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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.
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1.3.1
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
1.4
1.4.1
1.4.1.1
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

Demonstrating self-control
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
following through to get the job done.
Persisting
Pursue work with drive and a strong accomplishment orientation.
Persist to accomplish a task despite difficult conditions, tight deadlines, or obstacles and setbacks.
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
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1.5.1.1
1.5.1.2
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
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

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.
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
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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
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

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).
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.
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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

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.
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2.4.2
Application
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
procedures are unclear or need improvement, or when feeling unsafe or threatened in the
2.5.1.5
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
Comprehend complex instructions.
Identify feelings and concerns communicated in various formats, such as writing, speech, American
2.5.2.3
Sign Language, computers, etc. and responds appropriately.
2.5.2.4
Consider others’ viewpoints and alter opinion when it is appropriate to do so.
Apply active interpersonal communication skills using reflection, restatement, questioning, and
2.5.2.5
clarification.
Effectively answer questions of others or communicate an inability to do so and suggest other
2.5.2.6
sources of answers.
2.5.3
Observing carefully
2.5.3.1
Notice nonverbal cues and respond appropriately.
2.5.3.2
Attend to visual sources of information (e.g., video).
2.5.3.3
Ascertain relevant visual information and use appropriately.
2.5.4
Persuasion/Influence
2.5.4.1
Influence others.
2.5.4.2
Persuasively present thoughts and ideas.
2.5.4.3
Gain commitment and ensure support for proposed ideas.
Critical and Analytical Thinking: Using logical thought processes to analyze information and draw
2.6
conclusions.
2.6.1
Reasoning
2.6.1.1
Possess sufficient inductive and deductive reasoning ability to perform job successfully.
2.6.1.2
Critically review, analyze, synthesize, compare, and interpret information.
2.6.1.3
Draw conclusions from relevant and/or missing information.
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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

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.

2.7.4.5
2.7.4.6
3
Tier 3: Workplace Competencies
3.1
Teamwork: Working cooperatively with others to complete work assignments.
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3.1.1
3.1.1.1
3.1.1.2
3.1.1.3
3.1.1.4
3.1.1.5
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

Identifying team membership and role
Serve as a leader or a follower, depending on what is needed to achieve the team’s goals and
Identify and draw upon team members’ strengths and weaknesses to achieve results.
Instruct others in learning new skills and learn from other team members.
Assist others who have less experience or have heavy workloads.
Encourage others to express their ideas and opinions.
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.
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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
3.4.1.2
3.4.2
3.4.2.1
3.4.2.2

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.
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.
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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
3.5.5.3
3.5.5.4
3.6

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.
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).
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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
3.7.3.1
3.7.3.2

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
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.
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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
3.9.3.2
3.9.3.3

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.
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.
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3.9.3.4
4
4.1
4.1.1
4.1.2
4.1.3
4.1.4
4.1.5
4.1.6
4.2
4.2.1
4.2.2
4.2.3
4.2.4
4.2.5
4.2.6
4.2.7
4.2.8
4.3
4.3.1
4.3.2
4.3.3
4.3.4
4.3.5
4.3.6
4.4
4.4.1
4.4.2
4.5
4.5.1
4.5.2
4.5.3
4.5.4

Recognize major challenges faced by the organization and industry, and identify key strategies to
address challenges.

Tier 4: Ready to Work Cluster-Specific Competencies

Crisis Prevention and Conflict Resolution: Knowledge of potential crisis situations or behavior, and the
appropriate procedures to de-escalate the situation or minimize the likelihood of danger.
Identify crises, and implement procedures to de-escalate situation
Use skills to ensure safety of person being supported, self, and others at risk
Demonstrate effective listening and problem solving skills
Monitor situation using effective communication skills to resolve conflict
Implement proactive strategies, including adjusting supports and environment as needed
Support and promote individuals’ ability to problem-solve
Ethics: Practice responsibly within the ethical framework of the profession.
Adopt an accepted professional code of ethics
Apply the code of ethics when confronted with ethical dilemmas
Ensure that practice honors the human and civil rights of participants
Practices the principles and activities of culturally and linguistically appropriate services
Secure and maintain certification and licensure requirements for duties
Maintain confidentiality and informed consent practices
Understand the negative consequences of action/inaction
Understand and describe the health and behaviors that may be associated with substance use and the
prevention and transmission of HIV/AIDS, TB, STDs and other infectious diseases
Documentation: Entering, transcribing, recording, storing, or maintaining information in written or
electronic/magnetic format to efficiently manage record-keeping.
Obtain appropriate information, signatures, and approvals promptly
Verify that all information is complete and accurate
Maintain accurate and objective records
Maintain standards of confidentiality and ethical practice
Keep current with appropriate documentation systems, setting priorities
Comply with policies and requirements for documentation and record keeping
Patient Health and Safety: Implement procedures and protocols to promote the health and wellness of
person receiving supports, care, or services.
Monitor individuals including level of comfort, satisfaction, nutrition, and vital signs
Recognize when patients pose a danger to self or others and take appropriate action
Health Care Delivery: Understanding the practices, procedures, and personnel used to deliver quality
patient care.
Understand roles, boundaries, and working relationships of interdisciplinary teams
Information gathering, analysis, and documentation to detect, understand, and treat diseases
Evaluate the appropriateness of plans of care to ensure consistency with evidence-based practice
Apply research findings in clinical decision making and the provision of patient care
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4.5.5
4.5.6
4.6
4.6.1
4.6.2
4.6.3
4.6.4
4.6.5
4.6.6
4.6.7

Forms of evaluation, measurement, performance improvement, and incentive payment schemes
Practice patient-centered care, including shared decision making, and support for patient needs
Service Quality: Effectively meeting customer needs and expectations.
Listen to customer needs and communicate effectively in a friendly manner.
Greet customers in a warm, inviting manner that encourages open communication.
Be mindful of how you appear to others. May include, but not limited to: being on time, monitoring
your body language, turning off cell phones, listening, being prepared, making eye contact.
Explain the importance of the spirit of genuine hospitality and how it enhances service.
When communicating with customers listen to them and do not interrupt.
When communicating with customers with disabilities, use people first language, i.e. person with a
disability, not disabled person.
Be prepared to use available reasonable accommodations (ASL interpreters, Braille or large print
documents or others) to effectively communicate with blind or deaf customers or those who are
speech impaired.
Describe the aspects of high-quality customer service.
Recognize quality customer service has different definitions depending on operation type.
Provide service with an attention to friendliness, ambiance, and quality.
Show customers that you are genuinely interested in their needs.
Remember names, orders, or other personal characteristics of repeat customers.
Don't say anything that could be taken as negative, mean, bigoted, or disrespectful.

4.6.8
4.6.9
4.6.10
4.6.11
4.6.12
4.6.13
5
Tier 5: Career Pathway Technical Competencies
5.5
Informatics
5.5.1
Use an electronic health record to retrieve relevant information and to document care concisely
Screen, assess and provide services to healthcare consumers using computer-based and web-based
5.5.2
tools
Employ telehealth applications to ensure consumer access to appropriate care and to deliver
5.5.3
healthcare
5.5.4
Assist healthcare consumers in using web-based tools as part of their personal healthcare plan
Communicate with healthcare consumers and family members using secure online, mobile, and “smart”
5.5.5
technology and devices
5.5.6
Conform to all HIPPA regulations
5.2
Community Education
Provide culturally relevant formal and informal education programs that raise awareness and support
5.2.1
substance abuse prevention and/or the recovery process.
Describe factors that increase the likelihood for an individual, community, or group to be at-risk for, or
5.2.2
resilient to, psychoactive substance use disorders.
Sensitize others to issues of cultural identity, ethnic background, age, and gender in prevention,
5.2.3
treatment, and recovery.
5.2.4
Describe warning signs, symptoms, and the course of substance use disorders.
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5.2.5
5.2.6
5.2.7
5.2.8
5.2.9
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
5.4.5
5.4.6
5.5
5.5.1
5.5.2
5.5.3
5.5.4

Describe how substance use disorders affect families and concerned others.
Describe the continuum of care and resources available to family and concerned others.
Describe principles and philosophy of prevention, treatment, and recovery.
Understand and describe the health and behavior problems related to substance use, including
transmission and prevention of HIV/AIDS, TB, STDs, and other infectious diseases.
Teach life skills, including but not limited to, stress management, relaxation, communication,
assertiveness, and refusal skills.
Individual/Cultural diversity
Identify and address disparities in healthcare access and quality for diverse individuals and populations
served
Adapt services, including evidence-based interprofessional team approaches, to the language, cultural
norms, and individual preferences of consumers and family members
Develop collaborative relationships with providers of services tailored to the needs of culturally diverse
consumers and family members
Examine the experiences of culturally diverse consumers and family members with respect to quality of
care and adjust the delivery of care as needed.
Educate members of the team about the characteristics, healthcare needs, health behaviors, and views
toward illness and treatment of diverse populations served in the treatment setting
Foster and value diversity in terms of the composition of the interprofessional team members in all
roles
Referral
Consistently is involved in professional activities with other civic groups, agencies, and community
professionals, to increase the breadth and availability of community services to clients having substance
use disorders.
Utilizes referral resources to address key issues and maximize likelihood of achieving treatment goals
Recommends self-referral services to the client and facilitates counselor referrals as necessary.
Clearly discusses the intended outcomes expected from referral services with the client.
Works with the receiving agency to exchange relevant and appropriate information, consistent with the
client’s rights to confidentiality and best professional practice.
Requests and reviews receiving agency reports on treatment progress and incorporates information in
monitoring client’s progress.
Understanding of Addiction
Models and theories of addiction and other substance-related problems and relationship to treatment
planning
Supervisor monitoring of treatment planning, documentation, and client interactions.
Effects of psychoactive drug use on behavior, psychological and physical health, and social
relationships.
Behaviors, psychological and physical health, and social effects of drug use
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5.5.5
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
6.2.6

Treats medical and psychological disorders in clients separately from treatment for addiction and
substance abuse

Tier 6: Occupation Specific Technical Competencies

Interpersonal Communication
Establish rapport, rapidly develop, and maintain effective working relationships with diverse individuals,
including healthcare consumers, family members, and other providers.
Listen actively and effectively, as demonstrated by the ability to quickly grasp presenting problems,
needs, and preferences as communicated by others, and reflect back that information to ensure that
others have been accurately understood.
Clearly convey relevant information in a non- judgmental manner about behavioral health, general
health, and health behaviors using person-centered concepts and terms that are free of jargon and
acronyms and are easily understood by the listener.
Explain to the healthcare consumer and family the roles and responsibilities of each team member and
how they will work together to provide services.
In speaking to healthcare consumers or professionals, use the terminology that is common to the
setting in which care is delivered or advocate for and educate others about the rationale for using
alternative language.
Use the primary language and preferred mode of communication of the healthcare consumer and
family members or communicate through the use of qualified interpreters.
Adapt the style of communication to account for the impact of health conditions on a healthcare
consumer’s ability to process and understand information.
Provide health education materials that are appropriate to the communication style and literacy of the
healthcare consumer and family and that reinforce information provided verbally during healthcare
visits.
Recognize and manage personal biases related to healthcare consumers, families, health conditions and
healthcare delivery.
Consultation and Teamwork
Recognize, respect and value the role and expertise of healthcare consumers, family members, and
both behavioral health and primary care providers in the process of healthcare delivery.
Develop a shared understanding of the respective roles and responsibilities of team members to ensure
that collaboration is efficient.
Recognize the limits of one’s knowledge and skills and seek assistance from other providers
Serve as an effective member of an interprofessional team, helping other providers on the team to
quickly conceptualize a healthcare consumer’s strengths, healthcare problems, and an appropriate plan
of care.
Exhibit leadership by directing, guiding, or influencing the collaboration and service delivery of the
healthcare team.
Respect and respond to the leadership displayed by other providers in a healthcare setting or team
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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
6.2.18
6.3
6.3.1
6.3.2
6.3.3
6.3.4
6.3.5

Represent one’s professional opinions, encourage other team members to express opinions, and
resolve differences of opinion or conflicts quickly and without acrimony.
Advocate within the healthcare setting or team for the role of the healthcare consumer and family
member in healthcare decisions.
Facilitate collaborative care by actively sharing relevant information with others through
communications that are authorized by the healthcare consumer and are permissible under HIPAA and
related laws, regulations and policies.
Foster shared decision-making with healthcare consumers, family members, and other providers.
Respond to the expressed needs of healthcare consumers, family members, and other providers, while
minimizing the extent to which provider preconceptions of illness and treatment obscure those
expressed needs.
Demonstrate practicality, flexibility, and adaptability in the process of working with others, emphasizing
the achievement of treatment goals as opposed to rigid adherence to treatment models.
Connect healthcare consumers and family members to other members of the healthcare team through
face-to-face encounters known as “warm hand-offs.”
Use behavioral health and general health interventions to support the work of the team and to
enhance healthcare consumer outcomes.
Respond immediately, if at all possible, to requests for consultation or intervention from other
providers.
Adapt health interventions to the work flow and pace that typically characterizes the provision of
primary care, including rapid assessment, brief treatment, and a high daily volume of healthcare
consumer contacts.
Advocate for, teach, and support illness and whole health self-management and recovery approaches
to health conditions within the healthcare team and setting.
Advocate for and foster the use of peer support approaches and peer support providers in the
healthcare setting as a component of healthcare delivery.
Screening & Assessment
Use strengths-based wellness, resilience, and recovery models in conceptualizing the health and
healthcare of consumers.
Routinely conduct brief, evidence-based, and developmentally sensitive screens for the risky, harmful,
or dependent use of substances, including alcohol, illicit drugs, and prescription medications, and
appropriateness for agonist, antagonist, and anti- craving medications.
Routinely conduct brief, evidence-based, and developmentally appropriate screens for cognitive
impairment, common mental health problems, and behaviors that compromise health.
Conduct brief screens for risk related to self-harm, harm to others, impairments in functional self-care,
and environmental safety.
Will act as a mandatory reporter when detecting signs of neglect and abuse.
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6.3.6
6.3.7
6.3.8
6.3.9
6.3.10
6.3.11
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

6.4.12

Conduct or have other team members conduct more detailed, yet efficient, assessments of healthcare
consumers who screen positive for mental and substance use conditions, risk to self or others, or
potential abuse and neglect.
Recognize and diagnose, using established classification criteria, the most common mental health and
substance use conditions seen in the healthcare setting.
Recognize the signs, symptoms and treatments of the most common health conditions, health crises,
and comorbidity seen in the healthcare setting.
Understand the symptoms and treatments for the major healthcare conditions of the consumers under
the provider’s care.
Assess the nature of the consumer’s family and social support system and other socio-economic
resources that have an impact on health and healthcare.
Determine collaboratively the feasibility of providing effective treatment to the healthcare consumer
and family within the context of the healthcare team and setting.
Intervention
Demonstrate a fundamental belief in the value and effectiveness of brief interventions to improve
health through practice patterns and communications with healthcare consumers, family members,
and other providers.
Use focused interventions to engage healthcare consumers and increase their desire to improve health
(e.g., motivational interviewing, motivational enhancement therapy).
Promote healthcare consumer and family adherence to care plans.
Educate healthcare consumers, family members, and other providers about healthcare conditions,
prevention, available treatments, illness and whole health self-management, peer support and
recovery.
Identify evidence-based interventions and best practices for integrated care settings.
Provide health promotion, wellness and prevention interventions.
Deliver brief, trauma-informed, problem-oriented treatment for mental conditions or problematic
health behaviors.
Deliver brief, trauma-informed treatment for risky or harmful substance use conditions, including the
misuse of prescription drugs.
Deliver brief, supportive interventions addressing the consequences of illness and injury.
Implement longer-term models of treatment and support for healthcare consumers with persistent
illnesses that require follow-up over time.
Prescribe and manage medications for mental health and substance use conditions (appropriately
licensed providers only), including Medically Assisted Treatments for addictions, with consultation, as
needed, from other prescribing professionals.
Educate healthcare consumers and family members about the common effects, side effects, potential
long-term adverse health effects, and interactions of pharmacological treatments for mental health and
substance use conditions.
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6.4.13
6.4.14
6.4.15
6.4.16
6.4.17
6.4.18
6.5
6.5.1
6.5.2
6.5.3
6.5.4
6.5.5
6.5.6
6.6
6.6.1
6.6.2
6.6.3
6.6.4
6.6.5
6.6.6
6.6.7
6.6.8

Recognize the primary indications, effects, and side effects of pharmacological agents used in the
treatment setting for the most common health conditions.
Recognize the potential impact and interaction of over-the-counter medications and other nonprescription remedies on health and healthcare treatments.
Manage behavioral health crises through office and home-based interventions and linkage to treatment
facilities.
Link healthcare consumers and family members with other resources, including but not limited to
specialty healthcare, rehabilitation and social services, peer support, financial assistance, and
transportation, following up to ensure that effective connections have been made.
Support healthcare consumers in considering and accessing complementary and alternative services
designed to support health and wellness.
Provide information, education, guidance, and support to family members and other caregivers.
Informatics
Use an electronic health record to retrieve relevant information and to document care concisely.
Screen, assess and provide services to healthcare consumers using computer-based and web-based
tools.
Employ telehealth applications to ensure consumer access to appropriate care and to deliver
healthcare.
Assist healthcare consumers in using web-based tools as part of their personal healthcare plan.
Communicate with healthcare consumers and family members using secure online, mobile, and “smart”
technology and devices.
Safeguard consumer privacy and confidentiality by following all applicable HIPPA Standards.
Care Planning
Create and periodically update integrated care plans in consultation with healthcare consumers, family
members, and other providers, including individuals identified by consumers as part of their healthcare
team.
Work with healthcare consumers to develop whole health and wellness recovery plans.
Match and adjust the type and intensity of services to the needs of the healthcare consumer, ensuring
the timely and unduplicated provision of care.
Through the care plans, link multiple services, healthcare providers, and community resources to meet
the healthcare consumers’ needs.
Ensure the flow and exchange of information among the healthcare consumer, family members, and
linked providers.
Work collaboratively to resolve differing perspectives, priorities and schedules among providers.
Provide or arrange access to “patient navigation” services that focus on benefits and financial
counseling, transportation, home care, and access to social services, peer support, and treatment,
including medications.
Establish and support systems and procedures within the team and healthcare setting for the use of
agonist, antagonist, and anti-craving medications.
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6.6.9
7
7.1
7.2
8
8.1
8.1.1
8.1.2
8.1.3
8.1.4
8.1.5
8.1.6
8.1.7
8.1.8
8.2
8.2.1
8.2.2
8.2.3
8.2.4
8.3
8.3.1
8.3.2
8.3.3
8.3.4
8.3.5
8.4
8.4.1
8.4.2
8.4.3
8.4.4
8.4.5
8.4.6
8.4.7

Coordinate with health plans in identifying and addressing individual consumer and population needs.

Tier 7: Occupation Specific Requirements

Master's degree
Certified Associate Addiction Professional (AAP)

Tier 8: Management Competencies

Executive Leadership
Interpersonal skills
Analytical and critical thinking skills
Exhibit Professional Behaviour, including highest levels of integrity, ethical compliance, respect and
courtesy
Maintains stakeholder relationships
Communication skills
Cross-cultural understanding
Advocates for social justice
Facilitates innovative change
Resource Management
Effectively manages human resources
Effective manages and oversees the budget and other financial resources
Ensures transparence, protection and accountability
Manages all aspects of information technology
Strategic Management
Fundraises
Marketing and public relations
Designs and develops effective programs
Manages risk and legal affairs
Ensures strategic planning
Community Collaboration
Builds a relationship with complementary agencies, institutions and community groups and is an
amalgamation of all the skills needed in social work management that are employed at the senior level.
Entrepreneurship
Thinking innovatively
Influencing decision makers
Encouraging entrepreneurial activity
Championing great ideas
Rewarding innovation

HUMAN SERVICES

Rehabilitation Counselors
ACCCP

Counseling & Mental Health

Code

Alabama Competency Model Rehabilitation Counselors

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

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
1.4
1.4.1
1.4.1.1
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

Alabama Competency Model Rehabilitation Counselors
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
following through to get the job done.
Persisting
Pursue work with drive and a strong accomplishment orientation.
Persist to accomplish a task despite difficult conditions, tight deadlines, or obstacles and setbacks.
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

Code

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
1.7.4.1

Alabama Competency Model Rehabilitation Counselors
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
Take charge of personal career development by identifying occupational interests, strengths,
options, and opportunities.

Code

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
2.2.2
2.2.2.1
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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.
Mechanics
Use standard syntax and sentence structure.

Code

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
2.5.1.4
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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.
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.

Code

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
2.7.1.1
2.7.1.2
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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
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.

Code

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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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.
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

Code

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
3.3.1.2
3.3.1.3
3.3.1.4
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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.
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.

Code

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
3.5.2
3.5.2.1
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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.
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.

Code

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
3.7
3.7.1
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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.
Scheduling and Coordinating: Making arrangements that fulfill all requirements as efficiently and
economically as possible.
Arranging and informing

Code

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
3.8.4.2
3.8.4.3
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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.
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.

Code

Alabama Competency Model Rehabilitation Counselors

3.8.4.4
File data and documentation in accordance with organization’s requirements.
3.9
Business Fundamentals: Using information on basic business principles, trends, and economics.
3.9.1
Situational awareness
3.9.1.1
Understand the mission, structure, and functions of the organization.
Recognize one’s role in the functioning of the organization and understand the potential impact
3.9.1.2
one’s own performance can have on the success of the organization.
3.9.1.3
Grasp the potential impact of the company’s well-being on employees.
3.9.2
Business ethics
3.9.2.1
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
3.9.2.2
property to appropriate personnel.
3.9.3
Market knowledge
3.9.3.1
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
3.9.3.2
maintain competitiveness.
3.9.3.3
Uphold the organization through building and maintaining customer relations.
Recognize major challenges faced by the organization and industry, and identify key strategies to
3.9.3.4
address challenges.
4
Tier 4: Ready to Work Cluster-Specific Competencies
Crisis Prevention and Conflict Resolution: Knowledge of potential crisis situations or behavior, and the
4.1
appropriate procedures to de-escalate the situation or minimize the likelihood of danger.
4.1.1
Identify crises, and implement procedures to de-escalate situation
4.1.2
Use skills to ensure safety of person being supported, self, and others at risk
4.1.3
Demonstrate effective listening and problem solving skills
4.1.4
Monitor situation using effective communication skills to resolve conflict
4.1.5
Implement proactive strategies, including adjusting supports and environment as needed
4.1.6
Support and promote individuals’ ability to problem-solve
4.2
Ethics: Practice responsibly within the ethical framework of the profession.
4.2.1
Adopt an accepted professional code of ethics
4.2.2
Apply the code of ethics when confronted with ethical dilemmas
4.2.3
Ensure that practice honors the human and civil rights of participants
4.2.4
Practices the principles and activities of culturally and linguistically appropriate services
4.2.5
Secure and maintain certification and licensure requirements for duties
4.2.6
Maintain confidentiality and informed consent practices
4.2.7
Understand the negative consequences of action/inaction
Understand and describe the health and behaviors that may be associated with substance use and the
4.2.8
prevention and transmission of HIV/AIDS, TB, STDs and other infectious diseases
Documentation: Entering, transcribing, recording, storing, or maintaining information in written or
4.3
electronic/magnetic format to efficiently manage record-keeping.
4.3.1
Obtain appropriate information, signatures, and approvals promptly
4.3.2
Verify that all information is complete and accurate

Code

4.3.3
4.3.4
4.3.5
4.3.6
4.4
4.4.1
4.4.2
4.5
4.5.1
4.5.2
4.5.3
4.5.4
4.5.5
4.5.6
4.6
4.6.1
4.6.2
4.6.3
4.6.4
4.6.5
4.6.6
4.6.7
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Maintain accurate and objective records
Maintain standards of confidentiality and ethical practice
Keep current with appropriate documentation systems, setting priorities
Comply with policies and requirements for documentation and record keeping
Patient Health and Safety: Implement procedures and protocols to promote the health and wellness of
person receiving supports, care, or services.
Monitor individuals including level of comfort, satisfaction, nutrition, and vital signs
Recognize when patients pose a danger to self or others and take appropriate action
Health Care Delivery: Understanding the practices, procedures, and personnel used to deliver quality
patient care.
Understand roles, boundaries, and working relationships of interdisciplinary teams
Information gathering, analysis, and documentation to detect, understand, and treat diseases
Evaluate the appropriateness of plans of care to ensure consistency with evidence-based practice
Apply research findings in clinical decision making and the provision of patient care
Forms of evaluation, measurement, performance improvement, and incentive payment schemes
Practice patient-centered care, including shared decision making, and support for patient needs
Service Quality: Effectively meeting customer needs and expectations.
Listen to customer needs and communicate effectively in a friendly manner.
Greet customers in a warm, inviting manner that encourages open communication.
Be mindful of how you appear to others. May include, but not limited to: being on time, monitoring
your body language, turning off cell phones, listening, being prepared, making eye contact.
Explain the importance of the spirit of genuine hospitality and how it enhances service.
When communicating with customers listen to them and do not interrupt.
When communicating with customers with disabilities, use people first language, i.e. person with a
disability, not disabled person.
Be prepared to use available reasonable accommodations (ASL interpreters, Braille or large print
documents or others) to effectively communicate with blind or deaf customers or those who are
speech impaired.
Describe the aspects of high-quality customer service.
Recognize quality customer service has different definitions depending on operation type.
Provide service with an attention to friendliness, ambiance, and quality.
Show customers that you are genuinely interested in their needs.
Remember names, orders, or other personal characteristics of repeat customers.
Don't say anything that could be taken as negative, mean, bigoted, or disrespectful.

4.6.8
4.6.9
4.6.10
4.6.11
4.6.12
4.6.13
5
Tier 5: Career Pathway Technical Competencies
5.5
Informatics
5.5.1
Use an electronic health record to retrieve relevant information and to document care concisely
Screen, assess and provide services to healthcare consumers using computer-based and web-based
5.5.2
tools
Employ telehealth applications to ensure consumer access to appropriate care and to deliver
5.5.3
healthcare

Code

5.5.4
5.5.5
5.5.6
5.2
5.2.1
5.2.2
5.2.3
5.2.4
5.2.5
5.2.6
5.2.7
5.2.8
5.2.9
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
5.4.5
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Assist healthcare consumers in using web-based tools as part of their personal healthcare plan
Communicate with healthcare consumers and family members using secure online, mobile, and “smart”
technology and devices
Conform to all HIPPA regulations
Community Education
Provide culturally relevant formal and informal education programs that raise awareness and support
substance abuse prevention and/or the recovery process.
Describe factors that increase the likelihood for an individual, community, or group to be at-risk for, or
resilient to, psychoactive substance use disorders.
Sensitize others to issues of cultural identity, ethnic background, age, and gender in prevention,
treatment, and recovery.
Describe warning signs, symptoms, and the course of substance use disorders.
Describe how substance use disorders affect families and concerned others.
Describe the continuum of care and resources available to family and concerned others.
Describe principles and philosophy of prevention, treatment, and recovery.
Understand and describe the health and behavior problems related to substance use, including
transmission and prevention of HIV/AIDS, TB, STDs, and other infectious diseases.
Teach life skills, including but not limited to, stress management, relaxation, communication,
assertiveness, and refusal skills.
Individual/Cultural diversity
Identify and address disparities in healthcare access and quality for diverse individuals and populations
served
Adapt services, including evidence-based interprofessional team approaches, to the language, cultural
norms, and individual preferences of consumers and family members
Develop collaborative relationships with providers of services tailored to the needs of culturally diverse
consumers and family members
Examine the experiences of culturally diverse consumers and family members with respect to quality of
care and adjust the delivery of care as needed.
Educate members of the team about the characteristics, healthcare needs, health behaviors, and views
toward illness and treatment of diverse populations served in the treatment setting
Foster and value diversity in terms of the composition of the interprofessional team members in all
roles
Referral
Consistently is involved in professional activities with other civic groups, agencies, and community
professionals, to increase the breadth and availability of community services to clients having substance
use disorders.
Utilizes referral resources to address key issues and maximize likelihood of achieving treatment goals
Recommends self-referral services to the client and facilitates counselor referrals as necessary.
Clearly discusses the intended outcomes expected from referral services with the client.
Works with the receiving agency to exchange relevant and appropriate information, consistent with the
client’s rights to confidentiality and best professional practice.

Code

5.4.6
5.5
5.5.1
5.5.2
5.5.3
5.5.4
5.5.5
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

Alabama Competency Model Rehabilitation Counselors
Requests and reviews receiving agency reports on treatment progress and incorporates information in
monitoring client’s progress.
Understanding of Addiction
Models and theories of addiction and other substance-related problems and relationship to treatment
planning
Supervisor monitoring of treatment planning, documentation, and client interactions.
Effects of psychoactive drug use on behavior, psychological and physical health, and social
relationships.
Behaviors, psychological and physical health, and social effects of drug use
Treats medical and psychological disorders in clients separately from treatment for addiction and
substance abuse

Tier 6: Occupation Specific Technical Competencies

Counseling Skills
Uses good listening skills to develop counseling relationship
Explains program clearly
Conveys a positive outlook
Focuses counseling on employment
Demonstrates respect for consumers from various cultures and socioeconomic backgrounds
Identifies action plans (steps) and sets limits.
Demonstrates appropriate boundaries in counseling relationship.
Seeks assistance, as needed, to work with difficult and complex consumer situations
Understands the role of the rehabilitation counselor and how it differs from other helping professions.

Casework describes counseling activities: how agreements are reached, how barriers are addressed,
how decisions are made.
6.1.11
Contact notes reflect career planning and decision making.
6.2
Employment Goal Development
Consistently demonstrates in the case record clear documentation of what the individual is looking for
6.2.1
in terms of employment as well as the consumer’s expectations of the counselor and the agency.
Consistently demonstrates an understanding of the functional limitations of the individual as it relates
6.2.2
to the career choice and employment possibilities.
Consistently demonstrates active client participation and accountability for goal development,
6.2.3
progress, and goal achievement.
Demonstrates a variety of techniques to assist the client in moving toward, and developing an
6.2.4
employment goal, i.e., interest, aptitude inventories, work experience, personal goals, community work
assessments, career exploration, job shadowing, family assistance, networking, etc.
6.2.5
Shows knowledge of labor market tools such as OOH, ONET, DOT and labor trend reports.
6.2.6
Demonstrates on eligibility certificate an analysis and understanding of functional limitations.
6.3
Informed Choice
6.3.1
Understands the concept of informed choice.
6.1.10

Code

Alabama Competency Model Rehabilitation Counselors

Case records demonstrate the data considered in making decisions regarding services, goals, providers,
similar benefits, etc.
6.3.3
Case record is clear about agreement and differences.
Consumers are routinely informed of their options in developing “partnership” relationships and the
6.3.4
models and mechanisms available for employment plan development
6.3.5
Demonstrates in counseling sessions and contact notes a range of choices for the consumer.
6.3.6
Routinely utilizes and disseminates agency literature explaining program parameter and options
Demonstrates verbally and in the case record the parameters for agency participation and the
6.3.7
alternatives the consumer may pursue independently.
Has a clear understanding of client’s rights and responsibilities and recourse (such as mediation,
6.3.8
informal review and administrative hearing), and can explain this verbally and in writing utilizing
language that can be understood by consumer.
6.4
Benefits Awareness
Can explain application process, eligibility and general provisions of Social Security Disability and Social
6.4.1
Security
6.4.2
Familiar with Alabama's human resource assistance programs
6.4.3
Recognizes when to call a benefits specialist or when to refer a consumer for services
6.5
Rehabilitation Process
6.5.1
Able to explain the rehab process to both individuals and groups.
Independently conducts initial interviews and determines whether the application should be completed
6.5.2
or deferred
6.5.3
Knows what information is needed to make eligibility decisions and complete certificates of eligibility
6.5.4
Knows how to efficiently obtain the information needed.
Knows the appropriate time for plan development, and demonstrates reasoning behind the goal
6.5.5
development
Includes in written plan reasonable time frames for service delivery, and amendments to reflect major
6.5.6
changes and yearly review of plan.
Records through case notes timely, accurate and appropriate information in the case record, addresses
6.5.7
the issue of long term supports where appropriate, and shares information effectively with consumers
and families.
6.5.8
Understands the finite nature of VR services and communicates it to consumers.
6.5.9
Discusses case closure in advance of this action, and describes why closure is appropriate
6.5.10
Understands and uses post-employment services appropriately.
6.5.11
Completes required forms appropriately.
Monitors rehabilitation and vocational progress, and is able to address issues such as rehabilitation
6.5.12
crisis, relapse and other challenges encountered by the consumer.
6.6
Placement
Demonstrates the necessary skills to collaborate with others to facilitate appropriate placement for
6.6.1
consumers.
Demonstrates, in each case record, that placement has been major focus since the beginning of the VR
6.6.2
process
6.3.2

Code

6.6.3
6.6.4
6.6.5
6.6.6
6.6.7
6.6.8
7
7.1
8
8.1
8.1.1
8.1.2
8.1.3
8.1.4
8.1.5
8.1.6
8.1.7
8.1.8
8.2
8.2.1
8.2.2
8.2.3
8.2.4
8.3
8.3.1
8.3.2
8.3.3
8.3.4
8.3.5
8.4
8.4.1
8.4.2
8.4.3

Alabama Competency Model Rehabilitation Counselors
Demonstrates knowledge about when and how to use vendors and work assessments in the community
Demonstrates knowledge and techniques for job searching Labor Department information and the
Internet
Can show knowledge regarding the use of the One-Stop Centers (Work Force system) and the adjunct
services offered to common consumers.
Demonstrates the ability to do a job analysis.
Can give examples of directly approaching potential employers, to market the agency, and to facilitate
job placement for consumers.
Demonstrates an awareness of incentives for employers

Tier 7: Occupation Specific Requirements
Master's degree

Tier 8: Management Competencies

Executive Leadership
Interpersonal skills
Analytical and critical thinking skills
Exhibit Professional Behaviour, including highest levels of integrity, ethical compliance, respect and
courtesy
Maintains stakeholder relationships
Communication skills
Cross-cultural understanding
Advocates for social justice
Facilitates innovative change
Resource Management
Effectively manages human resources
Effective manages and oversees the budget and other financial resources
Ensures transparence, protection and accountability
Manages all aspects of information technology
Strategic Management
Fundraises
Marketing and public relations
Designs and develops effective programs
Manages risk and legal affairs
Ensures strategic planning
Community Collaboration
Builds a relationship with complementary agencies, institutions and community groups and is an
amalgamation of all the skills needed in social work management that are employed at the senior level.
Entrepreneurship
Thinking innovatively

Code

8.4.4
8.4.5
8.4.6
8.4.7

Alabama Competency Model Rehabilitation Counselors
Influencing decision makers
Encouraging entrepreneurial activity
Championing great ideas
Rewarding innovation

HUMAN SERVICES

Clinical, Counseling, and School Psychologists
ACCCP

Counseling & Mental Health

Code

Alabama Competency Model Clinical, Counseling, and School Psychologists

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

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
1.4
1.4.1
1.4.1.1
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

Alabama Competency Model Clinical, Counseling, and School Psychologists
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
following through to get the job done.
Persisting
Pursue work with drive and a strong accomplishment orientation.
Persist to accomplish a task despite difficult conditions, tight deadlines, or obstacles and setbacks.
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

Code

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
1.7.4.1

Alabama Competency Model Clinical, Counseling, and School Psychologists
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
Take charge of personal career development by identifying occupational interests, strengths,
options, and opportunities.

