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Code
1
1.1
1.1.1
1.1.1.1
1.1.1.2
1.1.1.3
1.1.2
1.1.2.1
1.1.2.2
1.1.2.3
1.1.2.4
1.1.3
1.1.3.1
1.1.3.2
1.1.3.3
1.1.4
1.1.4.1
1.1.4.2
1.1.4.3
1.1.4.4
1.2
1.2.1
1.2.1.1
1.2.1.2
1.2.1.3
1.2.1.4
1.2.1.5
1.2.2
1.2.2.1
1.2.2.2
1.2.3
1.2.3.1
1.2.3.2
1.3
1.3.1
1.3.1.1
1.3.1.2

Alabama Competency Model Public Relations Specialists
Tier 1: Personal Effectiveness Competencies

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

Code
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

Alabama Competency Model Public Relations Specialists

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

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

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

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

Tier 2: Academic Competencies

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

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

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

Code
2.7.2.3
2.7.2.4
2.7.2.5
2.7.3
2.7.3.1
2.7.3.2
2.7.3.3
2.7.3.4
2.7.3.5
2.7.4
2.7.4.1
2.7.4.2
2.7.4.3
2.7.4.4
2.7.4.5
2.7.4.6
3
3.1
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

Alabama Competency Model Public Relations Specialists
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.

Tier 3: Workplace Competencies

Teamwork: Working cooperatively with others to complete work assignments.
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

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

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

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

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

Code
3.9.1.3
3.9.2
3.9.2.1
3.9.2.2
3.9.3
3.9.3.1
3.9.3.2
3.9.3.3
3.9.3.4
4
4.1
4.1.1
4.1.2
4.1.3
4.1.4
4.2
4.2.1
4.2.2
4.2.3
4.2.4
4.3
4.4
4.5
4.5.1
4.5.2
4.5.3
4.5.4
4.5.5
4.5.6
4.5.7
4.5.8
4.5.9
4.6
4.6.1
4.6.2
4.6.3
4.6.4
4.6.5

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

Tier 4: Ready to Work Cluster Specific Competencies

Sales: Initiative to build and close sales.
Learn about products and services
Assess customer needs
Build the sale
Gain customer commitment and closes the sale
Customer Service: Initiative to build a customer base and customer loyalty.
Initiate customer contact
Educate the customer
Build customer relations
Meet customer needs and provide ongoing support
Merchandising/Retailing: Knowledge of company’s and competing product lines and the methods to
display them.
Operations: Knowledge of the functions that support sales and service.
Promotion
Explain the role of promotion
Prepare a promotional budget
Develop a promotional plan
Write a news release
Obtain publicity
Select sales-promotion options such as coupons, display, email
Compare types of advertising media
Conceptualize and design advertisements
Evaluate effectiveness of advertising
Marketing and Sales: Promote and sell industry services and products (events).
Define marketing and explain its purpose related to business outcomes
Explain the relationship between marketing and sales
Understand promotion, selling, and closing strategies
Identify and pursue prospective customers and appropriate customer segments
Selection of services based on the match between customer needs and product specifications

Code
4.6.6
4.6.7
4.6.8
4.6.9
4.6.10
4.6.11
4.6.12
4.6.13
5
5.1
5.1.1
5.1.2
5.1.3
5.2
5.2.1
5.2.2
5.2.3
5.2.4
5.2.5
5.2.6
5.3
5.3.1
5.3.2
5.3.3
5.3.4
5.3.5
5.4
5.4.1
5.4.2
5.4.3
5.4.4
5.4.5
5.4.6
5.5
5.5.1
5.5.2
5.5.3
5.5.4
6

Alabama Competency Model Public Relations Specialists
Inform customers of service contracts, offered services, estimated cost, delivery of services, etc
Utilize a variety of payment options to facilitate customer payments for services
Monitor customer preferences to determine focus of sales efforts and services
Research customers’ business objectives and tailor sales approach
Emphasize and promote features in marketing or sales
Awareness of social/digital media and integrated marketing and communications trends
Benefits of collaboration with other industries to provide an inclusive product to customers
Develop an understanding of primary and secondary competitors in your market

