who need or request them.
Creative Thinking: Generating innovative and creative solutions.
Employing unique analyses
Use original analyses and generate new, innovative ideas in complex areas.
Develop innovative methods of obtaining or using resources when insufficient resources are
available.
Generating innovative solutions
Integrate seemingly unrelated information to develop creative processes or solutions.
Reframe problems in a different light to find fresh approaches.
Entertain wide-ranging possibilities and perspectives to develop new solutions.
Find new ways to add value to the efforts of a team and organization.
Seeing the big picture
Understand the pieces of a system as a whole and appreciate the consequences of actions on other
parts of the system.
Monitor patterns and trends to see a bigger picture.
Modify or design systems to improve performance.
Problem Solving and Decision-Making: Generating, evaluating, and implementing solutions to problems.
Identifying the problem
Anticipate or recognize the existence of a problem or objection.
Identify the true nature of the problem and define critical issues.
Evaluate the importance and criticality of the problem.
Use all available reference systems to locate and obtain information relevant to understanding the
problem.
Recall previously learned information that is relevant to the problem.
Locating, gathering, and organizing relevant information
Effectively use both internal resources (e.g., internal computer networks, company filing systems)
and external resources (e.g., internet search engines) to locate and gather information relevant to
solving the problem.
Examine information obtained for relevance and completeness.
Recognize important gaps in existing information and take steps to eliminate those gaps.
Organize/reorganize information as appropriate to gain a better understanding of the problem.
Generating alternatives

Code

3.5.3.1
3.5.3.2
3.5.4
3.5.4.1
3.5.4.2
3.5.5
3.5.5.1
3.5.5.2
3.5.5.3
3.5.5.4
3.6
3.6.1
3.6.1.1
3.6.1.2
3.6.2
3.6.2.1
3.6.3
3.6.3.1
3.6.3.2
3.6.3.3
3.6.3.4
3.6.4
3.6.4.1
3.6.4.2
3.6.4.3
3.6.4.4
3.7
3.7.1
3.7.1.1
3.7.1.2
3.7.1.3
3.7.1.4

Alabama Competency Model Insurance Sales Agents
Integrate previously learned and externally obtained information to generate a variety of highquality alternative approaches to the problem.
Skillfully use logic and analysis to identify the strengths and weaknesses, the costs and benefits, and
the short- and long-term consequences of different solutions or approaches.
Choosing a solution
Decisively choose the best solution after evaluating the relative merits of each possible option.
Make difficult decisions even in highly ambiguous or ill-defined situations.
Implementing the solution
Commit to a solution in a timely manner.
Develop a realistic approach for implementing the chosen solution.
Document the problem and corrective actions taken and their outcomes and communicate these to
the appropriate parties.
Observe and evaluate the outcomes of implementing the solution to assess the need for alternative
approaches and to identify lessons learned.
Working with Tools and Technology: Selecting, using, and maintaining tools and technology to facilitate
work activity (with accommodation, when necessary).
Using tools
Operate tools, technology, and equipment in accordance with established operating procedures and
safety standards.
Demonstrate appropriate use of tools and technology to complete work functions.
Selecting tools
Select and apply appropriate tools or technological solutions to the problem at hand.
Keeping current on tools and technology
Demonstrate an interest in learning about new and emerging tools and technologies.
Demonstrate information literacy.
Adapt quickly to changes in process or technology.
Seek out opportunities to improve knowledge of tools and technologies that may assist in
streamlining work and improving productivity.
Troubleshooting and maintenance
Learn how to maintain and troubleshoot tools and technologies.
Perform routine maintenance on tools, technology, and equipment.
Determine causes of errors and take the appropriate corrective action.
Develop alternatives to complete a task if desired tool or technology is not available.
Scheduling and Coordinating: Making arrangements that fulfill all requirements as efficiently and
economically as possible.
Arranging and informing
Make arrangements (e.g. for meetings or travel) that fulfill all requirements as efficiently and
economically as possible.
Inform others of arrangements, giving them complete, accurate, and timely information.
Ensure that others receive needed materials in time.
Handle all aspects of arrangements thoroughly and completely.

Code

3.7.1.5
3.7.2
3.7.2.1
3.7.2.2
3.7.2.3
3.7.3
3.7.3.1
3.7.3.2
3.7.3.3
3.8
3.8.1
3.8.1.1
3.8.1.2
3.8.1.3
3.8.2
3.8.2.1
3.8.2.2
3.8.2.3
3.8.2.4
3.8.3
3.8.3.1
3.8.3.2
3.8.3.3
3.8.3.4
3.8.4
3.8.4.1
3.8.4.2
3.8.4.3
3.8.4.4
3.9
3.9.1
3.9.1.1
3.9.1.2

Alabama Competency Model Insurance Sales Agents
Respond to the schedules of others affected by arrangements, resolve schedule conflicts or travel
issues, and take corrective action.
Coordinating in distributed environments
Coordinate schedules of colleagues, co-workers, and clients in regional locations. (i.e., across time
zones) to ensure that inconvenience is minimized and productivity is enhanced.
Leverage technology (e.g., internet, teleconference) to facilitate information sharing in distributed
work environments.
Take advantage of team member availability throughout business hours in multiple time zones to
enhance productivity.
Shiftwork
Effectively coordinate the transition of staff at the beginning and end of each work shift.
Disseminate crucial information in an organized manner to rapidly bring staff up to speed at the
start of their shifts.
Ensure that staff is updated on work completed on past shifts and work that still needs to be
completed.
Checking, Examining, and Recording: Entering, transcribing, recording, storing, or maintaining
information in written or electronic/digital format.
Detecting errors
Detect and correct errors or inconsistencies, even under time pressure.
Identify vague or ambiguous documentation.
Route errors to appropriate person to correct documentation.
Completing forms
Select and complete appropriate forms quickly and completely.
Forward or process forms in a timely and accurate manner.
Attend to and follow through on important items requiring action.
Expedite forms, orders, or advances that require immediate attention.
Obtaining information
Obtain appropriate information, signatures, and approvals promptly.
Verify that all information is present and accurate before forwarding materials.
Compile, categorize, and verify information or data.
Apply systematic techniques for observing and gathering data.
Maintaining logs, records, and files
Organize records and files to maintain data.
Keep logs, records, and files that are up-to-date and readily accessible (e.g., driver logs, flight
records, repair records).
Update logs, records, and files, noting important changes.
File data and documentation in accordance with organization’s requirements.
Business Fundamentals: Using information on basic business principles, trends, and economics.
Situational awareness
Understand the mission, structure, and functions of the organization.
Recognize one’s role in the functioning of the organization and understand the potential impact
one’s own performance can have on the success of the organization.

Code

3.9.1.3
3.9.2
3.9.2.1
3.9.2.2
3.9.3
3.9.3.1
3.9.3.2
3.9.3.3
3.9.3.4
4

Alabama Competency Model Insurance Sales Agents
Grasp the potential impact of the company’s well-being on employees.
Business ethics
Act in the best interest of the company, the community, and the environment.
Comply with applicable laws and rules governing work and report loss, waste, or theft of company
property to appropriate personnel.
Market knowledge
Understand market trends in the industry and the company’s position in the market.
Know who the company’s primary competitors are and stay current on organizational strategies to
maintain competitiveness.
Uphold the organization through building and maintaining customer relations.
Recognize major challenges faced by the organization and industry, and identify key strategies to
address challenges.

Tier 4: Ready to Work Cluster-Specific Competencies

Products and Concepts: Knowledge of products and concepts relating to financial services industry,
4.1
including financial instruments, financial management, insurance principles, and cash and capital
principles.
4.1.1
Financial Instruments
4.1.2
Understands the available financial instruments and risk associated with each one
4.1.3
Financial Management
4.1.4
Aware of the available analytical functions associated within the financial services
4.1.5
Understands financial/credit analysis, debt/risk management, valuation strategies, underwriting
4.1.6
Insurance Principles
4.1.7
Understands the principles of insurance and insurance contracts
4.1.8
Knowledge of types of insurance (life, health, property, liability) and risk covered by the insurance
4.1.9
Cash and Capital Principles
4.1.10
Understands the nature of cash, the United States monetary system, and the time value of money
4.1.11
Recognizes the risk, return, and opportunity costs associated with capital
Business Operations: Performs activities associated with transaction management and understands the
4.2
business operations performed by organizations within the financial services industry.
4.2.1
Transaction Management
4.2.2
Demonstrates the ability to process financial transactions without error
4.2.3
Resolves cash discrepancies, and maintains accurate records of transactions
4.2.4
Understands the principles of confidentiality as they relate to transaction management
4.2.5
Financial Organizations
4.2.6
Understands roles of banks, insurance companies, and stock brokerages within the financial industry
Financial Reporting: Knowledge of the documents associated with measuring a business’ financial
4.3
information.
4.3.1
Review client financial information to develop a client’s account statement
4.3.2
Analyze and interpret financial data to produce accurate reports
4.3.3
Compile business transaction data to report financial information
Technology Applications: Knowledge of basic technology as it specifically relates to the financial services
4.4
industry.

Code

4.4.1
4.4.2
4.4.3
4.5
4.5.1
4.5.2
4.5.3
4.6
4.6.1

Alabama Competency Model Insurance Sales Agents
Use spreadsheets and accounting software to maintain and update records
Use databases and other computer management tools to manage office records
Recognizes appropriate techniques for storing and retrieving data
Regulations and Codes: Knowledge of relevant regulations and codes that impact the financial services
industry.
Understands and complies with all relevant laws imposed by regulatory agencies
Follows the financial services industry codes of practice
Monitors new legislation impacting the financial services industry
Fraud Prevention: Knowledge of the appropriate procedures for identifying, reporting, and preventing
fraud.
Demonstrates an awareness of the necessary steps for preventing fraud

4.6.2

Knows procedures for fraud investigations and internal audits relating to detecting and reporting fraud

4.6.3
5
5.1
5.1.1
5.1.2
5.1.3

Understands the legal and ethical responsibilities as they relate to fraud

5.1.4
5.2
5.2.1
5.2.2
5.2.3
5.3
5.3.1
5.3.2
5.3.3
5.3.4
5.3.5
5.4
5.4.1
5.4.2
5.4.3
5.5
5.5.1
5.5.2

Tier 5: Career Pathway Technical Competencies

Legal Knowledge
Knows which laws can affect insurance practice
Knows how insurance can meet a specific legal liability
Able to list the requirements for a valid insurance contract
Understanding of what is meant by the law of torts and how legal liabilities arise in the context of
insurance
Claims Knowledge
Core principles of insurance that apply to claims processing
Key information required to process a claim and why this is needed
Able to describe the stages of the claims process and the roles of the parties involved
Products & Services
Knows the coverage provided by different types of insurance, including property, casualty, life, and
health.
Identifies which types of insurance products and services are appropriate to a limited range of
situations
Reasons for applying specific terms, exclusions, conditions and warranties to a policy
Able to explain why a range of everyday situations would not be covered by a policy
Awareness of competitors’ comparable products and services and their pricing
Business Acumen:
Identifies information and materials both internally and externally that contribute to the completion of
work objectives for optimal impact.
Develops knowledge base and understanding of current issues related to department, enterprise and
insurance industry.
Stays current with advancements in technology and has the capacity to continuously learn and grow.
Self-Initiative
Takes a proactive approach, seizes opportunities for change and takes action when appropriate.
Recognizes what needs to be done and accomplishes it with minimal supervision.

Code

5.5.3
5.5.4
5.6
5.6.1
5.6.2
5.6.3
5.6.4
6
6.1
6.1.1
6.1.2
6.1.3
6.1.4
6.2
6.2.1
6.2.2
6.2.3
6.2.4
6.2.5
6.3
6.3.1
6.3.2
6.3.3
6.3.4
6.3.5
6.3.6
6.3.7
6.3.8
6.4
6.4.1
6.4.2
6.4.3
6.4.4
6.4.5
6.4.6
6.5
6.5.1
6.5.2
6.5.3

Alabama Competency Model Insurance Sales Agents
Sees opportunities to take action and advance the success of the team.
Acts promptly in resolving issues.
Adaptability:
Flexible, resilient and versatile
Alters the approach as the business situation demands
Handles multiple tasks and issues simultaneously.
Manages change and has a tolerance for ambiguity

Tier 6: Occupation Specific Technical Competencies

Risk Assessment
Knows why material facts are important in assessing risk
Explain why the duty of disclosure is important for underwriting, when and to whom it applies
Understands organization's process for obtaining material facts
Knows which types of risks are not acceptable and why
Pricing Risks
Knows how a premium is calculated for classes of business being underwritten
Why different rates are applied to different types of risks
Factors that can affect the premium rate for an individual risk
Understanding of the significance of the claims loss ratio for the pricing of a risk
Understanding of the reasons for premium loadings and discounts and the reasons for these for own
area of work
Claims Handling
Key pieces of information required when a claim is first notified
Policyholder’s duties when notifying a claim
Requirements for a valid claim
Identifies whether further information is required
How to identify claims that are not covered and the process for advising the claimant
Understands organization's processes and procedures for processing claims
Understands organization's guidelines for referral of claims to stakeholders
How the handling of third-party claims differs from the management of first party claims
Negotiation
Negotiates effectively within own authority limits using a range of negotiation styles
Anticipates objections and develops effective responses
Emphasizes positive messages and key benefits
Takes a proactive but pragmatic approach to negotiation
Makes sound decisions based on the available information within a range of everyday situations
Identifies parameters to work within following a compromise or concession agreement
Information Management
Keeps accurate and complete records of communications and business transactions in accordance with
company procedures
Keeps information confidential and secure and understands the implications of not doing this
Demonstrates an understanding of the implications of not keeping accurate and complete records for
both the company and its customers

Code

6.5.4
6.6
6.6.1
6.6.2
6.6.3
6.6.4
7
7.1
7.2
7.3
7.4
8
8.1
8.1.1
8.1.2
8.1.3
8.1.4
8.2
8.2.1
8.2.2
8.2.3
8.2.4
8.2.5
8.3
8.3.1
8.3.2
8.3.3
8.3.4
8.3.5
8.3.6

Alabama Competency Model Insurance Sales Agents
Establishes and maintains data and information records which are sufficient for own purposes and
which meet company, legal and regulatory requirements
Market Knowledge
Applies knowledge of the market structure and its processes, procedures and documentation within a
limited range of situations
List the key factors which can increase or reduce profit for the company
Knows the meaning of key performance indicators and service-level agreements
Identify direct competitors in the market place

Tier 7: Occupation Specific Requirements
High school diploma or equivalent
Licensed Insurance Producer
Licensed Insurance Service Representative
Licensed Insurance Managing General Agent

Tier 8: Management Competencies

Organizational engagement
Promoting the organization’s vision, values and methods in own work
Using knowledge of national finance changes to investigate, report and present options to the director
and/or trustees
Providing regular information to colleagues following consultation with reviews and changes as
requested
Helping to drive organizational development
Conscious Administration
Ability to produce cost models and undertake activity costing of institute activities.
Bringing an innovative solution to an existing or future problem
Awareness of fundamentals of accounting & tax in terms of future decisions for Institute and
understanding why figures are out of line with plans.
Work for solutions to achieve more in less time e.g. electronic solutions, delegation etc.
Ensuring urgent areas are covered in hours allotted and give time options for covering non-urgent
work.
Collaboration
Builds constructive networks inside and outside the organization to facilitate the accomplishment of
results.
Builds strong relationships and trust with team members that make it possible to receive everyone’s
input and ideas, and maximize individual and team output and potential.
Works cooperatively with multiple stakeholders, demonstrating willingness to consider alternative
approaches or ideas.
Deals effectively with confrontational situations, demonstrating diplomacy, tact, empathy and
consideration for differing points of view.
Carries out independent primary, secondary and tertiary research to collect sufficient data and
information pertinent to the area of inquiry.
Performs an objective and thorough analysis of information and data from multiple sources.

Code

8.3.7
8.3.8
8.3.9
8.4
8.4.1
8.4.2
8.4.3
8.4.4
8.4.5
8.5
8.5.1
8.5.2
8.5.3
8.5.4
8.5.5
8.6
8.6.1
8.6.2
8.6.3
8.6.4
8.6.5
8.6.6
8.6.7
8.6.8

Alabama Competency Model Insurance Sales Agents
Distinguishes between facts, inferences and assumptions to establish the quality of the information
collected and the reliability of its source.
Employs professional skepticism to assess the objectivity and reliability of assumptions and evidence
asserted by a responsible party or client.
Makes decisions in a timely manner, committing to a course of action that considers pertinent data,
information, options and implications.
Business Acumen
Analyzes relevant business trends, financial measures, economic factors and new regulations, assessing
and articulating their impact on the organization.
Recognizes business threats and/or opportunities affecting their area of the business, recommending
actions to address them.
Identifies clients' stated and underlying needs, and the work activities and methodologies that will best
address these needs.
Translates the organization’s vision and goals into relevant plans and actions, realigning work efforts
with changes in organizational direction.
Drives the implementation of changes, tracking their impact to ensure organizational performance is
improved or sustained.
Networking
Seek opportunities to make contacts and build relationships, including through organizational events,
social events, external organizations, and professional activities.
Establish strong and lasting partnerships with business contacts.
Proactively seek ways of increasing business opportunities with contacts.
Skillfully influence and negotiate with partners to create opportunities that increase the competitive
position of both parties.
Leverage contacts to obtain information relevant to the health and continued growth of the
organization, including enhanced perspectives and feedback on organizational performance.
Monitoring and Controlling Resources
Continually seek to identify and secure resources (e.g. staffing, training, and monetary resources), both
internal and external, that can be useful to the unit and assist in work accomplishment.
Develop strategic plans for making a wide array of resources available.
Ensure that knowledge of those resources is spread throughout organization.
Develop strategic plans to anticipate future resource needs, and accurately identifies, tracks, and
prioritizes existing resource needs.
Monitor resource availability and make contingency plans to ensure the availability of adequate
resources in the event of unforeseen circumstances.
Consistently seek to perform work unit tasks in a cost-efficient manner.
Identify ways to produce the same level and quality of work while utilizing fewer resources.
Create an organizational climate in which cost effectiveness is valued and rewarded.