Code

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
2.2.2
2.2.2.1

Alabama Competency Model Clinical, Counseling, and School Psychologists
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.
Mechanics
Use standard syntax and sentence structure.

Code

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
2.5.1.4

Alabama Competency Model Clinical, Counseling, and School Psychologists
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.
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.

Code

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
2.7.1.1
2.7.1.2

Alabama Competency Model Clinical, Counseling, and School Psychologists
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
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.

Code

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

Alabama Competency Model Clinical, Counseling, and School Psychologists
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.
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

Code

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
3.3.1.2
3.3.1.3
3.3.1.4

Alabama Competency Model Clinical, Counseling, and School Psychologists
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.
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.

Code

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
3.5.2
3.5.2.1
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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.
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.

Code

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
3.7
3.7.1
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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.
Scheduling and Coordinating: Making arrangements that fulfill all requirements as efficiently and
economically as possible.
Arranging and informing

Code

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
3.8.4.2
3.8.4.3
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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.
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.

Code
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3.8.4.4
File data and documentation in accordance with organization’s requirements.
3.9
Business Fundamentals: Using information on basic business principles, trends, and economics.
3.9.1
Situational awareness
3.9.1.1
Understand the mission, structure, and functions of the organization.
Recognize one’s role in the functioning of the organization and understand the potential impact
3.9.1.2
one’s own performance can have on the success of the organization.
3.9.1.3
Grasp the potential impact of the company’s well-being on employees.
3.9.2
Business ethics
3.9.2.1
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
3.9.2.2
property to appropriate personnel.
3.9.3
Market knowledge
3.9.3.1
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
3.9.3.2
maintain competitiveness.
3.9.3.3
Uphold the organization through building and maintaining customer relations.
Recognize major challenges faced by the organization and industry, and identify key strategies to
3.9.3.4
address challenges.
4
Tier 4: Ready to Work Cluster-Specific Competencies
Crisis Prevention and Conflict Resolution: Knowledge of potential crisis situations or behavior, and the
4.1
appropriate procedures to de-escalate the situation or minimize the likelihood of danger.
4.1.1
Identify crises, and implement procedures to de-escalate situation
4.1.2
Use skills to ensure safety of person being supported, self, and others at risk
4.1.3
Demonstrate effective listening and problem solving skills
4.1.4
Monitor situation using effective communication skills to resolve conflict
4.1.5
Implement proactive strategies, including adjusting supports and environment as needed
4.1.6
Support and promote individuals’ ability to problem-solve
4.2
Ethics: Practice responsibly within the ethical framework of the profession.
4.2.1
Adopt an accepted professional code of ethics
4.2.2
Apply the code of ethics when confronted with ethical dilemmas
4.2.3
Ensure that practice honors the human and civil rights of participants
4.2.4
Practices the principles and activities of culturally and linguistically appropriate services
4.2.5
Secure and maintain certification and licensure requirements for duties
4.2.6
Maintain confidentiality and informed consent practices
4.2.7
Understand the negative consequences of action/inaction
Understand and describe the health and behaviors that may be associated with substance use and the
4.2.8
prevention and transmission of HIV/AIDS, TB, STDs and other infectious diseases
Documentation: Entering, transcribing, recording, storing, or maintaining information in written or
4.3
electronic/magnetic format to efficiently manage record-keeping.
4.3.1
Obtain appropriate information, signatures, and approvals promptly
4.3.2
Verify that all information is complete and accurate

Code

4.3.3
4.3.4
4.3.5
4.3.6
4.4
4.4.1
4.4.2
4.5
4.5.1
4.5.2
4.5.3
4.5.4
4.5.5
4.5.6
4.6
4.6.1
4.6.2
4.6.3
4.6.4
4.6.5
4.6.6
4.6.7
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Maintain accurate and objective records
Maintain standards of confidentiality and ethical practice
Keep current with appropriate documentation systems, setting priorities
Comply with policies and requirements for documentation and record keeping
Patient Health and Safety: Implement procedures and protocols to promote the health and wellness of
person receiving supports, care, or services.
Monitor individuals including level of comfort, satisfaction, nutrition, and vital signs
Recognize when patients pose a danger to self or others and take appropriate action
Health Care Delivery: Understanding the practices, procedures, and personnel used to deliver quality
patient care.
Understand roles, boundaries, and working relationships of interdisciplinary teams
Information gathering, analysis, and documentation to detect, understand, and treat diseases
Evaluate the appropriateness of plans of care to ensure consistency with evidence-based practice
Apply research findings in clinical decision making and the provision of patient care
Forms of evaluation, measurement, performance improvement, and incentive payment schemes
Practice patient-centered care, including shared decision making, and support for patient needs
Service Quality: Effectively meeting customer needs and expectations.
Listen to customer needs and communicate effectively in a friendly manner.
Greet customers in a warm, inviting manner that encourages open communication.
Be mindful of how you appear to others. May include, but not limited to: being on time, monitoring
your body language, turning off cell phones, listening, being prepared, making eye contact.
Explain the importance of the spirit of genuine hospitality and how it enhances service.
When communicating with customers listen to them and do not interrupt.
When communicating with customers with disabilities, use people first language, i.e. person with a
disability, not disabled person.
Be prepared to use available reasonable accommodations (ASL interpreters, Braille or large print
documents or others) to effectively communicate with blind or deaf customers or those who are
speech impaired.
Describe the aspects of high-quality customer service.
Recognize quality customer service has different definitions depending on operation type.
Provide service with an attention to friendliness, ambiance, and quality.
Show customers that you are genuinely interested in their needs.
Remember names, orders, or other personal characteristics of repeat customers.
Don't say anything that could be taken as negative, mean, bigoted, or disrespectful.

4.6.8
4.6.9
4.6.10
4.6.11
4.6.12
4.6.13
5
Tier 5: Career Pathway Technical Competencies
5.5
Informatics
5.5.1
Use an electronic health record to retrieve relevant information and to document care concisely
Screen, assess and provide services to healthcare consumers using computer-based and web-based
5.5.2
tools
Employ telehealth applications to ensure consumer access to appropriate care and to deliver
5.5.3
healthcare

Code

5.5.4
5.5.5
5.5.6
5.2
5.2.1
5.2.2
5.2.3
5.2.4
5.2.5
5.2.6
5.2.7
5.2.8
5.2.9
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
5.4.5
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Assist healthcare consumers in using web-based tools as part of their personal healthcare plan
Communicate with healthcare consumers and family members using secure online, mobile, and “smart”
technology and devices
Conform to all HIPPA regulations
Community Education
Provide culturally relevant formal and informal education programs that raise awareness and support
substance abuse prevention and/or the recovery process.
Describe factors that increase the likelihood for an individual, community, or group to be at-risk for, or
resilient to, psychoactive substance use disorders.
Sensitize others to issues of cultural identity, ethnic background, age, and gender in prevention,
treatment, and recovery.
Describe warning signs, symptoms, and the course of substance use disorders.
Describe how substance use disorders affect families and concerned others.
Describe the continuum of care and resources available to family and concerned others.
Describe principles and philosophy of prevention, treatment, and recovery.
Understand and describe the health and behavior problems related to substance use, including
transmission and prevention of HIV/AIDS, TB, STDs, and other infectious diseases.
Teach life skills, including but not limited to, stress management, relaxation, communication,
assertiveness, and refusal skills.
Individual/Cultural diversity
Identify and address disparities in healthcare access and quality for diverse individuals and populations
served
Adapt services, including evidence-based interprofessional team approaches, to the language, cultural
norms, and individual preferences of consumers and family members
Develop collaborative relationships with providers of services tailored to the needs of culturally diverse
consumers and family members
Examine the experiences of culturally diverse consumers and family members with respect to quality of
care and adjust the delivery of care as needed.
Educate members of the team about the characteristics, healthcare needs, health behaviors, and views
toward illness and treatment of diverse populations served in the treatment setting
Foster and value diversity in terms of the composition of the interprofessional team members in all
roles
Referral
Consistently is involved in professional activities with other civic groups, agencies, and community
professionals, to increase the breadth and availability of community services to clients having substance
use disorders.
Utilizes referral resources to address key issues and maximize likelihood of achieving treatment goals
Recommends self-referral services to the client and facilitates counselor referrals as necessary.
Clearly discusses the intended outcomes expected from referral services with the client.
Works with the receiving agency to exchange relevant and appropriate information, consistent with the
client’s rights to confidentiality and best professional practice.

Code

5.4.6
5.5
5.5.1
5.5.2
5.5.3
5.5.4
5.5.5
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
6.2.4
6.3
6.3.1
6.3.2
6.4
6.4.1
6.4.2
6.4.3
6.4.4
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Requests and reviews receiving agency reports on treatment progress and incorporates information in
monitoring client’s progress.
Understanding of Addiction
Models and theories of addiction and other substance-related problems and relationship to treatment
planning
Supervisor monitoring of treatment planning, documentation, and client interactions.
Effects of psychoactive drug use on behavior, psychological and physical health, and social
relationships.
Behaviors, psychological and physical health, and social effects of drug use
Treats medical and psychological disorders in clients separately from treatment for addiction and
substance abuse

Tier 6: Occupation Specific Technical Competencies

Counsel Clients
Counsel children and families to help solve conflicts and problems in learning and adjustment.
Counsel individuals, groups, or families to help them understand problems, deal with crisis situations,
define goals, and develop realistic action plans.
Develop therapeutic and treatment plans based on clients' interests, abilities, or needs.
Serve as a resource to help families and schools deal with crises, such as separation and loss.
Use a variety of treatment methods, such as psychotherapy, hypnosis, behavior modification, stress
reduction therapy, psychodrama, or play therapy.
Develop Treatment Plans
Develop individualized educational plans in collaboration with teachers and other staff members.
Develop and implement individual treatment plans, specifying type, frequency, intensity, and duration
of therapy.
Plan and develop accredited psychological service programs in psychiatric centers or hospitals, in
collaboration with psychiatrists and other professional staff.
Conduct research to develop or improve diagnostic or therapeutic counseling techniques.
Diagnose Clients
Identify psychological, emotional, or behavioral issues and diagnose disorders, using information
obtained from interviews, tests, records, or reference materials.
Analyze data, such as interview notes, test results, or reference manuals, to identify symptoms or to
diagnose the nature of clients' problems.
Assess Clients
Assess an individual child's needs, limitations, and potential, using observation, review of school
records, and consultation with parents and school personnel.
Obtain and study medical, psychological, social, and family histories by interviewing individuals,
couples, or families and by reviewing records.
Observe individuals at play, in group interactions, or in other contexts to detect indications of mental
deficiency, abnormal behavior, or maladjustment.
Collect information about individuals or clients, using interviews, case histories, observational
techniques, and other assessment methods.

Code

6.5
6.5.1
6.5.2
6.5.3
6.5.4
7
7.1
7.2
8
8.1
8.1.1
8.1.2
8.1.3
8.1.4
8.1.5
8.1.6
8.1.7
8.1.8
8.2
8.2.1
8.2.2
8.2.3
8.2.4
8.3
8.3.1
8.3.2
8.3.3
8.3.4
8.3.5
8.4
8.4.1
8.4.2
8.4.3
8.4.4
8.4.5
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Develop Educational Programs
Design classes and programs to meet the needs of special students.
Initiate and direct efforts to foster tolerance, understanding, and appreciation of diversity in school
communities.
Provide educational programs on topics such as classroom management, teaching strategies, or
parenting skills.
Develop, direct, and participate in training programs for staff and students.

Tier 7: Occupation Specific Requirements
Doctoral or professional degree
Licensed Psychologist

Tier 8: Management Competencies

Executive Leadership
Interpersonal skills
Analytical and critical thinking skills
Exhibit Professional Behaviour, including highest levels of integrity, ethical compliance, respect and
courtesy
Maintains stakeholder relationships
Communication skills
Cross-cultural understanding
Advocates for social justice
Facilitates innovative change
Resource Management
Effectively manages human resources
Effective manages and oversees the budget and other financial resources
Ensures transparence, protection and accountability
Manages all aspects of information technology
Strategic Management
Fundraises
Marketing and public relations
Designs and develops effective programs
Manages risk and legal affairs
Ensures strategic planning
Community Collaboration
Builds a relationship with complementary agencies, institutions and community groups and is an
amalgamation of all the skills needed in social work management that are employed at the senior level.
Entrepreneurship
Thinking innovatively
Influencing decision makers
Encouraging entrepreneurial activity

Code

8.4.6
8.4.7
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Championing great ideas
Rewarding innovation

HUMAN SERVICES

Substance Abuse and Behavioral Disorder
Counselors
ACCCP

Counseling & Mental Health

Alabama Competency Model Substance Abuse & Behavioral Disorder
Counselors
Code

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.
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Code

1.3.1
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
1.4
1.4.1
1.4.1.1
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

Demonstrating self-control
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
following through to get the job done.
Persisting
Pursue work with drive and a strong accomplishment orientation.
Persist to accomplish a task despite difficult conditions, tight deadlines, or obstacles and setbacks.
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
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Code

1.5.1.1
1.5.1.2
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
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

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.
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
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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
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

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).
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.
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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

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.
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2.4.2
Application
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
procedures are unclear or need improvement, or when feeling unsafe or threatened in the
2.5.1.5
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
Comprehend complex instructions.
Identify feelings and concerns communicated in various formats, such as writing, speech, American
2.5.2.3
Sign Language, computers, etc. and responds appropriately.
2.5.2.4
Consider others’ viewpoints and alter opinion when it is appropriate to do so.
Apply active interpersonal communication skills using reflection, restatement, questioning, and
2.5.2.5
clarification.
Effectively answer questions of others or communicate an inability to do so and suggest other
2.5.2.6
sources of answers.
2.5.3
Observing carefully
2.5.3.1
Notice nonverbal cues and respond appropriately.
2.5.3.2
Attend to visual sources of information (e.g., video).
2.5.3.3
Ascertain relevant visual information and use appropriately.
2.5.4
Persuasion/Influence
2.5.4.1
Influence others.
2.5.4.2
Persuasively present thoughts and ideas.
2.5.4.3
Gain commitment and ensure support for proposed ideas.
Critical and Analytical Thinking: Using logical thought processes to analyze information and draw
2.6
conclusions.
2.6.1
Reasoning
2.6.1.1
Possess sufficient inductive and deductive reasoning ability to perform job successfully.
2.6.1.2
Critically review, analyze, synthesize, compare, and interpret information.
2.6.1.3
Draw conclusions from relevant and/or missing information.
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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

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.

2.7.4.5
2.7.4.6
3
Tier 3: Workplace Competencies
3.1
Teamwork: Working cooperatively with others to complete work assignments.
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3.1.1
3.1.1.1
3.1.1.2
3.1.1.3
3.1.1.4
3.1.1.5
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

Identifying team membership and role
Serve as a leader or a follower, depending on what is needed to achieve the team’s goals and
Identify and draw upon team members’ strengths and weaknesses to achieve results.
Instruct others in learning new skills and learn from other team members.
Assist others who have less experience or have heavy workloads.
Encourage others to express their ideas and opinions.
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.
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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
3.4.1.2
3.4.2
3.4.2.1
3.4.2.2

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.
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.
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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
3.5.5.3
3.5.5.4
3.6

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.
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).

Alabama Competency Model Substance Abuse & Behavioral Disorder
Counselors
Code

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
3.7.3.1
3.7.3.2

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
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.
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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
3.9.3.2
3.9.3.3

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.
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.
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3.9.3.4
4
4.1
4.1.1
4.1.2
4.1.3
4.1.4
4.1.5
4.1.6
4.2
4.2.1
4.2.2
4.2.3
4.2.4
4.2.5
4.2.6
4.2.7
4.2.8
4.3
4.3.1
4.3.2
4.3.3
4.3.4
4.3.5
4.3.6
4.4
4.4.1
4.4.2
4.5
4.5.1
4.5.2
4.5.3
4.5.4

Recognize major challenges faced by the organization and industry, and identify key strategies to
address challenges.

Tier 4: Ready to Work Cluster-Specific Competencies

Crisis Prevention and Conflict Resolution: Knowledge of potential crisis situations or behavior, and the
appropriate procedures to de-escalate the situation or minimize the likelihood of danger.
Identify crises, and implement procedures to de-escalate situation
Use skills to ensure safety of person being supported, self, and others at risk
Demonstrate effective listening and problem solving skills
Monitor situation using effective communication skills to resolve conflict
Implement proactive strategies, including adjusting supports and environment as needed
Support and promote individuals’ ability to problem-solve
Ethics: Practice responsibly within the ethical framework of the profession.
Adopt an accepted professional code of ethics
Apply the code of ethics when confronted with ethical dilemmas
Ensure that practice honors the human and civil rights of participants
Practices the principles and activities of culturally and linguistically appropriate services
Secure and maintain certification and licensure requirements for duties
Maintain confidentiality and informed consent practices
Understand the negative consequences of action/inaction
Understand and describe the health and behaviors that may be associated with substance use and the
prevention and transmission of HIV/AIDS, TB, STDs and other infectious diseases
Documentation: Entering, transcribing, recording, storing, or maintaining information in written or
electronic/magnetic format to efficiently manage record-keeping.
Obtain appropriate information, signatures, and approvals promptly
Verify that all information is complete and accurate
Maintain accurate and objective records
Maintain standards of confidentiality and ethical practice
Keep current with appropriate documentation systems, setting priorities
Comply with policies and requirements for documentation and record keeping
Patient Health and Safety: Implement procedures and protocols to promote the health and wellness of
person receiving supports, care, or services.
Monitor individuals including level of comfort, satisfaction, nutrition, and vital signs
Recognize when patients pose a danger to self or others and take appropriate action
Health Care Delivery: Understanding the practices, procedures, and personnel used to deliver quality
patient care.
Understand roles, boundaries, and working relationships of interdisciplinary teams
Information gathering, analysis, and documentation to detect, understand, and treat diseases
Evaluate the appropriateness of plans of care to ensure consistency with evidence-based practice
Apply research findings in clinical decision making and the provision of patient care
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4.5.5
4.5.6
4.6
4.6.1
4.6.2
4.6.3
4.6.4
4.6.5
4.6.6
4.6.7

Forms of evaluation, measurement, performance improvement, and incentive payment schemes
Practice patient-centered care, including shared decision making, and support for patient needs
Service Quality: Effectively meeting customer needs and expectations.
Listen to customer needs and communicate effectively in a friendly manner.
Greet customers in a warm, inviting manner that encourages open communication.
Be mindful of how you appear to others. May include, but not limited to: being on time, monitoring
your body language, turning off cell phones, listening, being prepared, making eye contact.
Explain the importance of the spirit of genuine hospitality and how it enhances service.
When communicating with customers listen to them and do not interrupt.
When communicating with customers with disabilities, use people first language, i.e. person with a
disability, not disabled person.
Be prepared to use available reasonable accommodations (ASL interpreters, Braille or large print
documents or others) to effectively communicate with blind or deaf customers or those who are
speech impaired.
Describe the aspects of high-quality customer service.
Recognize quality customer service has different definitions depending on operation type.
Provide service with an attention to friendliness, ambiance, and quality.
Show customers that you are genuinely interested in their needs.
Remember names, orders, or other personal characteristics of repeat customers.
Don't say anything that could be taken as negative, mean, bigoted, or disrespectful.

4.6.8
4.6.9
4.6.10
4.6.11
4.6.12
4.6.13
5
Tier 5: Career Pathway Technical Competencies
5.5
Informatics
5.5.1
Use an electronic health record to retrieve relevant information and to document care concisely
Screen, assess and provide services to healthcare consumers using computer-based and web-based
5.5.2
tools
Employ telehealth applications to ensure consumer access to appropriate care and to deliver
5.5.3
healthcare
5.5.4
Assist healthcare consumers in using web-based tools as part of their personal healthcare plan
Communicate with healthcare consumers and family members using secure online, mobile, and “smart”
5.5.5
technology and devices
5.5.6
Conform to all HIPPA regulations
5.2
Community Education
Provide culturally relevant formal and informal education programs that raise awareness and support
5.2.1
substance abuse prevention and/or the recovery process.
Describe factors that increase the likelihood for an individual, community, or group to be at-risk for, or
5.2.2
resilient to, psychoactive substance use disorders.
Sensitize others to issues of cultural identity, ethnic background, age, and gender in prevention,
5.2.3
treatment, and recovery.
5.2.4
Describe warning signs, symptoms, and the course of substance use disorders.
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5.2.5
5.2.6
5.2.7
5.2.8
5.2.9
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
5.4.5
5.4.6
5.5
5.5.1
5.5.2
5.5.3
5.5.4

Describe how substance use disorders affect families and concerned others.
Describe the continuum of care and resources available to family and concerned others.
Describe principles and philosophy of prevention, treatment, and recovery.
Understand and describe the health and behavior problems related to substance use, including
transmission and prevention of HIV/AIDS, TB, STDs, and other infectious diseases.
Teach life skills, including but not limited to, stress management, relaxation, communication,
assertiveness, and refusal skills.
Individual/Cultural diversity
Identify and address disparities in healthcare access and quality for diverse individuals and populations
served
Adapt services, including evidence-based interprofessional team approaches, to the language, cultural
norms, and individual preferences of consumers and family members
Develop collaborative relationships with providers of services tailored to the needs of culturally diverse
consumers and family members
Examine the experiences of culturally diverse consumers and family members with respect to quality of
care and adjust the delivery of care as needed.
Educate members of the team about the characteristics, healthcare needs, health behaviors, and views
toward illness and treatment of diverse populations served in the treatment setting
Foster and value diversity in terms of the composition of the interprofessional team members in all
roles
Referral
Consistently is involved in professional activities with other civic groups, agencies, and community
professionals, to increase the breadth and availability of community services to clients having substance
use disorders.
Utilizes referral resources to address key issues and maximize likelihood of achieving treatment goals
Recommends self-referral services to the client and facilitates counselor referrals as necessary.
Clearly discusses the intended outcomes expected from referral services with the client.
Works with the receiving agency to exchange relevant and appropriate information, consistent with the
client’s rights to confidentiality and best professional practice.
Requests and reviews receiving agency reports on treatment progress and incorporates information in
monitoring client’s progress.
Understanding of Addiction
Models and theories of addiction and other substance-related problems and relationship to treatment
planning
Supervisor monitoring of treatment planning, documentation, and client interactions.
Effects of psychoactive drug use on behavior, psychological and physical health, and social
relationships.
Behaviors, psychological and physical health, and social effects of drug use

Alabama Competency Model Substance Abuse & Behavioral Disorder
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Code

5.5.5
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
6.2.4
6.2.5
6.2.6
6.2.7
6.3
6.3.1
6.3.2
6.3.3
6.3.4
6.3.5
6.3.6
6.3.7

Treats medical and psychological disorders in clients separately from treatment for addiction and
substance abuse

Tier 6: Occupation Specific Technical Competencies

Treatment
Develops addiction service plans that link client needs with appropriate treatment philosophies,
practices, and policies, that lead to relevant client outcomes
Utilizes science based treatment, recovery, relapse prevention and continuing care methods
Incorporates family, social networks and community systems in individual service plans.
Is aware of scientifically supported treatment strategies and methods, and applies them to case
planning decisions.
Participates in interdisciplinary team planning and delivery of treatment services to clients.
Application to Practice
Uses diagnostic and patient placement criteria to identify substance use disorders and appropriate
treatment settings.
Tailors helping strategies into individualized treatment plans that reduce the negative effects of
substance abuse and dependency.
Utilizes treatment strategies and modalities appropriate for client’s level of cultural and language
literacy, acculturation, or assimilation.
Uses knowledge of medical and pharmaceutical resources appropriately in planning and implementing
treatment of substance use disorders.
Develops treatment plans that are sensitive to the insurance and health maintenance options available
to clients.
Identifies crisis as a potential indicator of underlying substance abuse problems and treatment
opportunities.
Routinely includes measures of outcomes in treatment plans and delivery.
Clinical Evaluation
Establishes rapport with the client in a way that facilitates cooperation and engagement in treatment.
Gathers data about current and historical substance use, physical and mental health and substancerelated treatment history.
Manages crisis situations including self-inflicted harm or attempted suicide, to assure safety of client
and significant others.
Reviews substance use with client and helps client establish targets for improvement.
Facilitates establishment of an appropriate treatment strategy, which uses modalities on the
continuum of care appropriately.
Presents a specific action plan for addressing client needs to the client and appropriate significant
others.
Appropriately uses comprehensive assessment instruments and interview strategies that are sensitive
to age, gender, and culture of client.

Alabama Competency Model Substance Abuse & Behavioral Disorder
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Code

6.3.8
6.3.9

Uses data from a comprehensive assessment to form appropriate treatment recommendations.
Seeks supervision and consultation, as necessary.
Document assessment findings and treatment recommendations, in the clinical record and in the form
6.3.10
of assessment reports for referring agencies.
6.4
Treatment Planning
6.4.1
Reviews assessment findings and interprets the results to the client and significant others.
6.4.2
Confirms client readiness for treatment
Reviews a comprehensive treatment plan with the client and significant others, including implications
6.4.3
of full compliance on the client’s daily life
6.4.4
Coordinates treatment activities with community resources to address prioritized client’s needs.
Informs the client of his/her confidentiality rights, safeguards to protect confidentiality, and exceptions
6.4.5
imposed by statute.
6.4.6
Reassesses the treatment plan at regular intervals or when indicated to adjust the plan.
6.5
Service Coordination
6.5.1
Treatment Implementation
6.5.2
Establishes accurate client expectation regarding the treatment process.
6.5.3
Initiates collaboration with individual referral sources
Reviews and provides relevant client information to referral sources, including desired treatment
6.5.4
outcomes.
6.5.5
Works with client to determine eligibility for admission and continued readiness for treatment.
6.5.6
Facilitates completion of administrative procedures for admission to treatment.
Coordinates client involvement with community resources and collaborates with managed care
6.5.7
services.
6.5.8
Reviews treatment activities and monitors client progress in reaching treatment objectives.
6.6
Counseling
Establish a helping relationship with the client characterized by warmth, respect, genuineness,
6.6.1
concreteness, and empathy.
6.6.2
Facilitate the client’s engagement in the treatment and recovery process.
Work with the client to establish realistic, achievable goals consistent with achieving and maintaining
6.6.3
recovery.
Promote client knowledge, skills, and attitudes that contribute to a positive change in substance use
6.6.4
behaviors.
Encourage and reinforce client actions determined to be beneficial in progressing toward treatment
6.6.5
goals.
Work appropriately with the client to recognize and discourage all behaviors inconsistent with progress
6.6.6
toward treatment goals.
Recognize how, when, and why to involve the client’s significant others in enhancing or supporting the
6.6.7
treatment plan.

Alabama Competency Model Substance Abuse & Behavioral Disorder
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Code

6.6.8
6.6.9
6.6.10
6.6.11
6.6.12
6.6.13
6.6.14

6.6.15
6.6.16
6.6.17
6.6.18
6.6.19
6.6.20
6.6.21
6.6.22
6.6.23
6.6.24
7
7.1
7.2
7.3
8
8.1

Promote client knowledge, skills, and attitudes consistent with the maintenance of health and
prevention of Human Immunodeficiency Virus/Acquired Immune Deficiency Syndrome (HIV/AIDS),
tuberculosis (TB), sexually transmitted diseases (STDs), and other infectious diseases.
Facilitate the development of basic and life skills associated with recovery.
Adapt counseling strategies to the individual.
Make constructive therapeutic responses when client’s behavior is inconsistent with stated recovery
goals.
Apply crisis management skills.
Facilitate the client’s identification, selection, and practice of strategies that help sustain the
knowledge, skills, and attitudes needed for maintaining treatment progress and preventing relapse.
Select, and appropriately use strategies from accepted and culturally appropriate models for group
counseling with clients with substance use disorders.
Carry out the actions necessary to form a group, including, but not limited to: determining group type,
purpose, size, and leadership; recruiting and selecting members; establishing group goals and clarifying
behavioral ground rules for participating; identifying outcomes; and determining criteria and methods
for termination or graduation from the group.
Facilitate the entry of new members and the transition of exiting members.
Facilitate group growth within the established ground rules and movement toward group and individual
goals by using methods consistent with group type.
Understand the concepts of process and content, and shift the focus of the group when such an
intervention will help the group move toward its goals.
Describe and summarize client behavior within the group for the purpose of documenting the client’s
progress and identifying needs and issues that may require a modification in the treatment plan.
Understand the characteristics and dynamics of families, couples, and significant others affected by
substance use.
Appropriately use models of diagnosis and intervention for families, couples, and significant others,
including extended, kinship, or tribal family structures.
Facilitate the engagement of selected members of the family, couple, or significant others in the
treatment and recovery process.
Assist families, couples, and significant others to understand the interaction between the system and
substance use behaviors.
Assist families, couples, and significant others to adopt strategies and behaviors that sustain recovery
and maintain healthy relationships.

Tier 7: Occupation Specific Requirements

Bachelor's degree
Certified Adolescent Alcohol & Drug Abuse Professional (CAADP)
Certified Alcohol Drug Counselor, IC & RC (ADC)

Tier 8: Management Competencies

Executive Leadership

Alabama Competency Model Substance Abuse & Behavioral Disorder
Counselors
Code

8.1.1
8.1.2
8.1.3
8.1.4
8.1.5
8.1.6
8.1.7
8.1.8
8.2
8.2.1
8.2.2
8.2.3
8.2.4
8.3
8.3.1
8.3.2
8.3.3
8.3.4
8.3.5
8.4
8.4.1
8.4.2
8.4.3
8.4.4
8.4.5
8.4.6
8.4.7

Interpersonal skills
Analytical and critical thinking skills
Exhibit Professional Behaviour, including highest levels of integrity, ethical compliance, respect and
courtesy
Maintains stakeholder relationships
Communication skills
Cross-cultural understanding
Advocates for social justice
Facilitates innovative change
Resource Management
Effectively manages human resources
Effective manages and oversees the budget and other financial resources
Ensures transparence, protection and accountability
Manages all aspects of information technology
Strategic Management
Fundraises
Marketing and public relations
Designs and develops effective programs
Manages risk and legal affairs
Ensures strategic planning
Community Collaboration
Builds a relationship with complementary agencies, institutions and community groups and is an
amalgamation of all the skills needed in social work management that are employed at the senior level.
Entrepreneurship
Thinking innovatively
Influencing decision makers
Encouraging entrepreneurial activity
Championing great ideas
Rewarding innovation

HUMAN SERVICES

Mental Health Counselors
ACCCP

Counseling & Mental Health

Code

Alabama Competency Model Mental Health Counselors

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

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
1.4
1.4.1
1.4.1.1
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

Alabama Competency Model Mental Health Counselors
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
following through to get the job done.
Persisting
Pursue work with drive and a strong accomplishment orientation.
Persist to accomplish a task despite difficult conditions, tight deadlines, or obstacles and setbacks.
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

Code

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
1.7.4.1

Alabama Competency Model Mental Health Counselors
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
Take charge of personal career development by identifying occupational interests, strengths,
options, and opportunities.