Tier 5: Career Pathway Technical Competencies

Consulting/Advising
Identifies, advises and collaborates with clients regarding communication needs and issues;
provides options on the type of strategy to use with communication plans and gauges their potential
effectiveness.
Matches goals with broader organizational objectives and budgetary resources;
Regulations & Governance
Communicating with sensitivity to cultural values and beliefs
Acting without deception and in accordance with the law
Representing the organisation truthfully, fairly and accurately
Enabling mutual understanding and respect
Adhering to guided policies, standards and governance frameworks
Adhering to a code of ethics for professional communicators.
Research
Using primary and secondary research to inform the strategic approach to communication plans
Using benchmark data to define meaningful, measurable objectives that produce business outputs and
outcomes
Measuring the impact of communication activities on organisation priorities
Understanding quantitative, qualitative and observational research methods
Analysing and using research results to improve practices
Stakeholder Engagement
Identifying various stakeholders
Networking with internal and external stakeholders
Fostering relationships to support organisational outcomes
Understanding the stakeholder role in communication
Maintaining relationships with numerous stakeholders
Using dialogue to tell the business story and garner support
Strategy
Identifying and understanding communication challenges and opportunities within the organisation and
the external marketplace
Practicing effective communication based on approaches that demonstrate results (best practice)
Managing the strategic communication process from start to finish
Delivering relevant and targeted communication aligned with business and audience needs

Tier 6: Occupation Specific Technical Competencies

Code
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
6.2.5
6.2.6
6.3
6.3.1
6.3.2
6.3.3
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
6.5
6.5.1
6.5.2
6.5.3
6.5.4
7
7.1
8
8.1
8.1.1
8.1.2
8.1.3

Alabama Competency Model Public Relations Specialists
Project Management
Independently managers project timelines, resources, staff and leads implementation efforts in all
communications areas.
Plans and manages multi-faceted and specialized projects.
Conceptualizes and creates communications as they relate to the area of responsibility from creation
through delivery.
Technical Knowledge
Understands and uses routine communication, design and visual arts principles and concepts
Determines, utilizes, and applies standard and specialized techniques and technology appropriately.
Uses and incorporates various hardware and software packages, as well as traditional design methods.
Researches and identifies new technology and makes recommendations for use and purchase.
Develops short- and long-range design strategies intended to reach a wide audience.
Promotes subject matter in a wide variety of media.
Channels & Tactics
Understanding the relationship between various communication channels (digital, print, face-to-face)
Managing internal and external communication channels
Researching and investing in channel improvements
Understanding when and how to use a variety of channels in the tactical approach
Mentoring and advising leaders and organisational speakers
Developing and implementing various communication tactics
Messaging
Telling the organisation’s story
Creating clear, consistent, creative, compelling content
Delivering content in a timely and appropriate manner
Engaging each audience segment on an emotional level
Creating opportunities for targeted communication
Communication Materials
Write press releases or other media communications to promote clients.
Update and maintain content posted on the Web.
Develop plans or materials to communicate activities undertaken by organizations that are beneficial to
the environment, public safety, or other important social issues.
Prepare or edit organizational publications, such as employee newsletters or stockholders' reports, for
internal or external audiences.

Tier 7: Occupation Specific Requirements
Bachelor's degree

Tier 8: Management Competencies

Relationship Management
Oversees transactional and/or preliminary stage of employee relations issues
Assists early-level HR professionals in building networks with higher-level leaders in the organization
Recognizes potential employee relations issues in a proactive manner and either resolves the issue or
moves the concern to senior leaders