FINANCE

Personal Financial Advisors
ACCCP

Securities & Investments

Code

Alabama Competency Model Personal Financial Advisors

1
Tier 1: Personal Effectiveness Competencies
1.1
Interpersonal Skills: Displaying the skills to work effectively with others from diverse backgrounds.
1.1.1
Demonstrating sensitivity/empathy
1.1.1.1
Show sincere interest in others and their concerns.
1.1.1.2
Demonstrate sensitivity to the needs and feelings of others.
1.1.1.3
Look for ways to help people and deliver assistance.
1.1.2
Demonstrating insight into behavior
Recognize and accurately interpret the communications of others as expressed through various
1.1.2.1
formats (e.g., writing, speech, American Sign Language, computers, etc.).
1.1.2.2
Recognize when relationships with others are strained.
1.1.2.3
Show understanding of others’ behaviors and motives by demonstrating appropriate responses.
1.1.2.4
Demonstrate flexibility for change based on the ideas and actions of others.
1.1.3
Maintaining open relationships
1.1.3.1
Maintain open lines of communication with others.
1.1.3.2
Encourage others to share problems and successes.
1.1.3.3
Establish a high degree of trust and credibility with others.
1.1.4
Respecting diversity
1.1.4.1
Demonstrate respect for coworkers, colleagues, and customers.
Interact respectfully and cooperatively with others who are of a different race, culture, or age, or
1.1.4.2
have different abilities, gender, or sexual orientation.
Demonstrate sensitivity, flexibility, and open-mindedness when dealing with different values,
1.1.4.3
beliefs, perspectives, customs, or opinions.
1.1.4.4
Value an environment that supports and accommodates a diversity of people and ideas.
1.2
Integrity: Displaying strong moral principles and work ethic.
1.2.1
Behaving ethically
1.2.1.1
Abide by a strict code of ethics and behavior, even in the face of opposition.
1.2.1.2
Encourage others to behave ethically
1.2.1.3
Understand that behaving ethically goes beyond what the law requires.
1.2.1.4
Use company time and property responsibly.
Perform work-related duties according to laws, regulations, contract provisions, and company
1.2.1.5
policies.
1.2.2
Acting fairly
1.2.2.1
Treat others with honesty, fairness, and respect.
1.2.2.2
Make decisions that are objective and reflect the just treatment of others.
1.2.3
Taking responsibility
1.2.3.1
Take responsibility for accomplishing work goals within accepted timeframes.
Accept responsibility for one’s decisions and actions and for those of one’s group, team, or
1.2.3.2
department.
1.3
Professionalism: Maintaining a professional presence.
1.3.1
Demonstrating self-control
1.3.1.1
Maintain composure and keep emotions in check.
1.3.1.2
Deal calmly and effectively with stressful or difficult situations.

Code
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1.3.1.3
1.3.2
1.3.2.1
1.3.2.2
1.3.2.3
1.3.3
1.3.3.1
1.3.3.2
1.3.4
1.3.4.1
1.3.4.2
1.3.4.3

Accept criticism tactfully and attempt to learn from it.
Professional appearance
Maintain a professional demeanor.
Dress appropriately for occupational and worksite requirements.
Maintain appropriate personal hygiene.
Social responsibility
Refrain from lifestyle choices which negatively impact the workplace and individual performance.
Remain free from substance abuse.
Maintaining a positive attitude
Project a professional image of oneself and the organization.
Demonstrate a positive attitude towards work.
Take pride in one’s work and the work of the organization.
Initiative: Demonstrating a commitment to effective job performance by taking action on one’s own and
1.4
following through to get the job done.
1.4.1
Persisting
1.4.1.1
Pursue work with drive and a strong accomplishment orientation.
Persist to accomplish a task despite difficult conditions, tight deadlines, or obstacles and setbacks.
1.4.1.2
1.4.2
1.4.2.1
1.4.2.2
1.4.2.3
1.4.3
1.4.3.1
1.4.3.2
1.4.3.3
1.4.4
1.4.4.1
1.4.4.2
1.4.4.3
1.4.4.4
1.4.5
1.4.5.1
1.4.5.2
1.5
1.5.1
1.5.1.1
1.5.1.2
1.5.1.3
1.5.2
1.5.2.1

Taking initiative
Go beyond the routine demands of the job to increase its variety and scope.
Provide suggestions and/or take actions that result in improved work processes, communications, or
task performance.
Take initiative to seek out new work challenges, influence events, or originate action.
Setting challenging goals
Establish and maintain personally challenging but realistic work goals.
Exert effort toward task mastery.
Bring issues to closure by pushing forward until a resolution is achieved.
Working independently
Develop own ways of working effectively and efficiently.
Perform effectively even with minimal direction, support, or approval.
Set own schedule to maximize productivity.
Take responsibility for completing one’s own work assignments.
Achievement motivation
Strive to exceed standards and expectations.
Exhibit confidence in capabilities and an expectation to succeed in future activities.
Dependability and Reliability: Displaying responsible behaviors at work.
Fulfilling obligations
Behave consistently and predictably.
Is reliable, responsible, and dependable in fulfilling obligations.
Diligently follow through on commitments and consistently complete assignments by deadlines.
Attendance and punctuality
Come to work on time and as scheduled.

Code

1.5.2.2
1.5.2.3
1.5.3
1.5.3.1
1.5.3.2
1.5.4
1.5.4.1
1.5.4.2
1.5.4.3
1.6
1.6.1
1.6.1.1
1.6.1.2
1.6.1.3
1.6.2
1.6.2.1
1.6.2.2
1.6.2.3
1.7
1.7.1
1.7.1.1
1.7.1.2
1.7.1.3
1.7.1.4
1.7.2
1.7.2.1
1.7.2.2
1.7.2.3
1.7.3
1.7.3.1
1.7.3.2
1.7.4
1.7.4.1
1.7.4.2
1.7.5
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Arrive on time for meetings or appointments.
Dial in to phone calls and web conferences on time.
Attending to details
Diligently check work to ensure that all essential details have been considered.
Notice errors or inconsistencies and take prompt, thorough action to correct them.
Following directions
Follow directions as communicated in a variety of ways such as writing, speech, American Sign
Language, computers, or other formats.
Comply with organizational rules, policies, and procedures.
Ask appropriate questions to clarify any instructional ambiguities.
Adaptability and Flexibility: Displaying the capability to adapt to new, different, or changing
requirements.
Entertaining new ideas
Is open to considering new ways of doing things.
Actively seek out and carefully consider the merits of new approaches to work.
Embrace new approaches when appropriate and discard approaches that are no longer working.
Dealing with change
Take proper and effective action when necessary without having all the necessary facts in hand.
Easily adapt plans, goals, actions, or priorities in response to unpredictable or unexpected events,
pressures, situations, and job demands.
Effortlessly shift gears and change direction when working on multiple projects or issues.
Lifelong Learning: Demonstrating a commitment to self-development and improvement of knowledge
Demonstrating an interest in learning
Take actions showing an interest in personal and professional lifelong learning and development.
Seek feedback from multiple sources about how to improve and develop.
Modify behavior based on feedback or self-analysis of past mistakes.
Learn and accept help from supervisors and co-workers.
Participating in learning activities
Identify when it is necessary to acquire new knowledge and skills.
Take steps to develop and maintain knowledge, skills, and expertise necessary to perform one’s role
successfully by participating in relevant training and professional development programs.
Actively pursue opportunities to broaden knowledge and skills through seminars, conferences,
professional groups, reading publications, job shadowing, and/or continuing education.
Using change as a learning opportunity
Anticipate changes in work demands and search for and participate in assignments or training that
address these changing demands.
Treat unexpected circumstances as opportunities to learn.
Identifying career interests
Take charge of personal career development by identifying occupational interests, strengths,
options, and opportunities.
Make insightful career planning decisions that integrate others’ feedback.
Integrating and applying learning

Code

1.7.5.1
1.7.5.2
2
2.1
2.1.1
2.1.1.1
2.1.1.2
2.1.1.3
2.1.2
2.1.2.1
2.1.2.2
2.1.2.3
2.1.2.4
2.1.3
2.1.3.1
2.1.3.2
2.1.3.3
2.1.3.4
2.1.3.5
2.1.4
2.1.4.1
2.1.4.2
2.1.4.3
2.2
2.2.1
2.2.1.1
2.2.1.2
2.2.1.3
2.2.1.4
2.2.1.5
2.2.1.6
2.2.2
2.2.2.1
2.2.2.2
2.2.2.3
2.2.2.4
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Integrate newly learned knowledge and skills with existing knowledge and skills.
Use newly learned knowledge and skills to complete tasks, particularly in new or unfamiliar
situations.

Tier 2: Academic Competencies

Reading: Understanding written sentences, paragraphs, and figures in work-related documents (with
accommodation if necessary).
Comprehension
Locate and understand written information in prose and in documents such as manuals, reports,
memos, letters, forms, graphs, charts, tables, calendars, schedules, signs, notices, applications,
contracts, regulations, and directions.
Understand the purpose of written materials.
Comprehend the author’s meaning and identify the main ideas expressed in the written material.
Attention to detail
Note details and facts.
Detect inconsistencies.
Identify implied meaning and details.
Recognize missing information.
Information analysis
Critically evaluate and analyze information in written materials.
Review written information for completeness and relevance.
Distinguish fact from opinion.
Identify trends.
Synthesize information from multiple written materials.
Information integration
Integrate what is learned from written materials with prior knowledge.
Use what is learned from written material to follow instructions and complete tasks.
Apply what is learned from written material to new situations.
Writing: Using standard (business) English to compile information and prepare written documents.
Organization and development
Create documents such as letters, directions, manuals, reports, graphs, spreadsheets, and flow
charts.
Communicate thoughts, ideas, information, messages, and other written information, which may
contain technical material, in a logical, organized, and coherent manner.
Present well-developed ideas supported by information and examples.
Proofread finished documents for errors.
Tailor content to appropriate audience and purpose.
Distribute written materials appropriately for intended audiences and purposes.
Mechanics
Use standard syntax and sentence structure.
Use correct spelling, punctuation, and capitalization.
Use correct English grammar (e.g., correct tense, subject-verb agreement, no missing words).
Write legibly when using handwriting to communicate.

Code

2.2.3
2.2.3.1
2.2.3.2
2.2.3.3
2.3
2.3.1
2.3.1.1
2.3.1.2
2.3.1.3
2.3.1.4
2.3.1.5
2.3.1.6
2.3.2
2.3.2.1
2.3.2.2
2.3.2.3
2.3.3
2.3.3.1
2.3.3.2
2.4
2.4.1
2.4.1.1
2.4.1.2
2.4.1.3
2.4.2
2.4.2.1
2.5
2.5.1
2.5.1.1
2.5.1.2
2.5.1.3
2.5.1.4
2.5.1.5
2.5.2
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Tone
Use language appropriate for the target audience.
Use a tone and word choice appropriate for the industry and organization (e.g., writing is
professional and courteous).
Show insight, perception, and depth in writing.
Mathematics: Uses principles of mathematics to express ideas and solve problems.
Computation
Add, subtract, multiply, and divide with whole numbers, fractions, decimals, and percents.
Calculate averages, ratios, proportions, and rates.
Convert decimals to fractions and fractions to decimals.
Convert fractions to percents and percents to fractions.
Convert decimals to percents and percents to decimals.
Understand relationships between numbers and identify and understand patterns.
Measurement and estimation
Take measurements of time, temperature, distances, length, width, height, perimeter, area, volume,
weight, velocity, and speed.
Use and report measurements correctly.
Correctly convert from one measurement to another (e.g., from English to metric or International
System of Units (SI), or Fahrenheit to Celsius).
Application
Use appropriate mathematical formulas and techniques to solve problems.
Translate practical problems into useful mathematical expressions.
Science and Technology: Using scientific rules and methods to express ideas and solve problems.
Comprehension
Understand basic scientific principles and uses appropriate technology.
Understand the scientific method (i.e., identify problems, collect information, form opinions and
draw conclusions).
Understand overall intent and proper procedures for set-up and operation of equipment.
Application
Apply basic scientific principles and technology to complete tasks.
Communication: Listening, speaking, and signaling so others can understand (with accommodation if
Communicating
Express relevant information appropriately to individuals or groups taking into account the audience
and the nature of the information (e.g., technical or controversial).
Convey information clearly, correctly, and succinctly.
Use common English conventions including proper grammar, tone, and pace.
Effectively establish interpersonal contact with one or more individuals using eye contact, body
language and non-verbal expression as appropriate to the person’s culture.
Ask questions or report problems or concerns to people in authority when information or
procedures are unclear or need improvement, or when feeling unsafe or threatened in the
workplace.
Receiving information

Code

2.5.2.1
2.5.2.2
2.5.2.3
2.5.2.4
2.5.2.5
2.5.2.6
2.5.3
2.5.3.1
2.5.3.2
2.5.3.3
2.5.4
2.5.4.1
2.5.4.2
2.5.4.3
2.6
2.6.1
2.6.1.1
2.6.1.2
2.6.1.3
2.6.1.4
2.6.1.5
2.6.2
2.6.2.1
2.6.2.2
2.7
2.7.1
2.7.1.1
2.7.1.2
2.7.2
2.7.2.1
2.7.2.2
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Attend to, understand, interpret, and respond to messages received in a variety of ways, including
hearing, American Sign Language, instant messaging, text-to-speech devices, and other methods.
Comprehend complex instructions.
Identify feelings and concerns communicated in various formats, such as writing, speech, American
Sign Language, computers, etc. and responds appropriately.
Consider others’ viewpoints and alter opinion when it is appropriate to do so.
Apply active interpersonal communication skills using reflection, restatement, questioning, and
clarification.
Effectively answer questions of others or communicate an inability to do so and suggest other
sources of answers.
Observing carefully
Notice nonverbal cues and respond appropriately.
Attend to visual sources of information (e.g., video).
Ascertain relevant visual information and use appropriately.
Persuasion/Influence
Influence others.
Persuasively present thoughts and ideas.
Gain commitment and ensure support for proposed ideas.
Critical and Analytical Thinking: Using logical thought processes to analyze information and draw
conclusions.
Reasoning
Possess sufficient inductive and deductive reasoning ability to perform job successfully.
Critically review, analyze, synthesize, compare, and interpret information.
Draw conclusions from relevant and/or missing information.
Understand the principles underlying the relationship among facts and apply this understanding
when solving problems.
Use logic and reasoning to identify strengths and weaknesses of alternative solutions or approaches
to a problem.
Mental agility
Identify connections between issues.
Quickly understand, orient to, and integrate new information.
Basic Computer Skills: Using information technology and related applications to convey and retrieve
information (with accommodation when necessary).
Computer basics
Understand the basic functions and terminology related to computer hardware, software,
information systems, and communication devices.
Use basic computer software, hardware, and communication devices to perform tasks.
Using software
Use word processing software to compose, organize, edit, and print documents and other business
communications.
Use spreadsheet software to enter, manipulate, edit, and format text and numerical data.

Code

2.7.2.3
2.7.2.4
2.7.2.5
2.7.3
2.7.3.1
2.7.3.2
2.7.3.3
2.7.3.4
2.7.3.5
2.7.4
2.7.4.1
2.7.4.2
2.7.4.3
2.7.4.4
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Use presentation software to create, manipulate, edit, and present digital representations of
information to an audience.
Use database software to manage data.
Create and maintain a well-organized electronic file storage system.
Using the Internet and email
Use the Internet to search for online information and interact with Web sites.
Use the Internet and web-based tools to manage basic workplace tasks (e.g., calendar management,
contacts management, and timekeeping).
Use electronic mail to communicate in the workplace.
Understand the different types of social media and their appropriate workplace and non-workplace
uses, and the impact that various social media activities can have on one’s personal and professional
Employ collaborative/groupware applications to facilitate group work.
Ensuring computer security
Understand and comply with the organization’s privacy policy and information security guidelines.
Defend against potential abuses of private information.
Recognize and respond appropriately to suspicious vulnerabilities and threats.
Use the most recent security software, web browser, and operating system to protect against online
threats.
Utilize strong passwords, passphrases, and basic encryption.
Recognize secure Web addresses.