Code

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
2.2.2
2.2.2.1

Alabama Competency Model Mental Health Counselors
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.
Mechanics
Use standard syntax and sentence structure.

Code

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
2.5.1.4

Alabama Competency Model Mental Health Counselors
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.
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.

Code

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
2.7.1.1
2.7.1.2

Alabama Competency Model Mental Health Counselors
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
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.

Code

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

Alabama Competency Model Mental Health Counselors
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.
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

Code

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
3.3.1.2
3.3.1.3
3.3.1.4

Alabama Competency Model Mental Health Counselors
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.
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.

Code

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
3.5.2
3.5.2.1

Alabama Competency Model Mental Health Counselors
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.
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.

Code

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
3.7
3.7.1

Alabama Competency Model Mental Health Counselors
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.
Scheduling and Coordinating: Making arrangements that fulfill all requirements as efficiently and
economically as possible.
Arranging and informing

Code

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
3.8.4.2
3.8.4.3

Alabama Competency Model Mental Health Counselors
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.
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.

Code

Alabama Competency Model Mental Health Counselors

3.8.4.4
File data and documentation in accordance with organization’s requirements.
3.9
Business Fundamentals: Using information on basic business principles, trends, and economics.
3.9.1
Situational awareness
3.9.1.1
Understand the mission, structure, and functions of the organization.
Recognize one’s role in the functioning of the organization and understand the potential impact
3.9.1.2
one’s own performance can have on the success of the organization.
3.9.1.3
Grasp the potential impact of the company’s well-being on employees.
3.9.2
Business ethics
3.9.2.1
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
3.9.2.2
property to appropriate personnel.
3.9.3
Market knowledge
3.9.3.1
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
3.9.3.2
maintain competitiveness.
3.9.3.3
Uphold the organization through building and maintaining customer relations.
Recognize major challenges faced by the organization and industry, and identify key strategies to
3.9.3.4
address challenges.
4
Tier 4: Ready to Work Cluster-Specific Competencies
Crisis Prevention and Conflict Resolution: Knowledge of potential crisis situations or behavior, and the
4.1
appropriate procedures to de-escalate the situation or minimize the likelihood of danger.
4.1.1
Identify crises, and implement procedures to de-escalate situation
4.1.2
Use skills to ensure safety of person being supported, self, and others at risk
4.1.3
Demonstrate effective listening and problem solving skills
4.1.4
Monitor situation using effective communication skills to resolve conflict
4.1.5
Implement proactive strategies, including adjusting supports and environment as needed
4.1.6
Support and promote individuals’ ability to problem-solve
4.2
Ethics: Practice responsibly within the ethical framework of the profession.
4.2.1
Adopt an accepted professional code of ethics
4.2.2
Apply the code of ethics when confronted with ethical dilemmas
4.2.3
Ensure that practice honors the human and civil rights of participants
4.2.4
Practices the principles and activities of culturally and linguistically appropriate services
4.2.5
Secure and maintain certification and licensure requirements for duties
4.2.6
Maintain confidentiality and informed consent practices
4.2.7
Understand the negative consequences of action/inaction
Understand and describe the health and behaviors that may be associated with substance use and the
4.2.8
prevention and transmission of HIV/AIDS, TB, STDs and other infectious diseases
Documentation: Entering, transcribing, recording, storing, or maintaining information in written or
4.3
electronic/magnetic format to efficiently manage record-keeping.
4.3.1
Obtain appropriate information, signatures, and approvals promptly
4.3.2
Verify that all information is complete and accurate

Code

4.3.3
4.3.4
4.3.5
4.3.6
4.4
4.4.1
4.4.2
4.5
4.5.1
4.5.2
4.5.3
4.5.4
4.5.5
4.5.6
4.6
4.6.1
4.6.2
4.6.3
4.6.4
4.6.5
4.6.6
4.6.7

Alabama Competency Model Mental Health Counselors
Maintain accurate and objective records
Maintain standards of confidentiality and ethical practice
Keep current with appropriate documentation systems, setting priorities
Comply with policies and requirements for documentation and record keeping
Patient Health and Safety: Implement procedures and protocols to promote the health and wellness of
person receiving supports, care, or services.
Monitor individuals including level of comfort, satisfaction, nutrition, and vital signs
Recognize when patients pose a danger to self or others and take appropriate action
Health Care Delivery: Understanding the practices, procedures, and personnel used to deliver quality
patient care.
Understand roles, boundaries, and working relationships of interdisciplinary teams
Information gathering, analysis, and documentation to detect, understand, and treat diseases
Evaluate the appropriateness of plans of care to ensure consistency with evidence-based practice
Apply research findings in clinical decision making and the provision of patient care
Forms of evaluation, measurement, performance improvement, and incentive payment schemes
Practice patient-centered care, including shared decision making, and support for patient needs
Service Quality: Effectively meeting customer needs and expectations.
Listen to customer needs and communicate effectively in a friendly manner.
Greet customers in a warm, inviting manner that encourages open communication.
Be mindful of how you appear to others. May include, but not limited to: being on time, monitoring
your body language, turning off cell phones, listening, being prepared, making eye contact.
Explain the importance of the spirit of genuine hospitality and how it enhances service.
When communicating with customers listen to them and do not interrupt.
When communicating with customers with disabilities, use people first language, i.e. person with a
disability, not disabled person.
Be prepared to use available reasonable accommodations (ASL interpreters, Braille or large print
documents or others) to effectively communicate with blind or deaf customers or those who are
speech impaired.
Describe the aspects of high-quality customer service.
Recognize quality customer service has different definitions depending on operation type.
Provide service with an attention to friendliness, ambiance, and quality.
Show customers that you are genuinely interested in their needs.
Remember names, orders, or other personal characteristics of repeat customers.
Don't say anything that could be taken as negative, mean, bigoted, or disrespectful.

4.6.8
4.6.9
4.6.10
4.6.11
4.6.12
4.6.13
5
Tier 5: Career Pathway Technical Competencies
5.5
Informatics
5.5.1
Use an electronic health record to retrieve relevant information and to document care concisely
Screen, assess and provide services to healthcare consumers using computer-based and web-based
5.5.2
tools
Employ telehealth applications to ensure consumer access to appropriate care and to deliver
5.5.3
healthcare

Code

5.5.4
5.5.5
5.5.6
5.2
5.2.1
5.2.2
5.2.3
5.2.4
5.2.5
5.2.6
5.2.7
5.2.8
5.2.9
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
5.4.5

Alabama Competency Model Mental Health Counselors
Assist healthcare consumers in using web-based tools as part of their personal healthcare plan
Communicate with healthcare consumers and family members using secure online, mobile, and “smart”
technology and devices
Conform to all HIPPA regulations
Community Education
Provide culturally relevant formal and informal education programs that raise awareness and support
substance abuse prevention and/or the recovery process.
Describe factors that increase the likelihood for an individual, community, or group to be at-risk for, or
resilient to, psychoactive substance use disorders.
Sensitize others to issues of cultural identity, ethnic background, age, and gender in prevention,
treatment, and recovery.
Describe warning signs, symptoms, and the course of substance use disorders.
Describe how substance use disorders affect families and concerned others.
Describe the continuum of care and resources available to family and concerned others.
Describe principles and philosophy of prevention, treatment, and recovery.
Understand and describe the health and behavior problems related to substance use, including
transmission and prevention of HIV/AIDS, TB, STDs, and other infectious diseases.
Teach life skills, including but not limited to, stress management, relaxation, communication,
assertiveness, and refusal skills.
Individual/Cultural diversity
Identify and address disparities in healthcare access and quality for diverse individuals and populations
served
Adapt services, including evidence-based interprofessional team approaches, to the language, cultural
norms, and individual preferences of consumers and family members
Develop collaborative relationships with providers of services tailored to the needs of culturally diverse
consumers and family members
Examine the experiences of culturally diverse consumers and family members with respect to quality of
care and adjust the delivery of care as needed.
Educate members of the team about the characteristics, healthcare needs, health behaviors, and views
toward illness and treatment of diverse populations served in the treatment setting
Foster and value diversity in terms of the composition of the interprofessional team members in all
roles
Referral
Consistently is involved in professional activities with other civic groups, agencies, and community
professionals, to increase the breadth and availability of community services to clients having substance
use disorders.
Utilizes referral resources to address key issues and maximize likelihood of achieving treatment goals
Recommends self-referral services to the client and facilitates counselor referrals as necessary.
Clearly discusses the intended outcomes expected from referral services with the client.
Works with the receiving agency to exchange relevant and appropriate information, consistent with the
client’s rights to confidentiality and best professional practice.

Code

5.4.6
5.5
5.5.1
5.5.2
5.5.3
5.5.4
5.5.5
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

Alabama Competency Model Mental Health Counselors
Requests and reviews receiving agency reports on treatment progress and incorporates information in
monitoring client’s progress.
Understanding of Addiction
Models and theories of addiction and other substance-related problems and relationship to treatment
planning
Supervisor monitoring of treatment planning, documentation, and client interactions.
Effects of psychoactive drug use on behavior, psychological and physical health, and social
relationships.
Behaviors, psychological and physical health, and social effects of drug use
Treats medical and psychological disorders in clients separately from treatment for addiction and
substance abuse

Tier 6: Occupation Specific Technical Competencies

Interpersonal Communication
Establish rapport, rapidly develop, and maintain effective working relationships with diverse individuals,
including healthcare consumers, family members, and other providers.
Listen actively and effectively, as demonstrated by the ability to quickly grasp presenting problems,
needs, and preferences as communicated by others, and reflect back that information to ensure that
others have been accurately understood.
Clearly convey relevant information in a non- judgmental manner about behavioral health, general
health, and health behaviors using person-centered concepts and terms that are free of jargon and
acronyms and are easily understood by the listener.
Explain to the healthcare consumer and family the roles and responsibilities of each team member and
how they will work together to provide services.
In speaking to healthcare consumers or professionals, use the terminology that is common to the
setting in which care is delivered or advocate for and educate others about the rationale for using
alternative language.
Use the primary language and preferred mode of communication of the healthcare consumer and
family members or communicate through the use of qualified interpreters.
Adapt the style of communication to account for the impact of health conditions on a healthcare
consumer’s ability to process and understand information.
Provide health education materials that are appropriate to the communication style and literacy of the
healthcare consumer and family and that reinforce information provided verbally during healthcare
visits.
Recognize and manage personal biases related to healthcare consumers, families, health conditions and
healthcare delivery.
Counseling
Encourage clients to express their feelings and discuss what is happening in their lives, helping them to
develop insight into themselves or their relationships.
Discuss with individual patients their plans for life after leaving therapy.
Counsel family members to assist them in understanding, dealing with, or supporting clients or
patients.

Code

6.2.4
6.3
6.3.1
6.3.2
6.4
6.4.1
6.4.2
6.5
6.5.1
6.5.2
6.5.3
6.6
6.6.1
6.6.2
7
7.1
7.2
8
8.1
8.1.1
8.1.2
8.1.3
8.1.4
8.1.5
8.1.6
8.1.7
8.1.8
8.2
8.2.1
8.2.2
8.2.3
8.2.4
8.3
8.3.1
8.3.2

Alabama Competency Model Mental Health Counselors
Counsel clients or patients, individually or in group sessions, to assist in overcoming dependencies,
adjusting to life, or making changes.
Reports & Client Records
Prepare and maintain all required treatment records and reports.
Fill out and maintain client-related paperwork, including federal- and state-mandated forms, client
diagnostic records, and progress notes.
Crisis Intervention
Act as client advocates to coordinate required services or to resolve emergency problems in crisis
situations.
Perform crisis interventions with clients.
Develop & Monitor Treatment Plan
Develop and implement treatment plans based on clinical experience and knowledge.
Modify treatment activities or approaches as needed to comply with changes in clients' status.
Evaluate the effectiveness of counseling programs on clients' progress in resolving identified problems
and moving towards defined objectives.
Evaluate Clients
Collect information about clients through interviews, observation, or tests.
Evaluate clients' physical or mental condition, based on review of client information.

Tier 7: Occupation Specific Requirements
Bachelor's degree
Licensed Professional Counselor

Tier 8: Management Competencies

Executive Leadership
Interpersonal skills
Analytical and critical thinking skills
Exhibit Professional Behaviour, including highest levels of integrity, ethical compliance, respect and
courtesy
Maintains stakeholder relationships
Communication skills
Cross-cultural understanding
Advocates for social justice
Facilitates innovative change
Resource Management
Effectively manages human resources
Effective manages and oversees the budget and other financial resources
Ensures transparence, protection and accountability
Manages all aspects of information technology
Strategic Management
Fundraises
Marketing and public relations

Code

8.3.3
8.3.4
8.3.5
8.4
8.4.1
8.4.2
8.4.3
8.4.4
8.4.5
8.4.6
8.4.7

Alabama Competency Model Mental Health Counselors
Designs and develops effective programs
Manages risk and legal affairs
Ensures strategic planning
Community Collaboration
Builds a relationship with complementary agencies, institutions and community groups and is an
amalgamation of all the skills needed in social work management that are employed at the senior level.
Entrepreneurship
Thinking innovatively
Influencing decision makers
Encouraging entrepreneurial activity
Championing great ideas
Rewarding innovation

HUMAN SERVICES

Clergy
ACCCP

Family & Community Services

Code

Alabama Competency Model Clergy

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

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
1.4
1.4.1
1.4.1.1
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

Alabama Competency Model Clergy
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
following through to get the job done.
Persisting
Pursue work with drive and a strong accomplishment orientation.
Persist to accomplish a task despite difficult conditions, tight deadlines, or obstacles and setbacks.
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

Code

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
1.7.4.1
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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
Take charge of personal career development by identifying occupational interests, strengths,
options, and opportunities.

Code

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
2.2.2
2.2.2.1
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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.
Mechanics
Use standard syntax and sentence structure.

Code

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
2.5.1.4
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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.
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.

Code

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
2.7.1.1
2.7.1.2
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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
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.

Code

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

Alabama Competency Model Clergy
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.
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

Code

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
3.3.1.2
3.3.1.3
3.3.1.4
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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.
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.

Code

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
3.5.2
3.5.2.1
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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.
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.

Code

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
3.7
3.7.1
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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.
Scheduling and Coordinating: Making arrangements that fulfill all requirements as efficiently and
economically as possible.
Arranging and informing

Code

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
3.8.4.2
3.8.4.3
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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.
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.

Code

Alabama Competency Model Clergy

3.8.4.4
File data and documentation in accordance with organization’s requirements.
3.9
Business Fundamentals: Using information on basic business principles, trends, and economics.
3.9.1
Situational awareness
3.9.1.1
Understand the mission, structure, and functions of the organization.
Recognize one’s role in the functioning of the organization and understand the potential impact
3.9.1.2
one’s own performance can have on the success of the organization.
3.9.1.3
Grasp the potential impact of the company’s well-being on employees.
3.9.2
Business ethics
3.9.2.1
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
3.9.2.2
property to appropriate personnel.
3.9.3
Market knowledge
3.9.3.1
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
3.9.3.2
maintain competitiveness.
3.9.3.3
Uphold the organization through building and maintaining customer relations.
Recognize major challenges faced by the organization and industry, and identify key strategies to
3.9.3.4
address challenges.
4
Tier 4: Ready to Work Cluster-Specific Competencies
Crisis Prevention and Conflict Resolution: Knowledge of potential crisis situations or behavior, and the
4.1
appropriate procedures to de-escalate the situation or minimize the likelihood of danger.
4.1.1
Identify crises, and implement procedures to de-escalate situation
4.1.2
Use skills to ensure safety of person being supported, self, and others at risk
4.1.3
Demonstrate effective listening and problem solving skills
4.1.4
Monitor situation using effective communication skills to resolve conflict
4.1.5
Implement proactive strategies, including adjusting supports and environment as needed
4.1.6
Support and promote individuals’ ability to problem-solve
4.2
Ethics: Practice responsibly within the ethical framework of the profession.
4.2.1
Adopt an accepted professional code of ethics
4.2.2
Apply the code of ethics when confronted with ethical dilemmas
4.2.3
Ensure that practice honors the human and civil rights of participants
4.2.4
Practices the principles and activities of culturally and linguistically appropriate services
4.2.5
Secure and maintain certification and licensure requirements for duties
4.2.6
Maintain confidentiality and informed consent practices
4.2.7
Understand the negative consequences of action/inaction
Understand and describe the health and behaviors that may be associated with substance use and the
4.2.8
prevention and transmission of HIV/AIDS, TB, STDs and other infectious diseases
Documentation: Entering, transcribing, recording, storing, or maintaining information in written or
4.3
electronic/magnetic format to efficiently manage record-keeping.
4.3.1
Obtain appropriate information, signatures, and approvals promptly
4.3.2
Verify that all information is complete and accurate

Code

4.3.3
4.3.4
4.3.5
4.3.6
4.4
4.4.1
4.4.2
4.5
4.5.1
4.5.2
4.5.3
4.5.4
4.5.5
4.5.6
4.6
4.6.1
4.6.2
4.6.3
4.6.4
4.6.5
4.6.6
4.6.7
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Maintain accurate and objective records
Maintain standards of confidentiality and ethical practice
Keep current with appropriate documentation systems, setting priorities
Comply with policies and requirements for documentation and record keeping
Patient Health and Safety: Implement procedures and protocols to promote the health and wellness of
person receiving supports, care, or services.
Monitor individuals including level of comfort, satisfaction, nutrition, and vital signs
Recognize when patients pose a danger to self or others and take appropriate action
Health Care Delivery: Understanding the practices, procedures, and personnel used to deliver quality
patient care.
Understand roles, boundaries, and working relationships of interdisciplinary teams
Information gathering, analysis, and documentation to detect, understand, and treat diseases
Evaluate the appropriateness of plans of care to ensure consistency with evidence-based practice
Apply research findings in clinical decision making and the provision of patient care
Forms of evaluation, measurement, performance improvement, and incentive payment schemes
Practice patient-centered care, including shared decision making, and support for patient needs
Service Quality: Effectively meeting customer needs and expectations.
Listen to customer needs and communicate effectively in a friendly manner.
Greet customers in a warm, inviting manner that encourages open communication.
Be mindful of how you appear to others. May include, but not limited to: being on time, monitoring
your body language, turning off cell phones, listening, being prepared, making eye contact.
Explain the importance of the spirit of genuine hospitality and how it enhances service.
When communicating with customers listen to them and do not interrupt.
When communicating with customers with disabilities, use people first language, i.e. person with a
disability, not disabled person.
Be prepared to use available reasonable accommodations (ASL interpreters, Braille or large print
documents or others) to effectively communicate with blind or deaf customers or those who are
speech impaired.
Describe the aspects of high-quality customer service.
Recognize quality customer service has different definitions depending on operation type.
Provide service with an attention to friendliness, ambiance, and quality.
Show customers that you are genuinely interested in their needs.
Remember names, orders, or other personal characteristics of repeat customers.
Don't say anything that could be taken as negative, mean, bigoted, or disrespectful.

4.6.8
4.6.9
4.6.10
4.6.11
4.6.12
4.6.13
5
Tier 5: Career Pathway Technical Competencies
5.1
Cultural Diversity
Identify and address disparities in healthcare access and quality for diverse individuals and populations
5.1.1
served
Adapt services, including evidence-based interprofessional team approaches, to the language, cultural
5.1.2
norms, and individual preferences of consumers and family members

Code

5.1.3
5.1.4
5.1.5
5.1.6
5.2
5.2.1
5.2.2
5.2.3
5.2.4
5.2.5
5.2.6

Alabama Competency Model Clergy
Develop collaborative relationships with providers of services tailored to the needs of culturally diverse
consumers and family members
Examine the experiences of culturally diverse consumers and family members with respect to quality of
care and adjust the delivery of care as needed.
Educate members of the team about the characteristics, healthcare needs, health behaviors, and views
toward illness and treatment of diverse populations served in the treatment setting
Foster and value diversity in terms of the composition of the interprofessional team members in all
roles
Client Relations
Honesty
Accuracy
Cooperation
Avoidance of misrepresentation
Avoidance of any conflict of interest
Integrity and high standards of professional conduct ensuring avoidance of any inappropriate behavior

Work is within your own scope of practice and expertise, and if not, you seek advice or refer to another
professional
5.2.8
Professional boundaries and standards of others are respected
5.2.9
Development of the knowledge and practice of others
5.2.10
Mentor support for colleagues is provided
5.3
Community Education
Provide culturally relevant formal and informal education programs that raise awareness and support
5.3.1
substance abuse prevention and/or the recovery process.
Describe factors that increase the likelihood for an individual, community, or group to be at-risk for, or
5.3.2
resilient to, psychoactive substance use disorders.
Sensitize others to issues of cultural identity, ethnic background, age, and gender in prevention,
5.3.3
treatment, and recovery.
5.3.4
Describe warning signs, symptoms, and the course of substance use disorders.
5.3.5
Describe how substance use disorders affect families and concerned others.
5.3.6
Describe the continuum of care and resources available to family and concerned others.
5.3.7
Describe principles and philosophy of prevention, treatment, and recovery.
Understand and describe the health and behavior problems related to substance use, including
5.3.8
transmission and prevention of HIV/AIDS, TB, STDs, and other infectious diseases.
Teach life skills, including but not limited to, stress management, relaxation, communication,
5.3.9
assertiveness, and refusal skills.
5.4
Referral
Consistently is involved in professional activities with other civic groups, agencies, and community
5.4.1
professionals, to increase the breadth and availability of community services to clients having substance
use disorders.
5.4.2
Utilizes referral resources to address key issues and maximize likelihood of achieving treatment goals
5.2.7

Code

5.4.3
5.4.4
5.4.5
5.4.6
5.5
5.5.1
5.5.2
5.5.3
5.6
5.6.1
5.6.2
5.6.3
5.6.4
6
6.1
6.1.1

Alabama Competency Model Clergy
Recommends self-referral services to the client and facilitates counselor referrals as necessary.
Clearly discusses the intended outcomes expected from referral services with the client.
Works with the receiving agency to exchange relevant and appropriate information, consistent with the
client’s rights to confidentiality and best professional practice.
Requests and reviews receiving agency reports on treatment progress and incorporates information in
monitoring client’s progress.
Community Advocate
Determines and advocates for the needs and perspectives of communities.
Connects individuals and communities to resources and advocates for basic needs (e.g. food and
housing).
Identifies policy influencers and opportunities and provides advocacy for positive policy changes,
including by engaging individuals and communities in grassroots support.
Coaching & Social Support
Provides individual support and coaching.
Motivates and encourages people to obtain care and other services.
Supports self-management of disease prevention and management of health conditions, including
chronic disease.
Plans, organizes and/or leads support groups.

Tier 6: Occupation Specific Technical Competencies

Faith in God
Has a passion for God, as revealed through Jesus Christ and empowered by the Spirit.
Is able to articulate an understanding of the world in terms of a relationship between God and
6.1.2
responsive creatures.
Has a grasp of scripture, history, tradition, and theology and can apply theological concepts and
6.1.3
spiritual insights to issues of daily life.
6.1.4
Attends to the need for spiritual practice and disciplines to nourish spiritual vitality.
6.1.5
Reflects the hope, joy, strength, and peace of the gospel message.
6.2
Leadership Capacity
Is committed to empowering and preparing the People of God for their ministries in the church and the
6.2.1
world, and appreciates the need for training and support of volunteers
6.2.2
Is able to articulate the nature and distinctiveness of the priestly and diaconal vocation.
6.2.3
Can give an account of how his/her own vocation to ministry relates to this understanding.
6.2.4
Appreciates that the priest/deacon is a public figure.
6.2.5
Effectively exercises pastoral leadership.
6.2.6
Demonstrates humility in the exercise of leadership.
6.2.7
Demonstrates the basic skills necessary to preach effectively.
6.2.8
Demonstrates the gifts and capacity to offer pastoral care.
6.2.9
Demonstrates the capacity to work collaboratively with others.
6.2.10
Uses leadership styles appropriate to the occasion.
Is aware of a variety of ministry settings, i.e. urban, small town, rural, and has been exposed to at least
6.2.11
one other context other than their present one

Code

Alabama Competency Model Clergy

6.2.12
Discerns God’s presence and activity in the lives of others
6.2.13
Demonstrates an awareness of the church’s role and opportunities in public life.
6.2.14
Understands basic administration.
6.3
Teaching & Learning Skills
Demonstrates an ability to nurture the faith of others and draw out their baptismal ministry and
6.3.1
leadership.
6.3.2
Is aware of the scope of available educational resources.
Possesses communication skills, both oral and written, and the ability to communicate with a wide
6.3.3
variety of people.
6.3.4
Has an understanding of how children and adults learn.
6.3.5
Demonstrates faith by word and action and teaches others to do the same.
6.4
Call to Ordained Ministry
6.4.1
Displays a maturing understanding of his/her call to ministry, service, and study.
6.4.2
Shows evidence of personal and spiritual growth and self-awareness.
6.4.3
Appreciates that the power inherent in the ministry of Word and Sacrament is a sacred trust.
6.4.4
Has the ability to willingly serve under the pastoral direction of a Bishop.
6.4.5
Understands the differences and relationship between lay and ordained ministries.
6.4.6
Recognizes that vocation is affirmed and authenticated by the Body of Christ.
Demonstrates the intellectual, emotional, and physical capacity to successfully develop competencies in
6.4.7
Theology, Church History, Liturgy, Pastoral Care, Administration, and other areas.
6.5
Love of Church
6.5.1
Is committed to the Church as the Body of Christ in the world.
6.5.2
Loves the church in its Anglican/Episcopal expression, yet recognizes its constant need for renewal.
Is open to and aware of other faith and denominational expressions and ecumenical opportunities
6.5.3
while maintaining a confident and lively commitment to the Anglican tradition.
6.6
Mission & Evangelism
Recognizes and exhibits concern for the scope of human need both within and beyond the
6.6.1
congregation.
6.6.2
Takes the initiative to proclaim the Good News through social justice and evangelism.
6.6.3
Is willing to take the risks associated with active mission in the world.
6.6.4
Is sensitive to cultural diversity.
6.6.5
6.6.6
6.6.7
6.7
6.7.1
6.7.2
6.7.3

Deals with all people equally, regardless of race, class, culture, handicap, age, sex, or sexual orientation.
Can articulate a sense of prophetic vision and direction for the church.
Has the courage to face and name evil and darkness, without losing the abiding sense of God’s
presence.
Steward of Resources
Attends to his/her own emotional, physical, and spiritual well-being.
Is an effective steward of time and gifts so as to maintain a healthy balance between concern for self,
family, vocation, and interests.
Is attentive to administrative issues so that programs and policies are carried out.

Code

Alabama Competency Model Clergy

Understands that congregational ministry requires supervision and oversight of staff, volunteers, and
financial resources.
6.7.5
Is aware of and can use technological advances.
6.8
Integrated Personality
Private and public life are compatible with a maturing Christian faith within the context of the Episcopal
6.8.1
Church.
6.8.2
Demonstrates a healthy and loyal but not uncritical relationship to the diocese and national church.
6.8.3
Demonstrates integrity of faith, action, theological reflection, and personal life choices.
6.8.4
Acts prudently in relationships and maintains confidentiality.
6.8.5
Demonstrates maturity, stability, and appropriate boundaries; uses humor appropriately.
6.8.6
Is widely trusted and seen as truthful.
6.8.7
Is flexible and able to adapt.
6.8.8
Recognizes when to ask for help and acts upon that awareness.
6.8.9
Accepts responsibility for own mistakes.
6.8.10
Recognizes the personal need for forgiveness and forgives others.
7
Tier 7: Occupation Specific Requirements
7.1
Bachelor's degree
8
Tier 8: Management Competencies
8.1
Executive Leadership
8.1.1
Interpersonal skills
8.1.2
Analytical and critical thinking skills
Exhibit Professional Behaviour, including highest levels of integrity, ethical compliance, respect and
8.1.3
courtesy
8.1.4
Maintains stakeholder relationships
8.1.5
Communication skills
8.1.6
Cross-cultural understanding
8.1.7
Advocates for social justice
8.1.8
Facilitates innovative change
8.2
Resource Management
8.2.1
Effectively manages human resources
8.2.2
Effective manages and oversees the budget and other financial resources
8.2.3
Ensures transparence, protection and accountability
8.2.4
Manages all aspects of information technology
8.3
Strategic Management
8.3.1
Fundraises
8.3.2
Marketing and public relations
8.3.3
Designs and develops effective programs
8.3.4
Manages risk and legal affairs
8.3.5
Ensures strategic planning
8.4
Community Collaboration
6.7.4

Code

8.4.1
8.4.2
8.4.3
8.4.4
8.4.5
8.4.6
8.4.7

Alabama Competency Model Clergy
Builds a relationship with complementary agencies, institutions and community groups and is an
amalgamation of all the skills needed in social work management that are employed at the senior level.
Entrepreneurship
Thinking innovatively
Influencing decision makers
Encouraging entrepreneurial activity
Championing great ideas
Rewarding innovation

HUMAN SERVICES

Community Health Workers
ACCCP

Family & Community Services

Code

Alabama Competency Model Community Health Workers

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

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
1.4
1.4.1
1.4.1.1
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

Alabama Competency Model Community Health Workers
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
following through to get the job done.
Persisting
Pursue work with drive and a strong accomplishment orientation.
Persist to accomplish a task despite difficult conditions, tight deadlines, or obstacles and setbacks.
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

Code

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
1.7.4.1

Alabama Competency Model Community Health Workers
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
Take charge of personal career development by identifying occupational interests, strengths,
options, and opportunities.

Code

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
2.2.2
2.2.2.1

Alabama Competency Model Community Health Workers
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.
Mechanics
Use standard syntax and sentence structure.

Code

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
2.5.1.4

Alabama Competency Model Community Health Workers
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.
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.

Code

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
2.7.1.1
2.7.1.2

Alabama Competency Model Community Health Workers
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
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.

Code

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

Alabama Competency Model Community Health Workers
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.
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

Code

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
3.3.1.2
3.3.1.3
3.3.1.4

Alabama Competency Model Community Health Workers
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.
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.

Code

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
3.5.2
3.5.2.1

Alabama Competency Model Community Health Workers
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.
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.

Code

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
3.7
3.7.1

Alabama Competency Model Community Health Workers
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.
Scheduling and Coordinating: Making arrangements that fulfill all requirements as efficiently and
economically as possible.
Arranging and informing

Code

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
3.8.4.2
3.8.4.3

Alabama Competency Model Community Health Workers
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.
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.