Code
8.1.4
8.1.5
8.1.6
8.1.7
8.1.8
8.1.9
8.1.10
8.1.11
8.1.12
8.1.13
8.1.14
8.2
8.2.1
8.2.2
8.2.3
8.2.4
8.2.5
8.2.6
8.2.7
8.2.8
8.2.9
8.2.10
8.2.11
8.2.12
8.3
8.3.1
8.3.2
8.3.3
8.3.4
8.3.5
8.3.6
8.3.7
8.3.8
8.3.9
8.3.10
8.3.11
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Mediates difficult interactions, escalating problems to higher level when warranted
Develops network of contacts of internal and external stakeholders including frontline managers, HR
peers, and job candidates
Develops a reputation as a neutral and approachable HR professional serving employees and the
organization
Oversees interactions with vendors/suppliers to maintain service quality
Ensures early-level HR professionals are providing customer-oriented service
Ensures that HR decisions from senior leaders are understood and communicated by HR
representatives
Fosters positive team environment among staff
Identifies staff networking opportunities and venues
Assists senior HR professionals in the facilitation of difficult interactions among stakeholders
Develops new partnerships with employees and frontline managers
Facilitates conflict resolution meetings
Ethical Practice
Maintains general knowledge of ethical laws, standards, legislation, and trends that may affect
organizational HR practice
Reinforces difficult decisions that align with organizational strategies and values
Establishes one's self as a credible resource for all issues involving employees and management
Develops and supports systems for reporting unethical behavior
Enforces policies consistently
Establishes one's self as a credible and trustworthy source for employees to voice concerns
Influences others to behave in an ethical manner
Performs as an ethical role model and positively influences managerial integrity and accountability
Implements training programs regarding ethics laws, standards, and policies
Takes immediate and appropriate action regarding reports of unethical behavior or conflicts of interest
Audits and monitors adherence to policies and procedures
Creates processes to ensure confidentiality and privacy of employee information and company data
Critical Evaluation
Maintains working knowledge of measurement concepts, data collection, and analysis
Maintains working knowledge of statistics and metrics
Asks critical questions to prepare and interpret data studies/metrics
Conducts assessments to address problems and implements solutions within business units
Evaluates information gathered through research conducted
Conducts effective program evaluation
Maintains knowledge in the use of data, evidence-based research, benchmarks, HR and business
metrics to make critical decisions
Identifies patterns in data and raises relevant issues to higher-level management
Differentiates best practices that will work for own organization/business unit
Ensures quality work product
Executes case and pilot studies to evaluate to address specific problems and questions

Code
8.3.12
8.3.13
8.3.14
8.3.15
8.4
8.4.1
8.4.2
8.4.3
8.4.4
8.4.5
8.4.6
8.4.7
8.4.8
8.4.9
8.4.10
8.4.11
8.4.12
8.4.13
8.4.14
8.5
8.5.1
8.5.2
8.5.3
8.5.4
8.5.5
8.6
8.6.1
8.6.2
8.6.3
8.6.4

8.6.5
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Analyzes data and reports findings and trends
Maintains objectivity during critical evaluation processes
Analyzes data and seeks root causes
Masters research methods and applies them to work
Business Acumen
Maintains functional knowledge of organizational business units
Gathers, assembles, and reports HR metrics and labor market trends
Utilizes appropriate business terms and vocabulary in interactions with employees and leaders
Develops skill in building business cases for HR projects and initiatives
Maintains knowledge of HR metrics and business metrics including Key Performance Indicators and
relationships with one another
Develops HR marketing messages to both internal and external audiences
Maintains working knowledge of business lines as well as competitive market
Manages project and initiative budgets
Analyzes data for HR metrics to make recommendations
Defines critical activities in terms of value added, impact, utility derived from cost-benefit analysis
Manages process improvement initiatives
Implements organization-wide business practices/operations
Develops the ability to apply the principles of finance, marketing, economics, sales, technology, and
business systems to internal HR processes and policies
Implements HR and business technology plans to solve business problems and needs
Change Management
Recognizing “where” change needs to happen and communicating it to others
Defining and communicating a compelling vision of the future that makes adaptive responses to the
present appear both feasible and desirable to stakeholders
Proactively and repeatedly searching out opportunities to talk about the new vision in both formal and
informal settings at all levels of the organization
Challenging the status quo with facts, figures and logical reasoning about its advantages and drawbacks
Personally initiating tangible actions to reinforce or support the new vision (e.g., organizational
restructuring, budgeting changes, new performance metrics, etc.)
Building Partnerships
Develops and maintains professional partnerships to support delivery of programmatic outputs
Identifies common interests and goals and carries out joint initiatives with a range of partners and
stakeholders.
Actively builds and maintains internal and external partnerships to achieve progress on objectives and
shared interests.
Actively involves partners and stakeholders to deliver programmatic outputs through collaboration
Builds and/or maintains partnerships through sharing of knowledge and best practice, treating
confidential information with due care, in compliance with the organization's regulations, rules and
policies.