2.7.4.5
2.7.4.6
3
Tier 3: Workplace Competencies
3.1
Teamwork: Working cooperatively with others to complete work assignments.
3.1.1
Identifying team membership and role
3.1.1.1
Serve as a leader or a follower, depending on what is needed to achieve the team’s goals and
3.1.1.2
Identify and draw upon team members’ strengths and weaknesses to achieve results.
3.1.1.3
Instruct others in learning new skills and learn from other team members.
3.1.1.4
Assist others who have less experience or have heavy workloads.
3.1.1.5
Encourage others to express their ideas and opinions.
3.1.2
Establishing productive relationships
3.1.2.1
Develop constructive and cooperative working relationships with others.
3.1.2.2
Exhibit tact and diplomacy and strive to build consensus.
Deliver constructive criticism and voice objections to others’ ideas and opinions in a supportive, non3.1.2.3
accusatory manner.
3.1.2.4
Respond appropriately to positive and negative feedback.
Effectively communicate with all members of the group or team to achieve team goals and
3.1.2.5
objectives.
3.1.3
Meeting team objectives
3.1.3.1
Work as part of a team, contributing to the group’s effort to achieve goals.
3.1.3.2
Identify and commit to the goals, norms, values, and customs of the team.
3.1.3.3
Choose behaviors and actions that best support the team and accomplishment of work tasks.
3.1.3.4
Use a group approach to identify problems and develop solutions based on group consensus.
3.1.4
Resolving conflicts

Code

3.1.4.1
3.1.4.2
3.1.4.3
3.2
3.2.1
3.2.1.1
3.2.1.2
3.2.1.3
3.2.2
3.2.2.1
3.2.2.2
3.2.2.3
3.2.2.4
3.2.2.5
3.2.2.6
3.2.3
3.2.3.1
3.2.3.2
3.2.3.3
3.2.4
3.2.4.1
3.2.4.2
3.2.4.3
3.2.4.4
3.3
3.3.1
3.3.1.1
3.3.1.2
3.3.1.3
3.3.1.4
3.3.1.5
3.3.2
3.3.2.1
3.3.2.2
3.3.3

Alabama Competency Model Personal Financial Advisors
Bring others together to reconcile differences.
Handle conflicts maturely by exercising “give and take” to achieve positive results for all parties.
Reach formal or informal agreements that promote mutual goals and interests, and obtain
commitment to those agreements from individuals or groups.
Customer Focus: Efficiently and effectively addressing the needs of clients/customers.
Understanding customer needs
Identify internal and external customers.
Attend to what customers are saying and ask questions to identify customer needs, interests, and
goals.
Anticipate the future needs of the customer.
Providing personalized service
Provide prompt, efficient, and personalized assistance to meet the requirements, requests, and
concerns of customers.
Provide thorough, accurate information to answer customers’ questions and inform them of
commitment times or performance guarantees.
Address customer comments, questions, concerns, and objections with direct, accurate, and timely
responses.
Identify and propose appropriate solutions and/or services.
Establish boundaries as appropriate for unreasonable customer demands.
Communicate in the medium desired by the customer.
Acting professionally
Is pleasant, courteous, and professional when dealing with internal or external customers.
Develop constructive and cooperative working relationships with customers.
Is calm and empathetic when dealing with hostile customers.
Keeping customers informed
Follow up with customers following provision of service.
Keep customers up to date about decisions that affect them.
Seek the comments, criticisms, and involvement of customers.
Adjust services based on customer feedback.
Planning and Organizing: Planning and prioritizing work to manage time effectively and accomplish
assigned tasks.
Planning
Approach work in a methodical manner.
Plan and schedule tasks so that work is completed on time.
Keep track of details to ensure work is performed accurately and completely.
Anticipate obstacles to project completion and develop contingency plans to address them.
Find new ways of organizing work area or planning work to accomplish work more efficiently.
Prioritizing
Prioritize multiple competing tasks.
Perform tasks correctly, quickly, and efficiently according to their relative urgency and importance.
Managing projects

Code

3.3.3.1
3.3.3.2
3.3.3.3
3.3.3.4
3.3.3.5
3.3.3.6
3.3.3.7
3.4
3.4.1
3.4.1.1
3.4.1.2
3.4.2
3.4.2.1
3.4.2.2
3.4.2.3
3.4.2.4
3.4.3
3.4.3.1
3.4.3.2
3.4.3.3
3.5
3.5.1
3.5.1.1
3.5.1.2
3.5.1.3
3.5.1.4
3.5.1.5
3.5.2
3.5.2.1
3.5.2.2
3.5.2.3
3.5.2.4
3.5.3
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Estimate personnel and other resources needed for project completion (e.g., financial material or
equipment).
Manage activities to meet plans, allocating time and resources effectively.
Keep track of and document plans, assignments, changes, and deliverables.
Plan for dependencies of one task on another.
Coordinate efforts with all affected parties, keeping them informed of progress and all relevant
changes to project timelines.
Take necessary corrective action when projects go off track.
Assure job accommodations are made for personnel who need or request them.
Creative Thinking: Generating innovative and creative solutions.
Employing unique analyses
Use original analyses and generate new, innovative ideas in complex areas.
Develop innovative methods of obtaining or using resources when insufficient resources are
available.
Generating innovative solutions
Integrate seemingly unrelated information to develop creative processes or solutions.
Reframe problems in a different light to find fresh approaches.
Entertain wide-ranging possibilities and perspectives to develop new solutions.
Find new ways to add value to the efforts of a team and organization.
Seeing the big picture
Understand the pieces of a system as a whole and appreciate the consequences of actions on other
parts of the system.
Monitor patterns and trends to see a bigger picture.
Modify or design systems to improve performance.
Problem Solving and Decision-Making: Generating, evaluating, and implementing solutions to problems.
Identifying the problem
Anticipate or recognize the existence of a problem or objection.
Identify the true nature of the problem and define critical issues.
Evaluate the importance and criticality of the problem.
Use all available reference systems to locate and obtain information relevant to understanding the
problem.
Recall previously learned information that is relevant to the problem.
Locating, gathering, and organizing relevant information
Effectively use both internal resources (e.g., internal computer networks, company filing systems)
and external resources (e.g., internet search engines) to locate and gather information relevant to
solving the problem.
Examine information obtained for relevance and completeness.
Recognize important gaps in existing information and take steps to eliminate those gaps.
Organize/reorganize information as appropriate to gain a better understanding of the problem.
Generating alternatives

Code

3.5.3.1
3.5.3.2
3.5.4
3.5.4.1
3.5.4.2
3.5.5
3.5.5.1
3.5.5.2
3.5.5.3
3.5.5.4
3.6
3.6.1
3.6.1.1
3.6.1.2
3.6.2
3.6.2.1
3.6.3
3.6.3.1
3.6.3.2
3.6.3.3
3.6.3.4
3.6.4
3.6.4.1
3.6.4.2
3.6.4.3
3.6.4.4
3.7
3.7.1
3.7.1.1
3.7.1.2
3.7.1.3
3.7.1.4
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Integrate previously learned and externally obtained information to generate a variety of highquality alternative approaches to the problem.
Skillfully use logic and analysis to identify the strengths and weaknesses, the costs and benefits, and
the short- and long-term consequences of different solutions or approaches.
Choosing a solution
Decisively choose the best solution after evaluating the relative merits of each possible option.
Make difficult decisions even in highly ambiguous or ill-defined situations.
Implementing the solution
Commit to a solution in a timely manner.
Develop a realistic approach for implementing the chosen solution.
Document the problem and corrective actions taken and their outcomes and communicate these to
the appropriate parties.
Observe and evaluate the outcomes of implementing the solution to assess the need for alternative
approaches and to identify lessons learned.
Working with Tools and Technology: Selecting, using, and maintaining tools and technology to facilitate
work activity (with accommodation, when necessary).
Using tools
Operate tools, technology, and equipment in accordance with established operating procedures and
safety standards.
Demonstrate appropriate use of tools and technology to complete work functions.
Selecting tools
Select and apply appropriate tools or technological solutions to the problem at hand.
Keeping current on tools and technology
Demonstrate an interest in learning about new and emerging tools and technologies.
Demonstrate information literacy.
Adapt quickly to changes in process or technology.
Seek out opportunities to improve knowledge of tools and technologies that may assist in
streamlining work and improving productivity.
Troubleshooting and maintenance
Learn how to maintain and troubleshoot tools and technologies.
Perform routine maintenance on tools, technology, and equipment.
Determine causes of errors and take the appropriate corrective action.
Develop alternatives to complete a task if desired tool or technology is not available.
Scheduling and Coordinating: Making arrangements that fulfill all requirements as efficiently and
economically as possible.
Arranging and informing
Make arrangements (e.g. for meetings or travel) that fulfill all requirements as efficiently and
economically as possible.
Inform others of arrangements, giving them complete, accurate, and timely information.
Ensure that others receive needed materials in time.
Handle all aspects of arrangements thoroughly and completely.

Code

3.7.1.5
3.7.2
3.7.2.1
3.7.2.2
3.7.2.3
3.7.3
3.7.3.1
3.7.3.2
3.7.3.3
3.8
3.8.1
3.8.1.1
3.8.1.2
3.8.1.3
3.8.2
3.8.2.1
3.8.2.2
3.8.2.3
3.8.2.4
3.8.3
3.8.3.1
3.8.3.2
3.8.3.3
3.8.3.4
3.8.4
3.8.4.1
3.8.4.2
3.8.4.3
3.8.4.4
3.9
3.9.1
3.9.1.1
3.9.1.2
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Respond to the schedules of others affected by arrangements, resolve schedule conflicts or travel
issues, and take corrective action.
Coordinating in distributed environments
Coordinate schedules of colleagues, co-workers, and clients in regional locations. (i.e., across time
zones) to ensure that inconvenience is minimized and productivity is enhanced.
Leverage technology (e.g., internet, teleconference) to facilitate information sharing in distributed
work environments.
Take advantage of team member availability throughout business hours in multiple time zones to
enhance productivity.
Shiftwork
Effectively coordinate the transition of staff at the beginning and end of each work shift.
Disseminate crucial information in an organized manner to rapidly bring staff up to speed at the
start of their shifts.
Ensure that staff is updated on work completed on past shifts and work that still needs to be
completed.
Checking, Examining, and Recording: Entering, transcribing, recording, storing, or maintaining
information in written or electronic/digital format.
Detecting errors
Detect and correct errors or inconsistencies, even under time pressure.
Identify vague or ambiguous documentation.
Route errors to appropriate person to correct documentation.
Completing forms
Select and complete appropriate forms quickly and completely.
Forward or process forms in a timely and accurate manner.
Attend to and follow through on important items requiring action.
Expedite forms, orders, or advances that require immediate attention.
Obtaining information
Obtain appropriate information, signatures, and approvals promptly.
Verify that all information is present and accurate before forwarding materials.
Compile, categorize, and verify information or data.
Apply systematic techniques for observing and gathering data.
Maintaining logs, records, and files
Organize records and files to maintain data.
Keep logs, records, and files that are up-to-date and readily accessible (e.g., driver logs, flight
records, repair records).
Update logs, records, and files, noting important changes.
File data and documentation in accordance with organization’s requirements.
Business Fundamentals: Using information on basic business principles, trends, and economics.
Situational awareness
Understand the mission, structure, and functions of the organization.
Recognize one’s role in the functioning of the organization and understand the potential impact
one’s own performance can have on the success of the organization.

Code

3.9.1.3
3.9.2
3.9.2.1
3.9.2.2
3.9.3
3.9.3.1
3.9.3.2
3.9.3.3
3.9.3.4
4
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Grasp the potential impact of the company’s well-being on employees.
Business ethics
Act in the best interest of the company, the community, and the environment.
Comply with applicable laws and rules governing work and report loss, waste, or theft of company
property to appropriate personnel.
Market knowledge
Understand market trends in the industry and the company’s position in the market.
Know who the company’s primary competitors are and stay current on organizational strategies to
maintain competitiveness.
Uphold the organization through building and maintaining customer relations.
Recognize major challenges faced by the organization and industry, and identify key strategies to
address challenges.

Tier 4: Ready to Work Cluster-Specific Competencies

Products and Concepts: Knowledge of products and concepts relating to financial services industry,
4.1
including financial instruments, financial management, insurance principles, and cash and capital
principles.
4.1.1
Financial Instruments
4.1.2
Understands the available financial instruments and risk associated with each one
4.1.3
Financial Management
4.1.4
Aware of the available analytical functions associated within the financial services
4.1.5
Understands financial/credit analysis, debt/risk management, valuation strategies, underwriting
4.1.6
Insurance Principles
4.1.7
Understands the principles of insurance and insurance contracts
4.1.8
Knowledge of types of insurance (life, health, property, liability) and risk covered by the insurance
4.1.9
Cash and Capital Principles
4.1.10
Understands the nature of cash, the United States monetary system, and the time value of money
4.1.11
Recognizes the risk, return, and opportunity costs associated with capital
Business Operations: Performs activities associated with transaction management and understands the
4.2
business operations performed by organizations within the financial services industry.
4.2.1
Transaction Management
4.2.2
Demonstrates the ability to process financial transactions without error
4.2.3
Resolves cash discrepancies, and maintains accurate records of transactions
4.2.4
Understands the principles of confidentiality as they relate to transaction management
4.2.5
Financial Organizations
4.2.6
Understands roles of banks, insurance companies, and stock brokerages within the financial industry
Financial Reporting: Knowledge of the documents associated with measuring a business’ financial
4.3
information.
4.3.1
Review client financial information to develop a client’s account statement
4.3.2
Analyze and interpret financial data to produce accurate reports
4.3.3
Compile business transaction data to report financial information
Technology Applications: Knowledge of basic technology as it specifically relates to the financial services
4.4
industry.

Code

4.4.1
4.4.2
4.4.3
4.5
4.5.1
4.5.2
4.5.3
4.6
4.6.1
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Use spreadsheets and accounting software to maintain and update records
Use databases and other computer management tools to manage office records
Recognizes appropriate techniques for storing and retrieving data
Regulations and Codes: Knowledge of relevant regulations and codes that impact the financial services
industry.
Understands and complies with all relevant laws imposed by regulatory agencies
Follows the financial services industry codes of practice
Monitors new legislation impacting the financial services industry
Fraud Prevention: Knowledge of the appropriate procedures for identifying, reporting, and preventing
fraud.
Demonstrates an awareness of the necessary steps for preventing fraud

4.6.2

Knows procedures for fraud investigations and internal audits relating to detecting and reporting fraud

4.6.3
5
5.1
5.1.1

Understands the legal and ethical responsibilities as they relate to fraud

5.1.2

Tier 5: Career Pathway Technical Competencies

Client Relationships
Demonstrate a commitment to professional, ethical, and legal conduct.
Use a level and style of communication that is clear and direct providing the client with ample
opportunity to ask questions and indicate full understanding of all discussions and material presented.

5.1.5

Active Listening, giving full attention to what clients are saying, taking time to understand the points
being made, and asking questions as appropriate.
Developing constructive and cooperative working relationships with others and maintaining them over
time.
Ability to work calmly and effectively in high stress situations.

5.1.6

Understand the importance of keeping client information private and ramifications of non-compliance.

5.2
5.2.1
5.2.2
5.2.3

Administrative Functions
Perform clerical tasks, i.e. answering telephone and emails.
Routing and distributing mail.
Filing physical and electronic documents so they will be readily accessible when needed.
Demonstrate understanding of federal and state regulatory agency retention guidelines and the proper
procedures to destroy client documents.
Using computers and computer systems (including hardware and software) to program, write software,
set up functions, enter data, or process information.
Ability to maintain an organized work station.
Explain Financial Information
Correspond with customers and confer with coworkers to answer inquiries or resolve administrative
account problems.
Explain stock market terms to clients.
Assist clients in understanding general information such as financial document summaries.
Prepare Sales Forms and Reports

5.1.3
5.1.4

5.3
5.3.1
5.3.2
5.3.3
5.3.4
5.3.5
5.3.6
5.4

Code

5.4.1
5.4.2
5.4.3
5.4.4
5.5
5.5.1
5.5.2
5.6
5.6.1
5.6.2
5.6.3
5.6.4
5.6.5
5.6.6
5.6.7
6
6.1
6.1.1
6.1.2
6.1.3
6.1.4
6.1.5
6.2
6.2.1
6.2.2
6.2.3
6.3
6.3.1
6.3.2
6.3.3
6.3.4
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Prepare documentation for contracts, transactions, or regulatory compliance.
Prepare forms, such as receipts, withdrawal orders, transmittal papers, or transfer confirmations, based
on transaction requests from stockholders.
Verify accuracy of financial or transactional data
Calculate financial data
Identifying Industry Trends
Assists agents in compiling information from relevant sources.
Review financial business publications or other material to keep abreast of trends affecting market
conditions.
Compliance
Review all material representation to ensure accuracy of any necessary measurement data
Comply with company’s standards and client service policies
Stay up to date with company’s policy rules and any implemented changes
Maintain continuous training from employer to stay current on legal and regulatory changes in the
industry
Compliance with Federal and State Regulatory Requirements.
Comply with internal and external standards and requirements for reporting
Handle data within the prescribed sequence and execute prompt processing of orders, documentation
and payments.

Tier 6: Occupation Specific Technical Competencies

Establish Realistic Goals
Seek to understand client goals, objectives and concerns through active listening. Recognize each client
is unique in their needs, values and knowledge level.
Once you understand the client's financial goals, explain your approach for helping them achieve their
objectives.
Presentation of the full wealth plan document and all subsequent changes
Refer clients to specialized professionals for advice as needed
Conduct regular due diligence to make certain the client’s needs, desired life style and risk tolerance
remain aligned with their wealth accumulation, wealth preservation, wealth conversion and wealth
transfer strategies.
Monitoring Client Accounts
Maintain positive professional relationships with others in the industry and potential clients.
Build an internal team of individuals possessing a variety of operational and administrative skills to
support client services.
Conduct regular due diligence to ensure client's financial parameters and needs have not changed while
monitoring any material changes in the securities invested.
Wealth Management Strategy
Provide clients with information on current wealth accumulation options and address any questions or
concerns they have.
Determine and confirm a client’s net worth and life style expectations and income needs
Investigate available investment opportunities to determine compatibility with client financial plans.
Discuss with the client how life events and transitions will impact their financial plan.