Code

Alabama Competency Model Community Health Workers

3.8.4.4
File data and documentation in accordance with organization’s requirements.
3.9
Business Fundamentals: Using information on basic business principles, trends, and economics.
3.9.1
Situational awareness
3.9.1.1
Understand the mission, structure, and functions of the organization.
Recognize one’s role in the functioning of the organization and understand the potential impact
3.9.1.2
one’s own performance can have on the success of the organization.
3.9.1.3
Grasp the potential impact of the company’s well-being on employees.
3.9.2
Business ethics
3.9.2.1
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
3.9.2.2
property to appropriate personnel.
3.9.3
Market knowledge
3.9.3.1
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
3.9.3.2
maintain competitiveness.
3.9.3.3
Uphold the organization through building and maintaining customer relations.
Recognize major challenges faced by the organization and industry, and identify key strategies to
3.9.3.4
address challenges.
4
Tier 4: Ready to Work Cluster-Specific Competencies
Crisis Prevention and Conflict Resolution: Knowledge of potential crisis situations or behavior, and the
4.1
appropriate procedures to de-escalate the situation or minimize the likelihood of danger.
4.1.1
Identify crises, and implement procedures to de-escalate situation
4.1.2
Use skills to ensure safety of person being supported, self, and others at risk
4.1.3
Demonstrate effective listening and problem solving skills
4.1.4
Monitor situation using effective communication skills to resolve conflict
4.1.5
Implement proactive strategies, including adjusting supports and environment as needed
4.1.6
Support and promote individuals’ ability to problem-solve
4.2
Ethics: Practice responsibly within the ethical framework of the profession.
4.2.1
Adopt an accepted professional code of ethics
4.2.2
Apply the code of ethics when confronted with ethical dilemmas
4.2.3
Ensure that practice honors the human and civil rights of participants
4.2.4
Practices the principles and activities of culturally and linguistically appropriate services
4.2.5
Secure and maintain certification and licensure requirements for duties
4.2.6
Maintain confidentiality and informed consent practices
4.2.7
Understand the negative consequences of action/inaction
Understand and describe the health and behaviors that may be associated with substance use and the
4.2.8
prevention and transmission of HIV/AIDS, TB, STDs and other infectious diseases
Documentation: Entering, transcribing, recording, storing, or maintaining information in written or
4.3
electronic/magnetic format to efficiently manage record-keeping.
4.3.1
Obtain appropriate information, signatures, and approvals promptly
4.3.2
Verify that all information is complete and accurate

Code

4.3.3
4.3.4
4.3.5
4.3.6
4.4
4.4.1
4.4.2
4.5
4.5.1
4.5.2
4.5.3
4.5.4
4.5.5
4.5.6
4.6
4.6.1
4.6.2
4.6.3
4.6.4
4.6.5
4.6.6
4.6.7

Alabama Competency Model Community Health Workers
Maintain accurate and objective records
Maintain standards of confidentiality and ethical practice
Keep current with appropriate documentation systems, setting priorities
Comply with policies and requirements for documentation and record keeping
Patient Health and Safety: Implement procedures and protocols to promote the health and wellness of
person receiving supports, care, or services.
Monitor individuals including level of comfort, satisfaction, nutrition, and vital signs
Recognize when patients pose a danger to self or others and take appropriate action
Health Care Delivery: Understanding the practices, procedures, and personnel used to deliver quality
patient care.
Understand roles, boundaries, and working relationships of interdisciplinary teams
Information gathering, analysis, and documentation to detect, understand, and treat diseases
Evaluate the appropriateness of plans of care to ensure consistency with evidence-based practice
Apply research findings in clinical decision making and the provision of patient care
Forms of evaluation, measurement, performance improvement, and incentive payment schemes
Practice patient-centered care, including shared decision making, and support for patient needs
Service Quality: Effectively meeting customer needs and expectations.
Listen to customer needs and communicate effectively in a friendly manner.
Greet customers in a warm, inviting manner that encourages open communication.
Be mindful of how you appear to others. May include, but not limited to: being on time, monitoring
your body language, turning off cell phones, listening, being prepared, making eye contact.
Explain the importance of the spirit of genuine hospitality and how it enhances service.
When communicating with customers listen to them and do not interrupt.
When communicating with customers with disabilities, use people first language, i.e. person with a
disability, not disabled person.
Be prepared to use available reasonable accommodations (ASL interpreters, Braille or large print
documents or others) to effectively communicate with blind or deaf customers or those who are
speech impaired.
Describe the aspects of high-quality customer service.
Recognize quality customer service has different definitions depending on operation type.
Provide service with an attention to friendliness, ambiance, and quality.
Show customers that you are genuinely interested in their needs.
Remember names, orders, or other personal characteristics of repeat customers.
Don't say anything that could be taken as negative, mean, bigoted, or disrespectful.

4.6.8
4.6.9
4.6.10
4.6.11
4.6.12
4.6.13
5
Tier 5: Career Pathway Technical Competencies
5.1
Cultural Diversity
Identify and address disparities in healthcare access and quality for diverse individuals and populations
5.1.1
served
Adapt services, including evidence-based interprofessional team approaches, to the language, cultural
5.1.2
norms, and individual preferences of consumers and family members

Code

5.1.3
5.1.4
5.1.5
5.1.6
5.2
5.2.1
5.2.2
5.2.3
5.2.4
5.2.5
5.2.6

Alabama Competency Model Community Health Workers
Develop collaborative relationships with providers of services tailored to the needs of culturally diverse
consumers and family members
Examine the experiences of culturally diverse consumers and family members with respect to quality of
care and adjust the delivery of care as needed.
Educate members of the team about the characteristics, healthcare needs, health behaviors, and views
toward illness and treatment of diverse populations served in the treatment setting
Foster and value diversity in terms of the composition of the interprofessional team members in all
roles
Client Relations
Honesty
Accuracy
Cooperation
Avoidance of misrepresentation
Avoidance of any conflict of interest
Integrity and high standards of professional conduct ensuring avoidance of any inappropriate behavior

Work is within your own scope of practice and expertise, and if not, you seek advice or refer to another
professional
5.2.8
Professional boundaries and standards of others are respected
5.2.9
Development of the knowledge and practice of others
5.2.10
Mentor support for colleagues is provided
5.3
Community Education
Provide culturally relevant formal and informal education programs that raise awareness and support
5.3.1
substance abuse prevention and/or the recovery process.
Describe factors that increase the likelihood for an individual, community, or group to be at-risk for, or
5.3.2
resilient to, psychoactive substance use disorders.
Sensitize others to issues of cultural identity, ethnic background, age, and gender in prevention,
5.3.3
treatment, and recovery.
5.3.4
Describe warning signs, symptoms, and the course of substance use disorders.
5.3.5
Describe how substance use disorders affect families and concerned others.
5.3.6
Describe the continuum of care and resources available to family and concerned others.
5.3.7
Describe principles and philosophy of prevention, treatment, and recovery.
Understand and describe the health and behavior problems related to substance use, including
5.3.8
transmission and prevention of HIV/AIDS, TB, STDs, and other infectious diseases.
Teach life skills, including but not limited to, stress management, relaxation, communication,
5.3.9
assertiveness, and refusal skills.
5.4
Referral
Consistently is involved in professional activities with other civic groups, agencies, and community
5.4.1
professionals, to increase the breadth and availability of community services to clients having substance
use disorders.
5.4.2
Utilizes referral resources to address key issues and maximize likelihood of achieving treatment goals
5.2.7

Code

5.4.3
5.4.4
5.4.5
5.4.6
5.5
5.5.1
5.5.2
5.5.3
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
6.2.3
6.3
6.3.1
6.3.2
6.3.3

Alabama Competency Model Community Health Workers
Recommends self-referral services to the client and facilitates counselor referrals as necessary.
Clearly discusses the intended outcomes expected from referral services with the client.
Works with the receiving agency to exchange relevant and appropriate information, consistent with the
client’s rights to confidentiality and best professional practice.
Requests and reviews receiving agency reports on treatment progress and incorporates information in
monitoring client’s progress.
Community Advocate
Determines and advocates for the needs and perspectives of communities.
Connects individuals and communities to resources and advocates for basic needs (e.g. food and
housing).
Identifies policy influencers and opportunities and provides advocacy for positive policy changes,
including by engaging individuals and communities in grassroots support.
Coaching & Social Support
Provides individual support and coaching.
Motivates and encourages people to obtain care and other services.
Supports self-management of disease prevention and management of health conditions, including
chronic disease.
Plans, organizes and/or leads support groups.

Tier 6: Occupation Specific Technical Competencies

Case Management
Participates in care coordination or case management, including as part of a team
Provides referrals and follow-up support to ensure that services were obtained
Facilitates, obtains or coordinates transportation to services and helps ameliorate other barriers to
services
Documents and tracks individual- and population-level data
Identifies and informs people and systems about community assets and challenges
Build Community Capacity
Assists individuals in building and expanding their personal capacity to identify and manage their health
conditions, obtain services as needed, identify opportunities to help others, and represent their needs
through communication and advocacy
Assists communities in building capacity by identifying resources, coordinating service and support
providers, linking groups or systems that provide synergistic support, and implementing advocacy
strategies to address unmet needs
Identifies and works with CHW peers to help others grow professionally, act ethically and meet the
needs of the individuals and communities served
Direct Health & Social Assistance
Conducts and accurately reports and communicates results and implications of basic screening tests
(height, weight, blood pressure, glucose level, etc.)
Provides basic health support services (e.g. first aid, diabetic foot checks)
Collects and distributes materials that meet basic needs (e.g. provides food, blankets, clothing to those
in need

Code

6.4

6.4.1
6.4.2
6.5
6.5.1
6.5.2
6.5.3
6.5.4
6.5.5
6.5.6
6.5.7
7
7.1
8
8.1
8.1.1
8.1.2
8.1.3
8.1.4
8.1.5
8.1.6
8.1.7
8.1.8
8.2
8.2.1
8.2.2
8.2.3
8.2.4
8.3
8.3.1
8.3.2
8.3.3
8.3.4
8.3.5
8.4

Alabama Competency Model Community Health Workers
Assessments
Participates in design, implementation and interpretation of individual-level assessments (e.g. home
environmental assessment)
Participates in design, implementation and interpretation of community-level assessments (e.g.
windshield survey of community assets and challenges, community asset mapping)
Evaluation & Research
Evaluates CHW services and programs
Identifies and engages community members as research partners, including community consent
processes.
Identifies priority issues and evaluation/research questions
Develops evaluation/research design and methods
Collects and interprets data
Shares results and findings
Engages stakeholders to take action on findings

Tier 7: Occupation Specific Requirements
High school diploma or equivalent

Tier 8: Management Competencies

Executive Leadership
Interpersonal skills
Analytical and critical thinking skills
Exhibit Professional Behaviour, including highest levels of integrity, ethical compliance, respect and
courtesy
Maintains stakeholder relationships
Communication skills
Cross-cultural understanding
Advocates for social justice
Facilitates innovative change
Resource Management
Effectively manages human resources
Effective manages and oversees the budget and other financial resources
Ensures transparence, protection and accountability
Manages all aspects of information technology
Strategic Management
Fundraises
Marketing and public relations
Designs and develops effective programs
Manages risk and legal affairs
Ensures strategic planning
Community Collaboration

Code

8.4.1
8.4.2
8.4.3
8.4.4
8.4.5
8.4.6
8.4.7

Alabama Competency Model Community Health Workers
Builds a relationship with complementary agencies, institutions and community groups and is an
amalgamation of all the skills needed in social work management that are employed at the senior level.
Entrepreneurship
Thinking innovatively
Influencing decision makers
Encouraging entrepreneurial activity
Championing great ideas
Rewarding innovation

HUMAN SERVICES

Child, Family, and School Social Workers
ACCCP

Family & Community Services

Code

Alabama Competency Model Child, Family, and Social School Workers

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

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
1.4
1.4.1
1.4.1.1
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

Alabama Competency Model Child, Family, and Social School Workers
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
following through to get the job done.
Persisting
Pursue work with drive and a strong accomplishment orientation.
Persist to accomplish a task despite difficult conditions, tight deadlines, or obstacles and setbacks.
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

Code

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
1.7.4.1

Alabama Competency Model Child, Family, and Social School Workers
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
Take charge of personal career development by identifying occupational interests, strengths,
options, and opportunities.

Code

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
2.2.2
2.2.2.1

Alabama Competency Model Child, Family, and Social School Workers
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.
Mechanics
Use standard syntax and sentence structure.

Code

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
2.5.1.4

Alabama Competency Model Child, Family, and Social School Workers
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.
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.

Code

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
2.7.1.1
2.7.1.2

Alabama Competency Model Child, Family, and Social School Workers
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
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.

Code

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

Alabama Competency Model Child, Family, and Social School Workers
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.
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

Code

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
3.3.1.2
3.3.1.3
3.3.1.4

Alabama Competency Model Child, Family, and Social School Workers
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.
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.

Code

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
3.5.2
3.5.2.1

Alabama Competency Model Child, Family, and Social School Workers
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.
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.

Code

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
3.7
3.7.1

Alabama Competency Model Child, Family, and Social School Workers
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.
Scheduling and Coordinating: Making arrangements that fulfill all requirements as efficiently and
economically as possible.
Arranging and informing

Code

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
3.8.4.2
3.8.4.3

Alabama Competency Model Child, Family, and Social School Workers
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.
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.

Code

Alabama Competency Model Child, Family, and Social School Workers

3.8.4.4
File data and documentation in accordance with organization’s requirements.
3.9
Business Fundamentals: Using information on basic business principles, trends, and economics.
3.9.1
Situational awareness
3.9.1.1
Understand the mission, structure, and functions of the organization.
Recognize one’s role in the functioning of the organization and understand the potential impact
3.9.1.2
one’s own performance can have on the success of the organization.
3.9.1.3
Grasp the potential impact of the company’s well-being on employees.
3.9.2
Business ethics
3.9.2.1
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
3.9.2.2
property to appropriate personnel.
3.9.3
Market knowledge
3.9.3.1
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
3.9.3.2
maintain competitiveness.
3.9.3.3
Uphold the organization through building and maintaining customer relations.
Recognize major challenges faced by the organization and industry, and identify key strategies to
3.9.3.4
address challenges.
4
Tier 4: Ready to Work Cluster-Specific Competencies
Crisis Prevention and Conflict Resolution: Knowledge of potential crisis situations or behavior, and the
4.1
appropriate procedures to de-escalate the situation or minimize the likelihood of danger.
4.1.1
Identify crises, and implement procedures to de-escalate situation
4.1.2
Use skills to ensure safety of person being supported, self, and others at risk
4.1.3
Demonstrate effective listening and problem solving skills
4.1.4
Monitor situation using effective communication skills to resolve conflict
4.1.5
Implement proactive strategies, including adjusting supports and environment as needed
4.1.6
Support and promote individuals’ ability to problem-solve
4.2
Ethics: Practice responsibly within the ethical framework of the profession.
4.2.1
Adopt an accepted professional code of ethics
4.2.2
Apply the code of ethics when confronted with ethical dilemmas
4.2.3
Ensure that practice honors the human and civil rights of participants
4.2.4
Practices the principles and activities of culturally and linguistically appropriate services
4.2.5
Secure and maintain certification and licensure requirements for duties
4.2.6
Maintain confidentiality and informed consent practices
4.2.7
Understand the negative consequences of action/inaction
Understand and describe the health and behaviors that may be associated with substance use and the
4.2.8
prevention and transmission of HIV/AIDS, TB, STDs and other infectious diseases
Documentation: Entering, transcribing, recording, storing, or maintaining information in written or
4.3
electronic/magnetic format to efficiently manage record-keeping.
4.3.1
Obtain appropriate information, signatures, and approvals promptly
4.3.2
Verify that all information is complete and accurate

Code

4.3.3
4.3.4
4.3.5
4.3.6
4.4
4.4.1
4.4.2
4.5
4.5.1
4.5.2
4.5.3
4.5.4
4.5.5
4.5.6
4.6
4.6.1
4.6.2
4.6.3
4.6.4
4.6.5
4.6.6
4.6.7

Alabama Competency Model Child, Family, and Social School Workers
Maintain accurate and objective records
Maintain standards of confidentiality and ethical practice
Keep current with appropriate documentation systems, setting priorities
Comply with policies and requirements for documentation and record keeping
Patient Health and Safety: Implement procedures and protocols to promote the health and wellness of
person receiving supports, care, or services.
Monitor individuals including level of comfort, satisfaction, nutrition, and vital signs
Recognize when patients pose a danger to self or others and take appropriate action
Health Care Delivery: Understanding the practices, procedures, and personnel used to deliver quality
patient care.
Understand roles, boundaries, and working relationships of interdisciplinary teams
Information gathering, analysis, and documentation to detect, understand, and treat diseases
Evaluate the appropriateness of plans of care to ensure consistency with evidence-based practice
Apply research findings in clinical decision making and the provision of patient care
Forms of evaluation, measurement, performance improvement, and incentive payment schemes
Practice patient-centered care, including shared decision making, and support for patient needs
Service Quality: Effectively meeting customer needs and expectations.
Listen to customer needs and communicate effectively in a friendly manner.
Greet customers in a warm, inviting manner that encourages open communication.
Be mindful of how you appear to others. May include, but not limited to: being on time, monitoring
your body language, turning off cell phones, listening, being prepared, making eye contact.
Explain the importance of the spirit of genuine hospitality and how it enhances service.
When communicating with customers listen to them and do not interrupt.
When communicating with customers with disabilities, use people first language, i.e. person with a
disability, not disabled person.
Be prepared to use available reasonable accommodations (ASL interpreters, Braille or large print
documents or others) to effectively communicate with blind or deaf customers or those who are
speech impaired.
Describe the aspects of high-quality customer service.
Recognize quality customer service has different definitions depending on operation type.
Provide service with an attention to friendliness, ambiance, and quality.
Show customers that you are genuinely interested in their needs.
Remember names, orders, or other personal characteristics of repeat customers.
Don't say anything that could be taken as negative, mean, bigoted, or disrespectful.

4.6.8
4.6.9
4.6.10
4.6.11
4.6.12
4.6.13
5
Tier 5: Career Pathway Technical Competencies
5.1
Cultural Diversity
Identify and address disparities in healthcare access and quality for diverse individuals and populations
5.1.1
served
Adapt services, including evidence-based interprofessional team approaches, to the language, cultural
5.1.2
norms, and individual preferences of consumers and family members

Code

5.1.3
5.1.4
5.1.5
5.1.6
5.2
5.2.1
5.2.2
5.2.3
5.2.4
5.2.5
5.2.6

Alabama Competency Model Child, Family, and Social School Workers
Develop collaborative relationships with providers of services tailored to the needs of culturally diverse
consumers and family members
Examine the experiences of culturally diverse consumers and family members with respect to quality of
care and adjust the delivery of care as needed.
Educate members of the team about the characteristics, healthcare needs, health behaviors, and views
toward illness and treatment of diverse populations served in the treatment setting
Foster and value diversity in terms of the composition of the interprofessional team members in all
roles
Client Relations
Honesty
Accuracy
Cooperation
Avoidance of misrepresentation
Avoidance of any conflict of interest
Integrity and high standards of professional conduct ensuring avoidance of any inappropriate behavior

Work is within your own scope of practice and expertise, and if not, you seek advice or refer to another
professional
5.2.8
Professional boundaries and standards of others are respected
5.2.9
Development of the knowledge and practice of others
5.2.10
Mentor support for colleagues is provided
5.3
Community Education
Provide culturally relevant formal and informal education programs that raise awareness and support
5.3.1
substance abuse prevention and/or the recovery process.
Describe factors that increase the likelihood for an individual, community, or group to be at-risk for, or
5.3.2
resilient to, psychoactive substance use disorders.
Sensitize others to issues of cultural identity, ethnic background, age, and gender in prevention,
5.3.3
treatment, and recovery.
5.3.4
Describe warning signs, symptoms, and the course of substance use disorders.
5.3.5
Describe how substance use disorders affect families and concerned others.
5.3.6
Describe the continuum of care and resources available to family and concerned others.
5.3.7
Describe principles and philosophy of prevention, treatment, and recovery.
Understand and describe the health and behavior problems related to substance use, including
5.3.8
transmission and prevention of HIV/AIDS, TB, STDs, and other infectious diseases.
Teach life skills, including but not limited to, stress management, relaxation, communication,
5.3.9
assertiveness, and refusal skills.
5.4
Referral
Consistently is involved in professional activities with other civic groups, agencies, and community
5.4.1
professionals, to increase the breadth and availability of community services to clients having substance
use disorders.
5.4.2
Utilizes referral resources to address key issues and maximize likelihood of achieving treatment goals
5.2.7

Code

5.4.3
5.4.4
5.4.5
5.4.6
5.5
5.5.1
5.5.2
5.5.3
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
6.2.3
6.3
6.3.1
6.3.2
6.3.3

Alabama Competency Model Child, Family, and Social School Workers
Recommends self-referral services to the client and facilitates counselor referrals as necessary.
Clearly discusses the intended outcomes expected from referral services with the client.
Works with the receiving agency to exchange relevant and appropriate information, consistent with the
client’s rights to confidentiality and best professional practice.
Requests and reviews receiving agency reports on treatment progress and incorporates information in
monitoring client’s progress.
Community Advocate
Determines and advocates for the needs and perspectives of communities.
Connects individuals and communities to resources and advocates for basic needs (e.g. food and
housing).
Identifies policy influencers and opportunities and provides advocacy for positive policy changes,
including by engaging individuals and communities in grassroots support.
Coaching & Social Support
Provides individual support and coaching.
Motivates and encourages people to obtain care and other services.
Supports self-management of disease prevention and management of health conditions, including
chronic disease.
Plans, organizes and/or leads support groups.

Tier 6: Occupation Specific Technical Competencies

Case Management
Participates in care coordination or case management, including as part of a team
Provides referrals and follow-up support to ensure that services were obtained
Facilitates, obtains or coordinates transportation to services and helps ameliorate other barriers to
services
Documents and tracks individual- and population-level data
Identifies and informs people and systems about community assets and challenges
Build Community Capacity
Assists individuals in building and expanding their personal capacity to identify and manage their health
conditions, obtain services as needed, identify opportunities to help others, and represent their needs
through communication and advocacy
Assists communities in building capacity by identifying resources, coordinating service and support
providers, linking groups or systems that provide synergistic support, and implementing advocacy
strategies to address unmet needs
Identifies and works with CHW peers to help others grow professionally, act ethically and meet the
needs of the individuals and communities served
Direct Health & Social Assistance
Conducts and accurately reports and communicates results and implications of basic screening tests
(height, weight, blood pressure, glucose level, etc.)
Provides basic health support services (e.g. first aid, diabetic foot checks)
Collects and distributes materials that meet basic needs (e.g. provides food, blankets, clothing to those
in need

Code

6.4

6.4.1
6.4.2
6.5
6.5.1
6.5.2
6.5.3
6.5.4
6.5.5
6.5.6
6.5.7
6.6
6.6.1
6.6.2
6.6.3
6.6.4
7
7.1
7.2
7.3
8
8.1
8.1.1
8.1.2
8.1.3
8.1.4
8.1.5
8.1.6
8.1.7
8.1.8
8.2

Alabama Competency Model Child, Family, and Social School Workers
Assessments
Participates in design, implementation and interpretation of individual-level assessments (e.g. home
environmental assessment)
Participates in design, implementation and interpretation of community-level assessments (e.g.
windshield survey of community assets and challenges, community asset mapping)
Evaluation & Research
Evaluates CHW services and programs
Identifies and engages community members as research partners, including community consent
processes.
Identifies priority issues and evaluation/research questions
Develops evaluation/research design and methods
Collects and interprets data
Shares results and findings
Engages stakeholders to take action on findings
Counsel Clients
Lead group counseling sessions that provide support in such areas as grief, stress, or chemical
dependency.
Counsel individuals, groups, families, or communities regarding issues including mental health, poverty,
unemployment, substance abuse, physical abuse, rehabilitation, social adjustment, child care, or
medical care.
Counsel parents with child rearing problems, interviewing the child and family to determine whether
further action is required.
Counsel students whose behavior, school progress, or mental or physical impairment indicate a need
for assistance, diagnosing students' problems and arranging for needed services.

Tier 7: Occupation Specific Requirements
Bachelor's degree
Licensed Bachelor Social Worker (LBSW)
Licensed Master Social Worker (LMSW)

Tier 8: Management Competencies

Executive Leadership
Interpersonal skills
Analytical and critical thinking skills
Exhibit Professional Behaviour, including highest levels of integrity, ethical compliance, respect and
courtesy
Maintains stakeholder relationships
Communication skills
Cross-cultural understanding
Advocates for social justice
Facilitates innovative change
Resource Management

Code

8.2.1
8.2.2
8.2.3
8.2.4
8.3
8.3.1
8.3.2
8.3.3
8.3.4
8.3.5
8.4
8.4.1
8.4.2
8.4.3
8.4.4
8.4.5
8.4.6
8.4.7

Alabama Competency Model Child, Family, and Social School Workers
Effectively manages human resources
Effective manages and oversees the budget and other financial resources
Ensures transparence, protection and accountability
Manages all aspects of information technology
Strategic Management
Fundraises
Marketing and public relations
Designs and develops effective programs
Manages risk and legal affairs
Ensures strategic planning
Community Collaboration
Builds a relationship with complementary agencies, institutions and community groups and is an
amalgamation of all the skills needed in social work management that are employed at the senior level.
Entrepreneurship
Thinking innovatively
Influencing decision makers
Encouraging entrepreneurial activity
Championing great ideas
Rewarding innovation

HUMAN SERVICES

Directors, Religious Activities and Education
ACCCP

Family & Community Services

Code

Alabama Competency Model Directors, Religious Activities and Education

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

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
1.4
1.4.1
1.4.1.1
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

Alabama Competency Model Directors, Religious Activities and Education
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
following through to get the job done.
Persisting
Pursue work with drive and a strong accomplishment orientation.
Persist to accomplish a task despite difficult conditions, tight deadlines, or obstacles and setbacks.
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

Code

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
1.7.4.1

Alabama Competency Model Directors, Religious Activities and Education
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
Take charge of personal career development by identifying occupational interests, strengths,
options, and opportunities.

Code

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
2.2.2
2.2.2.1

Alabama Competency Model Directors, Religious Activities and Education
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.
Mechanics
Use standard syntax and sentence structure.

Code

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
2.5.1.4

Alabama Competency Model Directors, Religious Activities and Education
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.
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.

Code

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
2.7.1.1
2.7.1.2

Alabama Competency Model Directors, Religious Activities and Education
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
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.

Code

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

Alabama Competency Model Directors, Religious Activities and Education
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.
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

Code

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
3.3.1.2
3.3.1.3
3.3.1.4
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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.
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.

Code

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
3.5.2
3.5.2.1

Alabama Competency Model Directors, Religious Activities and Education
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.
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.

Code

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
3.7
3.7.1
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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.
Scheduling and Coordinating: Making arrangements that fulfill all requirements as efficiently and
economically as possible.
Arranging and informing

Code

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
3.8.4.2
3.8.4.3
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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.
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.

Code
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3.8.4.4
File data and documentation in accordance with organization’s requirements.
3.9
Business Fundamentals: Using information on basic business principles, trends, and economics.
3.9.1
Situational awareness
3.9.1.1
Understand the mission, structure, and functions of the organization.
Recognize one’s role in the functioning of the organization and understand the potential impact
3.9.1.2
one’s own performance can have on the success of the organization.
3.9.1.3
Grasp the potential impact of the company’s well-being on employees.
3.9.2
Business ethics
3.9.2.1
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
3.9.2.2
property to appropriate personnel.
3.9.3
Market knowledge
3.9.3.1
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
3.9.3.2
maintain competitiveness.
3.9.3.3
Uphold the organization through building and maintaining customer relations.
Recognize major challenges faced by the organization and industry, and identify key strategies to
3.9.3.4
address challenges.
4
Tier 4: Ready to Work Cluster-Specific Competencies
Crisis Prevention and Conflict Resolution: Knowledge of potential crisis situations or behavior, and the
4.1
appropriate procedures to de-escalate the situation or minimize the likelihood of danger.
4.1.1
Identify crises, and implement procedures to de-escalate situation
4.1.2
Use skills to ensure safety of person being supported, self, and others at risk
4.1.3
Demonstrate effective listening and problem solving skills
4.1.4
Monitor situation using effective communication skills to resolve conflict
4.1.5
Implement proactive strategies, including adjusting supports and environment as needed
4.1.6
Support and promote individuals’ ability to problem-solve
4.2
Ethics: Practice responsibly within the ethical framework of the profession.
4.2.1
Adopt an accepted professional code of ethics
4.2.2
Apply the code of ethics when confronted with ethical dilemmas
4.2.3
Ensure that practice honors the human and civil rights of participants
4.2.4
Practices the principles and activities of culturally and linguistically appropriate services
4.2.5
Secure and maintain certification and licensure requirements for duties
4.2.6
Maintain confidentiality and informed consent practices
4.2.7
Understand the negative consequences of action/inaction
Understand and describe the health and behaviors that may be associated with substance use and the
4.2.8
prevention and transmission of HIV/AIDS, TB, STDs and other infectious diseases
Documentation: Entering, transcribing, recording, storing, or maintaining information in written or
4.3
electronic/magnetic format to efficiently manage record-keeping.
4.3.1
Obtain appropriate information, signatures, and approvals promptly
4.3.2
Verify that all information is complete and accurate

Code

4.3.3
4.3.4
4.3.5
4.3.6
4.4
4.4.1
4.4.2
4.5
4.5.1
4.5.2
4.5.3
4.5.4
4.5.5
4.5.6
4.6
4.6.1
4.6.2
4.6.3
4.6.4
4.6.5
4.6.6
4.6.7
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Maintain accurate and objective records
Maintain standards of confidentiality and ethical practice
Keep current with appropriate documentation systems, setting priorities
Comply with policies and requirements for documentation and record keeping
Patient Health and Safety: Implement procedures and protocols to promote the health and wellness of
person receiving supports, care, or services.
Monitor individuals including level of comfort, satisfaction, nutrition, and vital signs
Recognize when patients pose a danger to self or others and take appropriate action
Health Care Delivery: Understanding the practices, procedures, and personnel used to deliver quality
patient care.
Understand roles, boundaries, and working relationships of interdisciplinary teams
Information gathering, analysis, and documentation to detect, understand, and treat diseases
Evaluate the appropriateness of plans of care to ensure consistency with evidence-based practice
Apply research findings in clinical decision making and the provision of patient care
Forms of evaluation, measurement, performance improvement, and incentive payment schemes
Practice patient-centered care, including shared decision making, and support for patient needs
Service Quality: Effectively meeting customer needs and expectations.
Listen to customer needs and communicate effectively in a friendly manner.
Greet customers in a warm, inviting manner that encourages open communication.
Be mindful of how you appear to others. May include, but not limited to: being on time, monitoring
your body language, turning off cell phones, listening, being prepared, making eye contact.
Explain the importance of the spirit of genuine hospitality and how it enhances service.
When communicating with customers listen to them and do not interrupt.
When communicating with customers with disabilities, use people first language, i.e. person with a
disability, not disabled person.
Be prepared to use available reasonable accommodations (ASL interpreters, Braille or large print
documents or others) to effectively communicate with blind or deaf customers or those who are
speech impaired.
Describe the aspects of high-quality customer service.
Recognize quality customer service has different definitions depending on operation type.
Provide service with an attention to friendliness, ambiance, and quality.
Show customers that you are genuinely interested in their needs.
Remember names, orders, or other personal characteristics of repeat customers.
Don't say anything that could be taken as negative, mean, bigoted, or disrespectful.

4.6.8
4.6.9
4.6.10
4.6.11
4.6.12
4.6.13
5
Tier 5: Career Pathway Technical Competencies
5.1
Cultural Diversity
Identify and address disparities in healthcare access and quality for diverse individuals and populations
5.1.1
served
Adapt services, including evidence-based interprofessional team approaches, to the language, cultural
5.1.2
norms, and individual preferences of consumers and family members

Code

5.1.3
5.1.4
5.1.5
5.1.6
5.2
5.2.1
5.2.2
5.2.3
5.2.4
5.2.5
5.2.6
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Develop collaborative relationships with providers of services tailored to the needs of culturally diverse
consumers and family members
Examine the experiences of culturally diverse consumers and family members with respect to quality of
care and adjust the delivery of care as needed.
Educate members of the team about the characteristics, healthcare needs, health behaviors, and views
toward illness and treatment of diverse populations served in the treatment setting
Foster and value diversity in terms of the composition of the interprofessional team members in all
roles
Client Relations
Honesty
Accuracy
Cooperation
Avoidance of misrepresentation
Avoidance of any conflict of interest
Integrity and high standards of professional conduct ensuring avoidance of any inappropriate behavior

Work is within your own scope of practice and expertise, and if not, you seek advice or refer to another
professional
5.2.8
Professional boundaries and standards of others are respected
5.2.9
Development of the knowledge and practice of others
5.2.10
Mentor support for colleagues is provided
5.3
Community Education
Provide culturally relevant formal and informal education programs that raise awareness and support
5.3.1
substance abuse prevention and/or the recovery process.
Describe factors that increase the likelihood for an individual, community, or group to be at-risk for, or
5.3.2
resilient to, psychoactive substance use disorders.
Sensitize others to issues of cultural identity, ethnic background, age, and gender in prevention,
5.3.3
treatment, and recovery.
5.3.4
Describe warning signs, symptoms, and the course of substance use disorders.
5.3.5
Describe how substance use disorders affect families and concerned others.
5.3.6
Describe the continuum of care and resources available to family and concerned others.
5.3.7
Describe principles and philosophy of prevention, treatment, and recovery.
Understand and describe the health and behavior problems related to substance use, including
5.3.8
transmission and prevention of HIV/AIDS, TB, STDs, and other infectious diseases.
Teach life skills, including but not limited to, stress management, relaxation, communication,
5.3.9
assertiveness, and refusal skills.
5.4
Referral
Consistently is involved in professional activities with other civic groups, agencies, and community
5.4.1
professionals, to increase the breadth and availability of community services to clients having substance
use disorders.
5.4.2
Utilizes referral resources to address key issues and maximize likelihood of achieving treatment goals
5.2.7

Code

5.4.3
5.4.4
5.4.5
5.4.6
5.5
5.5.1
5.5.2
5.5.3
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
6.1.6
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Recommends self-referral services to the client and facilitates counselor referrals as necessary.
Clearly discusses the intended outcomes expected from referral services with the client.
Works with the receiving agency to exchange relevant and appropriate information, consistent with the
client’s rights to confidentiality and best professional practice.
Requests and reviews receiving agency reports on treatment progress and incorporates information in
monitoring client’s progress.
Community Advocate
Determines and advocates for the needs and perspectives of communities.
Connects individuals and communities to resources and advocates for basic needs (e.g. food and
housing).
Identifies policy influencers and opportunities and provides advocacy for positive policy changes,
including by engaging individuals and communities in grassroots support.
Coaching & Social Support
Provides individual support and coaching.
Motivates and encourages people to obtain care and other services.
Supports self-management of disease prevention and management of health conditions, including
chronic disease.
Plans, organizes and/or leads support groups.