MARKETING

Marketing Manager
ACCCP

Marketing Management

Code
1
1.1
1.1.1
1.1.1.1
1.1.1.2
1.1.1.3
1.1.2
1.1.2.1
1.1.2.2
1.1.2.3
1.1.2.4
1.1.3
1.1.3.1
1.1.3.2
1.1.3.3
1.1.4
1.1.4.1
1.1.4.2
1.1.4.3
1.1.4.4
1.2
1.2.1
1.2.1.1
1.2.1.2
1.2.1.3
1.2.1.4
1.2.1.5
1.2.2
1.2.2.1
1.2.2.2
1.2.3
1.2.3.1
1.2.3.2
1.3
1.3.1
1.3.1.1
1.3.1.2

Alabama Competency Model Marketing Managers
Tier 1: Personal Effectiveness Competencies

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

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

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

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

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

Tier 2: Academic Competencies

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

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

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

Code
2.7.2.3
2.7.2.4
2.7.2.5
2.7.3
2.7.3.1
2.7.3.2
2.7.3.3
2.7.3.4
2.7.3.5
2.7.4
2.7.4.1
2.7.4.2
2.7.4.3
2.7.4.4
2.7.4.5
2.7.4.6
3
3.1
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
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Use presentation software to create, manipulate, edit, and present digital representations of
information to an audience.
Use database software to manage data.
Create and maintain a well-organized electronic file storage system.
Using the Internet and email
Use the Internet to search for online information and interact with Web sites.
Use the Internet and web-based tools to manage basic workplace tasks (e.g., calendar management,
contacts management, and timekeeping).
Use electronic mail to communicate in the workplace.
Understand the different types of social media and their appropriate workplace and non-workplace
uses, and the impact that various social media activities can have on one’s personal and professional
Employ collaborative/groupware applications to facilitate group work.
Ensuring computer security
Understand and comply with the organization’s privacy policy and information security guidelines.
Defend against potential abuses of private information.
Recognize and respond appropriately to suspicious vulnerabilities and threats.
Use the most recent security software, web browser, and operating system to protect against online
threats.
Utilize strong passwords, passphrases, and basic encryption.
Recognize secure Web addresses.

Tier 3: Workplace Competencies

Teamwork: Working cooperatively with others to complete work assignments.
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
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.