Code

6.3.5
6.3.6
6.3.7
6.3.8
6.3.9
6.3.10
6.3.11
6.3.12
6.3.13
6.3.14
6.3.15
6.3.16
6.3.17
6.3.18
6.3.19
6.3.20
6.4
6.4.1
6.4.2
6.4.3
6.4.4
6.4.5
6.4.6
6.4.7
6.4.8
6.4.9
6.4.10
6.4.11
6.5
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Conduct investment product due diligence by accessing and interpreting fundamental and technical
analysis research and/or by using appropriate direct fundamental and technical analysis
Implement allocation techniques to help optimize a client’s assets
Manage portfolio of securities assets designated by client.
Develop wealth accumulation strategies that are consistent with the client’s risk profile
Discuss with client the tax effectiveness and ramifications of securities while recommending that client
consult with accounting professionals.
Measure and evaluate plan performance against client goals and market benchmarks on a regular basis
Assess the benefits and risks of international investing and identify various ways to invest
internationally, should those investments best meet the needs of the client.
Select, build and implement strategies that optimally protects a client’s portfolio
Discuss and understand client's life style expectations and income needs
Identify the client's retirement expectations and adjust financial strategy to meet those needs.
Present the pre-retirement client related strategies for wealth preservation with details on how these
strategies may benefit the client
Discuss long term health care options with clients and what financial products may be needed to
accomplish these options.
Consider all of the client’s assets that could be used to generate income
Identify risks including health related risks and recommend strategies to manage risks to retirement
income expectations
Ensure the client has a complete understanding of the expected growth of their investments and the
associated risks.
Meet with clients on a regular basis to discuss financial strategies.
Wealth Transfer Plan
Understand the emotional and financial challenges faced by the family of a deceased client.
Review the type and extent of a client’s assets and estate documents. Ensure the client clearly
understands the documents and their implications.
Recognize important estate desires and asset transfer issues from the client’s perspective
Ask the client about their views on charitable giving and ensure their wishes in this area are met.
Explain what strategic philanthropy is and how it works to your client and distinguish it from charitable
giving
Inform the client on the legal and tax consequences of various wealth transfer options including trusts
and refer to third party experts as required
Assist the client in understanding how the financial plans achieves the client’s financial goals
Meet with clients' other advisors, such as attorneys, accountants, trust officers, or investment banks, to
fully understand clients' financial goals and circumstances.
Identify when and why the external specialist is required during an estate administration in order to
ensure the best service and advice is obtained at a reasonable cost to the estate or trust.
Confirm the alignment of assets with the client’s wishes
Create and implement an optimal transfer strategy for personal and business assets
Business Marketing

Code
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6.5.1
6.5.2

Define, articulate and position approach in providing wealth management services
Identify client segments aligned with your wealth management business model

6.5.3

Construct a professional development strategy for yourself on both life and wealth management issues

6.5.4
7
7.1
7.2
8
8.1
8.1.1

Provide quality client services and ask for referrals.

8.1.2
8.1.3
8.1.4
8.2
8.2.1
8.2.2
8.2.3
8.2.4
8.2.5
8.3
8.3.1
8.3.2
8.3.3
8.3.4
8.3.5
8.3.6
8.3.7
8.3.8
8.3.9

Tier 7: Occupation Specific Requirements
Bachelor's degree
Licensed Personal Financial Advisor

Tier 8: Management Competencies

Organizational engagement
Promoting the organization’s vision, values and methods in own work
Using knowledge of national finance changes to investigate, report and present options to the director
and/or trustees
Providing regular information to colleagues following consultation with reviews and changes as
requested
Helping to drive organizational development
Conscious Administration
Ability to produce cost models and undertake activity costing of institute activities.
Bringing an innovative solution to an existing or future problem
Awareness of fundamentals of accounting & tax in terms of future decisions for Institute and
understanding why figures are out of line with plans.
Work for solutions to achieve more in less time e.g. electronic solutions, delegation etc.
Ensuring urgent areas are covered in hours allotted and give time options for covering non-urgent
work.
Collaboration
Builds constructive networks inside and outside the organization to facilitate the accomplishment of
results.
Builds strong relationships and trust with team members that make it possible to receive everyone’s
input and ideas, and maximize individual and team output and potential.
Works cooperatively with multiple stakeholders, demonstrating willingness to consider alternative
approaches or ideas.
Deals effectively with confrontational situations, demonstrating diplomacy, tact, empathy and
consideration for differing points of view.
Carries out independent primary, secondary and tertiary research to collect sufficient data and
information pertinent to the area of inquiry.
Performs an objective and thorough analysis of information and data from multiple sources.
Distinguishes between facts, inferences and assumptions to establish the quality of the information
collected and the reliability of its source.
Employs professional skepticism to assess the objectivity and reliability of assumptions and evidence
asserted by a responsible party or client.
Makes decisions in a timely manner, committing to a course of action that considers pertinent data,
information, options and implications.

Code

8.4

8.4.1
8.4.2
8.4.3
8.4.4
8.4.5
8.5
8.5.1
8.5.2
8.5.3
8.5.4
8.5.5
8.6
8.6.1
8.6.2
8.6.3
8.6.4
8.6.5
8.6.6
8.6.7
8.6.8
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Business Acumen
Analyzes relevant business trends, financial measures, economic factors and new regulations, assessing
and articulating their impact on the organization.
Recognizes business threats and/or opportunities affecting their area of the business, recommending
actions to address them.
Identifies clients' stated and underlying needs, and the work activities and methodologies that will best
address these needs.
Translates the organization’s vision and goals into relevant plans and actions, realigning work efforts
with changes in organizational direction.
Drives the implementation of changes, tracking their impact to ensure organizational performance is
improved or sustained.
Networking
Seek opportunities to make contacts and build relationships, including through organizational events,
social events, external organizations, and professional activities.
Establish strong and lasting partnerships with business contacts.
Proactively seek ways of increasing business opportunities with contacts.
Skillfully influence and negotiate with partners to create opportunities that increase the competitive
position of both parties.
Leverage contacts to obtain information relevant to the health and continued growth of the
organization, including enhanced perspectives and feedback on organizational performance.
Monitoring and Controlling Resources
Continually seek to identify and secure resources (e.g. staffing, training, and monetary resources), both
internal and external, that can be useful to the unit and assist in work accomplishment.
Develop strategic plans for making a wide array of resources available.
Ensure that knowledge of those resources is spread throughout organization.
Develop strategic plans to anticipate future resource needs, and accurately identifies, tracks, and
prioritizes existing resource needs.
Monitor resource availability and make contingency plans to ensure the availability of adequate
resources in the event of unforeseen circumstances.
Consistently seek to perform work unit tasks in a cost-efficient manner.
Identify ways to produce the same level and quality of work while utilizing fewer resources.
Create an organizational climate in which cost effectiveness is valued and rewarded.

FINANCE

Brokerage Clerks
ACCCP

Securities & Investments

Code

Alabama Competency Model Brokerage Clerks

1
Tier 1: Personal Effectiveness Competencies
1.1
Interpersonal Skills: Displaying the skills to work effectively with others from diverse backgrounds.
1.1.1
Demonstrating sensitivity/empathy
1.1.1.1
Show sincere interest in others and their concerns.
1.1.1.2
Demonstrate sensitivity to the needs and feelings of others.
1.1.1.3
Look for ways to help people and deliver assistance.
1.1.2
Demonstrating insight into behavior
Recognize and accurately interpret the communications of others as expressed through various
1.1.2.1
formats (e.g., writing, speech, American Sign Language, computers, etc.).
1.1.2.2
Recognize when relationships with others are strained.
1.1.2.3
Show understanding of others’ behaviors and motives by demonstrating appropriate responses.
1.1.2.4
Demonstrate flexibility for change based on the ideas and actions of others.
1.1.3
Maintaining open relationships
1.1.3.1
Maintain open lines of communication with others.
1.1.3.2
Encourage others to share problems and successes.
1.1.3.3
Establish a high degree of trust and credibility with others.
1.1.4
Respecting diversity
1.1.4.1
Demonstrate respect for coworkers, colleagues, and customers.
Interact respectfully and cooperatively with others who are of a different race, culture, or age, or
1.1.4.2
have different abilities, gender, or sexual orientation.
Demonstrate sensitivity, flexibility, and open-mindedness when dealing with different values,
1.1.4.3
beliefs, perspectives, customs, or opinions.
1.1.4.4
Value an environment that supports and accommodates a diversity of people and ideas.
1.2
Integrity: Displaying strong moral principles and work ethic.
1.2.1
Behaving ethically
1.2.1.1
Abide by a strict code of ethics and behavior, even in the face of opposition.
1.2.1.2
Encourage others to behave ethically
1.2.1.3
Understand that behaving ethically goes beyond what the law requires.
1.2.1.4
Use company time and property responsibly.
Perform work-related duties according to laws, regulations, contract provisions, and company
1.2.1.5
policies.
1.2.2
Acting fairly
1.2.2.1
Treat others with honesty, fairness, and respect.
1.2.2.2
Make decisions that are objective and reflect the just treatment of others.
1.2.3
Taking responsibility
1.2.3.1
Take responsibility for accomplishing work goals within accepted timeframes.
Accept responsibility for one’s decisions and actions and for those of one’s group, team, or
1.2.3.2
department.
1.3
Professionalism: Maintaining a professional presence.
1.3.1
Demonstrating self-control
1.3.1.1
Maintain composure and keep emotions in check.
1.3.1.2
Deal calmly and effectively with stressful or difficult situations.

Code
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1.3.1.3
1.3.2
1.3.2.1
1.3.2.2
1.3.2.3
1.3.3
1.3.3.1
1.3.3.2
1.3.4
1.3.4.1
1.3.4.2
1.3.4.3

Accept criticism tactfully and attempt to learn from it.
Professional appearance
Maintain a professional demeanor.
Dress appropriately for occupational and worksite requirements.
Maintain appropriate personal hygiene.
Social responsibility
Refrain from lifestyle choices which negatively impact the workplace and individual performance.
Remain free from substance abuse.
Maintaining a positive attitude
Project a professional image of oneself and the organization.
Demonstrate a positive attitude towards work.
Take pride in one’s work and the work of the organization.
Initiative: Demonstrating a commitment to effective job performance by taking action on one’s own and
1.4
following through to get the job done.
1.4.1
Persisting
1.4.1.1
Pursue work with drive and a strong accomplishment orientation.
Persist to accomplish a task despite difficult conditions, tight deadlines, or obstacles and setbacks.
1.4.1.2
1.4.2
1.4.2.1
1.4.2.2
1.4.2.3
1.4.3
1.4.3.1
1.4.3.2
1.4.3.3
1.4.4
1.4.4.1
1.4.4.2
1.4.4.3
1.4.4.4
1.4.5
1.4.5.1
1.4.5.2
1.5
1.5.1
1.5.1.1
1.5.1.2
1.5.1.3
1.5.2
1.5.2.1

Taking initiative
Go beyond the routine demands of the job to increase its variety and scope.
Provide suggestions and/or take actions that result in improved work processes, communications, or
task performance.
Take initiative to seek out new work challenges, influence events, or originate action.
Setting challenging goals
Establish and maintain personally challenging but realistic work goals.
Exert effort toward task mastery.
Bring issues to closure by pushing forward until a resolution is achieved.
Working independently
Develop own ways of working effectively and efficiently.
Perform effectively even with minimal direction, support, or approval.
Set own schedule to maximize productivity.
Take responsibility for completing one’s own work assignments.
Achievement motivation
Strive to exceed standards and expectations.
Exhibit confidence in capabilities and an expectation to succeed in future activities.
Dependability and Reliability: Displaying responsible behaviors at work.
Fulfilling obligations
Behave consistently and predictably.
Is reliable, responsible, and dependable in fulfilling obligations.
Diligently follow through on commitments and consistently complete assignments by deadlines.
Attendance and punctuality
Come to work on time and as scheduled.

Code

1.5.2.2
1.5.2.3
1.5.3
1.5.3.1
1.5.3.2
1.5.4
1.5.4.1
1.5.4.2
1.5.4.3
1.6
1.6.1
1.6.1.1
1.6.1.2
1.6.1.3
1.6.2
1.6.2.1
1.6.2.2
1.6.2.3
1.7
1.7.1
1.7.1.1
1.7.1.2
1.7.1.3
1.7.1.4
1.7.2
1.7.2.1
1.7.2.2
1.7.2.3
1.7.3
1.7.3.1
1.7.3.2
1.7.4
1.7.4.1
1.7.4.2
1.7.5

Alabama Competency Model Brokerage Clerks
Arrive on time for meetings or appointments.
Dial in to phone calls and web conferences on time.
Attending to details
Diligently check work to ensure that all essential details have been considered.
Notice errors or inconsistencies and take prompt, thorough action to correct them.
Following directions
Follow directions as communicated in a variety of ways such as writing, speech, American Sign
Language, computers, or other formats.
Comply with organizational rules, policies, and procedures.
Ask appropriate questions to clarify any instructional ambiguities.
Adaptability and Flexibility: Displaying the capability to adapt to new, different, or changing
requirements.
Entertaining new ideas
Is open to considering new ways of doing things.
Actively seek out and carefully consider the merits of new approaches to work.
Embrace new approaches when appropriate and discard approaches that are no longer working.
Dealing with change
Take proper and effective action when necessary without having all the necessary facts in hand.
Easily adapt plans, goals, actions, or priorities in response to unpredictable or unexpected events,
pressures, situations, and job demands.
Effortlessly shift gears and change direction when working on multiple projects or issues.
Lifelong Learning: Demonstrating a commitment to self-development and improvement of knowledge
Demonstrating an interest in learning
Take actions showing an interest in personal and professional lifelong learning and development.
Seek feedback from multiple sources about how to improve and develop.
Modify behavior based on feedback or self-analysis of past mistakes.
Learn and accept help from supervisors and co-workers.
Participating in learning activities
Identify when it is necessary to acquire new knowledge and skills.
Take steps to develop and maintain knowledge, skills, and expertise necessary to perform one’s role
successfully by participating in relevant training and professional development programs.
Actively pursue opportunities to broaden knowledge and skills through seminars, conferences,
professional groups, reading publications, job shadowing, and/or continuing education.
Using change as a learning opportunity
Anticipate changes in work demands and search for and participate in assignments or training that
address these changing demands.
Treat unexpected circumstances as opportunities to learn.
Identifying career interests
Take charge of personal career development by identifying occupational interests, strengths,
options, and opportunities.
Make insightful career planning decisions that integrate others’ feedback.
Integrating and applying learning

Code

1.7.5.1
1.7.5.2
2
2.1
2.1.1
2.1.1.1
2.1.1.2
2.1.1.3
2.1.2
2.1.2.1
2.1.2.2
2.1.2.3
2.1.2.4
2.1.3
2.1.3.1
2.1.3.2
2.1.3.3
2.1.3.4
2.1.3.5
2.1.4
2.1.4.1
2.1.4.2
2.1.4.3
2.2
2.2.1
2.2.1.1
2.2.1.2
2.2.1.3
2.2.1.4
2.2.1.5
2.2.1.6
2.2.2
2.2.2.1
2.2.2.2
2.2.2.3
2.2.2.4
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Integrate newly learned knowledge and skills with existing knowledge and skills.
Use newly learned knowledge and skills to complete tasks, particularly in new or unfamiliar
situations.

Tier 2: Academic Competencies

Reading: Understanding written sentences, paragraphs, and figures in work-related documents (with
accommodation if necessary).
Comprehension
Locate and understand written information in prose and in documents such as manuals, reports,
memos, letters, forms, graphs, charts, tables, calendars, schedules, signs, notices, applications,
contracts, regulations, and directions.
Understand the purpose of written materials.
Comprehend the author’s meaning and identify the main ideas expressed in the written material.
Attention to detail
Note details and facts.
Detect inconsistencies.
Identify implied meaning and details.
Recognize missing information.
Information analysis
Critically evaluate and analyze information in written materials.
Review written information for completeness and relevance.
Distinguish fact from opinion.
Identify trends.
Synthesize information from multiple written materials.
Information integration
Integrate what is learned from written materials with prior knowledge.
Use what is learned from written material to follow instructions and complete tasks.
Apply what is learned from written material to new situations.
Writing: Using standard (business) English to compile information and prepare written documents.
Organization and development
Create documents such as letters, directions, manuals, reports, graphs, spreadsheets, and flow
charts.
Communicate thoughts, ideas, information, messages, and other written information, which may
contain technical material, in a logical, organized, and coherent manner.
Present well-developed ideas supported by information and examples.
Proofread finished documents for errors.
Tailor content to appropriate audience and purpose.
Distribute written materials appropriately for intended audiences and purposes.
Mechanics
Use standard syntax and sentence structure.
Use correct spelling, punctuation, and capitalization.
Use correct English grammar (e.g., correct tense, subject-verb agreement, no missing words).
Write legibly when using handwriting to communicate.