Tier 6: Occupation Specific Technical Competencies

Leadership Capacity
Effectively exercises pastoral leadership.
Demonstrates humility in the exercise of leadership.
Demonstrates the basic skills necessary to preach effectively.
Demonstrates the gifts and capacity to offer pastoral care.
Demonstrates the capacity to work collaboratively with others.
Uses leadership styles appropriate to the occasion.
Is aware of a variety of ministry settings, i.e. urban, small town, rural, and has been exposed to at least
6.1.7
one other context other than their present one
6.1.8
Discerns God’s presence and activity in the lives of others
6.1.9
Demonstrates an awareness of the church’s role and opportunities in public life.
6.1.10
Understands basic administration.
6.2
Teaching & Learning Skills
Demonstrates an ability to nurture the faith of others and draw out their baptismal ministry and
6.2.1
leadership.
6.2.2
Is aware of the scope of available educational resources.
Possesses communication skills, both oral and written, and the ability to communicate with a wide
6.2.3
variety of people.
6.2.4
Has an understanding of how children and adults learn.
6.2.5
Demonstrates faith by word and action and teaches others to do the same.
6.3
Integrated Personality
6.3.1
Acts prudently in relationships and maintains confidentiality.

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
6.4.4
6.4.5
6.5
6.5.1
6.5.2
6.5.3
6.6
6.6.1
6.6.2
7
7.1
8
8.1
8.1.1
8.1.2
8.1.3
8.1.4
8.1.5
8.1.6
8.1.7
8.1.8
8.2
8.2.1
8.2.2
8.2.3
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Demonstrates maturity, stability, and appropriate boundaries; uses humor appropriately.
Is widely trusted and seen as truthful.
Is flexible and able to adapt.
Recognizes when to ask for help and acts upon that awareness.
Accepts responsibility for own mistakes.
Recognizes the personal need for forgiveness and forgives others.
Mission & Evangelism
Recognizes and exhibits concern for the scope of human need both within and beyond the
congregation.
Is willing to take the risks associated with active mission in the world.
Deals with all people equally, regardless of race, class, culture, handicap, age, sex, or sexual orientation.
Can articulate a sense of prophetic vision and direction for the church.
Has the courage to face and name evil and darkness, without losing the abiding sense of God’s
presence.
Organize Special Events
Implement program plans by ordering needed materials, scheduling speakers, reserving space, or
handling other administrative details.
Schedule special events, such as camps, conferences, meetings, seminars, or retreats.
Plan or conduct conferences dealing with the interpretation of religious ideas or convictions.
Develop Educational Programs
Develop or direct study courses or religious education programs within congregations.
Select appropriate curricula or class structures for educational programs.

Tier 7: Occupation Specific Requirements
Bachelor's degree

Tier 8: Management Competencies

Executive Leadership
Interpersonal skills
Analytical and critical thinking skills
Exhibit Professional Behaviour, including highest levels of integrity, ethical compliance, respect and
courtesy
Maintains stakeholder relationships
Communication skills
Cross-cultural understanding
Advocates for social justice
Facilitates innovative change
Resource Management
Effectively manages human resources
Effective manages and oversees the budget and other financial resources
Ensures transparence, protection and accountability

Code

8.2.4
8.3
8.3.1
8.3.2
8.3.3
8.3.4
8.3.5
8.4
8.4.1
8.4.2
8.4.3
8.4.4
8.4.5
8.4.6
8.4.7
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Manages all aspects of information technology
Strategic Management
Fundraises
Marketing and public relations
Designs and develops effective programs
Manages risk and legal affairs
Ensures strategic planning
Community Collaboration
Builds a relationship with complementary agencies, institutions and community groups and is an
amalgamation of all the skills needed in social work management that are employed at the senior level.
Entrepreneurship
Thinking innovatively
Influencing decision makers
Encouraging entrepreneurial activity
Championing great ideas
Rewarding innovation

HUMAN SERVICES

Health Educators
ACCCP

Family & Community Services

Code

Alabama Competency Model Health Educators

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

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
1.4
1.4.1
1.4.1.1
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
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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
following through to get the job done.
Persisting
Pursue work with drive and a strong accomplishment orientation.
Persist to accomplish a task despite difficult conditions, tight deadlines, or obstacles and setbacks.
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

Code

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
1.7.4.1

Alabama Competency Model Health Educators
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
Take charge of personal career development by identifying occupational interests, strengths,
options, and opportunities.

Code

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
2.2.2
2.2.2.1
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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.
Mechanics
Use standard syntax and sentence structure.

Code

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
2.5.1.4
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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.
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.

Code

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
2.7.1.1
2.7.1.2
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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
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.

Code

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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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.
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

Code

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
3.3.1.2
3.3.1.3
3.3.1.4
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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.
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.

Code

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
3.5.2
3.5.2.1

Alabama Competency Model Health Educators
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.
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.

Code

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
3.7
3.7.1
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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.
Scheduling and Coordinating: Making arrangements that fulfill all requirements as efficiently and
economically as possible.
Arranging and informing

Code

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
3.8.4.2
3.8.4.3
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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.
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.

Code
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3.8.4.4
File data and documentation in accordance with organization’s requirements.
3.9
Business Fundamentals: Using information on basic business principles, trends, and economics.
3.9.1
Situational awareness
3.9.1.1
Understand the mission, structure, and functions of the organization.
Recognize one’s role in the functioning of the organization and understand the potential impact
3.9.1.2
one’s own performance can have on the success of the organization.
3.9.1.3
Grasp the potential impact of the company’s well-being on employees.
3.9.2
Business ethics
3.9.2.1
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
3.9.2.2
property to appropriate personnel.
3.9.3
Market knowledge
3.9.3.1
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
3.9.3.2
maintain competitiveness.
3.9.3.3
Uphold the organization through building and maintaining customer relations.
Recognize major challenges faced by the organization and industry, and identify key strategies to
3.9.3.4
address challenges.
4
Tier 4: Ready to Work Cluster-Specific Competencies
Crisis Prevention and Conflict Resolution: Knowledge of potential crisis situations or behavior, and the
4.1
appropriate procedures to de-escalate the situation or minimize the likelihood of danger.
4.1.1
Identify crises, and implement procedures to de-escalate situation
4.1.2
Use skills to ensure safety of person being supported, self, and others at risk
4.1.3
Demonstrate effective listening and problem solving skills
4.1.4
Monitor situation using effective communication skills to resolve conflict
4.1.5
Implement proactive strategies, including adjusting supports and environment as needed
4.1.6
Support and promote individuals’ ability to problem-solve
4.2
Ethics: Practice responsibly within the ethical framework of the profession.
4.2.1
Adopt an accepted professional code of ethics
4.2.2
Apply the code of ethics when confronted with ethical dilemmas
4.2.3
Ensure that practice honors the human and civil rights of participants
4.2.4
Practices the principles and activities of culturally and linguistically appropriate services
4.2.5
Secure and maintain certification and licensure requirements for duties
4.2.6
Maintain confidentiality and informed consent practices
4.2.7
Understand the negative consequences of action/inaction
Understand and describe the health and behaviors that may be associated with substance use and the
4.2.8
prevention and transmission of HIV/AIDS, TB, STDs and other infectious diseases
Documentation: Entering, transcribing, recording, storing, or maintaining information in written or
4.3
electronic/magnetic format to efficiently manage record-keeping.
4.3.1
Obtain appropriate information, signatures, and approvals promptly
4.3.2
Verify that all information is complete and accurate

Code

4.3.3
4.3.4
4.3.5
4.3.6
4.4
4.4.1
4.4.2
4.5
4.5.1
4.5.2
4.5.3
4.5.4
4.5.5
4.5.6
4.6
4.6.1
4.6.2
4.6.3
4.6.4
4.6.5
4.6.6
4.6.7
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Maintain accurate and objective records
Maintain standards of confidentiality and ethical practice
Keep current with appropriate documentation systems, setting priorities
Comply with policies and requirements for documentation and record keeping
Patient Health and Safety: Implement procedures and protocols to promote the health and wellness of
person receiving supports, care, or services.
Monitor individuals including level of comfort, satisfaction, nutrition, and vital signs
Recognize when patients pose a danger to self or others and take appropriate action
Health Care Delivery: Understanding the practices, procedures, and personnel used to deliver quality
patient care.
Understand roles, boundaries, and working relationships of interdisciplinary teams
Information gathering, analysis, and documentation to detect, understand, and treat diseases
Evaluate the appropriateness of plans of care to ensure consistency with evidence-based practice
Apply research findings in clinical decision making and the provision of patient care
Forms of evaluation, measurement, performance improvement, and incentive payment schemes
Practice patient-centered care, including shared decision making, and support for patient needs
Service Quality: Effectively meeting customer needs and expectations.
Listen to customer needs and communicate effectively in a friendly manner.
Greet customers in a warm, inviting manner that encourages open communication.
Be mindful of how you appear to others. May include, but not limited to: being on time, monitoring
your body language, turning off cell phones, listening, being prepared, making eye contact.
Explain the importance of the spirit of genuine hospitality and how it enhances service.
When communicating with customers listen to them and do not interrupt.
When communicating with customers with disabilities, use people first language, i.e. person with a
disability, not disabled person.
Be prepared to use available reasonable accommodations (ASL interpreters, Braille or large print
documents or others) to effectively communicate with blind or deaf customers or those who are
speech impaired.
Describe the aspects of high-quality customer service.
Recognize quality customer service has different definitions depending on operation type.
Provide service with an attention to friendliness, ambiance, and quality.
Show customers that you are genuinely interested in their needs.
Remember names, orders, or other personal characteristics of repeat customers.
Don't say anything that could be taken as negative, mean, bigoted, or disrespectful.

4.6.8
4.6.9
4.6.10
4.6.11
4.6.12
4.6.13
5
Tier 5: Career Pathway Technical Competencies
5.1
Cultural Diversity
Identify and address disparities in healthcare access and quality for diverse individuals and populations
5.1.1
served
Adapt services, including evidence-based interprofessional team approaches, to the language, cultural
5.1.2
norms, and individual preferences of consumers and family members

Code

5.1.3
5.1.4
5.1.5
5.1.6
5.2
5.2.1
5.2.2
5.2.3
5.2.4
5.2.5
5.2.6

Alabama Competency Model Health Educators
Develop collaborative relationships with providers of services tailored to the needs of culturally diverse
consumers and family members
Examine the experiences of culturally diverse consumers and family members with respect to quality of
care and adjust the delivery of care as needed.
Educate members of the team about the characteristics, healthcare needs, health behaviors, and views
toward illness and treatment of diverse populations served in the treatment setting
Foster and value diversity in terms of the composition of the interprofessional team members in all
roles
Client Relations
Honesty
Accuracy
Cooperation
Avoidance of misrepresentation
Avoidance of any conflict of interest
Integrity and high standards of professional conduct ensuring avoidance of any inappropriate behavior

Work is within your own scope of practice and expertise, and if not, you seek advice or refer to another
professional
5.2.8
Professional boundaries and standards of others are respected
5.2.9
Development of the knowledge and practice of others
5.2.10
Mentor support for colleagues is provided
5.3
Community Education
Provide culturally relevant formal and informal education programs that raise awareness and support
5.3.1
substance abuse prevention and/or the recovery process.
Describe factors that increase the likelihood for an individual, community, or group to be at-risk for, or
5.3.2
resilient to, psychoactive substance use disorders.
Sensitize others to issues of cultural identity, ethnic background, age, and gender in prevention,
5.3.3
treatment, and recovery.
5.3.4
Describe warning signs, symptoms, and the course of substance use disorders.
5.3.5
Describe how substance use disorders affect families and concerned others.
5.3.6
Describe the continuum of care and resources available to family and concerned others.
5.3.7
Describe principles and philosophy of prevention, treatment, and recovery.
Understand and describe the health and behavior problems related to substance use, including
5.3.8
transmission and prevention of HIV/AIDS, TB, STDs, and other infectious diseases.
Teach life skills, including but not limited to, stress management, relaxation, communication,
5.3.9
assertiveness, and refusal skills.
5.4
Referral
Consistently is involved in professional activities with other civic groups, agencies, and community
5.4.1
professionals, to increase the breadth and availability of community services to clients having substance
use disorders.
5.4.2
Utilizes referral resources to address key issues and maximize likelihood of achieving treatment goals
5.2.7

Code

5.4.3
5.4.4
5.4.5
5.4.6
5.5
5.5.1
5.5.2
5.5.3
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
6.2
6.2.1
6.2.2
6.2.3
6.3
6.3.1
6.3.2
6.3.3
6.3.4

Alabama Competency Model Health Educators
Recommends self-referral services to the client and facilitates counselor referrals as necessary.
Clearly discusses the intended outcomes expected from referral services with the client.
Works with the receiving agency to exchange relevant and appropriate information, consistent with the
client’s rights to confidentiality and best professional practice.
Requests and reviews receiving agency reports on treatment progress and incorporates information in
monitoring client’s progress.
Community Advocate
Determines and advocates for the needs and perspectives of communities.
Connects individuals and communities to resources and advocates for basic needs (e.g. food and
housing).
Identifies policy influencers and opportunities and provides advocacy for positive policy changes,
including by engaging individuals and communities in grassroots support.
Coaching & Social Support
Provides individual support and coaching.
Motivates and encourages people to obtain care and other services.
Supports self-management of disease prevention and management of health conditions, including
chronic disease.
Plans, organizes and/or leads support groups.

Tier 6: Occupation Specific Technical Competencies

Build Community Capacity
Assists individuals in building and expanding their personal capacity to identify and manage their health
conditions, obtain services as needed, identify opportunities to help others, and represent their needs
through communication and advocacy
Assists communities in building capacity by identifying resources, coordinating service and support
providers, linking groups or systems that provide synergistic support, and implementing advocacy
strategies to address unmet needs
Identifies and works with CHW peers to help others grow professionally, act ethically and meet the
needs of the individuals and communities served
Direct Health & Social Assistance
Conducts and accurately reports and communicates results and implications of basic screening tests
(height, weight, blood pressure, glucose level, etc.)
Provides basic health support services (e.g. first aid, diabetic foot checks)
Collects and distributes materials that meet basic needs (e.g. provides food, blankets, clothing to those
in need
Develop Educational Programs
Design classes and programs to meet the needs of special students.
Initiate and direct efforts to foster tolerance, understanding, and appreciation of diversity in school
communities.
Provide educational programs on topics such as classroom management, teaching strategies, or
parenting skills.
Develop, direct, and participate in training programs for staff and students.

Code

6.4

6.4.1
6.4.2
6.5
6.5.1
6.5.2
6.5.3
6.5.4
6.5.5
6.5.6
6.5.7
7
7.1
8
8.1
8.1.1
8.1.2
8.1.3
8.1.4
8.1.5
8.1.6
8.1.7
8.1.8
8.2
8.2.1
8.2.2
8.2.3
8.2.4
8.3
8.3.1
8.3.2
8.3.3
8.3.4
8.3.5
8.4

Alabama Competency Model Health Educators
Assessments
Participates in design, implementation and interpretation of individual-level assessments (e.g. home
environmental assessment)
Participates in design, implementation and interpretation of community-level assessments (e.g.
windshield survey of community assets and challenges, community asset mapping)
Evaluation & Research
Evaluates CHW services and programs
Identifies and engages community members as research partners, including community consent
processes.
Identifies priority issues and evaluation/research questions
Develops evaluation/research design and methods
Collects and interprets data
Shares results and findings
Engages stakeholders to take action on findings

Tier 7: Occupation Specific Requirements
Bachelor's degree

Tier 8: Management Competencies

Executive Leadership
Interpersonal skills
Analytical and critical thinking skills
Exhibit Professional Behaviour, including highest levels of integrity, ethical compliance, respect and
courtesy
Maintains stakeholder relationships
Communication skills
Cross-cultural understanding
Advocates for social justice
Facilitates innovative change
Resource Management
Effectively manages human resources
Effective manages and oversees the budget and other financial resources
Ensures transparence, protection and accountability
Manages all aspects of information technology
Strategic Management
Fundraises
Marketing and public relations
Designs and develops effective programs
Manages risk and legal affairs
Ensures strategic planning
Community Collaboration

Code

8.4.1
8.4.2
8.4.3
8.4.4
8.4.5
8.4.6
8.4.7

Alabama Competency Model Health Educators
Builds a relationship with complementary agencies, institutions and community groups and is an
amalgamation of all the skills needed in social work management that are employed at the senior level.
Entrepreneurship
Thinking innovatively
Influencing decision makers
Encouraging entrepreneurial activity
Championing great ideas
Rewarding innovation

HUMAN SERVICES

Healthcare Social Workers
ACCCP

Family & Community Services

Code

Alabama Competency Model Healthcare Social Workers

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

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
1.4
1.4.1
1.4.1.1
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

Alabama Competency Model Healthcare Social Workers
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
following through to get the job done.
Persisting
Pursue work with drive and a strong accomplishment orientation.
Persist to accomplish a task despite difficult conditions, tight deadlines, or obstacles and setbacks.
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

Code

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
1.7.4.1

Alabama Competency Model Healthcare Social Workers
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
Take charge of personal career development by identifying occupational interests, strengths,
options, and opportunities.

Code

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
2.2.2
2.2.2.1

Alabama Competency Model Healthcare Social Workers
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.
Mechanics
Use standard syntax and sentence structure.

Code

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
2.5.1.4

Alabama Competency Model Healthcare Social Workers
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.
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.

Code

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
2.7.1.1
2.7.1.2

Alabama Competency Model Healthcare Social Workers
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
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.

Code

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

Alabama Competency Model Healthcare Social Workers
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.
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

Code

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
3.3.1.2
3.3.1.3
3.3.1.4

Alabama Competency Model Healthcare Social Workers
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.
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.

Code

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
3.5.2
3.5.2.1

Alabama Competency Model Healthcare Social Workers
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.
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.

Code

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
3.7
3.7.1

Alabama Competency Model Healthcare Social Workers
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.
Scheduling and Coordinating: Making arrangements that fulfill all requirements as efficiently and
economically as possible.
Arranging and informing

Code

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
3.8.4.2
3.8.4.3

Alabama Competency Model Healthcare Social Workers
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.
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.

Code

Alabama Competency Model Healthcare Social Workers

3.8.4.4
File data and documentation in accordance with organization’s requirements.
3.9
Business Fundamentals: Using information on basic business principles, trends, and economics.
3.9.1
Situational awareness
3.9.1.1
Understand the mission, structure, and functions of the organization.
Recognize one’s role in the functioning of the organization and understand the potential impact
3.9.1.2
one’s own performance can have on the success of the organization.
3.9.1.3
Grasp the potential impact of the company’s well-being on employees.
3.9.2
Business ethics
3.9.2.1
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
3.9.2.2
property to appropriate personnel.
3.9.3
Market knowledge
3.9.3.1
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
3.9.3.2
maintain competitiveness.
3.9.3.3
Uphold the organization through building and maintaining customer relations.
Recognize major challenges faced by the organization and industry, and identify key strategies to
3.9.3.4
address challenges.
4
Tier 4: Ready to Work Cluster-Specific Competencies
Crisis Prevention and Conflict Resolution: Knowledge of potential crisis situations or behavior, and the
4.1
appropriate procedures to de-escalate the situation or minimize the likelihood of danger.
4.1.1
Identify crises, and implement procedures to de-escalate situation
4.1.2
Use skills to ensure safety of person being supported, self, and others at risk
4.1.3
Demonstrate effective listening and problem solving skills
4.1.4
Monitor situation using effective communication skills to resolve conflict
4.1.5
Implement proactive strategies, including adjusting supports and environment as needed
4.1.6
Support and promote individuals’ ability to problem-solve
4.2
Ethics: Practice responsibly within the ethical framework of the profession.
4.2.1
Adopt an accepted professional code of ethics
4.2.2
Apply the code of ethics when confronted with ethical dilemmas
4.2.3
Ensure that practice honors the human and civil rights of participants
4.2.4
Practices the principles and activities of culturally and linguistically appropriate services
4.2.5
Secure and maintain certification and licensure requirements for duties
4.2.6
Maintain confidentiality and informed consent practices
4.2.7
Understand the negative consequences of action/inaction
Understand and describe the health and behaviors that may be associated with substance use and the
4.2.8
prevention and transmission of HIV/AIDS, TB, STDs and other infectious diseases
Documentation: Entering, transcribing, recording, storing, or maintaining information in written or
4.3
electronic/magnetic format to efficiently manage record-keeping.
4.3.1
Obtain appropriate information, signatures, and approvals promptly
4.3.2
Verify that all information is complete and accurate

Code

4.3.3
4.3.4
4.3.5
4.3.6
4.4
4.4.1
4.4.2
4.5
4.5.1
4.5.2
4.5.3
4.5.4
4.5.5
4.5.6
4.6
4.6.1
4.6.2
4.6.3
4.6.4
4.6.5
4.6.6
4.6.7

Alabama Competency Model Healthcare Social Workers
Maintain accurate and objective records
Maintain standards of confidentiality and ethical practice
Keep current with appropriate documentation systems, setting priorities
Comply with policies and requirements for documentation and record keeping
Patient Health and Safety: Implement procedures and protocols to promote the health and wellness of
person receiving supports, care, or services.
Monitor individuals including level of comfort, satisfaction, nutrition, and vital signs
Recognize when patients pose a danger to self or others and take appropriate action
Health Care Delivery: Understanding the practices, procedures, and personnel used to deliver quality
patient care.
Understand roles, boundaries, and working relationships of interdisciplinary teams
Information gathering, analysis, and documentation to detect, understand, and treat diseases
Evaluate the appropriateness of plans of care to ensure consistency with evidence-based practice
Apply research findings in clinical decision making and the provision of patient care
Forms of evaluation, measurement, performance improvement, and incentive payment schemes
Practice patient-centered care, including shared decision making, and support for patient needs
Service Quality: Effectively meeting customer needs and expectations.
Listen to customer needs and communicate effectively in a friendly manner.
Greet customers in a warm, inviting manner that encourages open communication.
Be mindful of how you appear to others. May include, but not limited to: being on time, monitoring
your body language, turning off cell phones, listening, being prepared, making eye contact.
Explain the importance of the spirit of genuine hospitality and how it enhances service.
When communicating with customers listen to them and do not interrupt.
When communicating with customers with disabilities, use people first language, i.e. person with a
disability, not disabled person.
Be prepared to use available reasonable accommodations (ASL interpreters, Braille or large print
documents or others) to effectively communicate with blind or deaf customers or those who are
speech impaired.
Describe the aspects of high-quality customer service.
Recognize quality customer service has different definitions depending on operation type.
Provide service with an attention to friendliness, ambiance, and quality.
Show customers that you are genuinely interested in their needs.
Remember names, orders, or other personal characteristics of repeat customers.
Don't say anything that could be taken as negative, mean, bigoted, or disrespectful.

4.6.8
4.6.9
4.6.10
4.6.11
4.6.12
4.6.13
5
Tier 5: Career Pathway Technical Competencies
5.1
Cultural Diversity
Identify and address disparities in healthcare access and quality for diverse individuals and populations
5.1.1
served
Adapt services, including evidence-based interprofessional team approaches, to the language, cultural
5.1.2
norms, and individual preferences of consumers and family members

Code

5.1.3
5.1.4
5.1.5
5.1.6
5.2
5.2.1
5.2.2
5.2.3
5.2.4
5.2.5
5.2.6

Alabama Competency Model Healthcare Social Workers
Develop collaborative relationships with providers of services tailored to the needs of culturally diverse
consumers and family members
Examine the experiences of culturally diverse consumers and family members with respect to quality of
care and adjust the delivery of care as needed.
Educate members of the team about the characteristics, healthcare needs, health behaviors, and views
toward illness and treatment of diverse populations served in the treatment setting
Foster and value diversity in terms of the composition of the interprofessional team members in all
roles
Client Relations
Honesty
Accuracy
Cooperation
Avoidance of misrepresentation
Avoidance of any conflict of interest
Integrity and high standards of professional conduct ensuring avoidance of any inappropriate behavior

Work is within your own scope of practice and expertise, and if not, you seek advice or refer to another
professional
5.2.8
Professional boundaries and standards of others are respected
5.2.9
Development of the knowledge and practice of others
5.2.10
Mentor support for colleagues is provided
5.3
Community Education
Provide culturally relevant formal and informal education programs that raise awareness and support
5.3.1
substance abuse prevention and/or the recovery process.
Describe factors that increase the likelihood for an individual, community, or group to be at-risk for, or
5.3.2
resilient to, psychoactive substance use disorders.
Sensitize others to issues of cultural identity, ethnic background, age, and gender in prevention,
5.3.3
treatment, and recovery.
5.3.4
Describe warning signs, symptoms, and the course of substance use disorders.
5.3.5
Describe how substance use disorders affect families and concerned others.
5.3.6
Describe the continuum of care and resources available to family and concerned others.
5.3.7
Describe principles and philosophy of prevention, treatment, and recovery.
Understand and describe the health and behavior problems related to substance use, including
5.3.8
transmission and prevention of HIV/AIDS, TB, STDs, and other infectious diseases.
Teach life skills, including but not limited to, stress management, relaxation, communication,
5.3.9
assertiveness, and refusal skills.
5.4
Referral
Consistently is involved in professional activities with other civic groups, agencies, and community
5.4.1
professionals, to increase the breadth and availability of community services to clients having substance
use disorders.
5.4.2
Utilizes referral resources to address key issues and maximize likelihood of achieving treatment goals
5.2.7

Code

5.4.3
5.4.4
5.4.5
5.4.6
5.5
5.5.1
5.5.2
5.5.3
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
6.2.3
6.3
6.3.1
6.3.2
6.3.3

Alabama Competency Model Healthcare Social Workers
Recommends self-referral services to the client and facilitates counselor referrals as necessary.
Clearly discusses the intended outcomes expected from referral services with the client.
Works with the receiving agency to exchange relevant and appropriate information, consistent with the
client’s rights to confidentiality and best professional practice.
Requests and reviews receiving agency reports on treatment progress and incorporates information in
monitoring client’s progress.
Community Advocate
Determines and advocates for the needs and perspectives of communities.
Connects individuals and communities to resources and advocates for basic needs (e.g. food and
housing).
Identifies policy influencers and opportunities and provides advocacy for positive policy changes,
including by engaging individuals and communities in grassroots support.
Coaching & Social Support
Provides individual support and coaching.
Motivates and encourages people to obtain care and other services.
Supports self-management of disease prevention and management of health conditions, including
chronic disease.
Plans, organizes and/or leads support groups.

Tier 6: Occupation Specific Technical Competencies

Case Management
Participates in care coordination or case management, including as part of a team
Provides referrals and follow-up support to ensure that services were obtained
Facilitates, obtains or coordinates transportation to services and helps ameliorate other barriers to
services
Documents and tracks individual- and population-level data
Identifies and informs people and systems about community assets and challenges
Build Community Capacity
Assists individuals in building and expanding their personal capacity to identify and manage their health
conditions, obtain services as needed, identify opportunities to help others, and represent their needs
through communication and advocacy
Assists communities in building capacity by identifying resources, coordinating service and support
providers, linking groups or systems that provide synergistic support, and implementing advocacy
strategies to address unmet needs
Identifies and works with CHW peers to help others grow professionally, act ethically and meet the
needs of the individuals and communities served
Direct Health & Social Assistance
Conducts and accurately reports and communicates results and implications of basic screening tests
(height, weight, blood pressure, glucose level, etc.)
Provides basic health support services (e.g. first aid, diabetic foot checks)
Collects and distributes materials that meet basic needs (e.g. provides food, blankets, clothing to those
in need

Code

6.4

6.4.1
6.4.2
6.5
6.5.1
6.5.2
6.5.3
6.5.4
6.5.5
6.5.6
6.5.7
7
7.1
7.2
8
8.1
8.1.1
8.1.2
8.1.3
8.1.4
8.1.5
8.1.6
8.1.7
8.1.8
8.2
8.2.1
8.2.2
8.2.3
8.2.4
8.3
8.3.1
8.3.2
8.3.3
8.3.4
8.3.5
8.4

Alabama Competency Model Healthcare Social Workers
Assessments
Participates in design, implementation and interpretation of individual-level assessments (e.g. home
environmental assessment)
Participates in design, implementation and interpretation of community-level assessments (e.g.
windshield survey of community assets and challenges, community asset mapping)
Evaluation & Research
Evaluates CHW services and programs
Identifies and engages community members as research partners, including community consent
processes.
Identifies priority issues and evaluation/research questions
Develops evaluation/research design and methods
Collects and interprets data
Shares results and findings
Engages stakeholders to take action on findings

Tier 7: Occupation Specific Requirements

Master's degree
Licensed Independent Clinical Social Worker (LICSW)

Tier 8: Management Competencies

Executive Leadership
Interpersonal skills
Analytical and critical thinking skills
Exhibit Professional Behaviour, including highest levels of integrity, ethical compliance, respect and
courtesy
Maintains stakeholder relationships
Communication skills
Cross-cultural understanding
Advocates for social justice
Facilitates innovative change
Resource Management
Effectively manages human resources
Effective manages and oversees the budget and other financial resources
Ensures transparence, protection and accountability
Manages all aspects of information technology
Strategic Management
Fundraises
Marketing and public relations
Designs and develops effective programs
Manages risk and legal affairs
Ensures strategic planning
Community Collaboration

Code

8.4.1
8.4.2
8.4.3
8.4.4
8.4.5
8.4.6
8.4.7

Alabama Competency Model Healthcare Social Workers
Builds a relationship with complementary agencies, institutions and community groups and is an
amalgamation of all the skills needed in social work management that are employed at the senior level.
Entrepreneurship
Thinking innovatively
Influencing decision makers
Encouraging entrepreneurial activity
Championing great ideas
Rewarding innovation

HUMAN SERVICES

Social and Community Service Managers
ACCCP

Family & Community Services

Code

Alabama Competency Model Social and Community Service 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.

Code

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
1.4
1.4.1
1.4.1.1
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

Alabama Competency Model Social and Community Service Managers
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
following through to get the job done.
Persisting
Pursue work with drive and a strong accomplishment orientation.
Persist to accomplish a task despite difficult conditions, tight deadlines, or obstacles and setbacks.
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

Code

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
1.7.4.1

Alabama Competency Model Social and Community Service Managers
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
Take charge of personal career development by identifying occupational interests, strengths,
options, and opportunities.
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Alabama Competency Model Social and Community Service Managers
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.
Mechanics
Use standard syntax and sentence structure.
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Alabama Competency Model Social and Community Service Managers
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.
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.
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Alabama Competency Model Social and Community Service Managers
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
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.
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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.
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
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Alabama Competency Model Social and Community Service Managers
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.
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.
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Alabama Competency Model Social and Community Service Managers
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.
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.
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Alabama Competency Model Social and Community Service Managers
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.
Scheduling and Coordinating: Making arrangements that fulfill all requirements as efficiently and
economically as possible.
Arranging and informing
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Alabama Competency Model Social and Community Service Managers
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.
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.
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3.8.4.4
File data and documentation in accordance with organization’s requirements.
3.9
Business Fundamentals: Using information on basic business principles, trends, and economics.
3.9.1
Situational awareness
3.9.1.1
Understand the mission, structure, and functions of the organization.
Recognize one’s role in the functioning of the organization and understand the potential impact
3.9.1.2
one’s own performance can have on the success of the organization.
3.9.1.3
Grasp the potential impact of the company’s well-being on employees.
3.9.2
Business ethics
3.9.2.1
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
3.9.2.2
property to appropriate personnel.
3.9.3
Market knowledge
3.9.3.1
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
3.9.3.2
maintain competitiveness.
3.9.3.3
Uphold the organization through building and maintaining customer relations.
Recognize major challenges faced by the organization and industry, and identify key strategies to
3.9.3.4
address challenges.
4
Tier 4: Ready to Work Cluster-Specific Competencies
Crisis Prevention and Conflict Resolution: Knowledge of potential crisis situations or behavior, and the
4.1
appropriate procedures to de-escalate the situation or minimize the likelihood of danger.
4.1.1
Identify crises, and implement procedures to de-escalate situation
4.1.2
Use skills to ensure safety of person being supported, self, and others at risk
4.1.3
Demonstrate effective listening and problem solving skills
4.1.4
Monitor situation using effective communication skills to resolve conflict
4.1.5
Implement proactive strategies, including adjusting supports and environment as needed
4.1.6
Support and promote individuals’ ability to problem-solve
4.2
Ethics: Practice responsibly within the ethical framework of the profession.
4.2.1
Adopt an accepted professional code of ethics
4.2.2
Apply the code of ethics when confronted with ethical dilemmas
4.2.3
Ensure that practice honors the human and civil rights of participants
4.2.4
Practices the principles and activities of culturally and linguistically appropriate services
4.2.5
Secure and maintain certification and licensure requirements for duties
4.2.6
Maintain confidentiality and informed consent practices
4.2.7
Understand the negative consequences of action/inaction
Understand and describe the health and behaviors that may be associated with substance use and the
4.2.8
prevention and transmission of HIV/AIDS, TB, STDs and other infectious diseases
Documentation: Entering, transcribing, recording, storing, or maintaining information in written or
4.3
electronic/magnetic format to efficiently manage record-keeping.
4.3.1
Obtain appropriate information, signatures, and approvals promptly
4.3.2
Verify that all information is complete and accurate
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Alabama Competency Model Social and Community Service Managers
Maintain accurate and objective records
Maintain standards of confidentiality and ethical practice
Keep current with appropriate documentation systems, setting priorities
Comply with policies and requirements for documentation and record keeping
Patient Health and Safety: Implement procedures and protocols to promote the health and wellness of
person receiving supports, care, or services.
Monitor individuals including level of comfort, satisfaction, nutrition, and vital signs
Recognize when patients pose a danger to self or others and take appropriate action
Health Care Delivery: Understanding the practices, procedures, and personnel used to deliver quality
patient care.
Understand roles, boundaries, and working relationships of interdisciplinary teams
Information gathering, analysis, and documentation to detect, understand, and treat diseases
Evaluate the appropriateness of plans of care to ensure consistency with evidence-based practice
Apply research findings in clinical decision making and the provision of patient care
Forms of evaluation, measurement, performance improvement, and incentive payment schemes
Practice patient-centered care, including shared decision making, and support for patient needs
Service Quality: Effectively meeting customer needs and expectations.
Listen to customer needs and communicate effectively in a friendly manner.
Greet customers in a warm, inviting manner that encourages open communication.
Be mindful of how you appear to others. May include, but not limited to: being on time, monitoring
your body language, turning off cell phones, listening, being prepared, making eye contact.
Explain the importance of the spirit of genuine hospitality and how it enhances service.
When communicating with customers listen to them and do not interrupt.
When communicating with customers with disabilities, use people first language, i.e. person with a
disability, not disabled person.
Be prepared to use available reasonable accommodations (ASL interpreters, Braille or large print
documents or others) to effectively communicate with blind or deaf customers or those who are
speech impaired.
Describe the aspects of high-quality customer service.
Recognize quality customer service has different definitions depending on operation type.
Provide service with an attention to friendliness, ambiance, and quality.
Show customers that you are genuinely interested in their needs.
Remember names, orders, or other personal characteristics of repeat customers.
Don't say anything that could be taken as negative, mean, bigoted, or disrespectful.