Code

2.2.3
2.2.3.1
2.2.3.2
2.2.3.3
2.3
2.3.1
2.3.1.1
2.3.1.2
2.3.1.3
2.3.1.4
2.3.1.5
2.3.1.6
2.3.2
2.3.2.1
2.3.2.2
2.3.2.3
2.3.3
2.3.3.1
2.3.3.2
2.4
2.4.1
2.4.1.1
2.4.1.2
2.4.1.3
2.4.2
2.4.2.1
2.5
2.5.1
2.5.1.1
2.5.1.2
2.5.1.3
2.5.1.4
2.5.1.5
2.5.2
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Tone
Use language appropriate for the target audience.
Use a tone and word choice appropriate for the industry and organization (e.g., writing is
professional and courteous).
Show insight, perception, and depth in writing.
Mathematics: Uses principles of mathematics to express ideas and solve problems.
Computation
Add, subtract, multiply, and divide with whole numbers, fractions, decimals, and percents.
Calculate averages, ratios, proportions, and rates.
Convert decimals to fractions and fractions to decimals.
Convert fractions to percents and percents to fractions.
Convert decimals to percents and percents to decimals.
Understand relationships between numbers and identify and understand patterns.
Measurement and estimation
Take measurements of time, temperature, distances, length, width, height, perimeter, area, volume,
weight, velocity, and speed.
Use and report measurements correctly.
Correctly convert from one measurement to another (e.g., from English to metric or International
System of Units (SI), or Fahrenheit to Celsius).
Application
Use appropriate mathematical formulas and techniques to solve problems.
Translate practical problems into useful mathematical expressions.
Science and Technology: Using scientific rules and methods to express ideas and solve problems.
Comprehension
Understand basic scientific principles and uses appropriate technology.
Understand the scientific method (i.e., identify problems, collect information, form opinions and
draw conclusions).
Understand overall intent and proper procedures for set-up and operation of equipment.
Application
Apply basic scientific principles and technology to complete tasks.
Communication: Listening, speaking, and signaling so others can understand (with accommodation if
Communicating
Express relevant information appropriately to individuals or groups taking into account the audience
and the nature of the information (e.g., technical or controversial).
Convey information clearly, correctly, and succinctly.
Use common English conventions including proper grammar, tone, and pace.
Effectively establish interpersonal contact with one or more individuals using eye contact, body
language and non-verbal expression as appropriate to the person’s culture.
Ask questions or report problems or concerns to people in authority when information or
procedures are unclear or need improvement, or when feeling unsafe or threatened in the
workplace.
Receiving information

Code

2.5.2.1
2.5.2.2
2.5.2.3
2.5.2.4
2.5.2.5
2.5.2.6
2.5.3
2.5.3.1
2.5.3.2
2.5.3.3
2.5.4
2.5.4.1
2.5.4.2
2.5.4.3
2.6
2.6.1
2.6.1.1
2.6.1.2
2.6.1.3
2.6.1.4
2.6.1.5
2.6.2
2.6.2.1
2.6.2.2
2.7
2.7.1
2.7.1.1
2.7.1.2
2.7.2
2.7.2.1
2.7.2.2
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Attend to, understand, interpret, and respond to messages received in a variety of ways, including
hearing, American Sign Language, instant messaging, text-to-speech devices, and other methods.
Comprehend complex instructions.
Identify feelings and concerns communicated in various formats, such as writing, speech, American
Sign Language, computers, etc. and responds appropriately.
Consider others’ viewpoints and alter opinion when it is appropriate to do so.
Apply active interpersonal communication skills using reflection, restatement, questioning, and
clarification.
Effectively answer questions of others or communicate an inability to do so and suggest other
sources of answers.
Observing carefully
Notice nonverbal cues and respond appropriately.
Attend to visual sources of information (e.g., video).
Ascertain relevant visual information and use appropriately.
Persuasion/Influence
Influence others.
Persuasively present thoughts and ideas.
Gain commitment and ensure support for proposed ideas.
Critical and Analytical Thinking: Using logical thought processes to analyze information and draw
conclusions.
Reasoning
Possess sufficient inductive and deductive reasoning ability to perform job successfully.
Critically review, analyze, synthesize, compare, and interpret information.
Draw conclusions from relevant and/or missing information.
Understand the principles underlying the relationship among facts and apply this understanding
when solving problems.
Use logic and reasoning to identify strengths and weaknesses of alternative solutions or approaches
to a problem.
Mental agility
Identify connections between issues.
Quickly understand, orient to, and integrate new information.
Basic Computer Skills: Using information technology and related applications to convey and retrieve
information (with accommodation when necessary).
Computer basics
Understand the basic functions and terminology related to computer hardware, software,
information systems, and communication devices.
Use basic computer software, hardware, and communication devices to perform tasks.
Using software
Use word processing software to compose, organize, edit, and print documents and other business
communications.
Use spreadsheet software to enter, manipulate, edit, and format text and numerical data.

Code

2.7.2.3
2.7.2.4
2.7.2.5
2.7.3
2.7.3.1
2.7.3.2
2.7.3.3
2.7.3.4
2.7.3.5
2.7.4
2.7.4.1
2.7.4.2
2.7.4.3
2.7.4.4
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Use presentation software to create, manipulate, edit, and present digital representations of
information to an audience.
Use database software to manage data.
Create and maintain a well-organized electronic file storage system.
Using the Internet and email
Use the Internet to search for online information and interact with Web sites.
Use the Internet and web-based tools to manage basic workplace tasks (e.g., calendar management,
contacts management, and timekeeping).
Use electronic mail to communicate in the workplace.
Understand the different types of social media and their appropriate workplace and non-workplace
uses, and the impact that various social media activities can have on one’s personal and professional
Employ collaborative/groupware applications to facilitate group work.
Ensuring computer security
Understand and comply with the organization’s privacy policy and information security guidelines.
Defend against potential abuses of private information.
Recognize and respond appropriately to suspicious vulnerabilities and threats.
Use the most recent security software, web browser, and operating system to protect against online
threats.
Utilize strong passwords, passphrases, and basic encryption.
Recognize secure Web addresses.

2.7.4.5
2.7.4.6
3
Tier 3: Workplace Competencies
3.1
Teamwork: Working cooperatively with others to complete work assignments.
3.1.1
Identifying team membership and role
3.1.1.1
Serve as a leader or a follower, depending on what is needed to achieve the team’s goals and
3.1.1.2
Identify and draw upon team members’ strengths and weaknesses to achieve results.
3.1.1.3
Instruct others in learning new skills and learn from other team members.
3.1.1.4
Assist others who have less experience or have heavy workloads.
3.1.1.5
Encourage others to express their ideas and opinions.
3.1.2
Establishing productive relationships
3.1.2.1
Develop constructive and cooperative working relationships with others.
3.1.2.2
Exhibit tact and diplomacy and strive to build consensus.
Deliver constructive criticism and voice objections to others’ ideas and opinions in a supportive, non3.1.2.3
accusatory manner.
3.1.2.4
Respond appropriately to positive and negative feedback.
Effectively communicate with all members of the group or team to achieve team goals and
3.1.2.5
objectives.
3.1.3
Meeting team objectives
3.1.3.1
Work as part of a team, contributing to the group’s effort to achieve goals.
3.1.3.2
Identify and commit to the goals, norms, values, and customs of the team.
3.1.3.3
Choose behaviors and actions that best support the team and accomplishment of work tasks.
3.1.3.4
Use a group approach to identify problems and develop solutions based on group consensus.
3.1.4
Resolving conflicts

Code

3.1.4.1
3.1.4.2
3.1.4.3
3.2
3.2.1
3.2.1.1
3.2.1.2
3.2.1.3
3.2.2
3.2.2.1
3.2.2.2
3.2.2.3
3.2.2.4
3.2.2.5
3.2.2.6
3.2.3
3.2.3.1
3.2.3.2
3.2.3.3
3.2.4
3.2.4.1
3.2.4.2
3.2.4.3
3.2.4.4
3.3
3.3.1
3.3.1.1
3.3.1.2
3.3.1.3
3.3.1.4
3.3.1.5
3.3.2
3.3.2.1
3.3.2.2
3.3.3
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Bring others together to reconcile differences.
Handle conflicts maturely by exercising “give and take” to achieve positive results for all parties.
Reach formal or informal agreements that promote mutual goals and interests, and obtain
commitment to those agreements from individuals or groups.
Customer Focus: Efficiently and effectively addressing the needs of clients/customers.
Understanding customer needs
Identify internal and external customers.
Attend to what customers are saying and ask questions to identify customer needs, interests, and
goals.
Anticipate the future needs of the customer.
Providing personalized service
Provide prompt, efficient, and personalized assistance to meet the requirements, requests, and
concerns of customers.
Provide thorough, accurate information to answer customers’ questions and inform them of
commitment times or performance guarantees.
Address customer comments, questions, concerns, and objections with direct, accurate, and timely
responses.
Identify and propose appropriate solutions and/or services.
Establish boundaries as appropriate for unreasonable customer demands.
Communicate in the medium desired by the customer.
Acting professionally
Is pleasant, courteous, and professional when dealing with internal or external customers.
Develop constructive and cooperative working relationships with customers.
Is calm and empathetic when dealing with hostile customers.
Keeping customers informed
Follow up with customers following provision of service.
Keep customers up to date about decisions that affect them.
Seek the comments, criticisms, and involvement of customers.
Adjust services based on customer feedback.
Planning and Organizing: Planning and prioritizing work to manage time effectively and accomplish
assigned tasks.
Planning
Approach work in a methodical manner.
Plan and schedule tasks so that work is completed on time.
Keep track of details to ensure work is performed accurately and completely.
Anticipate obstacles to project completion and develop contingency plans to address them.
Find new ways of organizing work area or planning work to accomplish work more efficiently.
Prioritizing
Prioritize multiple competing tasks.
Perform tasks correctly, quickly, and efficiently according to their relative urgency and importance.
Managing projects

Code

3.3.3.1
3.3.3.2
3.3.3.3
3.3.3.4
3.3.3.5
3.3.3.6
3.3.3.7
3.4
3.4.1
3.4.1.1
3.4.1.2
3.4.2
3.4.2.1
3.4.2.2
3.4.2.3
3.4.2.4
3.4.3
3.4.3.1
3.4.3.2
3.4.3.3
3.5
3.5.1
3.5.1.1
3.5.1.2
3.5.1.3
3.5.1.4
3.5.1.5
3.5.2
3.5.2.1
3.5.2.2
3.5.2.3
3.5.2.4
3.5.3

Alabama Competency Model Brokerage Clerks
Estimate personnel and other resources needed for project completion (e.g., financial material or
equipment).
Manage activities to meet plans, allocating time and resources effectively.
Keep track of and document plans, assignments, changes, and deliverables.
Plan for dependencies of one task on another.
Coordinate efforts with all affected parties, keeping them informed of progress and all relevant
changes to project timelines.
Take necessary corrective action when projects go off track.
Assure job accommodations are made for personnel who need or request them.
Creative Thinking: Generating innovative and creative solutions.
Employing unique analyses
Use original analyses and generate new, innovative ideas in complex areas.
Develop innovative methods of obtaining or using resources when insufficient resources are
available.
Generating innovative solutions
Integrate seemingly unrelated information to develop creative processes or solutions.
Reframe problems in a different light to find fresh approaches.
Entertain wide-ranging possibilities and perspectives to develop new solutions.
Find new ways to add value to the efforts of a team and organization.
Seeing the big picture
Understand the pieces of a system as a whole and appreciate the consequences of actions on other
parts of the system.
Monitor patterns and trends to see a bigger picture.
Modify or design systems to improve performance.
Problem Solving and Decision-Making: Generating, evaluating, and implementing solutions to problems.
Identifying the problem
Anticipate or recognize the existence of a problem or objection.
Identify the true nature of the problem and define critical issues.
Evaluate the importance and criticality of the problem.
Use all available reference systems to locate and obtain information relevant to understanding the
problem.
Recall previously learned information that is relevant to the problem.
Locating, gathering, and organizing relevant information
Effectively use both internal resources (e.g., internal computer networks, company filing systems)
and external resources (e.g., internet search engines) to locate and gather information relevant to
solving the problem.
Examine information obtained for relevance and completeness.
Recognize important gaps in existing information and take steps to eliminate those gaps.
Organize/reorganize information as appropriate to gain a better understanding of the problem.
Generating alternatives

Code

3.5.3.1
3.5.3.2
3.5.4
3.5.4.1
3.5.4.2
3.5.5
3.5.5.1
3.5.5.2
3.5.5.3
3.5.5.4
3.6
3.6.1
3.6.1.1
3.6.1.2
3.6.2
3.6.2.1
3.6.3
3.6.3.1
3.6.3.2
3.6.3.3
3.6.3.4
3.6.4
3.6.4.1
3.6.4.2
3.6.4.3
3.6.4.4
3.7
3.7.1
3.7.1.1
3.7.1.2
3.7.1.3
3.7.1.4
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Integrate previously learned and externally obtained information to generate a variety of highquality alternative approaches to the problem.
Skillfully use logic and analysis to identify the strengths and weaknesses, the costs and benefits, and
the short- and long-term consequences of different solutions or approaches.
Choosing a solution
Decisively choose the best solution after evaluating the relative merits of each possible option.
Make difficult decisions even in highly ambiguous or ill-defined situations.
Implementing the solution
Commit to a solution in a timely manner.
Develop a realistic approach for implementing the chosen solution.
Document the problem and corrective actions taken and their outcomes and communicate these to
the appropriate parties.
Observe and evaluate the outcomes of implementing the solution to assess the need for alternative
approaches and to identify lessons learned.
Working with Tools and Technology: Selecting, using, and maintaining tools and technology to facilitate
work activity (with accommodation, when necessary).
Using tools
Operate tools, technology, and equipment in accordance with established operating procedures and
safety standards.
Demonstrate appropriate use of tools and technology to complete work functions.
Selecting tools
Select and apply appropriate tools or technological solutions to the problem at hand.
Keeping current on tools and technology
Demonstrate an interest in learning about new and emerging tools and technologies.
Demonstrate information literacy.
Adapt quickly to changes in process or technology.
Seek out opportunities to improve knowledge of tools and technologies that may assist in
streamlining work and improving productivity.
Troubleshooting and maintenance
Learn how to maintain and troubleshoot tools and technologies.
Perform routine maintenance on tools, technology, and equipment.
Determine causes of errors and take the appropriate corrective action.
Develop alternatives to complete a task if desired tool or technology is not available.
Scheduling and Coordinating: Making arrangements that fulfill all requirements as efficiently and
economically as possible.
Arranging and informing
Make arrangements (e.g. for meetings or travel) that fulfill all requirements as efficiently and
economically as possible.
Inform others of arrangements, giving them complete, accurate, and timely information.
Ensure that others receive needed materials in time.
Handle all aspects of arrangements thoroughly and completely.

Code

3.7.1.5
3.7.2
3.7.2.1
3.7.2.2
3.7.2.3
3.7.3
3.7.3.1
3.7.3.2
3.7.3.3
3.8
3.8.1
3.8.1.1
3.8.1.2
3.8.1.3
3.8.2
3.8.2.1
3.8.2.2
3.8.2.3
3.8.2.4
3.8.3
3.8.3.1
3.8.3.2
3.8.3.3
3.8.3.4
3.8.4
3.8.4.1
3.8.4.2
3.8.4.3
3.8.4.4
3.9
3.9.1
3.9.1.1
3.9.1.2
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Respond to the schedules of others affected by arrangements, resolve schedule conflicts or travel
issues, and take corrective action.
Coordinating in distributed environments
Coordinate schedules of colleagues, co-workers, and clients in regional locations. (i.e., across time
zones) to ensure that inconvenience is minimized and productivity is enhanced.
Leverage technology (e.g., internet, teleconference) to facilitate information sharing in distributed
work environments.
Take advantage of team member availability throughout business hours in multiple time zones to
enhance productivity.
Shiftwork
Effectively coordinate the transition of staff at the beginning and end of each work shift.
Disseminate crucial information in an organized manner to rapidly bring staff up to speed at the
start of their shifts.
Ensure that staff is updated on work completed on past shifts and work that still needs to be
completed.
Checking, Examining, and Recording: Entering, transcribing, recording, storing, or maintaining
information in written or electronic/digital format.
Detecting errors
Detect and correct errors or inconsistencies, even under time pressure.
Identify vague or ambiguous documentation.
Route errors to appropriate person to correct documentation.
Completing forms
Select and complete appropriate forms quickly and completely.
Forward or process forms in a timely and accurate manner.
Attend to and follow through on important items requiring action.
Expedite forms, orders, or advances that require immediate attention.
Obtaining information
Obtain appropriate information, signatures, and approvals promptly.
Verify that all information is present and accurate before forwarding materials.
Compile, categorize, and verify information or data.
Apply systematic techniques for observing and gathering data.
Maintaining logs, records, and files
Organize records and files to maintain data.
Keep logs, records, and files that are up-to-date and readily accessible (e.g., driver logs, flight
records, repair records).
Update logs, records, and files, noting important changes.
File data and documentation in accordance with organization’s requirements.
Business Fundamentals: Using information on basic business principles, trends, and economics.
Situational awareness
Understand the mission, structure, and functions of the organization.
Recognize one’s role in the functioning of the organization and understand the potential impact
one’s own performance can have on the success of the organization.

Code

3.9.1.3
3.9.2
3.9.2.1
3.9.2.2
3.9.3
3.9.3.1
3.9.3.2
3.9.3.3
3.9.3.4
4
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Grasp the potential impact of the company’s well-being on employees.
Business ethics
Act in the best interest of the company, the community, and the environment.
Comply with applicable laws and rules governing work and report loss, waste, or theft of company
property to appropriate personnel.
Market knowledge
Understand market trends in the industry and the company’s position in the market.
Know who the company’s primary competitors are and stay current on organizational strategies to
maintain competitiveness.
Uphold the organization through building and maintaining customer relations.
Recognize major challenges faced by the organization and industry, and identify key strategies to
address challenges.

Tier 4: Ready to Work Cluster-Specific Competencies

Products and Concepts: Knowledge of products and concepts relating to financial services industry,
4.1
including financial instruments, financial management, insurance principles, and cash and capital
principles.
4.1.1
Financial Instruments
4.1.2
Understands the available financial instruments and risk associated with each one
4.1.3
Financial Management
4.1.4
Aware of the available analytical functions associated within the financial services
4.1.5
Understands financial/credit analysis, debt/risk management, valuation strategies, underwriting
4.1.6
Insurance Principles
4.1.7
Understands the principles of insurance and insurance contracts
4.1.8
Knowledge of types of insurance (life, health, property, liability) and risk covered by the insurance
4.1.9
Cash and Capital Principles
4.1.10
Understands the nature of cash, the United States monetary system, and the time value of money
4.1.11
Recognizes the risk, return, and opportunity costs associated with capital
Business Operations: Performs activities associated with transaction management and understands the
4.2
business operations performed by organizations within the financial services industry.
4.2.1
Transaction Management
4.2.2
Demonstrates the ability to process financial transactions without error
4.2.3
Resolves cash discrepancies, and maintains accurate records of transactions
4.2.4
Understands the principles of confidentiality as they relate to transaction management
4.2.5
Financial Organizations
4.2.6
Understands roles of banks, insurance companies, and stock brokerages within the financial industry
Financial Reporting: Knowledge of the documents associated with measuring a business’ financial
4.3
information.
4.3.1
Review client financial information to develop a client’s account statement
4.3.2
Analyze and interpret financial data to produce accurate reports
4.3.3
Compile business transaction data to report financial information
Technology Applications: Knowledge of basic technology as it specifically relates to the financial services
4.4
industry.

Code

4.4.1
4.4.2
4.4.3
4.5
4.5.1
4.5.2
4.5.3
4.6
4.6.1
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Use spreadsheets and accounting software to maintain and update records
Use databases and other computer management tools to manage office records
Recognizes appropriate techniques for storing and retrieving data
Regulations and Codes: Knowledge of relevant regulations and codes that impact the financial services
industry.
Understands and complies with all relevant laws imposed by regulatory agencies
Follows the financial services industry codes of practice
Monitors new legislation impacting the financial services industry
Fraud Prevention: Knowledge of the appropriate procedures for identifying, reporting, and preventing
fraud.
Demonstrates an awareness of the necessary steps for preventing fraud

4.6.2

Knows procedures for fraud investigations and internal audits relating to detecting and reporting fraud

4.6.3
5
5.1
5.1.1

Understands the legal and ethical responsibilities as they relate to fraud

5.1.2

Tier 5: Career Pathway Technical Competencies

Client Relationships
Demonstrate a commitment to professional, ethical, and legal conduct.
Use a level and style of communication that is clear and direct providing the client with ample
opportunity to ask questions and indicate full understanding of all discussions and material presented.

5.1.5

Active Listening, giving full attention to what clients are saying, taking time to understand the points
being made, and asking questions as appropriate.
Developing constructive and cooperative working relationships with others and maintaining them over
time.
Ability to work calmly and effectively in high stress situations.

5.1.6

Understand the importance of keeping client information private and ramifications of non-compliance.

5.2
5.2.1
5.2.2
5.2.3

Administrative Functions
Perform clerical tasks, i.e. answering telephone and emails.
Routing and distributing mail.
Filing physical and electronic documents so they will be readily accessible when needed.
Demonstrate understanding of federal and state regulatory agency retention guidelines and the proper
procedures to destroy client documents.
Using computers and computer systems (including hardware and software) to program, write software,
set up functions, enter data, or process information.
Ability to maintain an organized work station.
Explain Financial Information
Correspond with customers and confer with coworkers to answer inquiries or resolve administrative
account problems.
Explain stock market terms to clients.
Assist clients in understanding general information such as financial document summaries.
Prepare Sales Forms and Reports

5.1.3
5.1.4

5.3
5.3.1
5.3.2
5.3.3
5.3.4
5.3.5
5.3.6
5.4

Code

5.4.1
5.4.2
5.4.3
5.4.4
5.5
5.5.1
5.5.2
5.6
5.6.1
5.6.2
5.6.3
5.6.4
5.6.5
5.6.6
5.6.7
6
6.1
6.1.1
6.1.2
6.1.3
6.1.4
6.1.5
6.1.6
6.2
6.2.1
6.2.2
6.2.3
6.2.4
6.2.5
6.2.6
6.2.7
6.2.8
6.2.9
6.3
6.3.1
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Prepare documentation for contracts, transactions, or regulatory compliance.
Prepare forms, such as receipts, withdrawal orders, transmittal papers, or transfer confirmations, based
on transaction requests from stockholders.
Verify accuracy of financial or transactional data
Calculate financial data
Identifying Industry Trends
Assists agents in compiling information from relevant sources.
Review financial business publications or other material to keep abreast of trends affecting market
conditions.
Compliance
Review all material representation to ensure accuracy of any necessary measurement data
Comply with company’s standards and client service policies
Stay up to date with company’s policy rules and any implemented changes
Maintain continuous training from employer to stay current on legal and regulatory changes in the
industry
Compliance with Federal and State Regulatory Requirements.
Comply with internal and external standards and requirements for reporting
Handle data within the prescribed sequence and execute prompt processing of orders, documentation
and payments.

Tier 6: Occupation Specific Technical Competencies

Data Processing
Proficiency with spreadsheet, database, and related software programs
Knowledge of arithmetic processes and statistical methods
Ability to be consistently accurate
Knowledge of methods of organizing and analyzing data
Ability to interpret data
Ability to prepare reports that are thorough and informative as to the subject matter.
Information Management
Ability to maintain or develop an information system
Knowledge of records management principles and basic filing rules
Proficiency in working with databases
Ability to meet deadlines and solve problems
Detail oriented
Keeps accurate and complete records of communications and business transactions in accordance with
company procedures
Keeps information confidential and secure and understands the implications of non-compliance.
Demonstrates an understanding of the implications of not keeping accurate and complete records for
both the company and its customers
Establishes and maintains data and information records which are sufficient for own purposes and
which meet company, legal and regulatory requirements
Quality Focus
Reviews services and securities transactions for completeness and accuracy.

Code

6.3.2
6.3.3
6.3.4
6.3.5
6.3.6
6.3.7
6.4
6.4.1
6.4.2
6.4.3
7
7.1
8
8.1
8.1.1
8.1.2
8.1.3
8.1.4
8.2
8.2.1
8.2.2
8.2.3
8.2.4
8.2.5
8.3
8.3.1
8.3.2
8.3.3
8.3.4
8.3.5
8.3.6
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Compare information with previous work for consistency and quality control.
Reviews securities transactions and services for continual improvement, quality, and/or timeliness.
Reviews securities transactions for completeness within established deadlines and other constraints.
Reviews instructions/procedures (e.g. manuals) to ensure compliance with requirements.
Recommend process improvements to decision makers (e.g., management, project leads, technical
experts).
Certify accuracy and completeness of information entered into budgeting/financial management
systems.
Use Common Business Equipment and Software
Use calculator by touch
Use standard business software (e.g. Lotus, Excel, Access, Word, etc.)
Demonstrate ability to touch type

Tier 7: Occupation Specific Requirements
High school diploma or equivalent

Tier 8: Management Competencies

Organizational engagement
Promoting the organization’s vision, values and methods in own work
Using knowledge of national finance changes to investigate, report and present options to the director
and/or trustees
Providing regular information to colleagues following consultation with reviews and changes as
requested
Helping to drive organizational development
Conscious Administration
Ability to produce cost models and undertake activity costing of institute activities.
Bringing an innovative solution to an existing or future problem
Awareness of fundamentals of accounting & tax in terms of future decisions for Institute and
understanding why figures are out of line with plans.
Work for solutions to achieve more in less time e.g. electronic solutions, delegation etc.
Ensuring urgent areas are covered in hours allotted and give time options for covering non-urgent
work.
Collaboration
Builds constructive networks inside and outside the organization to facilitate the accomplishment of
results.
Builds strong relationships and trust with team members that make it possible to receive everyone’s
input and ideas, and maximize individual and team output and potential.
Works cooperatively with multiple stakeholders, demonstrating willingness to consider alternative
approaches or ideas.
Deals effectively with confrontational situations, demonstrating diplomacy, tact, empathy and
consideration for differing points of view.
Carries out independent primary, secondary and tertiary research to collect sufficient data and
information pertinent to the area of inquiry.
Performs an objective and thorough analysis of information and data from multiple sources.

Code

8.3.7
8.3.8
8.3.9
8.4
8.4.1
8.4.2
8.4.3
8.4.4
8.4.5
8.5
8.5.1
8.5.2
8.5.3
8.5.4
8.5.5
8.6
8.6.1
8.6.2
8.6.3
8.6.4
8.6.5
8.6.6
8.6.7
8.6.8
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Distinguishes between facts, inferences and assumptions to establish the quality of the information
collected and the reliability of its source.
Employs professional skepticism to assess the objectivity and reliability of assumptions and evidence
asserted by a responsible party or client.
Makes decisions in a timely manner, committing to a course of action that considers pertinent data,
information, options and implications.
Business Acumen
Analyzes relevant business trends, financial measures, economic factors and new regulations, assessing
and articulating their impact on the organization.
Recognizes business threats and/or opportunities affecting their area of the business, recommending
actions to address them.
Identifies clients' stated and underlying needs, and the work activities and methodologies that will best
address these needs.
Translates the organization’s vision and goals into relevant plans and actions, realigning work efforts
with changes in organizational direction.
Drives the implementation of changes, tracking their impact to ensure organizational performance is
improved or sustained.
Networking
Seek opportunities to make contacts and build relationships, including through organizational events,
social events, external organizations, and professional activities.
Establish strong and lasting partnerships with business contacts.
Proactively seek ways of increasing business opportunities with contacts.
Skillfully influence and negotiate with partners to create opportunities that increase the competitive
position of both parties.
Leverage contacts to obtain information relevant to the health and continued growth of the
organization, including enhanced perspectives and feedback on organizational performance.
Monitoring and Controlling Resources
Continually seek to identify and secure resources (e.g. staffing, training, and monetary resources), both
internal and external, that can be useful to the unit and assist in work accomplishment.
Develop strategic plans for making a wide array of resources available.
Ensure that knowledge of those resources is spread throughout organization.
Develop strategic plans to anticipate future resource needs, and accurately identifies, tracks, and
prioritizes existing resource needs.
Monitor resource availability and make contingency plans to ensure the availability of adequate
resources in the event of unforeseen circumstances.
Consistently seek to perform work unit tasks in a cost-efficient manner.
Identify ways to produce the same level and quality of work while utilizing fewer resources.
Create an organizational climate in which cost effectiveness is valued and rewarded.

FINANCE

Securities, Commodities, and Financial Services
Sales Agents
ACCCP

Securities & Investments

Code

Alabama Competency Model Securities, Commodities, and Financial Services
Sales Agents

1
Tier 1: Personal Effectiveness Competencies
1.1
Interpersonal Skills: Displaying the skills to work effectively with others from diverse backgrounds.
1.1.1
Demonstrating sensitivity/empathy
1.1.1.1
Show sincere interest in others and their concerns.
1.1.1.2
Demonstrate sensitivity to the needs and feelings of others.
1.1.1.3
Look for ways to help people and deliver assistance.
1.1.2
Demonstrating insight into behavior
Recognize and accurately interpret the communications of others as expressed through various
1.1.2.1
formats (e.g., writing, speech, American Sign Language, computers, etc.).
1.1.2.2
Recognize when relationships with others are strained.
1.1.2.3
Show understanding of others’ behaviors and motives by demonstrating appropriate responses.
1.1.2.4
Demonstrate flexibility for change based on the ideas and actions of others.
1.1.3
Maintaining open relationships
1.1.3.1
Maintain open lines of communication with others.
1.1.3.2
Encourage others to share problems and successes.
1.1.3.3
Establish a high degree of trust and credibility with others.
1.1.4
Respecting diversity
1.1.4.1
Demonstrate respect for coworkers, colleagues, and customers.
Interact respectfully and cooperatively with others who are of a different race, culture, or age, or
1.1.4.2
have different abilities, gender, or sexual orientation.
Demonstrate sensitivity, flexibility, and open-mindedness when dealing with different values,
1.1.4.3
beliefs, perspectives, customs, or opinions.
1.1.4.4
Value an environment that supports and accommodates a diversity of people and ideas.
1.2
Integrity: Displaying strong moral principles and work ethic.
1.2.1
Behaving ethically
1.2.1.1
Abide by a strict code of ethics and behavior, even in the face of opposition.
1.2.1.2
Encourage others to behave ethically
1.2.1.3
Understand that behaving ethically goes beyond what the law requires.
1.2.1.4
Use company time and property responsibly.
Perform work-related duties according to laws, regulations, contract provisions, and company
1.2.1.5
policies.
1.2.2
Acting fairly
1.2.2.1
Treat others with honesty, fairness, and respect.
1.2.2.2
Make decisions that are objective and reflect the just treatment of others.
1.2.3
Taking responsibility
1.2.3.1
Take responsibility for accomplishing work goals within accepted timeframes.
Accept responsibility for one’s decisions and actions and for those of one’s group, team, or
1.2.3.2
department.
1.3
Professionalism: Maintaining a professional presence.
1.3.1
Demonstrating self-control
1.3.1.1
Maintain composure and keep emotions in check.

Code
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1.3.1.2
1.3.1.3
1.3.2
1.3.2.1
1.3.2.2
1.3.2.3
1.3.3
1.3.3.1
1.3.3.2
1.3.4
1.3.4.1
1.3.4.2
1.3.4.3

Deal calmly and effectively with stressful or difficult situations.
Accept criticism tactfully and attempt to learn from it.
Professional appearance
Maintain a professional demeanor.
Dress appropriately for occupational and worksite requirements.
Maintain appropriate personal hygiene.
Social responsibility
Refrain from lifestyle choices which negatively impact the workplace and individual performance.
Remain free from substance abuse.
Maintaining a positive attitude
Project a professional image of oneself and the organization.
Demonstrate a positive attitude towards work.
Take pride in one’s work and the work of the organization.
Initiative: Demonstrating a commitment to effective job performance by taking action on one’s own and
1.4
following through to get the job done.
1.4.1
Persisting
1.4.1.1
Pursue work with drive and a strong accomplishment orientation.
Persist to accomplish a task despite difficult conditions, tight deadlines, or obstacles and setbacks.
1.4.1.2
1.4.2
1.4.2.1
1.4.2.2
1.4.2.3
1.4.3
1.4.3.1
1.4.3.2
1.4.3.3
1.4.4
1.4.4.1
1.4.4.2
1.4.4.3
1.4.4.4
1.4.5
1.4.5.1
1.4.5.2
1.5
1.5.1
1.5.1.1
1.5.1.2
1.5.1.3

Taking initiative
Go beyond the routine demands of the job to increase its variety and scope.
Provide suggestions and/or take actions that result in improved work processes, communications, or
task performance.
Take initiative to seek out new work challenges, influence events, or originate action.
Setting challenging goals
Establish and maintain personally challenging but realistic work goals.
Exert effort toward task mastery.
Bring issues to closure by pushing forward until a resolution is achieved.
Working independently
Develop own ways of working effectively and efficiently.
Perform effectively even with minimal direction, support, or approval.
Set own schedule to maximize productivity.
Take responsibility for completing one’s own work assignments.
Achievement motivation
Strive to exceed standards and expectations.
Exhibit confidence in capabilities and an expectation to succeed in future activities.
Dependability and Reliability: Displaying responsible behaviors at work.
Fulfilling obligations
Behave consistently and predictably.
Is reliable, responsible, and dependable in fulfilling obligations.
Diligently follow through on commitments and consistently complete assignments by deadlines.

Code

1.5.2
1.5.2.1
1.5.2.2
1.5.2.3
1.5.3
1.5.3.1
1.5.3.2
1.5.4
1.5.4.1
1.5.4.2
1.5.4.3
1.6
1.6.1
1.6.1.1
1.6.1.2
1.6.1.3
1.6.2
1.6.2.1
1.6.2.2
1.6.2.3
1.7
1.7.1
1.7.1.1
1.7.1.2
1.7.1.3
1.7.1.4
1.7.2
1.7.2.1
1.7.2.2
1.7.2.3
1.7.3
1.7.3.1
1.7.3.2
1.7.4
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Attendance and punctuality
Come to work on time and as scheduled.
Arrive on time for meetings or appointments.
Dial in to phone calls and web conferences on time.
Attending to details
Diligently check work to ensure that all essential details have been considered.
Notice errors or inconsistencies and take prompt, thorough action to correct them.
Following directions
Follow directions as communicated in a variety of ways such as writing, speech, American Sign
Language, computers, or other formats.
Comply with organizational rules, policies, and procedures.
Ask appropriate questions to clarify any instructional ambiguities.
Adaptability and Flexibility: Displaying the capability to adapt to new, different, or changing
requirements.
Entertaining new ideas
Is open to considering new ways of doing things.
Actively seek out and carefully consider the merits of new approaches to work.
Embrace new approaches when appropriate and discard approaches that are no longer working.
Dealing with change
Take proper and effective action when necessary without having all the necessary facts in hand.
Easily adapt plans, goals, actions, or priorities in response to unpredictable or unexpected events,
pressures, situations, and job demands.
Effortlessly shift gears and change direction when working on multiple projects or issues.
Lifelong Learning: Demonstrating a commitment to self-development and improvement of knowledge
Demonstrating an interest in learning
Take actions showing an interest in personal and professional lifelong learning and development.
Seek feedback from multiple sources about how to improve and develop.
Modify behavior based on feedback or self-analysis of past mistakes.
Learn and accept help from supervisors and co-workers.
Participating in learning activities
Identify when it is necessary to acquire new knowledge and skills.
Take steps to develop and maintain knowledge, skills, and expertise necessary to perform one’s role
successfully by participating in relevant training and professional development programs.
Actively pursue opportunities to broaden knowledge and skills through seminars, conferences,
professional groups, reading publications, job shadowing, and/or continuing education.
Using change as a learning opportunity
Anticipate changes in work demands and search for and participate in assignments or training that
address these changing demands.
Treat unexpected circumstances as opportunities to learn.
Identifying career interests

Code

1.7.4.1
1.7.4.2
1.7.5
1.7.5.1
1.7.5.2
2
2.1
2.1.1
2.1.1.1
2.1.1.2
2.1.1.3
2.1.2
2.1.2.1
2.1.2.2
2.1.2.3
2.1.2.4
2.1.3
2.1.3.1
2.1.3.2
2.1.3.3
2.1.3.4
2.1.3.5
2.1.4
2.1.4.1
2.1.4.2
2.1.4.3
2.2
2.2.1
2.2.1.1
2.2.1.2
2.2.1.3
2.2.1.4
2.2.1.5
2.2.1.6
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Take charge of personal career development by identifying occupational interests, strengths,
options, and opportunities.
Make insightful career planning decisions that integrate others’ feedback.
Integrating and applying learning
Integrate newly learned knowledge and skills with existing knowledge and skills.
Use newly learned knowledge and skills to complete tasks, particularly in new or unfamiliar
situations.