4.6.8
4.6.9
4.6.10
4.6.11
4.6.12
4.6.13
5
Tier 5: Career Pathway Technical Competencies
5.1
Cultural Diversity
Identify and address disparities in healthcare access and quality for diverse individuals and populations
5.1.1
served
Adapt services, including evidence-based interprofessional team approaches, to the language, cultural
5.1.2
norms, and individual preferences of consumers and family members
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Alabama Competency Model Social and Community Service Managers
Develop collaborative relationships with providers of services tailored to the needs of culturally diverse
consumers and family members
Examine the experiences of culturally diverse consumers and family members with respect to quality of
care and adjust the delivery of care as needed.
Educate members of the team about the characteristics, healthcare needs, health behaviors, and views
toward illness and treatment of diverse populations served in the treatment setting
Foster and value diversity in terms of the composition of the interprofessional team members in all
roles
Client Relations
Honesty
Accuracy
Cooperation
Avoidance of misrepresentation
Avoidance of any conflict of interest
Integrity and high standards of professional conduct ensuring avoidance of any inappropriate behavior

Work is within your own scope of practice and expertise, and if not, you seek advice or refer to another
professional
5.2.8
Professional boundaries and standards of others are respected
5.2.9
Development of the knowledge and practice of others
5.2.10
Mentor support for colleagues is provided
5.3
Community Education
Provide culturally relevant formal and informal education programs that raise awareness and support
5.3.1
substance abuse prevention and/or the recovery process.
Describe factors that increase the likelihood for an individual, community, or group to be at-risk for, or
5.3.2
resilient to, psychoactive substance use disorders.
Sensitize others to issues of cultural identity, ethnic background, age, and gender in prevention,
5.3.3
treatment, and recovery.
5.3.4
Describe warning signs, symptoms, and the course of substance use disorders.
5.3.5
Describe how substance use disorders affect families and concerned others.
5.3.6
Describe the continuum of care and resources available to family and concerned others.
5.3.7
Describe principles and philosophy of prevention, treatment, and recovery.
Understand and describe the health and behavior problems related to substance use, including
5.3.8
transmission and prevention of HIV/AIDS, TB, STDs, and other infectious diseases.
Teach life skills, including but not limited to, stress management, relaxation, communication,
5.3.9
assertiveness, and refusal skills.
5.4
Referral
Consistently is involved in professional activities with other civic groups, agencies, and community
5.4.1
professionals, to increase the breadth and availability of community services to clients having substance
use disorders.
5.4.2
Utilizes referral resources to address key issues and maximize likelihood of achieving treatment goals
5.2.7

Code

5.4.3
5.4.4
5.4.5
5.4.6
5.5
5.5.1
5.5.2
5.5.3
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
6.2.3
6.3
6.3.1
6.3.2
6.3.3

Alabama Competency Model Social and Community Service Managers
Recommends self-referral services to the client and facilitates counselor referrals as necessary.
Clearly discusses the intended outcomes expected from referral services with the client.
Works with the receiving agency to exchange relevant and appropriate information, consistent with the
client’s rights to confidentiality and best professional practice.
Requests and reviews receiving agency reports on treatment progress and incorporates information in
monitoring client’s progress.
Community Advocate
Determines and advocates for the needs and perspectives of communities.
Connects individuals and communities to resources and advocates for basic needs (e.g. food and
housing).
Identifies policy influencers and opportunities and provides advocacy for positive policy changes,
including by engaging individuals and communities in grassroots support.
Coaching & Social Support
Provides individual support and coaching.
Motivates and encourages people to obtain care and other services.
Supports self-management of disease prevention and management of health conditions, including
chronic disease.
Plans, organizes and/or leads support groups.

Tier 6: Occupation Specific Technical Competencies

Case Management
Participates in care coordination or case management, including as part of a team
Provides referrals and follow-up support to ensure that services were obtained
Facilitates, obtains or coordinates transportation to services and helps ameliorate other barriers to
services
Documents and tracks individual- and population-level data
Identifies and informs people and systems about community assets and challenges
Build Community Capacity
Assists individuals in building and expanding their personal capacity to identify and manage their health
conditions, obtain services as needed, identify opportunities to help others, and represent their needs
through communication and advocacy
Assists communities in building capacity by identifying resources, coordinating service and support
providers, linking groups or systems that provide synergistic support, and implementing advocacy
strategies to address unmet needs
Identifies and works with CHW peers to help others grow professionally, act ethically and meet the
needs of the individuals and communities served
Direct Health & Social Assistance
Conducts and accurately reports and communicates results and implications of basic screening tests
(height, weight, blood pressure, glucose level, etc.)
Provides basic health support services (e.g. first aid, diabetic foot checks)
Collects and distributes materials that meet basic needs (e.g. provides food, blankets, clothing to those
in need

Code

6.4

6.4.1
6.4.2
6.5
6.5.1
6.5.2
6.5.3
6.5.4
6.5.5
6.5.6
6.5.7
7
7.1
8
8.1
8.1.1
8.1.2
8.1.3
8.1.4
8.1.5
8.1.6
8.1.7
8.1.8
8.2
8.2.1
8.2.2
8.2.3
8.2.4
8.3
8.3.1
8.3.2
8.3.3
8.3.4
8.3.5
8.4

Alabama Competency Model Social and Community Service Managers
Assessments
Participates in design, implementation and interpretation of individual-level assessments (e.g. home
environmental assessment)
Participates in design, implementation and interpretation of community-level assessments (e.g.
windshield survey of community assets and challenges, community asset mapping)
Evaluation & Research
Evaluates CHW services and programs
Identifies and engages community members as research partners, including community consent
processes.
Identifies priority issues and evaluation/research questions
Develops evaluation/research design and methods
Collects and interprets data
Shares results and findings
Engages stakeholders to take action on findings

Tier 7: Occupation Specific Requirements
Bachelor's degree

Tier 8: Management Competencies

Executive Leadership
Interpersonal skills
Analytical and critical thinking skills
Exhibit Professional Behaviour, including highest levels of integrity, ethical compliance, respect and
courtesy
Maintains stakeholder relationships
Communication skills
Cross-cultural understanding
Advocates for social justice
Facilitates innovative change
Resource Management
Effectively manages human resources
Effective manages and oversees the budget and other financial resources
Ensures transparence, protection and accountability
Manages all aspects of information technology
Strategic Management
Fundraises
Marketing and public relations
Designs and develops effective programs
Manages risk and legal affairs
Ensures strategic planning
Community Collaboration

Code

8.4.1
8.4.2
8.4.3
8.4.4
8.4.5
8.4.6
8.4.7

Alabama Competency Model Social and Community Service Managers
Builds a relationship with complementary agencies, institutions and community groups and is an
amalgamation of all the skills needed in social work management that are employed at the senior level.
Entrepreneurship
Thinking innovatively
Influencing decision makers
Encouraging entrepreneurial activity
Championing great ideas
Rewarding innovation

HUMAN SERVICES

Social and Human Service Assistants
ACCCP

Family & Community Services

Code

Alabama Competency Model Social and Human Service Assistants

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

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
1.4
1.4.1
1.4.1.1
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

Alabama Competency Model Social and Human Service Assistants
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
following through to get the job done.
Persisting
Pursue work with drive and a strong accomplishment orientation.
Persist to accomplish a task despite difficult conditions, tight deadlines, or obstacles and setbacks.
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

Code

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
1.7.4.1

Alabama Competency Model Social and Human Service Assistants
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
Take charge of personal career development by identifying occupational interests, strengths,
options, and opportunities.

Code

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
2.2.2
2.2.2.1

Alabama Competency Model Social and Human Service Assistants
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.
Mechanics
Use standard syntax and sentence structure.

Code

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
2.5.1.4

Alabama Competency Model Social and Human Service Assistants
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.
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.

Code

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
2.7.1.1
2.7.1.2

Alabama Competency Model Social and Human Service Assistants
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
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.

Code

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

Alabama Competency Model Social and Human Service Assistants
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.
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

Code

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
3.3.1.2
3.3.1.3
3.3.1.4

Alabama Competency Model Social and Human Service Assistants
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.
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.

Code

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
3.5.2
3.5.2.1

Alabama Competency Model Social and Human Service Assistants
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.
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.

Code

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
3.7
3.7.1

Alabama Competency Model Social and Human Service Assistants
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.
Scheduling and Coordinating: Making arrangements that fulfill all requirements as efficiently and
economically as possible.
Arranging and informing

Code

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
3.8.4.2
3.8.4.3

Alabama Competency Model Social and Human Service Assistants
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.
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.

Code

Alabama Competency Model Social and Human Service Assistants

3.8.4.4
File data and documentation in accordance with organization’s requirements.
3.9
Business Fundamentals: Using information on basic business principles, trends, and economics.
3.9.1
Situational awareness
3.9.1.1
Understand the mission, structure, and functions of the organization.
Recognize one’s role in the functioning of the organization and understand the potential impact
3.9.1.2
one’s own performance can have on the success of the organization.
3.9.1.3
Grasp the potential impact of the company’s well-being on employees.
3.9.2
Business ethics
3.9.2.1
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
3.9.2.2
property to appropriate personnel.
3.9.3
Market knowledge
3.9.3.1
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
3.9.3.2
maintain competitiveness.
3.9.3.3
Uphold the organization through building and maintaining customer relations.
Recognize major challenges faced by the organization and industry, and identify key strategies to
3.9.3.4
address challenges.
4
Tier 4: Ready to Work Cluster-Specific Competencies
Crisis Prevention and Conflict Resolution: Knowledge of potential crisis situations or behavior, and the
4.1
appropriate procedures to de-escalate the situation or minimize the likelihood of danger.
4.1.1
Identify crises, and implement procedures to de-escalate situation
4.1.2
Use skills to ensure safety of person being supported, self, and others at risk
4.1.3
Demonstrate effective listening and problem solving skills
4.1.4
Monitor situation using effective communication skills to resolve conflict
4.1.5
Implement proactive strategies, including adjusting supports and environment as needed
4.1.6
Support and promote individuals’ ability to problem-solve
4.2
Ethics: Practice responsibly within the ethical framework of the profession.
4.2.1
Adopt an accepted professional code of ethics
4.2.2
Apply the code of ethics when confronted with ethical dilemmas
4.2.3
Ensure that practice honors the human and civil rights of participants
4.2.4
Practices the principles and activities of culturally and linguistically appropriate services
4.2.5
Secure and maintain certification and licensure requirements for duties
4.2.6
Maintain confidentiality and informed consent practices
4.2.7
Understand the negative consequences of action/inaction
Understand and describe the health and behaviors that may be associated with substance use and the
4.2.8
prevention and transmission of HIV/AIDS, TB, STDs and other infectious diseases
Documentation: Entering, transcribing, recording, storing, or maintaining information in written or
4.3
electronic/magnetic format to efficiently manage record-keeping.
4.3.1
Obtain appropriate information, signatures, and approvals promptly
4.3.2
Verify that all information is complete and accurate

Code

4.3.3
4.3.4
4.3.5
4.3.6
4.4
4.4.1
4.4.2
4.5
4.5.1
4.5.2
4.5.3
4.5.4
4.5.5
4.5.6
4.6
4.6.1
4.6.2
4.6.3
4.6.4
4.6.5
4.6.6
4.6.7

Alabama Competency Model Social and Human Service Assistants
Maintain accurate and objective records
Maintain standards of confidentiality and ethical practice
Keep current with appropriate documentation systems, setting priorities
Comply with policies and requirements for documentation and record keeping
Patient Health and Safety: Implement procedures and protocols to promote the health and wellness of
person receiving supports, care, or services.
Monitor individuals including level of comfort, satisfaction, nutrition, and vital signs
Recognize when patients pose a danger to self or others and take appropriate action
Health Care Delivery: Understanding the practices, procedures, and personnel used to deliver quality
patient care.
Understand roles, boundaries, and working relationships of interdisciplinary teams
Information gathering, analysis, and documentation to detect, understand, and treat diseases
Evaluate the appropriateness of plans of care to ensure consistency with evidence-based practice
Apply research findings in clinical decision making and the provision of patient care
Forms of evaluation, measurement, performance improvement, and incentive payment schemes
Practice patient-centered care, including shared decision making, and support for patient needs
Service Quality: Effectively meeting customer needs and expectations.
Listen to customer needs and communicate effectively in a friendly manner.
Greet customers in a warm, inviting manner that encourages open communication.
Be mindful of how you appear to others. May include, but not limited to: being on time, monitoring
your body language, turning off cell phones, listening, being prepared, making eye contact.
Explain the importance of the spirit of genuine hospitality and how it enhances service.
When communicating with customers listen to them and do not interrupt.
When communicating with customers with disabilities, use people first language, i.e. person with a
disability, not disabled person.
Be prepared to use available reasonable accommodations (ASL interpreters, Braille or large print
documents or others) to effectively communicate with blind or deaf customers or those who are
speech impaired.
Describe the aspects of high-quality customer service.
Recognize quality customer service has different definitions depending on operation type.
Provide service with an attention to friendliness, ambiance, and quality.
Show customers that you are genuinely interested in their needs.
Remember names, orders, or other personal characteristics of repeat customers.
Don't say anything that could be taken as negative, mean, bigoted, or disrespectful.

4.6.8
4.6.9
4.6.10
4.6.11
4.6.12
4.6.13
5
Tier 5: Career Pathway Technical Competencies
5.1
Cultural Diversity
Identify and address disparities in healthcare access and quality for diverse individuals and populations
5.1.1
served
Adapt services, including evidence-based interprofessional team approaches, to the language, cultural
5.1.2
norms, and individual preferences of consumers and family members

Code

5.1.3
5.1.4
5.1.5
5.1.6
5.2
5.2.1
5.2.2
5.2.3
5.2.4
5.2.5
5.2.6

Alabama Competency Model Social and Human Service Assistants
Develop collaborative relationships with providers of services tailored to the needs of culturally diverse
consumers and family members
Examine the experiences of culturally diverse consumers and family members with respect to quality of
care and adjust the delivery of care as needed.
Educate members of the team about the characteristics, healthcare needs, health behaviors, and views
toward illness and treatment of diverse populations served in the treatment setting
Foster and value diversity in terms of the composition of the interprofessional team members in all
roles
Client Relations
Honesty
Accuracy
Cooperation
Avoidance of misrepresentation
Avoidance of any conflict of interest
Integrity and high standards of professional conduct ensuring avoidance of any inappropriate behavior

Work is within your own scope of practice and expertise, and if not, you seek advice or refer to another
professional
5.2.8
Professional boundaries and standards of others are respected
5.2.9
Development of the knowledge and practice of others
5.2.10
Mentor support for colleagues is provided
5.3
Community Education
Provide culturally relevant formal and informal education programs that raise awareness and support
5.3.1
substance abuse prevention and/or the recovery process.
Describe factors that increase the likelihood for an individual, community, or group to be at-risk for, or
5.3.2
resilient to, psychoactive substance use disorders.
Sensitize others to issues of cultural identity, ethnic background, age, and gender in prevention,
5.3.3
treatment, and recovery.
5.3.4
Describe warning signs, symptoms, and the course of substance use disorders.
5.3.5
Describe how substance use disorders affect families and concerned others.
5.3.6
Describe the continuum of care and resources available to family and concerned others.
5.3.7
Describe principles and philosophy of prevention, treatment, and recovery.
Understand and describe the health and behavior problems related to substance use, including
5.3.8
transmission and prevention of HIV/AIDS, TB, STDs, and other infectious diseases.
Teach life skills, including but not limited to, stress management, relaxation, communication,
5.3.9
assertiveness, and refusal skills.
5.4
Referral
Consistently is involved in professional activities with other civic groups, agencies, and community
5.4.1
professionals, to increase the breadth and availability of community services to clients having substance
use disorders.
5.4.2
Utilizes referral resources to address key issues and maximize likelihood of achieving treatment goals
5.2.7

Code

5.4.3
5.4.4
5.4.5
5.4.6
5.5
5.5.1
5.5.2
5.5.3
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
6.2.3
6.3
6.3.1
6.3.2
6.3.3

Alabama Competency Model Social and Human Service Assistants
Recommends self-referral services to the client and facilitates counselor referrals as necessary.
Clearly discusses the intended outcomes expected from referral services with the client.
Works with the receiving agency to exchange relevant and appropriate information, consistent with the
client’s rights to confidentiality and best professional practice.
Requests and reviews receiving agency reports on treatment progress and incorporates information in
monitoring client’s progress.
Community Advocate
Determines and advocates for the needs and perspectives of communities.
Connects individuals and communities to resources and advocates for basic needs (e.g. food and
housing).
Identifies policy influencers and opportunities and provides advocacy for positive policy changes,
including by engaging individuals and communities in grassroots support.
Coaching & Social Support
Provides individual support and coaching.
Motivates and encourages people to obtain care and other services.
Supports self-management of disease prevention and management of health conditions, including
chronic disease.
Plans, organizes and/or leads support groups.

Tier 6: Occupation Specific Technical Competencies

Case Management
Participates in care coordination or case management, including as part of a team
Provides referrals and follow-up support to ensure that services were obtained
Facilitates, obtains or coordinates transportation to services and helps ameliorate other barriers to
services
Documents and tracks individual- and population-level data
Identifies and informs people and systems about community assets and challenges
Build Community Capacity
Assists individuals in building and expanding their personal capacity to identify and manage their health
conditions, obtain services as needed, identify opportunities to help others, and represent their needs
through communication and advocacy
Assists communities in building capacity by identifying resources, coordinating service and support
providers, linking groups or systems that provide synergistic support, and implementing advocacy
strategies to address unmet needs
Identifies and works with CHW peers to help others grow professionally, act ethically and meet the
needs of the individuals and communities served
Direct Health & Social Assistance
Conducts and accurately reports and communicates results and implications of basic screening tests
(height, weight, blood pressure, glucose level, etc.)
Provides basic health support services (e.g. first aid, diabetic foot checks)
Collects and distributes materials that meet basic needs (e.g. provides food, blankets, clothing to those
in need

Code

6.4

6.4.1
6.4.2
6.5
6.5.1
6.5.2
6.5.3
6.5.4
6.5.5
6.5.6
6.5.7
7
7.1
7.2
8
8.1
8.1.1
8.1.2
8.1.3
8.1.4
8.1.5
8.1.6
8.1.7
8.1.8
8.2
8.2.1
8.2.2
8.2.3
8.2.4
8.3
8.3.1
8.3.2
8.3.3
8.3.4
8.3.5
8.4

Alabama Competency Model Social and Human Service Assistants
Assessments
Participates in design, implementation and interpretation of individual-level assessments (e.g. home
environmental assessment)
Participates in design, implementation and interpretation of community-level assessments (e.g.
windshield survey of community assets and challenges, community asset mapping)
Evaluation & Research
Evaluates CHW services and programs
Identifies and engages community members as research partners, including community consent
processes.
Identifies priority issues and evaluation/research questions
Develops evaluation/research design and methods
Collects and interprets data
Shares results and findings
Engages stakeholders to take action on findings

Tier 7: Occupation Specific Requirements
High school diploma or equivalent
Licensed Assistant Behavior Analyst

Tier 8: Management Competencies

Executive Leadership
Interpersonal skills
Analytical and critical thinking skills
Exhibit Professional Behaviour, including highest levels of integrity, ethical compliance, respect and
courtesy
Maintains stakeholder relationships
Communication skills
Cross-cultural understanding
Advocates for social justice
Facilitates innovative change
Resource Management
Effectively manages human resources
Effective manages and oversees the budget and other financial resources
Ensures transparence, protection and accountability
Manages all aspects of information technology
Strategic Management
Fundraises
Marketing and public relations
Designs and develops effective programs
Manages risk and legal affairs
Ensures strategic planning
Community Collaboration

Code

8.4.1
8.4.2
8.4.3
8.4.4
8.4.5
8.4.6
8.4.7

Alabama Competency Model Social and Human Service Assistants
Builds a relationship with complementary agencies, institutions and community groups and is an
amalgamation of all the skills needed in social work management that are employed at the senior level.
Entrepreneurship
Thinking innovatively
Influencing decision makers
Encouraging entrepreneurial activity
Championing great ideas
Rewarding innovation

HUMAN SERVICES

Fitness Trainers and Aerobics Instructors
ACCCP

Personal Care

Code

Alabama Competency Model Fitness Trainers and Aerobics Instructors

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

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
1.4
1.4.1
1.4.1.1
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

Alabama Competency Model Fitness Trainers and Aerobics Instructors
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
following through to get the job done.
Persisting
Pursue work with drive and a strong accomplishment orientation.
Persist to accomplish a task despite difficult conditions, tight deadlines, or obstacles and setbacks.
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

Code

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
1.7.4.1

Alabama Competency Model Fitness Trainers and Aerobics Instructors
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
Take charge of personal career development by identifying occupational interests, strengths,
options, and opportunities.

Code

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
2.2.2
2.2.2.1
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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.
Mechanics
Use standard syntax and sentence structure.

Code

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
2.5.1.4
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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.
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.

Code

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
2.7.1.1
2.7.1.2

Alabama Competency Model Fitness Trainers and Aerobics Instructors
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
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.

Code

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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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.
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

Code

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
3.3.1.2
3.3.1.3
3.3.1.4
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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.
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.

Code

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
3.5.2
3.5.2.1
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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.
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.

Code

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
3.7
3.7.1
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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.
Scheduling and Coordinating: Making arrangements that fulfill all requirements as efficiently and
economically as possible.
Arranging and informing

Code

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
3.8.4.2
3.8.4.3
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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.
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.

Code
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3.8.4.4
File data and documentation in accordance with organization’s requirements.
3.9
Business Fundamentals: Using information on basic business principles, trends, and economics.
3.9.1
Situational awareness
3.9.1.1
Understand the mission, structure, and functions of the organization.
Recognize one’s role in the functioning of the organization and understand the potential impact
3.9.1.2
one’s own performance can have on the success of the organization.
3.9.1.3
Grasp the potential impact of the company’s well-being on employees.
3.9.2
Business ethics
3.9.2.1
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
3.9.2.2
property to appropriate personnel.
3.9.3
Market knowledge
3.9.3.1
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
3.9.3.2
maintain competitiveness.
3.9.3.3
Uphold the organization through building and maintaining customer relations.
Recognize major challenges faced by the organization and industry, and identify key strategies to
3.9.3.4
address challenges.
4
Tier 4: Ready to Work Cluster-Specific Competencies
Crisis Prevention and Conflict Resolution: Knowledge of potential crisis situations or behavior, and the
4.1
appropriate procedures to de-escalate the situation or minimize the likelihood of danger.
4.1.1
Identify crises, and implement procedures to de-escalate situation
4.1.2
Use skills to ensure safety of person being supported, self, and others at risk
4.1.3
Demonstrate effective listening and problem solving skills
4.1.4
Monitor situation using effective communication skills to resolve conflict
4.1.5
Implement proactive strategies, including adjusting supports and environment as needed
4.1.6
Support and promote individuals’ ability to problem-solve
4.2
Ethics: Practice responsibly within the ethical framework of the profession.
4.2.1
Adopt an accepted professional code of ethics
4.2.2
Apply the code of ethics when confronted with ethical dilemmas
4.2.3
Ensure that practice honors the human and civil rights of participants
4.2.4
Practices the principles and activities of culturally and linguistically appropriate services
4.2.5
Secure and maintain certification and licensure requirements for duties
4.2.6
Maintain confidentiality and informed consent practices
4.2.7
Understand the negative consequences of action/inaction
Understand and describe the health and behaviors that may be associated with substance use and the
4.2.8
prevention and transmission of HIV/AIDS, TB, STDs and other infectious diseases
Documentation: Entering, transcribing, recording, storing, or maintaining information in written or
4.3
electronic/magnetic format to efficiently manage record-keeping.
4.3.1
Obtain appropriate information, signatures, and approvals promptly
4.3.2
Verify that all information is complete and accurate

Code

4.3.3
4.3.4
4.3.5
4.3.6
4.4
4.4.1
4.4.2
4.5
4.5.1
4.5.2
4.5.3
4.5.4
4.5.5
4.5.6
4.6
4.6.1
4.6.2
4.6.3
4.6.4
4.6.5
4.6.6
4.6.7
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Maintain accurate and objective records
Maintain standards of confidentiality and ethical practice
Keep current with appropriate documentation systems, setting priorities
Comply with policies and requirements for documentation and record keeping
Patient Health and Safety: Implement procedures and protocols to promote the health and wellness of
person receiving supports, care, or services.
Monitor individuals including level of comfort, satisfaction, nutrition, and vital signs
Recognize when patients pose a danger to self or others and take appropriate action
Health Care Delivery: Understanding the practices, procedures, and personnel used to deliver quality
patient care.
Understand roles, boundaries, and working relationships of interdisciplinary teams
Information gathering, analysis, and documentation to detect, understand, and treat diseases
Evaluate the appropriateness of plans of care to ensure consistency with evidence-based practice
Apply research findings in clinical decision making and the provision of patient care
Forms of evaluation, measurement, performance improvement, and incentive payment schemes
Practice patient-centered care, including shared decision making, and support for patient needs
Service Quality: Effectively meeting customer needs and expectations.
Listen to customer needs and communicate effectively in a friendly manner.
Greet customers in a warm, inviting manner that encourages open communication.
Be mindful of how you appear to others. May include, but not limited to: being on time, monitoring
your body language, turning off cell phones, listening, being prepared, making eye contact.
Explain the importance of the spirit of genuine hospitality and how it enhances service.
When communicating with customers listen to them and do not interrupt.
When communicating with customers with disabilities, use people first language, i.e. person with a
disability, not disabled person.
Be prepared to use available reasonable accommodations (ASL interpreters, Braille or large print
documents or others) to effectively communicate with blind or deaf customers or those who are
speech impaired.
Describe the aspects of high-quality customer service.
Recognize quality customer service has different definitions depending on operation type.
Provide service with an attention to friendliness, ambiance, and quality.
Show customers that you are genuinely interested in their needs.
Remember names, orders, or other personal characteristics of repeat customers.
Don't say anything that could be taken as negative, mean, bigoted, or disrespectful.

4.6.8
4.6.9
4.6.10
4.6.11
4.6.12
4.6.13
5
Tier 5: Career Pathway Technical Competencies
5.1
Safety & Sanitation
5.1.1
Identify procedures to protect self and others
5.1.2
Identify chemicals and procedures for handling chemicals
5.1.3
Identify disinfection procedures and practices and precautions for dealing with disease
5.1.4
Identify procedures for handling hazardous waste
5.1.5
Identify preparation room protocols and room layout practices

Code

5.2
5.2.1
5.2.2
5.2.3
5.2.4
5.2.5
5.2.6
5.2.7
5.2.8
5.3
5.3.1
5.3.2
5.3.3
5.3.4
5.3.5
5.3.6
5.3.7
5.3.8
5.3.9
5.3.10
5.3.11
5.3.12
5.3.13
5.3.14
5.3.15
5.3.16
5.3.17
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Anatomy & Physiology
Anatomical guide
Local anatomical landmarks
Practice of general anatomy and physiology principles
Practice of neuroanatomy and physiology principles
Practice of pathology principles
Practice of kinesiology principles
Practice of nutritional concepts
Consideration of the effects of medicine and surgery
Professionalism
Liability and indemnity insurance.
Continuing professional development including current license.
Practice within legal and ethical boundaries.
Deliver services which comply with their professional code of conduct.
Work in accordance with evidence based practice and recognized best practices.
Ensure practice in a non-discriminatory manner.
Be respectful of individuals and of their rights, recognizing physical, psychological, environmental,
cultural and socio-economic differences, adopting good practice in challenging discrimination and
unfairness.
Understand and use Confidentiality & Record Keeping
Informed Consent
Exercise the professional duty of care and to act in the best interests of the individual at all times.
Ensure the individuals' privacy, dignity, wishes and beliefs are respected while minimizing any
unnecessary discomfort.
Honesty.
Accuracy.
Cooperation.
Avoidance of misrepresentation.
Avoidance of any conflict of interest.
Integrity and high standards of professional conduct ensuring avoidance of any inappropriate behavior.