Tier 2: Academic Competencies

Reading: Understanding written sentences, paragraphs, and figures in work-related documents (with
accommodation if necessary).
Comprehension
Locate and understand written information in prose and in documents such as manuals, reports,
memos, letters, forms, graphs, charts, tables, calendars, schedules, signs, notices, applications,
contracts, regulations, and directions.
Understand the purpose of written materials.
Comprehend the author’s meaning and identify the main ideas expressed in the written material.
Attention to detail
Note details and facts.
Detect inconsistencies.
Identify implied meaning and details.
Recognize missing information.
Information analysis
Critically evaluate and analyze information in written materials.
Review written information for completeness and relevance.
Distinguish fact from opinion.
Identify trends.
Synthesize information from multiple written materials.
Information integration
Integrate what is learned from written materials with prior knowledge.
Use what is learned from written material to follow instructions and complete tasks.
Apply what is learned from written material to new situations.
Writing: Using standard (business) English to compile information and prepare written documents.
Organization and development
Create documents such as letters, directions, manuals, reports, graphs, spreadsheets, and flow
charts.
Communicate thoughts, ideas, information, messages, and other written information, which may
contain technical material, in a logical, organized, and coherent manner.
Present well-developed ideas supported by information and examples.
Proofread finished documents for errors.
Tailor content to appropriate audience and purpose.
Distribute written materials appropriately for intended audiences and purposes.

Code

2.2.2
2.2.2.1
2.2.2.2
2.2.2.3
2.2.2.4
2.2.3
2.2.3.1
2.2.3.2
2.2.3.3
2.3
2.3.1
2.3.1.1
2.3.1.2
2.3.1.3
2.3.1.4
2.3.1.5
2.3.1.6
2.3.2
2.3.2.1
2.3.2.2
2.3.2.3
2.3.3
2.3.3.1
2.3.3.2
2.4
2.4.1
2.4.1.1
2.4.1.2
2.4.1.3
2.4.2
2.4.2.1
2.5
2.5.1
2.5.1.1
2.5.1.2
2.5.1.3
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Mechanics
Use standard syntax and sentence structure.
Use correct spelling, punctuation, and capitalization.
Use correct English grammar (e.g., correct tense, subject-verb agreement, no missing words).
Write legibly when using handwriting to communicate.
Tone
Use language appropriate for the target audience.
Use a tone and word choice appropriate for the industry and organization (e.g., writing is
professional and courteous).
Show insight, perception, and depth in writing.
Mathematics: Uses principles of mathematics to express ideas and solve problems.
Computation
Add, subtract, multiply, and divide with whole numbers, fractions, decimals, and percents.
Calculate averages, ratios, proportions, and rates.
Convert decimals to fractions and fractions to decimals.
Convert fractions to percents and percents to fractions.
Convert decimals to percents and percents to decimals.
Understand relationships between numbers and identify and understand patterns.
Measurement and estimation
Take measurements of time, temperature, distances, length, width, height, perimeter, area, volume,
weight, velocity, and speed.
Use and report measurements correctly.
Correctly convert from one measurement to another (e.g., from English to metric or International
System of Units (SI), or Fahrenheit to Celsius).
Application
Use appropriate mathematical formulas and techniques to solve problems.
Translate practical problems into useful mathematical expressions.
Science and Technology: Using scientific rules and methods to express ideas and solve problems.
Comprehension
Understand basic scientific principles and uses appropriate technology.
Understand the scientific method (i.e., identify problems, collect information, form opinions and
draw conclusions).
Understand overall intent and proper procedures for set-up and operation of equipment.
Application
Apply basic scientific principles and technology to complete tasks.
Communication: Listening, speaking, and signaling so others can understand (with accommodation if
Communicating
Express relevant information appropriately to individuals or groups taking into account the audience
and the nature of the information (e.g., technical or controversial).
Convey information clearly, correctly, and succinctly.
Use common English conventions including proper grammar, tone, and pace.

Code

2.5.1.4
2.5.1.5
2.5.2
2.5.2.1
2.5.2.2
2.5.2.3
2.5.2.4
2.5.2.5
2.5.2.6
2.5.3
2.5.3.1
2.5.3.2
2.5.3.3
2.5.4
2.5.4.1
2.5.4.2
2.5.4.3
2.6
2.6.1
2.6.1.1
2.6.1.2
2.6.1.3
2.6.1.4
2.6.1.5
2.6.2
2.6.2.1
2.6.2.2
2.7
2.7.1
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Effectively establish interpersonal contact with one or more individuals using eye contact, body
language and non-verbal expression as appropriate to the person’s culture.
Ask questions or report problems or concerns to people in authority when information or
procedures are unclear or need improvement, or when feeling unsafe or threatened in the
workplace.
Receiving information
Attend to, understand, interpret, and respond to messages received in a variety of ways, including
hearing, American Sign Language, instant messaging, text-to-speech devices, and other methods.
Comprehend complex instructions.
Identify feelings and concerns communicated in various formats, such as writing, speech, American
Sign Language, computers, etc. and responds appropriately.
Consider others’ viewpoints and alter opinion when it is appropriate to do so.
Apply active interpersonal communication skills using reflection, restatement, questioning, and
clarification.
Effectively answer questions of others or communicate an inability to do so and suggest other
sources of answers.
Observing carefully
Notice nonverbal cues and respond appropriately.
Attend to visual sources of information (e.g., video).
Ascertain relevant visual information and use appropriately.
Persuasion/Influence
Influence others.
Persuasively present thoughts and ideas.
Gain commitment and ensure support for proposed ideas.
Critical and Analytical Thinking: Using logical thought processes to analyze information and draw
conclusions.
Reasoning
Possess sufficient inductive and deductive reasoning ability to perform job successfully.
Critically review, analyze, synthesize, compare, and interpret information.
Draw conclusions from relevant and/or missing information.
Understand the principles underlying the relationship among facts and apply this understanding
when solving problems.
Use logic and reasoning to identify strengths and weaknesses of alternative solutions or approaches
to a problem.
Mental agility
Identify connections between issues.
Quickly understand, orient to, and integrate new information.
Basic Computer Skills: Using information technology and related applications to convey and retrieve
information (with accommodation when necessary).
Computer basics

Code

2.7.1.1
2.7.1.2
2.7.2
2.7.2.1
2.7.2.2
2.7.2.3
2.7.2.4
2.7.2.5
2.7.3
2.7.3.1
2.7.3.2
2.7.3.3
2.7.3.4
2.7.3.5
2.7.4
2.7.4.1
2.7.4.2
2.7.4.3
2.7.4.4
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Understand the basic functions and terminology related to computer hardware, software,
information systems, and communication devices.
Use basic computer software, hardware, and communication devices to perform tasks.
Using software
Use word processing software to compose, organize, edit, and print documents and other business
communications.
Use spreadsheet software to enter, manipulate, edit, and format text and numerical data.
Use presentation software to create, manipulate, edit, and present digital representations of
information to an audience.
Use database software to manage data.
Create and maintain a well-organized electronic file storage system.
Using the Internet and email
Use the Internet to search for online information and interact with Web sites.
Use the Internet and web-based tools to manage basic workplace tasks (e.g., calendar management,
contacts management, and timekeeping).
Use electronic mail to communicate in the workplace.
Understand the different types of social media and their appropriate workplace and non-workplace
uses, and the impact that various social media activities can have on one’s personal and professional
Employ collaborative/groupware applications to facilitate group work.
Ensuring computer security
Understand and comply with the organization’s privacy policy and information security guidelines.
Defend against potential abuses of private information.
Recognize and respond appropriately to suspicious vulnerabilities and threats.
Use the most recent security software, web browser, and operating system to protect against online
threats.
Utilize strong passwords, passphrases, and basic encryption.
Recognize secure Web addresses.

2.7.4.5
2.7.4.6
3
Tier 3: Workplace Competencies
3.1
Teamwork: Working cooperatively with others to complete work assignments.
3.1.1
Identifying team membership and role
3.1.1.1
Serve as a leader or a follower, depending on what is needed to achieve the team’s goals and
3.1.1.2
Identify and draw upon team members’ strengths and weaknesses to achieve results.
3.1.1.3
Instruct others in learning new skills and learn from other team members.
3.1.1.4
Assist others who have less experience or have heavy workloads.
3.1.1.5
Encourage others to express their ideas and opinions.
3.1.2
Establishing productive relationships
3.1.2.1
Develop constructive and cooperative working relationships with others.
3.1.2.2
Exhibit tact and diplomacy and strive to build consensus.
Deliver constructive criticism and voice objections to others’ ideas and opinions in a supportive, non3.1.2.3
accusatory manner.
3.1.2.4
Respond appropriately to positive and negative feedback.

Code

3.1.2.5
3.1.3
3.1.3.1
3.1.3.2
3.1.3.3
3.1.3.4
3.1.4
3.1.4.1
3.1.4.2
3.1.4.3
3.2
3.2.1
3.2.1.1
3.2.1.2
3.2.1.3
3.2.2
3.2.2.1
3.2.2.2
3.2.2.3
3.2.2.4
3.2.2.5
3.2.2.6
3.2.3
3.2.3.1
3.2.3.2
3.2.3.3
3.2.4
3.2.4.1
3.2.4.2
3.2.4.3
3.2.4.4
3.3
3.3.1
3.3.1.1
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Effectively communicate with all members of the group or team to achieve team goals and
objectives.
Meeting team objectives
Work as part of a team, contributing to the group’s effort to achieve goals.
Identify and commit to the goals, norms, values, and customs of the team.
Choose behaviors and actions that best support the team and accomplishment of work tasks.
Use a group approach to identify problems and develop solutions based on group consensus.
Resolving conflicts
Bring others together to reconcile differences.
Handle conflicts maturely by exercising “give and take” to achieve positive results for all parties.
Reach formal or informal agreements that promote mutual goals and interests, and obtain
commitment to those agreements from individuals or groups.
Customer Focus: Efficiently and effectively addressing the needs of clients/customers.
Understanding customer needs
Identify internal and external customers.
Attend to what customers are saying and ask questions to identify customer needs, interests, and
goals.
Anticipate the future needs of the customer.
Providing personalized service
Provide prompt, efficient, and personalized assistance to meet the requirements, requests, and
concerns of customers.
Provide thorough, accurate information to answer customers’ questions and inform them of
commitment times or performance guarantees.
Address customer comments, questions, concerns, and objections with direct, accurate, and timely
responses.
Identify and propose appropriate solutions and/or services.
Establish boundaries as appropriate for unreasonable customer demands.
Communicate in the medium desired by the customer.
Acting professionally
Is pleasant, courteous, and professional when dealing with internal or external customers.
Develop constructive and cooperative working relationships with customers.
Is calm and empathetic when dealing with hostile customers.
Keeping customers informed
Follow up with customers following provision of service.
Keep customers up to date about decisions that affect them.
Seek the comments, criticisms, and involvement of customers.
Adjust services based on customer feedback.
Planning and Organizing: Planning and prioritizing work to manage time effectively and accomplish
assigned tasks.
Planning
Approach work in a methodical manner.

Code

3.3.1.2
3.3.1.3
3.3.1.4
3.3.1.5
3.3.2
3.3.2.1
3.3.2.2
3.3.3
3.3.3.1
3.3.3.2
3.3.3.3
3.3.3.4
3.3.3.5
3.3.3.6
3.3.3.7
3.4
3.4.1
3.4.1.1
3.4.1.2
3.4.2
3.4.2.1
3.4.2.2
3.4.2.3
3.4.2.4
3.4.3
3.4.3.1
3.4.3.2
3.4.3.3
3.5
3.5.1
3.5.1.1
3.5.1.2
3.5.1.3
3.5.1.4
3.5.1.5
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Plan and schedule tasks so that work is completed on time.
Keep track of details to ensure work is performed accurately and completely.
Anticipate obstacles to project completion and develop contingency plans to address them.
Find new ways of organizing work area or planning work to accomplish work more efficiently.
Prioritizing
Prioritize multiple competing tasks.
Perform tasks correctly, quickly, and efficiently according to their relative urgency and importance.
Managing projects
Estimate personnel and other resources needed for project completion (e.g., financial material or
equipment).
Manage activities to meet plans, allocating time and resources effectively.
Keep track of and document plans, assignments, changes, and deliverables.
Plan for dependencies of one task on another.
Coordinate efforts with all affected parties, keeping them informed of progress and all relevant
changes to project timelines.
Take necessary corrective action when projects go off track.
Assure job accommodations are made for personnel who need or request them.
Creative Thinking: Generating innovative and creative solutions.
Employing unique analyses
Use original analyses and generate new, innovative ideas in complex areas.
Develop innovative methods of obtaining or using resources when insufficient resources are
available.
Generating innovative solutions
Integrate seemingly unrelated information to develop creative processes or solutions.
Reframe problems in a different light to find fresh approaches.
Entertain wide-ranging possibilities and perspectives to develop new solutions.
Find new ways to add value to the efforts of a team and organization.
Seeing the big picture
Understand the pieces of a system as a whole and appreciate the consequences of actions on other
parts of the system.
Monitor patterns and trends to see a bigger picture.
Modify or design systems to improve performance.
Problem Solving and Decision-Making: Generating, evaluating, and implementing solutions to problems.
Identifying the problem
Anticipate or recognize the existence of a problem or objection.
Identify the true nature of the problem and define critical issues.
Evaluate the importance and criticality of the problem.
Use all available reference systems to locate and obtain information relevant to understanding the
problem.
Recall previously learned information that is relevant to the problem.

Code

3.5.2
3.5.2.1
3.5.2.2
3.5.2.3
3.5.2.4
3.5.3
3.5.3.1
3.5.3.2
3.5.4
3.5.4.1
3.5.4.2
3.5.5
3.5.5.1
3.5.5.2
3.5.5.3
3.5.5.4
3.6
3.6.1
3.6.1.1
3.6.1.2
3.6.2
3.6.2.1
3.6.3
3.6.3.1
3.6.3.2
3.6.3.3
3.6.3.4
3.6.4
3.6.4.1
3.6.4.2
3.6.4.3
3.6.4.4
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Locating, gathering, and organizing relevant information
Effectively use both internal resources (e.g., internal computer networks, company filing systems)
and external resources (e.g., internet search engines) to locate and gather information relevant to
solving the problem.
Examine information obtained for relevance and completeness.
Recognize important gaps in existing information and take steps to eliminate those gaps.
Organize/reorganize information as appropriate to gain a better understanding of the problem.
Generating alternatives
Integrate previously learned and externally obtained information to generate a variety of highquality alternative approaches to the problem.
Skillfully use logic and analysis to identify the strengths and weaknesses, the costs and benefits, and
the short- and long-term consequences of different solutions or approaches.
Choosing a solution
Decisively choose the best solution after evaluating the relative merits of each possible option.
Make difficult decisions even in highly ambiguous or ill-defined situations.
Implementing the solution
Commit to a solution in a timely manner.
Develop a realistic approach for implementing the chosen solution.
Document the problem and corrective actions taken and their outcomes and communicate these to
the appropriate parties.
Observe and evaluate the outcomes of implementing the solution to assess the need for alternative
approaches and to identify lessons learned.
Working with Tools and Technology: Selecting, using, and maintaining tools and technology to facilitate
work activity (with accommodation, when necessary).
Using tools
Operate tools, technology, and equipment in accordance with established operating procedures and
safety standards.
Demonstrate appropriate use of tools and technology to complete work functions.
Selecting tools
Select and apply appropriate tools or technological solutions to the problem at hand.
Keeping current on tools and technology
Demonstrate an interest in learning about new and emerging tools and technologies.
Demonstrate information literacy.
Adapt quickly to changes in process or technology.
Seek out opportunities to improve knowledge of tools and technologies that may assist in
streamlining work and improving productivity.
Troubleshooting and maintenance
Learn how to maintain and troubleshoot tools and technologies.
Perform routine maintenance on tools, technology, and equipment.
Determine causes of errors and take the appropriate corrective action.
Develop alternatives to complete a task if desired tool or technology is not available.

Code

3.7
3.7.1
3.7.1.1
3.7.1.2
3.7.1.3
3.7.1.4
3.7.1.5
3.7.2
3.7.2.1
3.7.2.2
3.7.2.3
3.7.3
3.7.3.1
3.7.3.2
3.7.3.3
3.8
3.8.1
3.8.1.1
3.8.1.2
3.8.1.3
3.8.2
3.8.2.1
3.8.2.2
3.8.2.3
3.8.2.4
3.8.3
3.8.3.1
3.8.3.2
3.8.3.3
3.8.3.4
3.8.4
3.8.4.1
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Scheduling and Coordinating: Making arrangements that fulfill all requirements as efficiently and
economically as possible.
Arranging and informing
Make arrangements (e.g. for meetings or travel) that fulfill all requirements as efficiently and
economically as possible.
Inform others of arrangements, giving them complete, accurate, and timely information.
Ensure that others receive needed materials in time.
Handle all aspects of arrangements thoroughly and completely.
Respond to the schedules of others affected by arrangements, resolve schedule conflicts or travel
issues, and take corrective action.
Coordinating in distributed environments
Coordinate schedules of colleagues, co-workers, and clients in regional locations. (i.e., across time
zones) to ensure that inconvenience is minimized and productivity is enhanced.
Leverage technology (e.g., internet, teleconference) to facilitate information sharing in distributed
work environments.
Take advantage of team member availability throughout business hours in multiple time zones to
enhance productivity.
Shiftwork
Effectively coordinate the transition of staff at the beginning and end of each work shift.
Disseminate crucial information in an organized manner to rapidly bring staff up to speed at the
start of their shifts.
Ensure that staff is updated on work completed on past shifts and work that still needs to be
completed.
Checking, Examining, and Recording: Entering, transcribing, recording, storing, or maintaining
information in written or electronic/digital format.
Detecting errors
Detect and correct errors or inconsistencies, even under time pressure.
Identify vague or ambiguous documentation.
Route errors to appropriate person to correct documentation.
Completing forms
Select and complete appropriate forms quickly and completely.
Forward or process forms in a timely and accurate manner.
Attend to and follow through on important items requiring action.
Expedite forms, orders, or advances that require immediate attention.
Obtaining information
Obtain appropriate information, signatures, and approvals promptly.
Verify that all information is present and accurate before forwarding materials.
Compile, categorize, and verify information or data.
Apply systematic techniques for observing and gathering data.
Maintaining logs, records, and files
Organize records and files to maintain data.

Code

3.8.4.2
3.8.4.3
3.8.4.4
3.9
3.9.1
3.9.1.1
3.9.1.2
3.9.1.3
3.9.2
3.9.2.1
3.9.2.2
3.9.3
3.9.3.1
3.9.3.2
3.9.3.3
3.9.3.4
4
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Keep logs, records, and files that are up-to-date and readily accessible (e.g., driver logs, flight
records, repair records).
Update logs, records, and files, noting important changes.
File data and documentation in accordance with organization’s requirements.
Business Fundamentals: Using information on basic business principles, trends, and economics.
Situational awareness
Understand the mission, structure, and functions of the organization.
Recognize one’s role in the functioning of the organization and understand the potential impact
one’s own performance can have on the success of the organization.
Grasp the potential impact of the company’s well-being on employees.
Business ethics
Act in the best interest of the company, the community, and the environment.
Comply with applicable laws and rules governing work and report loss, waste, or theft of company
property to appropriate personnel.
Market knowledge
Understand market trends in the industry and the company’s position in the market.
Know who the company’s primary competitors are and stay current on organizational strategies to
maintain competitiveness.
Uphold the organization through building and maintaining customer relations.
Recognize major challenges faced by the organization and industry, and identify key strategies to
address challenges.

Tier 4: Ready to Work Cluster-Specific Competencies

Products and Concepts: Knowledge of products and concepts relating to financial services industry,
4.1
including financial instruments, financial management, insurance principles, and cash and capital
principles.
4.1.1
Financial Instruments
4.1.2
Understands the available financial instruments and risk associated with each one
4.1.3
Financial Management
4.1.4
Aware of the available analytical functions associated within the financial services
4.1.5
Understands financial/credit analysis, debt/risk management, valuation strategies, underwriting
4.1.6
Insurance Principles
4.1.7
Understands the principles of insurance and insurance contracts
4.1.8
Knowledge of types of insurance (life, health, property, liability) and risk covered by the insurance
4.1.9
Cash and Capital Principles
4.1.10
Understands the nature of cash, the United States monetary system, and the time value of money
4.1.11
Recognizes the risk, return, and opportunity costs associated with capital
Business Operations: Performs activities associated with transaction management and understands the
4.2
business operations performed by organizations within the financial services industry.
4.2.1
Transaction Management
4.2.2
Demonstrates the ability to process financial transactions without error
4.2.3
Resolves cash discrepancies, and maintains accurate records of transactions

Code

4.2.4
4.2.5
4.2.6

Alabama Competency Model Securities, Commodities, and Financial Services
Sales Agents

4.6.1

Understands the principles of confidentiality as they relate to transaction management
Financial Organizations
Understands roles of banks, insurance companies, and stock brokerages within the financial industry
Financial Reporting: Knowledge of the documents associated with measuring a business’ financial
information.
Review client financial information to develop a client’s account statement
Analyze and interpret financial data to produce accurate reports
Compile business transaction data to report financial information
Technology Applications: Knowledge of basic technology as it specifically relates to the financial services
industry.
Use spreadsheets and accounting software to maintain and update records
Use databases and other computer management tools to manage office records
Recognizes appropriate techniques for storing and retrieving data
Regulations and Codes: Knowledge of relevant regulations and codes that impact the financial services
industry.
Understands and complies with all relevant laws imposed by regulatory agencies
Follows the financial services industry codes of practice
Monitors new legislation impacting the financial services industry
Fraud Prevention: Knowledge of the appropriate procedures for identifying, reporting, and preventing
fraud.
Demonstrates an awareness of the necessary steps for preventing fraud

4.6.2

Knows procedures for fraud investigations and internal audits relating to detecting and reporting fraud

4.6.3
5
5.1
5.1.1

Understands the legal and ethical responsibilities as they relate to fraud

4.3
4.3.1
4.3.2
4.3.3
4.4
4.4.1
4.4.2
4.4.3
4.5
4.5.1
4.5.2
4.5.3
4.6

5.1.2

Tier 5: Career Pathway Technical Competencies

Client Relationships
Demonstrate a commitment to professional, ethical, and legal conduct.
Use a level and style of communication that is clear and direct providing the client with ample
opportunity to ask questions and indicate full understanding of all discussions and material presented.

5.1.5

Active Listening, giving full attention to what clients are saying, taking time to understand the points
being made, and asking questions as appropriate.
Developing constructive and cooperative working relationships with others and maintaining them over
time.
Ability to work calmly and effectively in high stress situations.

5.1.6

Understand the importance of keeping client information private and ramifications of non-compliance.

5.1.3
5.1.4

5.2
5.2.1
5.2.2
5.2.3

Administrative Functions
Perform clerical tasks, i.e. answering telephone and emails.
Routing and distributing mail.
Filing physical and electronic documents so they will be readily accessible when needed.

Code

5.3
5.3.1
5.3.2
5.3.3
5.3.4
5.3.5
5.3.6
5.4
5.4.1
5.4.2
5.4.3
5.4.4
5.5
5.5.1
5.5.2
5.6
5.6.1
5.6.2
5.6.3
5.6.4
5.6.5
5.6.6
5.6.7
6
6.1
6.1.1
6.1.2
6.1.3
6.1.4
6.1.5
6.2
6.2.1
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Demonstrate understanding of federal and state regulatory agency retention guidelines and the proper
procedures to destroy client documents.
Using computers and computer systems (including hardware and software) to program, write software,
set up functions, enter data, or process information.
Ability to maintain an organized work station.
Explain Financial Information
Correspond with customers and confer with coworkers to answer inquiries or resolve administrative
account problems.
Explain stock market terms to clients.
Assist clients in understanding general information such as financial document summaries.
Prepare Sales Forms and Reports
Prepare documentation for contracts, transactions, or regulatory compliance.
Prepare forms, such as receipts, withdrawal orders, transmittal papers, or transfer confirmations, based
on transaction requests from stockholders.
Verify accuracy of financial or transactional data
Calculate financial data
Identifying Industry Trends
Assists agents in compiling information from relevant sources.
Review financial business publications or other material to keep abreast of trends affecting market
conditions.
Compliance
Review all material representation to ensure accuracy of any necessary measurement data
Comply with company’s standards and client service policies
Stay up to date with company’s policy rules and any implemented changes
Maintain continuous training from employer to stay current on legal and regulatory changes in the
industry
Compliance with Federal and State Regulatory Requirements.
Comply with internal and external standards and requirements for reporting
Handle data within the prescribed sequence and execute prompt processing of orders, documentation
and payments.

Tier 6: Occupation Specific Technical Competencies

Data Processing
Proficiency with spreadsheet, database, and related software programs
Knowledge of arithmetic processes and statistical methods
Knowledge of methods of organizing and analyzing data
Ability to prepare reports that communicate information in a meaningful way
Relay buy or sell orders to securities exchanges or to firm trading departments.
Establish Realistic Goals
Seek to understand client goals, objectives and concerns through active listening. Recognize each client
is unique in their needs, values and knowledge level.

Code

6.2.2
6.2.3
6.2.4
6.2.5
6.2.6
6.2.7
6.2.8
6.2.9
6.3
6.3.1
6.3.2
6.3.3
6.3.4
6.3.5
6.3.6
6.3.7
6.3.8
6.3.9
6.3.10
6.3.11
6.3.12
6.3.13
6.3.14
6.3.15
6.3.16
6.3.17
6.3.18
6.3.19
6.4
6.4.1
6.4.2

Alabama Competency Model Securities, Commodities, and Financial Services
Sales Agents
Once you understand the client's financial goals, explain your approach for helping them achieve their
objectives.
Refer clients to specialized professionals for advice as needed
Conduct regular due diligence to ensure client's financial parameters and needs have not changed.
Determine and confirm a client’s lifestyle expectations and income needs
Determine client's financial objectives and risk tolerance along with time horizon.
Plan for life events, transitions and special situations that may affect client's time horizon and financial
needs.
Identify risks including health related risks and discuss strategies to manage risks to retirement income
expectations
Ensure the client has a complete understanding of the expected growth of their investments and the
associated risks.
Information Management
Gather information needed for completion of job or task.
Communicate with clients on a regular basis to discuss financial strategies.
Consult with internal and external experts to acquire or clarify information.
Evaluate the accuracy of information resources.
Document sources of information.
Proficiency in working with databases
Ability to meet deadlines and solve problems
Detail oriented
Keeps accurate and complete records of communications and business transactions in accordance with
company procedures
Keeps client and business information confidential
Demonstrates an understanding of the implications of not keeping accurate and complete records for
both the company and its customers
Establishes and maintains data and information records which are sufficient for own purposes and
which meet company, legal and regulatory requirements
Think critically about problems that arise and approach conflict resolution logically.
Makes reasonable inferences or draws accurate conclusions from data analyzed.
Verify securities transactions accuracy of execution.
Examine securities transactions to ensure compatible with client financial parameters.
Review instructions/procedures (e.g., SOPs, manuals) to ensure compliance with requirements.
Recommend process improvements to decision makers (e.g., management, project leads, technical
experts).
Certify accuracy and completeness of information entered into financial management systems.
Professional Knowledge
Review financial periodicals, stock and bond reports, publications and other materials to identify
potential investments and keep abreast of trends affecting market conditions.
Applies knowledge of the market structure and its processes, procedures and documentation within a
limited range of situations

Code

6.4.3
6.4.4
6.4.5
6.4.6
6.5
6.5.1
6.5.2
6.5.3
6.5.4
6.5.5
6.5.6
6.5.7
6.5.8
6.5.9
6.5.10
6.5.11
6.5.12
6.5.13
6.5.14
6.5.15
6.5.16
6.5.17
6.6
6.6.1
6.6.2
6.6.3
6.6.4
6.6.5
7
7.1
7.2
8
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Understand the key factors which can increase or reduce profit for the client
Know the meaning of Key Performance Indicators and Service Level Agreements
Applies and interprets technical /professional/ regulatory knowledge to resolve unique or highly
complex situations
Candidate should be able to conduct in-depth analysis and be able to problem solve.
Financial Services Strategy
Discuss financial options with clients and keep them informed about securities transactions.
Determine and confirm a client’s net worth and lifestyle expectations and income needs
Ensure the client understands all of the risks associated with a product.
Address questions and concerns with the client about how life events and transitions may affect their
plan.
Research products and ensure any product you offer abides by industry regulations.
Implement allocation techniques to help optimize a client’s assets
Offer advice on the purchase and sale of particular securities.
Discuss with client tax effectiveness and efficiency of securities products offered and client's need to
consult with accounting professional to verify product conforms with their tax needs.
Discuss fixed income structuring techniques to optimize income.
Assess the benefits and risks of international investing and identify various ways to invest
internationally, should those investments best meet the needs of the client.
Select, build and implement strategies that optimally protects a client’s portfolio
Work with client's financial planners, accountants and attorneys in distributing funds or securities as
dictated by client's will or probate court.
Understand client concerns and work to address them.
Conducts research as needed to assist customer in problem resolution.
Shares results of research or expertise to gain agreement on next steps.
Projects or forecasts trends or outcomes from review of data, knowledge of field and organizational
systems impact.
Use industry standards to identify client's risk tolerance, include the client on discussions of risk and
ensure the client understands the risk/reward relationship.
Sell Products
Buy/Sell investment products such as exchange traded stocks, bonds, mutual funds and other
investment products on behalf of client.
Buy/Sell private placement securities on behalf of issuer and/or client.
Buy/Sell Initial Public offerings on behalf of issuer and/or client.
Buy/Sell Broker Dealer's proprietary securities products.
Customize financial products to meet customer needs.

Tier 7: Occupation Specific Requirements
Bachelor's degree
Licensed Securities Broker/Dealer

Tier 8: Management Competencies

Code

8.1
8.1.1
8.1.2
8.1.3
8.1.4
8.2
8.2.1
8.2.2
8.2.3
8.2.4
8.2.5
8.3
8.3.1
8.3.2
8.3.3
8.3.4
8.3.5
8.3.6
8.3.7
8.3.8
8.3.9
8.4
8.4.1
8.4.2
8.4.3
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Organizational engagement
Promoting the organization’s vision, values and methods in own work
Using knowledge of national finance changes to investigate, report and present options to the director
and/or trustees
Providing regular information to colleagues following consultation with reviews and changes as
requested
Helping to drive organizational development
Conscious Administration
Ability to produce cost models and undertake activity costing of institute activities.
Bringing an innovative solution to an existing or future problem
Awareness of fundamentals of accounting & tax in terms of future decisions for Institute and
understanding why figures are out of line with plans.
Work for solutions to achieve more in less time e.g. electronic solutions, delegation etc.
Ensuring urgent areas are covered in hours allotted and give time options for covering non-urgent
work.
Collaboration
Builds constructive networks inside and outside the organization to facilitate the accomplishment of
results.
Builds strong relationships and trust with team members that make it possible to receive everyone’s
input and ideas, and maximize individual and team output and potential.
Works cooperatively with multiple stakeholders, demonstrating willingness to consider alternative
approaches or ideas.
Deals effectively with confrontational situations, demonstrating diplomacy, tact, empathy and
consideration for differing points of view.
Carries out independent primary, secondary and tertiary research to collect sufficient data and
information pertinent to the area of inquiry.
Performs an objective and thorough analysis of information and data from multiple sources.
Distinguishes between facts, inferences and assumptions to establish the quality of the information
collected and the reliability of its source.
Employs professional skepticism to assess the objectivity and reliability of assumptions and evidence
asserted by a responsible party or client.
Makes decisions in a timely manner, committing to a course of action that considers pertinent data,
information, options and implications.
Business Acumen
Analyzes relevant business trends, financial measures, economic factors and new regulations, assessing
and articulating their impact on the organization.
Recognizes business threats and/or opportunities affecting their area of the business, recommending
actions to address them.
Identifies clients' stated and underlying needs, and the work activities and methodologies that will best
address these needs.

Code

8.4.4
8.4.5
8.5
8.5.1
8.5.2
8.5.3
8.5.4
8.5.5
8.6
8.6.1
8.6.2
8.6.3
8.6.4
8.6.5
8.6.6
8.6.7
8.6.8
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Translates the organization’s vision and goals into relevant plans and actions, realigning work efforts
with changes in organizational direction.
Drives the implementation of changes, tracking their impact to ensure organizational performance is
improved or sustained.
Networking
Seek opportunities to make contacts and build relationships, including through organizational events,
social events, external organizations, and professional activities.
Establish strong and lasting partnerships with business contacts.
Proactively seek ways of increasing business opportunities with contacts.
Skillfully influence and negotiate with partners to create opportunities that increase the competitive
position of both parties.
Leverage contacts to obtain information relevant to the health and continued growth of the
organization, including enhanced perspectives and feedback on organizational performance.
Monitoring and Controlling Resources
Continually seek to identify and secure resources (e.g. staffing, training, and monetary resources), both
internal and external, that can be useful to the unit and assist in work accomplishment.
Develop strategic plans for making a wide array of resources available.
Ensure that knowledge of those resources is spread throughout organization.
Develop strategic plans to anticipate future resource needs, and accurately identifies, tracks, and
prioritizes existing resource needs.
Monitor resource availability and make contingency plans to ensure the availability of adequate
resources in the event of unforeseen circumstances.
Consistently seek to perform work unit tasks in a cost-efficient manner.
Identify ways to produce the same level and quality of work while utilizing fewer resources.
Create an organizational climate in which cost effectiveness is valued and rewarded.