Work is within your own scope of practice and expertise, and if not, you seek advice or refer to another
professional.
5.3.19
Professional boundaries and standards of others are respected.
5.3.20
Development of the knowledge and practice of others.
5.3.21
Mentor support for colleagues is provided.
5.4
Environment & Equipment
Identify potential risks and minimize and resulting hazards in the environment where the session will
5.4.1
take place
Ensure that necessary equipment, furniture, or resources are prepared, available, in a fit state, and
5.4.2
ready for use
5.3.18

Code

5.4.3
5.4.4
5.4.5
5.4.6
5.5
5.5.1
5.5.2
5.5.3
5.5.4
5.5.5
5.5.6
6
6.1
6.1.1
6.1.2
6.1.3
6.2
6.2.1
6.2.2
6.2.3
6.2.4
6.3
6.3.1
6.3.2
6.3.3
6.3.4
6.3.5
6.3.6
6.3.7

Alabama Competency Model Fitness Trainers and Aerobics Instructors
Follow procedures and protocols to report and record problems with the environment, equipment and
materials.
Adapt exercise equipment and the environment during exercise sessions
Move and handle equipment and resources in an appropriate, safe manner which is consistent with
current legal and organizational requirements.
Ensure compliance to current organizational infection control requirements.
Individual/Cultural diversity
Identify and address disparities in healthcare access and quality for diverse individuals and populations
served
Adapt services, including evidence-based interprofessional team approaches, to the language, cultural
norms, and individual preferences of consumers and family members
Develop collaborative relationships with providers of services tailored to the needs of culturally diverse
consumers and family members
Examine the experiences of culturally diverse consumers and family members with respect to quality of
care and adjust the delivery of care as needed.
Educate members of the team about the characteristics, healthcare needs, health behaviors, and views
toward illness and treatment of diverse populations served in the treatment setting
Foster and value diversity in terms of the composition of the interprofessional team members in all
roles

Tier 6: Occupation Specific Technical Competencies

Client Preparation
Ensure the client understands the purpose, structure, procedures and objectives of the session
Identify and respond to any information about the client's response to previous sessions or any change
in physical condition, through pre-exercise screening
Negotiate, agree and record with the client any changes to planned activities
Assessment
Ascertain relevant past medical history, co-morbidities and functional impairment, current symptoms,
etc.
Identify current medications and the implications for physical activity and exercise
Ascertain previous and current levels of physical activity / exercise through discussion and using
appropriate validated tools
Critically evaluate the information collected to determine a physical activity plan and an exercise
prescription
Physical Activity Planning & Exercise Prescription
Prescribe and adapt safe and effective exercise appropriate to the individual's needs
Warm up and cool down
Cardiovascular endurance exercise
Resistance exercise
Flexibility
Balance
Coordination

Code

6.3.8
6.3.9
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
6.5
6.5.1
6.5.2
6.5.3
6.5.4
6.6
6.6.1
6.6.2
6.6.3
6.6.4
6.6.5
6.6.6
6.6.7
6.7
6.7.1

Alabama Competency Model Fitness Trainers and Aerobics Instructors
Educate and support individuals on safe and effective independent physical activity / exercise including
appropriate warm up and cool down, signs and symptoms of over-exertion or under-achievement and
activities to avoid
Review and adapt the physical activity plan in response to the individual's motivation, needs and ability,
and progress / regress the prescription accordingly
Supervise Exercise
Teach, review and adapt individual and group exercise in response to changing circumstances and
individuals' responses to exercise
Provide individuals with warm up and cool down exercises that are appropriate to their clinical status
and ability
Provide a conditioning component
Provide instruction, explanations
Monitor the individual's exercise performance
Effectively use verbal instruction, demonstration, audio and visual cues, and motivational techniques
when delivering group exercise
Observe and analyze individual's exercise performance and correct their technique at appropriate
points providing positive reinforcement throughout
Teach and monitor the performance of all individuals within a group setting
Provide individuals with an appropriate period of post exercise supervision
Client Continuing Program
Conduct appropriate assessment on completion of the exercise program which evaluates progress to
date and establishes and exit strategy for the individual
Provide information on future options for continued physical activity including home based exercise
and supervised and unsupervised exercise programs
Reinforce the benefits of long term regular physical activity and exercise
Transfer timely and accurate information to primary care team and other healthcare professionals as
appropriate
Manage Unhealthy Clients
Act in a calm, sensitive, efficient manner with dealing with individuals
Assess for signs and symptoms which may indicate a change in status and take appropriate action
Differentiate between cardiac and non-cardiac symptoms and take appropriate action
Deal appropriately with individuals who present with medical complications that require intervention
but do not necessarily require exclusion from exercise
Knowledge of local emergency protocols for summoning assistance when an individual become unwell.
Rapidly assess an individual who has collapsed and provide appropriate treatment
Give a concise and accurate assessment to the relevant health professional and complete the
appropriate documentation.
Education
Provide relevant resources relating to physical activity and supervised / unsupervised exercise as
appropriate

Code

6.7.2
6.7.3
6.7.4
6.7.5
6.7.6
6.8
6.8.1
6.8.2
6.8.3
6.8.4
6.8.5
6.8.6
7
7.1
8
8.1
8.1.1
8.1.2
8.1.3
8.1.4
8.1.5
8.1.6
8.1.7
8.1.8
8.2
8.2.1
8.2.2
8.2.3
8.2.4
8.3
8.3.1
8.3.2
8.3.3

Alabama Competency Model Fitness Trainers and Aerobics Instructors
Know the local availability and cost of appropriate publications and self help manuals and be able to
facilitate the effective use of these resources.
Plan, design, and produce resources to meet a specific purpose, taking into account time, money and
expertise available.
Ensure promotional materials are consistent with other related services
Evaluate existing and new material to determine the validity, accuracy, accessibility and
appropriateness, and customize to meet local needs as required
Distribute resources effectively, utilizing appropriate routes including dissemination to targeted groups.
Service Planning
Establish clear service aims and objectives with measurable outcomes for exercise
Be accountable for record keeping and management in line with clinical and information governance
Ensure that service promotes equality and diversity in accordance with legislation, policies, procedures
and relevant standards
Be accountable for implementation of health and safety legislation and any security policies and
procedures
Provide evidence of personal and public liability and indemnity insurance as appropriate
Effective management of resources

Tier 7: Occupation Specific Requirements
High school diploma or equivalent

Tier 8: Management Competencies

Executive Leadership
Interpersonal skills
Analytical and critical thinking skills
Exhibit Professional Behaviour, including highest levels of integrity, ethical compliance, respect and
courtesy
Maintains stakeholder relationships
Communication skills
Cross-cultural understanding
Advocates for social justice
Facilitates innovative change
Resource Management
Effectively manages human resources
Effective manages and oversees the budget and other financial resources
Ensures transparence, protection and accountability
Manages all aspects of information technology
Strategic Management
Fundraises
Marketing and public relations
Designs and develops effective programs

Code

8.3.4
8.3.5
8.4
8.4.1
8.4.2
8.4.3
8.4.4
8.4.5
8.4.6
8.4.7

Alabama Competency Model Fitness Trainers and Aerobics Instructors
Manages risk and legal affairs
Ensures strategic planning
Community Collaboration
Builds a relationship with complementary agencies, institutions and community groups and is an
amalgamation of all the skills needed in social work management that are employed at the senior level.
Entrepreneurship
Thinking innovatively
Influencing decision makers
Encouraging entrepreneurial activity
Championing great ideas
Rewarding innovation

HUMAN SERVICES

Massage Therapists
ACCCP

Personal Care

Code

Alabama Competency Model Massage Therapists

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

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
1.4
1.4.1
1.4.1.1
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

Alabama Competency Model Massage Therapists
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
following through to get the job done.
Persisting
Pursue work with drive and a strong accomplishment orientation.
Persist to accomplish a task despite difficult conditions, tight deadlines, or obstacles and setbacks.
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

Code

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
1.7.4.1

Alabama Competency Model Massage Therapists
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
Take charge of personal career development by identifying occupational interests, strengths,
options, and opportunities.

Code

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
2.2.2
2.2.2.1

Alabama Competency Model Massage Therapists
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.
Mechanics
Use standard syntax and sentence structure.

Code

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
2.5.1.4

Alabama Competency Model Massage Therapists
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.
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.

Code

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
2.7.1.1
2.7.1.2

Alabama Competency Model Massage Therapists
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
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.

Code

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

Alabama Competency Model Massage Therapists
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.
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

Code

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
3.3.1.2
3.3.1.3
3.3.1.4

Alabama Competency Model Massage Therapists
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.
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.

Code

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
3.5.2
3.5.2.1
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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.
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.

Code

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
3.7
3.7.1
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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.
Scheduling and Coordinating: Making arrangements that fulfill all requirements as efficiently and
economically as possible.
Arranging and informing

Code

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
3.8.4.2
3.8.4.3
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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.
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.

Code

Alabama Competency Model Massage Therapists

3.8.4.4
File data and documentation in accordance with organization’s requirements.
3.9
Business Fundamentals: Using information on basic business principles, trends, and economics.
3.9.1
Situational awareness
3.9.1.1
Understand the mission, structure, and functions of the organization.
Recognize one’s role in the functioning of the organization and understand the potential impact
3.9.1.2
one’s own performance can have on the success of the organization.
3.9.1.3
Grasp the potential impact of the company’s well-being on employees.
3.9.2
Business ethics
3.9.2.1
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
3.9.2.2
property to appropriate personnel.
3.9.3
Market knowledge
3.9.3.1
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
3.9.3.2
maintain competitiveness.
3.9.3.3
Uphold the organization through building and maintaining customer relations.
Recognize major challenges faced by the organization and industry, and identify key strategies to
3.9.3.4
address challenges.
4
Tier 4: Ready to Work Cluster-Specific Competencies
Crisis Prevention and Conflict Resolution: Knowledge of potential crisis situations or behavior, and the
4.1
appropriate procedures to de-escalate the situation or minimize the likelihood of danger.
4.1.1
Identify crises, and implement procedures to de-escalate situation
4.1.2
Use skills to ensure safety of person being supported, self, and others at risk
4.1.3
Demonstrate effective listening and problem solving skills
4.1.4
Monitor situation using effective communication skills to resolve conflict
4.1.5
Implement proactive strategies, including adjusting supports and environment as needed
4.1.6
Support and promote individuals’ ability to problem-solve
4.2
Ethics: Practice responsibly within the ethical framework of the profession.
4.2.1
Adopt an accepted professional code of ethics
4.2.2
Apply the code of ethics when confronted with ethical dilemmas
4.2.3
Ensure that practice honors the human and civil rights of participants
4.2.4
Practices the principles and activities of culturally and linguistically appropriate services
4.2.5
Secure and maintain certification and licensure requirements for duties
4.2.6
Maintain confidentiality and informed consent practices
4.2.7
Understand the negative consequences of action/inaction
Understand and describe the health and behaviors that may be associated with substance use and the
4.2.8
prevention and transmission of HIV/AIDS, TB, STDs and other infectious diseases
Documentation: Entering, transcribing, recording, storing, or maintaining information in written or
4.3
electronic/magnetic format to efficiently manage record-keeping.
4.3.1
Obtain appropriate information, signatures, and approvals promptly
4.3.2
Verify that all information is complete and accurate

Code

4.3.3
4.3.4
4.3.5
4.3.6
4.4
4.4.1
4.4.2
4.5
4.5.1
4.5.2
4.5.3
4.5.4
4.5.5
4.5.6
4.6
4.6.1
4.6.2
4.6.3
4.6.4
4.6.5
4.6.6
4.6.7
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Maintain accurate and objective records
Maintain standards of confidentiality and ethical practice
Keep current with appropriate documentation systems, setting priorities
Comply with policies and requirements for documentation and record keeping
Patient Health and Safety: Implement procedures and protocols to promote the health and wellness of
person receiving supports, care, or services.
Monitor individuals including level of comfort, satisfaction, nutrition, and vital signs
Recognize when patients pose a danger to self or others and take appropriate action
Health Care Delivery: Understanding the practices, procedures, and personnel used to deliver quality
patient care.
Understand roles, boundaries, and working relationships of interdisciplinary teams
Information gathering, analysis, and documentation to detect, understand, and treat diseases
Evaluate the appropriateness of plans of care to ensure consistency with evidence-based practice
Apply research findings in clinical decision making and the provision of patient care
Forms of evaluation, measurement, performance improvement, and incentive payment schemes
Practice patient-centered care, including shared decision making, and support for patient needs
Service Quality: Effectively meeting customer needs and expectations.
Listen to customer needs and communicate effectively in a friendly manner.
Greet customers in a warm, inviting manner that encourages open communication.
Be mindful of how you appear to others. May include, but not limited to: being on time, monitoring
your body language, turning off cell phones, listening, being prepared, making eye contact.
Explain the importance of the spirit of genuine hospitality and how it enhances service.
When communicating with customers listen to them and do not interrupt.
When communicating with customers with disabilities, use people first language, i.e. person with a
disability, not disabled person.
Be prepared to use available reasonable accommodations (ASL interpreters, Braille or large print
documents or others) to effectively communicate with blind or deaf customers or those who are
speech impaired.
Describe the aspects of high-quality customer service.
Recognize quality customer service has different definitions depending on operation type.
Provide service with an attention to friendliness, ambiance, and quality.
Show customers that you are genuinely interested in their needs.
Remember names, orders, or other personal characteristics of repeat customers.
Don't say anything that could be taken as negative, mean, bigoted, or disrespectful.

4.6.8
4.6.9
4.6.10
4.6.11
4.6.12
4.6.13
5
Tier 5: Career Pathway Technical Competencies
5.1
Safety & Sanitation
5.1.1
Identify procedures to protect self and others
5.1.2
Identify chemicals and procedures for handling chemicals
5.1.3
Identify disinfection procedures and practices and precautions for dealing with disease
5.1.4
Identify procedures for handling hazardous waste
5.1.5
Identify preparation room protocols and room layout practices

Code

5.2
5.2.1
5.2.2
5.2.3
5.2.4
5.2.5
5.2.6
5.2.7
5.2.8
5.3
5.3.1
5.3.2
5.3.3
5.3.4
5.3.5
5.3.6
5.3.7
5.3.8
5.3.9
5.3.10
5.3.11
5.3.12
5.3.13
5.3.14
5.3.15
5.3.16
5.3.17
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Anatomy & Physiology
Anatomical guide
Local anatomical landmarks
Practice of general anatomy and physiology principles
Practice of neuroanatomy and physiology principles
Practice of pathology principles
Practice of kinesiology principles
Practice of nutritional concepts
Consideration of the effects of medicine and surgery
Professionalism
Liability and indemnity insurance.
Continuing professional development including current license.
Practice within legal and ethical boundaries.
Deliver services which comply with their professional code of conduct.
Work in accordance with evidence based practice and recognized best practices.
Ensure practice in a non-discriminatory manner.
Be respectful of individuals and of their rights, recognizing physical, psychological, environmental,
cultural and socio-economic differences, adopting good practice in challenging discrimination and
unfairness.
Understand and use Confidentiality & Record Keeping
Informed Consent
Exercise the professional duty of care and to act in the best interests of the individual at all times.
Ensure the individuals' privacy, dignity, wishes and beliefs are respected while minimizing any
unnecessary discomfort.
Honesty.
Accuracy.
Cooperation.
Avoidance of misrepresentation.
Avoidance of any conflict of interest.
Integrity and high standards of professional conduct ensuring avoidance of any inappropriate behavior.

Work is within your own scope of practice and expertise, and if not, you seek advice or refer to another
professional.
5.3.19
Professional boundaries and standards of others are respected.
5.3.20
Development of the knowledge and practice of others.
5.3.21
Mentor support for colleagues is provided.
5.4
Environment & Equipment
Identify potential risks and minimize and resulting hazards in the environment where the session will
5.4.1
take place
Ensure that necessary equipment, furniture, or resources are prepared, available, in a fit state, and
5.4.2
ready for use
5.3.18

Code

5.4.3
5.4.4
5.4.5
5.4.6
5.5
5.5.1
5.5.2
5.5.3
5.5.4
5.5.5
5.5.6
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
6.2.4
6.2.5
6.2.6
6.2.7
6.2.8
6.2.9
6.2.10
6.3
6.3.1
6.3.2
6.3.3
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Follow procedures and protocols to report and record problems with the environment, equipment and
materials.
Adapt exercise equipment and the environment during exercise sessions
Move and handle equipment and resources in an appropriate, safe manner which is consistent with
current legal and organizational requirements.
Ensure compliance to current organizational infection control requirements.
Individual/Cultural diversity
Identify and address disparities in healthcare access and quality for diverse individuals and populations
served
Adapt services, including evidence-based interprofessional team approaches, to the language, cultural
norms, and individual preferences of consumers and family members
Develop collaborative relationships with providers of services tailored to the needs of culturally diverse
consumers and family members
Examine the experiences of culturally diverse consumers and family members with respect to quality of
care and adjust the delivery of care as needed.
Educate members of the team about the characteristics, healthcare needs, health behaviors, and views
toward illness and treatment of diverse populations served in the treatment setting
Foster and value diversity in terms of the composition of the interprofessional team members in all
roles

Tier 6: Occupation Specific Technical Competencies

Professional Development
Development of self care and management techniques into daily practice
Development of effective communication skills into practice
Adherence to legal requirements of the massage therapy profession
Development of a philosophy of professional ethics and conduct
Development of business and practice management skills
Clinical Science
Integration of the basic concepts, principles and fundamentals of massage therapy into client care
Integration of hydrotherapy and/or other physical agencies into client care
Integration of therapeutic exercises into client care
Integration of systemic disorders, conditions and treatments into client care
Integration of nervous system disorders, conditions and treatments into client care
Integration of general orthopaedic disorders, conditions and treatments into client care
Integration of spinal orthopaedic disorders, conditions and treatments into client care
Integration of regional/peripheral orthopaedic treatments into client care
Integration of athletic injuries principles into client care
Integration of manual modalities and techniques into client care
Legal Requirements
Compliance with Legislation
Conformance to common law
Participation in quality assurance program

Code

6.4
6.4.1
6.4.2
6.4.3
7
7.1
7.2
8
8.1
8.1.1
8.1.2
8.1.3
8.1.4
8.1.5
8.1.6
8.1.7
8.1.8
8.2
8.2.1
8.2.2
8.2.3
8.2.4
8.3
8.3.1
8.3.2
8.3.3
8.3.4
8.3.5
8.4
8.4.1
8.4.2
8.4.3
8.4.4
8.4.5
8.4.6
8.4.7
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Business and Management
Application of accepted business management concepts.
Establishment of external business relationships.
Development of adequate documentation and record keeping.

Tier 7: Occupation Specific Requirements
Postsecondary nondegree award
Licensed Massage Therapist

Tier 8: Management Competencies

Executive Leadership
Interpersonal skills
Analytical and critical thinking skills
Exhibit Professional Behaviour, including highest levels of integrity, ethical compliance, respect and
courtesy
Maintains stakeholder relationships
Communication skills
Cross-cultural understanding
Advocates for social justice
Facilitates innovative change
Resource Management
Effectively manages human resources
Effective manages and oversees the budget and other financial resources
Ensures transparence, protection and accountability
Manages all aspects of information technology
Strategic Management
Fundraises
Marketing and public relations
Designs and develops effective programs
Manages risk and legal affairs
Ensures strategic planning
Community Collaboration
Builds a relationship with complementary agencies, institutions and community groups and is an
amalgamation of all the skills needed in social work management that are employed at the senior level.
Entrepreneurship
Thinking innovatively
Influencing decision makers
Encouraging entrepreneurial activity
Championing great ideas
Rewarding innovation

HUMAN SERVICES

Morticians, Undertakers, and Funeral Directors
ACCCP

Personal Care

Code

Alabama Competency Model Morticians, Undertakers, and Funeral Directors

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

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
1.4
1.4.1
1.4.1.1
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
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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
following through to get the job done.
Persisting
Pursue work with drive and a strong accomplishment orientation.
Persist to accomplish a task despite difficult conditions, tight deadlines, or obstacles and setbacks.
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

Code

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
1.7.4.1
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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
Take charge of personal career development by identifying occupational interests, strengths,
options, and opportunities.

Code

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
2.2.2
2.2.2.1
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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.
Mechanics
Use standard syntax and sentence structure.

Code

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
2.5.1.4
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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.
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.

Code

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
2.7.1.1
2.7.1.2
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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
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.

Code

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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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.
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

Code

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
3.3.1.2
3.3.1.3
3.3.1.4
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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.
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.

Code

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
3.5.2
3.5.2.1
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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.
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.

Code

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
3.7
3.7.1
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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.
Scheduling and Coordinating: Making arrangements that fulfill all requirements as efficiently and
economically as possible.
Arranging and informing

Code

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
3.8.4.2
3.8.4.3
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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.
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.

Code
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3.8.4.4
File data and documentation in accordance with organization’s requirements.
3.9
Business Fundamentals: Using information on basic business principles, trends, and economics.
3.9.1
Situational awareness
3.9.1.1
Understand the mission, structure, and functions of the organization.
Recognize one’s role in the functioning of the organization and understand the potential impact
3.9.1.2
one’s own performance can have on the success of the organization.
3.9.1.3
Grasp the potential impact of the company’s well-being on employees.
3.9.2
Business ethics
3.9.2.1
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
3.9.2.2
property to appropriate personnel.
3.9.3
Market knowledge
3.9.3.1
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
3.9.3.2
maintain competitiveness.
3.9.3.3
Uphold the organization through building and maintaining customer relations.
Recognize major challenges faced by the organization and industry, and identify key strategies to
3.9.3.4
address challenges.
4
Tier 4: Ready to Work Cluster-Specific Competencies
Crisis Prevention and Conflict Resolution: Knowledge of potential crisis situations or behavior, and the
4.1
appropriate procedures to de-escalate the situation or minimize the likelihood of danger.
4.1.1
Identify crises, and implement procedures to de-escalate situation
4.1.2
Use skills to ensure safety of person being supported, self, and others at risk
4.1.3
Demonstrate effective listening and problem solving skills
4.1.4
Monitor situation using effective communication skills to resolve conflict
4.1.5
Implement proactive strategies, including adjusting supports and environment as needed
4.1.6
Support and promote individuals’ ability to problem-solve
4.2
Ethics: Practice responsibly within the ethical framework of the profession.
4.2.1
Adopt an accepted professional code of ethics
4.2.2
Apply the code of ethics when confronted with ethical dilemmas
4.2.3
Ensure that practice honors the human and civil rights of participants
4.2.4
Practices the principles and activities of culturally and linguistically appropriate services
4.2.5
Secure and maintain certification and licensure requirements for duties
4.2.6
Maintain confidentiality and informed consent practices
4.2.7
Understand the negative consequences of action/inaction
Understand and describe the health and behaviors that may be associated with substance use and the
4.2.8
prevention and transmission of HIV/AIDS, TB, STDs and other infectious diseases
Documentation: Entering, transcribing, recording, storing, or maintaining information in written or
4.3
electronic/magnetic format to efficiently manage record-keeping.
4.3.1
Obtain appropriate information, signatures, and approvals promptly
4.3.2
Verify that all information is complete and accurate

Code

4.3.3
4.3.4
4.3.5
4.3.6
4.4
4.4.1
4.4.2
4.5
4.5.1
4.5.2
4.5.3
4.5.4
4.5.5
4.5.6
4.6
4.6.1
4.6.2
4.6.3
4.6.4
4.6.5
4.6.6
4.6.7
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Maintain accurate and objective records
Maintain standards of confidentiality and ethical practice
Keep current with appropriate documentation systems, setting priorities
Comply with policies and requirements for documentation and record keeping
Patient Health and Safety: Implement procedures and protocols to promote the health and wellness of
person receiving supports, care, or services.
Monitor individuals including level of comfort, satisfaction, nutrition, and vital signs
Recognize when patients pose a danger to self or others and take appropriate action
Health Care Delivery: Understanding the practices, procedures, and personnel used to deliver quality
patient care.
Understand roles, boundaries, and working relationships of interdisciplinary teams
Information gathering, analysis, and documentation to detect, understand, and treat diseases
Evaluate the appropriateness of plans of care to ensure consistency with evidence-based practice
Apply research findings in clinical decision making and the provision of patient care
Forms of evaluation, measurement, performance improvement, and incentive payment schemes
Practice patient-centered care, including shared decision making, and support for patient needs
Service Quality: Effectively meeting customer needs and expectations.
Listen to customer needs and communicate effectively in a friendly manner.
Greet customers in a warm, inviting manner that encourages open communication.
Be mindful of how you appear to others. May include, but not limited to: being on time, monitoring
your body language, turning off cell phones, listening, being prepared, making eye contact.
Explain the importance of the spirit of genuine hospitality and how it enhances service.
When communicating with customers listen to them and do not interrupt.
When communicating with customers with disabilities, use people first language, i.e. person with a
disability, not disabled person.
Be prepared to use available reasonable accommodations (ASL interpreters, Braille or large print
documents or others) to effectively communicate with blind or deaf customers or those who are
speech impaired.
Describe the aspects of high-quality customer service.
Recognize quality customer service has different definitions depending on operation type.
Provide service with an attention to friendliness, ambiance, and quality.
Show customers that you are genuinely interested in their needs.
Remember names, orders, or other personal characteristics of repeat customers.
Don't say anything that could be taken as negative, mean, bigoted, or disrespectful.

4.6.8
4.6.9
4.6.10
4.6.11
4.6.12
4.6.13
5
Tier 5: Career Pathway Technical Competencies
5.1
Safety & Sanitation
5.1.1
Identify procedures to protect self and others
5.1.2
Identify chemicals and procedures for handling chemicals
5.1.3
Identify disinfection procedures and practices and precautions for dealing with disease
5.1.4
Identify procedures for handling hazardous waste
5.1.5
Identify preparation room protocols and room layout practices

Code

5.2
5.2.1
5.2.2
5.2.3
5.2.4
5.2.5
5.2.6
5.2.7
5.2.8
5.3
5.3.1
5.3.2
5.3.3
5.3.4
5.3.5
5.3.6
5.3.7
5.3.8
5.3.9
5.3.10
5.3.11
5.3.12
5.3.13
5.3.14
5.3.15
5.3.16
5.3.17
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Anatomy & Physiology
Anatomical guide
Local anatomical landmarks
Practice of general anatomy and physiology principles
Practice of neuroanatomy and physiology principles
Practice of pathology principles
Practice of kinesiology principles
Practice of nutritional concepts
Consideration of the effects of medicine and surgery
Professionalism
Liability and indemnity insurance.
Continuing professional development including current license.
Practice within legal and ethical boundaries.
Deliver services which comply with their professional code of conduct.
Work in accordance with evidence based practice and recognized best practices.
Ensure practice in a non-discriminatory manner.
Be respectful of individuals and of their rights, recognizing physical, psychological, environmental,
cultural and socio-economic differences, adopting good practice in challenging discrimination and
unfairness.
Understand and use Confidentiality & Record Keeping
Informed Consent
Exercise the professional duty of care and to act in the best interests of the individual at all times.
Ensure the individuals' privacy, dignity, wishes and beliefs are respected while minimizing any
unnecessary discomfort.
Honesty.
Accuracy.
Cooperation.
Avoidance of misrepresentation.
Avoidance of any conflict of interest.
Integrity and high standards of professional conduct ensuring avoidance of any inappropriate behavior.

Work is within your own scope of practice and expertise, and if not, you seek advice or refer to another
professional.
5.3.19
Professional boundaries and standards of others are respected.
5.3.20
Development of the knowledge and practice of others.
5.3.21
Mentor support for colleagues is provided.
5.4
Environment & Equipment
Identify potential risks and minimize and resulting hazards in the environment where the session will
5.4.1
take place
Ensure that necessary equipment, furniture, or resources are prepared, available, in a fit state, and
5.4.2
ready for use
5.3.18

Code

5.4.3
5.4.4
5.4.5
5.4.6
5.5
5.5.1
5.5.2
5.5.3
5.5.4
5.5.5
5.5.6
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
6.2.4
6.2.5
6.2.6
6.2.7
6.2.8
6.3
6.3.1
6.3.2
6.3.3

Alabama Competency Model Morticians, Undertakers, and Funeral Directors
Follow procedures and protocols to report and record problems with the environment, equipment and
materials.
Adapt exercise equipment and the environment during exercise sessions
Move and handle equipment and resources in an appropriate, safe manner which is consistent with
current legal and organizational requirements.
Ensure compliance to current organizational infection control requirements.
Individual/Cultural diversity
Identify and address disparities in healthcare access and quality for diverse individuals and populations
served
Adapt services, including evidence-based interprofessional team approaches, to the language, cultural
norms, and individual preferences of consumers and family members
Develop collaborative relationships with providers of services tailored to the needs of culturally diverse
consumers and family members
Examine the experiences of culturally diverse consumers and family members with respect to quality of
care and adjust the delivery of care as needed.
Educate members of the team about the characteristics, healthcare needs, health behaviors, and views
toward illness and treatment of diverse populations served in the treatment setting
Foster and value diversity in terms of the composition of the interprofessional team members in all
roles

Tier 6: Occupation Specific Technical Competencies

Dying, Death, & Disposition
Scope, nature and impact of death on society
Grief and grieving processes and terminology and the psychological value / therapeutic effect of a
funeral
Grief and grieving processes as it related to the deceased and the nature of their death
Death and dying process and issues that surround it in modern society
History of funeral service practices and the societal role of the funeral profession
Funeral Practices
Identify various belief systems, philosophies and views
Identify funeral home procedures and protocols for funerals
Identify the basic tasks in the day-to-day operations of a funeral home in the most ethical and
professional manner possible
Proper method and etiquette for transferring / transporting a deceased person
Identify funeral products and merchandise
Identify funeral customs, rituals, and cremation practices
Identify religious burial beliefs, customs and traditions
Identify New Age, military and other beliefs, practices, and customs
Funeral Law
Identify the legislation and regulatory acts that apply
Identify the contracts and prearrangement sales law
Benefits available to the bereaved under regulations, and to military veterans

Code

6.3.4
6.3.5
6.3.6
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
6.5
6.5.1
6.5.2
6.5.3
6.5.4
6.5.5
6.5.6
6.5.7
7
7.1
7.2
8
8.1
8.1.1
8.1.2
8.1.3
8.1.4
8.1.5
8.1.6
8.1.7
8.1.8
8.2
8.2.1

Alabama Competency Model Morticians, Undertakers, and Funeral Directors
Identify the role of public guardian, public estate, and purpose of a will
Handling of remains and control of disposition, how they are administered and by who, and how
control applies to cemetery operators
Handling of reporting of vital statistics
Embalming Theory
Identify ante and post mortem changes
Identify matter, solutions, compounds and chemistry
Identify embalming chemistry, solutions and compounds
Identify embalming equipment and supplies
Identify conditions that affect the embalming process
Identify procedures for embalming a body
Identify methods and equipment used for arterial injection and venous drainage
Identify restorative suturing materials and techniques
Funeral Experience
The needs of the legal representatives of the deceased and the bereaved are fulfilled through effective
communication skills in a supportive atmosphere
The care and handling of the deceased is consistent with accepted principles and sound practices of the
profession and the direction of the legal representatives of the deceased
Funeral services and visitation are arranged and directed effectively and professionally, consistent with
the direction of the legal representatives and sensitive to the needs of the bereaved
Provide appropriate follow up services
All aspects of business operations are carried out in a legal and ethical manner
Ensure safe, appealing and functional equipment and environment
Maintain effective community / public relations

Tier 7: Occupation Specific Requirements
Associate's degree
Licensed Funeral Director

Tier 8: Management Competencies

Executive Leadership
Interpersonal skills
Analytical and critical thinking skills
Exhibit Professional Behaviour, including highest levels of integrity, ethical compliance, respect and
courtesy
Maintains stakeholder relationships
Communication skills
Cross-cultural understanding
Advocates for social justice
Facilitates innovative change
Resource Management
Effectively manages human resources

Code

8.2.2
8.2.3
8.2.4
8.3
8.3.1
8.3.2
8.3.3
8.3.4
8.3.5
8.4
8.4.1
8.4.2
8.4.3
8.4.4
8.4.5
8.4.6
8.4.7

Alabama Competency Model Morticians, Undertakers, and Funeral Directors
Effective manages and oversees the budget and other financial resources
Ensures transparence, protection and accountability
Manages all aspects of information technology
Strategic Management
Fundraises
Marketing and public relations
Designs and develops effective programs
Manages risk and legal affairs
Ensures strategic planning
Community Collaboration
Builds a relationship with complementary agencies, institutions and community groups and is an
amalgamation of all the skills needed in social work management that are employed at the senior level.
Entrepreneurship
Thinking innovatively
Influencing decision makers
Encouraging entrepreneurial activity
Championing great ideas
Rewarding innovation

HUMAN SERVICES

Funeral Service Managers
ACCCP

Personal Care

Code

Alabama Competency Model Funeral Service 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.

Code

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
1.4
1.4.1
1.4.1.1
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

Alabama Competency Model Funeral Service Managers
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
following through to get the job done.
Persisting
Pursue work with drive and a strong accomplishment orientation.
Persist to accomplish a task despite difficult conditions, tight deadlines, or obstacles and setbacks.
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

Code

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
1.7.4.1

Alabama Competency Model Funeral Service Managers
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
Take charge of personal career development by identifying occupational interests, strengths,
options, and opportunities.

Code

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
2.2.2
2.2.2.1

Alabama Competency Model Funeral Service Managers
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.
Mechanics
Use standard syntax and sentence structure.

Code

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
2.5.1.4

Alabama Competency Model Funeral Service Managers
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.
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.

Code

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
2.7.1.1
2.7.1.2

Alabama Competency Model Funeral Service Managers
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
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.

Code

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

Alabama Competency Model Funeral Service Managers
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.
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

Code

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
3.3.1.2
3.3.1.3
3.3.1.4

Alabama Competency Model Funeral Service Managers
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.
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.

Code

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
3.5.2
3.5.2.1

Alabama Competency Model Funeral Service Managers
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.
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.

Code

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
3.7
3.7.1
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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.
Scheduling and Coordinating: Making arrangements that fulfill all requirements as efficiently and
economically as possible.
Arranging and informing

Code

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
3.8.4.2
3.8.4.3

Alabama Competency Model Funeral Service Managers
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.
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.

Code

Alabama Competency Model Funeral Service Managers

3.8.4.4
File data and documentation in accordance with organization’s requirements.
3.9
Business Fundamentals: Using information on basic business principles, trends, and economics.
3.9.1
Situational awareness
3.9.1.1
Understand the mission, structure, and functions of the organization.
Recognize one’s role in the functioning of the organization and understand the potential impact
3.9.1.2
one’s own performance can have on the success of the organization.
3.9.1.3
Grasp the potential impact of the company’s well-being on employees.
3.9.2
Business ethics
3.9.2.1
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
3.9.2.2
property to appropriate personnel.
3.9.3
Market knowledge
3.9.3.1
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
3.9.3.2
maintain competitiveness.
3.9.3.3
Uphold the organization through building and maintaining customer relations.
Recognize major challenges faced by the organization and industry, and identify key strategies to
3.9.3.4
address challenges.
4
Tier 4: Ready to Work Cluster-Specific Competencies
Crisis Prevention and Conflict Resolution: Knowledge of potential crisis situations or behavior, and the
4.1
appropriate procedures to de-escalate the situation or minimize the likelihood of danger.
4.1.1
Identify crises, and implement procedures to de-escalate situation
4.1.2
Use skills to ensure safety of person being supported, self, and others at risk
4.1.3
Demonstrate effective listening and problem solving skills
4.1.4
Monitor situation using effective communication skills to resolve conflict
4.1.5
Implement proactive strategies, including adjusting supports and environment as needed
4.1.6
Support and promote individuals’ ability to problem-solve
4.2
Ethics: Practice responsibly within the ethical framework of the profession.
4.2.1
Adopt an accepted professional code of ethics
4.2.2
Apply the code of ethics when confronted with ethical dilemmas
4.2.3
Ensure that practice honors the human and civil rights of participants
4.2.4
Practices the principles and activities of culturally and linguistically appropriate services
4.2.5
Secure and maintain certification and licensure requirements for duties
4.2.6
Maintain confidentiality and informed consent practices
4.2.7
Understand the negative consequences of action/inaction
Understand and describe the health and behaviors that may be associated with substance use and the
4.2.8
prevention and transmission of HIV/AIDS, TB, STDs and other infectious diseases
Documentation: Entering, transcribing, recording, storing, or maintaining information in written or
4.3
electronic/magnetic format to efficiently manage record-keeping.
4.3.1
Obtain appropriate information, signatures, and approvals promptly
4.3.2
Verify that all information is complete and accurate

Code

4.3.3
4.3.4
4.3.5
4.3.6
4.4
4.4.1
4.4.2
4.5
4.5.1
4.5.2
4.5.3
4.5.4
4.5.5
4.5.6
4.6
4.6.1
4.6.2
4.6.3
4.6.4
4.6.5
4.6.6
4.6.7
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Maintain accurate and objective records
Maintain standards of confidentiality and ethical practice
Keep current with appropriate documentation systems, setting priorities
Comply with policies and requirements for documentation and record keeping
Patient Health and Safety: Implement procedures and protocols to promote the health and wellness of
person receiving supports, care, or services.
Monitor individuals including level of comfort, satisfaction, nutrition, and vital signs
Recognize when patients pose a danger to self or others and take appropriate action
Health Care Delivery: Understanding the practices, procedures, and personnel used to deliver quality
patient care.
Understand roles, boundaries, and working relationships of interdisciplinary teams
Information gathering, analysis, and documentation to detect, understand, and treat diseases
Evaluate the appropriateness of plans of care to ensure consistency with evidence-based practice
Apply research findings in clinical decision making and the provision of patient care
Forms of evaluation, measurement, performance improvement, and incentive payment schemes
Practice patient-centered care, including shared decision making, and support for patient needs
Service Quality: Effectively meeting customer needs and expectations.
Listen to customer needs and communicate effectively in a friendly manner.
Greet customers in a warm, inviting manner that encourages open communication.
Be mindful of how you appear to others. May include, but not limited to: being on time, monitoring
your body language, turning off cell phones, listening, being prepared, making eye contact.
Explain the importance of the spirit of genuine hospitality and how it enhances service.
When communicating with customers listen to them and do not interrupt.
When communicating with customers with disabilities, use people first language, i.e. person with a
disability, not disabled person.
Be prepared to use available reasonable accommodations (ASL interpreters, Braille or large print
documents or others) to effectively communicate with blind or deaf customers or those who are
speech impaired.
Describe the aspects of high-quality customer service.
Recognize quality customer service has different definitions depending on operation type.
Provide service with an attention to friendliness, ambiance, and quality.
Show customers that you are genuinely interested in their needs.
Remember names, orders, or other personal characteristics of repeat customers.
Don't say anything that could be taken as negative, mean, bigoted, or disrespectful.

4.6.8
4.6.9
4.6.10
4.6.11
4.6.12
4.6.13
5
Tier 5: Career Pathway Technical Competencies
5.1
Safety & Sanitation
5.1.1
Identify procedures to protect self and others
5.1.2
Identify chemicals and procedures for handling chemicals
5.1.3
Identify disinfection procedures and practices and precautions for dealing with disease
5.1.4
Identify procedures for handling hazardous waste
5.1.5
Identify preparation room protocols and room layout practices

Code

5.2
5.2.1
5.2.2
5.2.3
5.2.4
5.2.5
5.2.6
5.2.7
5.2.8
5.3
5.3.1
5.3.2
5.3.3
5.3.4
5.3.5
5.3.6
5.3.7
5.3.8
5.3.9
5.3.10
5.3.11
5.3.12
5.3.13
5.3.14
5.3.15
5.3.16
5.3.17
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Anatomy & Physiology
Anatomical guide
Local anatomical landmarks
Practice of general anatomy and physiology principles
Practice of neuroanatomy and physiology principles
Practice of pathology principles
Practice of kinesiology principles
Practice of nutritional concepts
Consideration of the effects of medicine and surgery
Professionalism
Liability and indemnity insurance.
Continuing professional development including current license.
Practice within legal and ethical boundaries.
Deliver services which comply with their professional code of conduct.
Work in accordance with evidence based practice and recognized best practices.
Ensure practice in a non-discriminatory manner.
Be respectful of individuals and of their rights, recognizing physical, psychological, environmental,
cultural and socio-economic differences, adopting good practice in challenging discrimination and
unfairness.
Understand and use Confidentiality & Record Keeping
Informed Consent
Exercise the professional duty of care and to act in the best interests of the individual at all times.
Ensure the individuals' privacy, dignity, wishes and beliefs are respected while minimizing any
unnecessary discomfort.
Honesty.
Accuracy.
Cooperation.
Avoidance of misrepresentation.
Avoidance of any conflict of interest.
Integrity and high standards of professional conduct ensuring avoidance of any inappropriate behavior.

Work is within your own scope of practice and expertise, and if not, you seek advice or refer to another
professional.
5.3.19
Professional boundaries and standards of others are respected.
5.3.20
Development of the knowledge and practice of others.
5.3.21
Mentor support for colleagues is provided.
5.4
Environment & Equipment
Identify potential risks and minimize and resulting hazards in the environment where the session will
5.4.1
take place
Ensure that necessary equipment, furniture, or resources are prepared, available, in a fit state, and
5.4.2
ready for use
5.3.18

Code

5.4.3
5.4.4
5.4.5
5.4.6
5.5
5.5.1
5.5.2
5.5.3
5.5.4
5.5.5
5.5.6
6
6.1
6.1.1
6.1.2
6.2
6.2.1
6.2.2
6.2.3
6.3
6.3.1
6.3.2
6.4
6.4.1
6.4.2
6.5
6.5.1
6.5.2
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Follow procedures and protocols to report and record problems with the environment, equipment and
materials.
Adapt exercise equipment and the environment during exercise sessions
Move and handle equipment and resources in an appropriate, safe manner which is consistent with
current legal and organizational requirements.
Ensure compliance to current organizational infection control requirements.
Individual/Cultural diversity
Identify and address disparities in healthcare access and quality for diverse individuals and populations
served
Adapt services, including evidence-based interprofessional team approaches, to the language, cultural
norms, and individual preferences of consumers and family members
Develop collaborative relationships with providers of services tailored to the needs of culturally diverse
consumers and family members
Examine the experiences of culturally diverse consumers and family members with respect to quality of
care and adjust the delivery of care as needed.
Educate members of the team about the characteristics, healthcare needs, health behaviors, and views
toward illness and treatment of diverse populations served in the treatment setting
Foster and value diversity in terms of the composition of the interprofessional team members in all
roles

Tier 6: Occupation Specific Technical Competencies

Analyze Data
Review financial statements, sales or activity reports, or other performance data to identify
opportunities for cost reductions or service improvements.
Conduct market research and analyze industry trends.
Develop Strategies
Plan and implement changes to service offerings to meet community needs or increase funeral home
revenues.
Set marketing, sales, or other financial goals for funeral service establishments and monitor progress
toward these goals.
Plan and implement sales promotions or other marketing strategies and activities for funeral home
operations.
Maintain Records
Complete and maintain records, such as state-required documents, tracking documents, or product
inventories.
Prepare reports related to compliance matters.
Scheduling
Schedule work hours for funeral home or contract employees.
Schedule funerals, burials, or cremations.
Sales
Negotiate contracts for prearranged funeral services.
Sell funeral services, products, or merchandise to clients.

Code

6.5.3
7
7.1
8
8.1
8.1.1
8.1.2
8.1.3
8.1.4
8.1.5
8.1.6
8.1.7
8.1.8
8.2
8.2.1
8.2.2
8.2.3
8.2.4
8.3
8.3.1
8.3.2
8.3.3
8.3.4
8.3.5
8.4
8.4.1
8.4.2
8.4.3
8.4.4
8.4.5
8.4.6
8.4.7
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Attend or make presentations at community events to promote funeral home services or build
community relationships.

Tier 7: Occupation Specific Requirements
Associate's degree

Tier 8: Management Competencies

Executive Leadership
Interpersonal skills
Analytical and critical thinking skills
Exhibit Professional Behaviour, including highest levels of integrity, ethical compliance, respect and
courtesy
Maintains stakeholder relationships
Communication skills
Cross-cultural understanding
Advocates for social justice
Facilitates innovative change
Resource Management
Effectively manages human resources
Effective manages and oversees the budget and other financial resources
Ensures transparence, protection and accountability
Manages all aspects of information technology
Strategic Management
Fundraises
Marketing and public relations
Designs and develops effective programs
Manages risk and legal affairs
Ensures strategic planning
Community Collaboration
Builds a relationship with complementary agencies, institutions and community groups and is an
amalgamation of all the skills needed in social work management that are employed at the senior level.
Entrepreneurship
Thinking innovatively
Influencing decision makers
Encouraging entrepreneurial activity
Championing great ideas
Rewarding innovation

HUMAN SERVICES

First-Line Supervisors of Personal Service
Workers
ACCCP

Personal Care

Code

Alabama Competency Model First-Line Supervisors of Personal Service Workers

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

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
1.4
1.4.1
1.4.1.1
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
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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
following through to get the job done.
Persisting
Pursue work with drive and a strong accomplishment orientation.
Persist to accomplish a task despite difficult conditions, tight deadlines, or obstacles and setbacks.
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

Code

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
1.7.4.1
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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
Take charge of personal career development by identifying occupational interests, strengths,
options, and opportunities.

Code

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
2.2.2
2.2.2.1
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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.
Mechanics
Use standard syntax and sentence structure.

Code

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
2.5.1.4
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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.
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.

Code

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
2.7.1.1
2.7.1.2
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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
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.

Code

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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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.
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

Code

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
3.3.1.2
3.3.1.3
3.3.1.4
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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.
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.

Code

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
3.5.2
3.5.2.1
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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.
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.

Code

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
3.7
3.7.1
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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.
Scheduling and Coordinating: Making arrangements that fulfill all requirements as efficiently and
economically as possible.
Arranging and informing

Code

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
3.8.4.2
3.8.4.3
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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.
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.

Code
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3.8.4.4
File data and documentation in accordance with organization’s requirements.
3.9
Business Fundamentals: Using information on basic business principles, trends, and economics.
3.9.1
Situational awareness
3.9.1.1
Understand the mission, structure, and functions of the organization.
Recognize one’s role in the functioning of the organization and understand the potential impact
3.9.1.2
one’s own performance can have on the success of the organization.
3.9.1.3
Grasp the potential impact of the company’s well-being on employees.
3.9.2
Business ethics
3.9.2.1
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
3.9.2.2
property to appropriate personnel.
3.9.3
Market knowledge
3.9.3.1
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
3.9.3.2
maintain competitiveness.
3.9.3.3
Uphold the organization through building and maintaining customer relations.
Recognize major challenges faced by the organization and industry, and identify key strategies to
3.9.3.4
address challenges.
4
Tier 4: Ready to Work Cluster-Specific Competencies
Crisis Prevention and Conflict Resolution: Knowledge of potential crisis situations or behavior, and the
4.1
appropriate procedures to de-escalate the situation or minimize the likelihood of danger.
4.1.1
Identify crises, and implement procedures to de-escalate situation
4.1.2
Use skills to ensure safety of person being supported, self, and others at risk
4.1.3
Demonstrate effective listening and problem solving skills
4.1.4
Monitor situation using effective communication skills to resolve conflict
4.1.5
Implement proactive strategies, including adjusting supports and environment as needed
4.1.6
Support and promote individuals’ ability to problem-solve
4.2
Ethics: Practice responsibly within the ethical framework of the profession.
4.2.1
Adopt an accepted professional code of ethics
4.2.2
Apply the code of ethics when confronted with ethical dilemmas
4.2.3
Ensure that practice honors the human and civil rights of participants
4.2.4
Practices the principles and activities of culturally and linguistically appropriate services
4.2.5
Secure and maintain certification and licensure requirements for duties
4.2.6
Maintain confidentiality and informed consent practices
4.2.7
Understand the negative consequences of action/inaction
Understand and describe the health and behaviors that may be associated with substance use and the
4.2.8
prevention and transmission of HIV/AIDS, TB, STDs and other infectious diseases
Documentation: Entering, transcribing, recording, storing, or maintaining information in written or
4.3
electronic/magnetic format to efficiently manage record-keeping.
4.3.1
Obtain appropriate information, signatures, and approvals promptly
4.3.2
Verify that all information is complete and accurate

Code

4.3.3
4.3.4
4.3.5
4.3.6
4.4
4.4.1
4.4.2
4.5
4.5.1
4.5.2
4.5.3
4.5.4
4.5.5
4.5.6
4.6
4.6.1
4.6.2
4.6.3
4.6.4
4.6.5
4.6.6
4.6.7
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Maintain accurate and objective records
Maintain standards of confidentiality and ethical practice
Keep current with appropriate documentation systems, setting priorities
Comply with policies and requirements for documentation and record keeping
Patient Health and Safety: Implement procedures and protocols to promote the health and wellness of
person receiving supports, care, or services.
Monitor individuals including level of comfort, satisfaction, nutrition, and vital signs
Recognize when patients pose a danger to self or others and take appropriate action
Health Care Delivery: Understanding the practices, procedures, and personnel used to deliver quality
patient care.
Understand roles, boundaries, and working relationships of interdisciplinary teams
Information gathering, analysis, and documentation to detect, understand, and treat diseases
Evaluate the appropriateness of plans of care to ensure consistency with evidence-based practice
Apply research findings in clinical decision making and the provision of patient care
Forms of evaluation, measurement, performance improvement, and incentive payment schemes
Practice patient-centered care, including shared decision making, and support for patient needs
Service Quality: Effectively meeting customer needs and expectations.
Listen to customer needs and communicate effectively in a friendly manner.
Greet customers in a warm, inviting manner that encourages open communication.
Be mindful of how you appear to others. May include, but not limited to: being on time, monitoring
your body language, turning off cell phones, listening, being prepared, making eye contact.
Explain the importance of the spirit of genuine hospitality and how it enhances service.
When communicating with customers listen to them and do not interrupt.
When communicating with customers with disabilities, use people first language, i.e. person with a
disability, not disabled person.
Be prepared to use available reasonable accommodations (ASL interpreters, Braille or large print
documents or others) to effectively communicate with blind or deaf customers or those who are
speech impaired.
Describe the aspects of high-quality customer service.
Recognize quality customer service has different definitions depending on operation type.
Provide service with an attention to friendliness, ambiance, and quality.
Show customers that you are genuinely interested in their needs.
Remember names, orders, or other personal characteristics of repeat customers.
Don't say anything that could be taken as negative, mean, bigoted, or disrespectful.

4.6.8
4.6.9
4.6.10
4.6.11
4.6.12
4.6.13
5
Tier 5: Career Pathway Technical Competencies
5.1
Safety & Sanitation
5.1.1
Identify procedures to protect self and others
5.1.2
Identify chemicals and procedures for handling chemicals
5.1.3
Identify disinfection procedures and practices and precautions for dealing with disease
5.1.4
Identify procedures for handling hazardous waste
5.1.5
Identify preparation room protocols and room layout practices

Code

5.2
5.2.1
5.2.2
5.2.3
5.2.4
5.2.5
5.2.6
5.2.7
5.2.8
5.3
5.3.1
5.3.2
5.3.3
5.3.4
5.3.5
5.3.6
5.3.7
5.3.8
5.3.9
5.3.10
5.3.11
5.3.12
5.3.13
5.3.14
5.3.15
5.3.16
5.3.17
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Anatomy & Physiology
Anatomical guide
Local anatomical landmarks
Practice of general anatomy and physiology principles
Practice of neuroanatomy and physiology principles
Practice of pathology principles
Practice of kinesiology principles
Practice of nutritional concepts
Consideration of the effects of medicine and surgery
Professionalism
Liability and indemnity insurance.
Continuing professional development including current license.
Practice within legal and ethical boundaries.
Deliver services which comply with their professional code of conduct.
Work in accordance with evidence based practice and recognized best practices.
Ensure practice in a non-discriminatory manner.
Be respectful of individuals and of their rights, recognizing physical, psychological, environmental,
cultural and socio-economic differences, adopting good practice in challenging discrimination and
unfairness.
Understand and use Confidentiality & Record Keeping
Informed Consent
Exercise the professional duty of care and to act in the best interests of the individual at all times.
Ensure the individuals' privacy, dignity, wishes and beliefs are respected while minimizing any
unnecessary discomfort.
Honesty.
Accuracy.
Cooperation.
Avoidance of misrepresentation.
Avoidance of any conflict of interest.
Integrity and high standards of professional conduct ensuring avoidance of any inappropriate behavior.

Work is within your own scope of practice and expertise, and if not, you seek advice or refer to another
professional.
5.3.19
Professional boundaries and standards of others are respected.
5.3.20
Development of the knowledge and practice of others.
5.3.21
Mentor support for colleagues is provided.
5.4
Environment & Equipment
Identify potential risks and minimize and resulting hazards in the environment where the session will
5.4.1
take place
Ensure that necessary equipment, furniture, or resources are prepared, available, in a fit state, and
5.4.2
ready for use
5.3.18

Code

5.4.3
5.4.4
5.4.5
5.4.6
5.5
5.5.1
5.5.2
5.5.3
5.5.4
5.5.5
5.5.6
6
6.1
6.1.1
6.1.2
6.1.3
6.1.4
6.2
6.2.1
6.2.2
6.3
6.3.1
6.3.2
6.4
6.4.1
6.5
6.5.1
6.6
6.6.1
7
7.1
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Follow procedures and protocols to report and record problems with the environment, equipment and
materials.
Adapt exercise equipment and the environment during exercise sessions
Move and handle equipment and resources in an appropriate, safe manner which is consistent with
current legal and organizational requirements.
Ensure compliance to current organizational infection control requirements.
Individual/Cultural diversity
Identify and address disparities in healthcare access and quality for diverse individuals and populations
served
Adapt services, including evidence-based interprofessional team approaches, to the language, cultural
norms, and individual preferences of consumers and family members
Develop collaborative relationships with providers of services tailored to the needs of culturally diverse
consumers and family members
Examine the experiences of culturally diverse consumers and family members with respect to quality of
care and adjust the delivery of care as needed.
Educate members of the team about the characteristics, healthcare needs, health behaviors, and views
toward illness and treatment of diverse populations served in the treatment setting
Foster and value diversity in terms of the composition of the interprofessional team members in all
roles

Tier 6: Occupation Specific Technical Competencies

Supervise Staff
Recruit and hire staff members.
Assign work schedules, following work requirements, to ensure quality and timely delivery of service.
Direct or coordinate the activities of workers, such as flight attendants, hotel staff, or hair stylists.
Train workers in proper operational procedures and functions and explain company policies.
Resolve Complaints
Resolve customer complaints regarding worker performance or services rendered.
Apply customer feedback to service improvement efforts.
Promote Products
Direct marketing, advertising, or other customer recruitment efforts.
Furnish customers with information on events or activities.
Inspect Facilities
Inspect work areas or operating equipment to ensure conformance to established standards in areas
such as cleanliness or maintenance.
Order Materials
Requisition necessary supplies, equipment, or services.
Prepare Reports
Analyze and record personnel or operational data and write related activity reports.

Tier 7: Occupation Specific Requirements
High school diploma or equivalent

Code

8
8.1
8.1.1
8.1.2
8.1.3
8.1.4
8.1.5
8.1.6
8.1.7
8.1.8
8.2
8.2.1
8.2.2
8.2.3
8.2.4
8.3
8.3.1
8.3.2
8.3.3
8.3.4
8.3.5
8.4
8.4.1
8.4.2
8.4.3
8.4.4
8.4.5
8.4.6
8.4.7

Alabama Competency Model First-Line Supervisors of Personal Service Workers
Tier 8: Management Competencies

Executive Leadership
Interpersonal skills
Analytical and critical thinking skills
Exhibit Professional Behaviour, including highest levels of integrity, ethical compliance, respect and
courtesy
Maintains stakeholder relationships
Communication skills
Cross-cultural understanding
Advocates for social justice
Facilitates innovative change
Resource Management
Effectively manages human resources
Effective manages and oversees the budget and other financial resources
Ensures transparence, protection and accountability
Manages all aspects of information technology
Strategic Management
Fundraises
Marketing and public relations
Designs and develops effective programs
Manages risk and legal affairs
Ensures strategic planning
Community Collaboration
Builds a relationship with complementary agencies, institutions and community groups and is an
amalgamation of all the skills needed in social work management that are employed at the senior level.
Entrepreneurship
Thinking innovatively
Influencing decision makers
Encouraging entrepreneurial activity
Championing great ideas
Rewarding innovation

HUMAN SERVICES

Skincare Specialists
ACCCP

Personal Care

Code

Alabama Competency Model Skincare Specialists

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

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
1.4
1.4.1
1.4.1.1
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

Alabama Competency Model Skincare Specialists
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
following through to get the job done.
Persisting
Pursue work with drive and a strong accomplishment orientation.
Persist to accomplish a task despite difficult conditions, tight deadlines, or obstacles and setbacks.
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

Code

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
1.7.4.1

Alabama Competency Model Skincare Specialists
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
Take charge of personal career development by identifying occupational interests, strengths,
options, and opportunities.

Code

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
2.2.2
2.2.2.1

Alabama Competency Model Skincare Specialists
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.
Mechanics
Use standard syntax and sentence structure.

Code

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
2.5.1.4

Alabama Competency Model Skincare Specialists
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.
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.

Code

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
2.7.1.1
2.7.1.2

Alabama Competency Model Skincare Specialists
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
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.

Code

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

Alabama Competency Model Skincare Specialists
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.
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

Code

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
3.3.1.2
3.3.1.3
3.3.1.4

Alabama Competency Model Skincare Specialists
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.
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.

Code

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
3.5.2
3.5.2.1

Alabama Competency Model Skincare Specialists
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.
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.

Code

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
3.7
3.7.1

Alabama Competency Model Skincare Specialists
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.
Scheduling and Coordinating: Making arrangements that fulfill all requirements as efficiently and
economically as possible.
Arranging and informing

Code

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
3.8.4.2
3.8.4.3
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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.
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.

Code
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3.8.4.4
File data and documentation in accordance with organization’s requirements.
3.9
Business Fundamentals: Using information on basic business principles, trends, and economics.
3.9.1
Situational awareness
3.9.1.1
Understand the mission, structure, and functions of the organization.
Recognize one’s role in the functioning of the organization and understand the potential impact
3.9.1.2
one’s own performance can have on the success of the organization.
3.9.1.3
Grasp the potential impact of the company’s well-being on employees.
3.9.2
Business ethics
3.9.2.1
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
3.9.2.2
property to appropriate personnel.
3.9.3
Market knowledge
3.9.3.1
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
3.9.3.2
maintain competitiveness.
3.9.3.3
Uphold the organization through building and maintaining customer relations.
Recognize major challenges faced by the organization and industry, and identify key strategies to
3.9.3.4
address challenges.
4
Tier 4: Ready to Work Cluster-Specific Competencies
Crisis Prevention and Conflict Resolution: Knowledge of potential crisis situations or behavior, and the
4.1
appropriate procedures to de-escalate the situation or minimize the likelihood of danger.
4.1.1
Identify crises, and implement procedures to de-escalate situation
4.1.2
Use skills to ensure safety of person being supported, self, and others at risk
4.1.3
Demonstrate effective listening and problem solving skills
4.1.4
Monitor situation using effective communication skills to resolve conflict
4.1.5
Implement proactive strategies, including adjusting supports and environment as needed
4.1.6
Support and promote individuals’ ability to problem-solve
4.2
Ethics: Practice responsibly within the ethical framework of the profession.
4.2.1
Adopt an accepted professional code of ethics
4.2.2
Apply the code of ethics when confronted with ethical dilemmas
4.2.3
Ensure that practice honors the human and civil rights of participants
4.2.4
Practices the principles and activities of culturally and linguistically appropriate services
4.2.5
Secure and maintain certification and licensure requirements for duties
4.2.6
Maintain confidentiality and informed consent practices
4.2.7
Understand the negative consequences of action/inaction
Understand and describe the health and behaviors that may be associated with substance use and the
4.2.8
prevention and transmission of HIV/AIDS, TB, STDs and other infectious diseases
Documentation: Entering, transcribing, recording, storing, or maintaining information in written or
4.3
electronic/magnetic format to efficiently manage record-keeping.
4.3.1
Obtain appropriate information, signatures, and approvals promptly
4.3.2
Verify that all information is complete and accurate

Code

4.3.3
4.3.4
4.3.5
4.3.6
4.4
4.4.1
4.4.2
4.5
4.5.1
4.5.2
4.5.3
4.5.4
4.5.5
4.5.6
4.6
4.6.1
4.6.2
4.6.3
4.6.4
4.6.5
4.6.6
4.6.7
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Maintain accurate and objective records
Maintain standards of confidentiality and ethical practice
Keep current with appropriate documentation systems, setting priorities
Comply with policies and requirements for documentation and record keeping
Patient Health and Safety: Implement procedures and protocols to promote the health and wellness of
person receiving supports, care, or services.
Monitor individuals including level of comfort, satisfaction, nutrition, and vital signs
Recognize when patients pose a danger to self or others and take appropriate action
Health Care Delivery: Understanding the practices, procedures, and personnel used to deliver quality
patient care.
Understand roles, boundaries, and working relationships of interdisciplinary teams
Information gathering, analysis, and documentation to detect, understand, and treat diseases
Evaluate the appropriateness of plans of care to ensure consistency with evidence-based practice
Apply research findings in clinical decision making and the provision of patient care
Forms of evaluation, measurement, performance improvement, and incentive payment schemes
Practice patient-centered care, including shared decision making, and support for patient needs
Service Quality: Effectively meeting customer needs and expectations.
Listen to customer needs and communicate effectively in a friendly manner.
Greet customers in a warm, inviting manner that encourages open communication.
Be mindful of how you appear to others. May include, but not limited to: being on time, monitoring
your body language, turning off cell phones, listening, being prepared, making eye contact.
Explain the importance of the spirit of genuine hospitality and how it enhances service.
When communicating with customers listen to them and do not interrupt.
When communicating with customers with disabilities, use people first language, i.e. person with a
disability, not disabled person.
Be prepared to use available reasonable accommodations (ASL interpreters, Braille or large print
documents or others) to effectively communicate with blind or deaf customers or those who are
speech impaired.
Describe the aspects of high-quality customer service.
Recognize quality customer service has different definitions depending on operation type.
Provide service with an attention to friendliness, ambiance, and quality.
Show customers that you are genuinely interested in their needs.
Remember names, orders, or other personal characteristics of repeat customers.
Don't say anything that could be taken as negative, mean, bigoted, or disrespectful.

4.6.8
4.6.9
4.6.10
4.6.11
4.6.12
4.6.13
5
Tier 5: Career Pathway Technical Competencies
5.1
Safety & Sanitation
5.1.1
Identify procedures to protect self and others
5.1.2
Identify chemicals and procedures for handling chemicals
5.1.3
Identify disinfection procedures and practices and precautions for dealing with disease
5.1.4
Identify procedures for handling hazardous waste
5.1.5
Identify preparation room protocols and room layout practices

Code

5.2
5.2.1
5.2.2
5.2.3
5.2.4
5.2.5
5.2.6
5.2.7
5.2.8
5.3
5.3.1
5.3.2
5.3.3
5.3.4
5.3.5
5.3.6
5.3.7
5.3.8
5.3.9
5.3.10
5.3.11
5.3.12
5.3.13
5.3.14
5.3.15
5.3.16
5.3.17

Alabama Competency Model Skincare Specialists
Anatomy & Physiology
Anatomical guide
Local anatomical landmarks
Practice of general anatomy and physiology principles
Practice of neuroanatomy and physiology principles
Practice of pathology principles
Practice of kinesiology principles
Practice of nutritional concepts
Consideration of the effects of medicine and surgery
Professionalism
Liability and indemnity insurance.
Continuing professional development including current license.
Practice within legal and ethical boundaries.
Deliver services which comply with their professional code of conduct.
Work in accordance with evidence based practice and recognized best practices.
Ensure practice in a non-discriminatory manner.
Be respectful of individuals and of their rights, recognizing physical, psychological, environmental,
cultural and socio-economic differences, adopting good practice in challenging discrimination and
unfairness.
Understand and use Confidentiality & Record Keeping
Informed Consent
Exercise the professional duty of care and to act in the best interests of the individual at all times.
Ensure the individuals' privacy, dignity, wishes and beliefs are respected while minimizing any
unnecessary discomfort.
Honesty.
Accuracy.
Cooperation.
Avoidance of misrepresentation.
Avoidance of any conflict of interest.
Integrity and high standards of professional conduct ensuring avoidance of any inappropriate behavior.

Work is within your own scope of practice and expertise, and if not, you seek advice or refer to another
professional.
5.3.19
Professional boundaries and standards of others are respected.
5.3.20
Development of the knowledge and practice of others.
5.3.21
Mentor support for colleagues is provided.
5.4
Environment & Equipment
Identify potential risks and minimize and resulting hazards in the environment where the session will
5.4.1
take place
Ensure that necessary equipment, furniture, or resources are prepared, available, in a fit state, and
5.4.2
ready for use
5.3.18

Code

5.4.3
5.4.4
5.4.5
5.4.6
5.5
5.5.1
5.5.2
5.5.3
5.5.4
5.5.5
5.5.6
6
6.1
6.1.1
6.1.2
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Follow procedures and protocols to report and record problems with the environment, equipment and
materials.
Adapt exercise equipment and the environment during exercise sessions
Move and handle equipment and resources in an appropriate, safe manner which is consistent with
current legal and organizational requirements.
Ensure compliance to current organizational infection control requirements.
Individual/Cultural diversity
Identify and address disparities in healthcare access and quality for diverse individuals and populations
served
Adapt services, including evidence-based interprofessional team approaches, to the language, cultural
norms, and individual preferences of consumers and family members
Develop collaborative relationships with providers of services tailored to the needs of culturally diverse
consumers and family members
Examine the experiences of culturally diverse consumers and family members with respect to quality of
care and adjust the delivery of care as needed.
Educate members of the team about the characteristics, healthcare needs, health behaviors, and views
toward illness and treatment of diverse populations served in the treatment setting
Foster and value diversity in terms of the composition of the interprofessional team members in all
roles

Tier 6: Occupation Specific Technical Competencies

Advise Customers
Demonstrate how to clean and care for skin properly and recommend skin-care regimens.
Refer clients to medical personnel for treatment of serious skin problems.

6.1.3

Advise clients about colors and types of makeup and instruct them in makeup application techniques.

6.2
6.2.1
6.2.2
6.2.3

Apply Products
Tint eyelashes and eyebrows.
Select and apply cosmetic products, such as creams, lotions, and tonics.
Cleanse clients' skin with water, creams, or lotions.
Treat the facial skin to maintain and improve its appearance, using specialized techniques and products,
such as peels and masks.
Apply chemical peels to reduce fine lines and age spots.
Demonstrate Techniques
Demonstrate how to clean and care for skin properly and recommend skin-care regimens.
Sales
Sell makeup to clients.
Maintain Records
Keep records of client needs and preferences and the services provided.

6.2.4
6.2.5
6.3
6.3.1
6.4
6.4.1
6.5
6.5.1
7
7.1

Tier 7: Occupation Specific Requirements
Postsecondary nondegree award

Code

7.2
7.3
8
8.1
8.1.1
8.1.2
8.1.3
8.1.4
8.1.5
8.1.6
8.1.7
8.1.8
8.2
8.2.1
8.2.2
8.2.3
8.2.4
8.3
8.3.1
8.3.2
8.3.3
8.3.4
8.3.5
8.4
8.4.1
8.4.2
8.4.3
8.4.4
8.4.5
8.4.6
8.4.7
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Licensed Esthetician
Licensed Eyebrow Threader

Tier 8: Management Competencies

Executive Leadership
Interpersonal skills
Analytical and critical thinking skills
Exhibit Professional Behaviour, including highest levels of integrity, ethical compliance, respect and
courtesy
Maintains stakeholder relationships
Communication skills
Cross-cultural understanding
Advocates for social justice
Facilitates innovative change
Resource Management
Effectively manages human resources
Effective manages and oversees the budget and other financial resources
Ensures transparence, protection and accountability
Manages all aspects of information technology
Strategic Management
Fundraises
Marketing and public relations
Designs and develops effective programs
Manages risk and legal affairs
Ensures strategic planning
Community Collaboration
Builds a relationship with complementary agencies, institutions and community groups and is an
amalgamation of all the skills needed in social work management that are employed at the senior level.
Entrepreneurship
Thinking innovatively
Influencing decision makers
Encouraging entrepreneurial activity
Championing great ideas
Rewarding innovation