Code
3.1.4.2
3.1.4.3
3.2
3.2.1
3.2.1.1
3.2.1.2
3.2.1.3
3.2.2
3.2.2.1
3.2.2.2
3.2.2.3
3.2.2.4
3.2.2.5
3.2.2.6
3.2.3
3.2.3.1
3.2.3.2
3.2.3.3
3.2.4
3.2.4.1
3.2.4.2
3.2.4.3
3.2.4.4
3.3
3.3.1
3.3.1.1
3.3.1.2
3.3.1.3
3.3.1.4
3.3.1.5
3.3.2
3.3.2.1
3.3.2.2
3.3.3
3.3.3.1
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Handle conflicts maturely by exercising “give and take” to achieve positive results for all parties.
Reach formal or informal agreements that promote mutual goals and interests, and obtain
commitment to those agreements from individuals or groups.
Customer Focus: Efficiently and effectively addressing the needs of clients/customers.
Understanding customer needs
Identify internal and external customers.
Attend to what customers are saying and ask questions to identify customer needs, interests, and
goals.
Anticipate the future needs of the customer.
Providing personalized service
Provide prompt, efficient, and personalized assistance to meet the requirements, requests, and
concerns of customers.
Provide thorough, accurate information to answer customers’ questions and inform them of
commitment times or performance guarantees.
Address customer comments, questions, concerns, and objections with direct, accurate, and timely
responses.
Identify and propose appropriate solutions and/or services.
Establish boundaries as appropriate for unreasonable customer demands.
Communicate in the medium desired by the customer.
Acting professionally
Is pleasant, courteous, and professional when dealing with internal or external customers.
Develop constructive and cooperative working relationships with customers.
Is calm and empathetic when dealing with hostile customers.
Keeping customers informed
Follow up with customers following provision of service.
Keep customers up to date about decisions that affect them.
Seek the comments, criticisms, and involvement of customers.
Adjust services based on customer feedback.
Planning and Organizing: Planning and prioritizing work to manage time effectively and accomplish
assigned tasks.
Planning
Approach work in a methodical manner.
Plan and schedule tasks so that work is completed on time.
Keep track of details to ensure work is performed accurately and completely.
Anticipate obstacles to project completion and develop contingency plans to address them.
Find new ways of organizing work area or planning work to accomplish work more efficiently.
Prioritizing
Prioritize multiple competing tasks.
Perform tasks correctly, quickly, and efficiently according to their relative urgency and importance.
Managing projects
Estimate personnel and other resources needed for project completion (e.g., financial material or
equipment).

Code
3.3.3.2
3.3.3.3
3.3.3.4
3.3.3.5
3.3.3.6
3.3.3.7
3.4
3.4.1
3.4.1.1
3.4.1.2
3.4.2
3.4.2.1
3.4.2.2
3.4.2.3
3.4.2.4
3.4.3
3.4.3.1
3.4.3.2
3.4.3.3
3.5
3.5.1
3.5.1.1
3.5.1.2
3.5.1.3
3.5.1.4
3.5.1.5
3.5.2
3.5.2.1
3.5.2.2
3.5.2.3
3.5.2.4
3.5.3
3.5.3.1
3.5.3.2
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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
Generating innovative solutions
Integrate seemingly unrelated information to develop creative processes or solutions.
Reframe problems in a different light to find fresh approaches.
Entertain wide-ranging possibilities and perspectives to develop new solutions.
Find new ways to add value to the efforts of a team and organization.
Seeing the big picture
Understand the pieces of a system as a whole and appreciate the consequences of actions on other
parts of the system.
Monitor patterns and trends to see a bigger picture.
Modify or design systems to improve performance.
Problem Solving and Decision-Making: Generating, evaluating, and implementing solutions to problems.
Identifying the problem
Anticipate or recognize the existence of a problem or objection.
Identify the true nature of the problem and define critical issues.
Evaluate the importance and criticality of the problem.
Use all available reference systems to locate and obtain information relevant to understanding the
problem.
Recall previously learned information that is relevant to the problem.
Locating, gathering, and organizing relevant information
Effectively use both internal resources (e.g., internal computer networks, company filing systems)
and external resources (e.g., internet search engines) to locate and gather information relevant to
solving the problem.
Examine information obtained for relevance and completeness.
Recognize important gaps in existing information and take steps to eliminate those gaps.
Organize/reorganize information as appropriate to gain a better understanding of the problem.
Generating alternatives
Integrate previously learned and externally obtained information to generate a variety of highquality alternative approaches to the problem.
Skillfully use logic and analysis to identify the strengths and weaknesses, the costs and benefits, and
the short- and long-term consequences of different solutions or approaches.

Code
3.5.4
3.5.4.1
3.5.4.2
3.5.5
3.5.5.1
3.5.5.2
3.5.5.3
3.5.5.4
3.6
3.6.1
3.6.1.1
3.6.1.2
3.6.2
3.6.2.1
3.6.3
3.6.3.1
3.6.3.2
3.6.3.3
3.6.3.4
3.6.4
3.6.4.1
3.6.4.2
3.6.4.3
3.6.4.4
3.7
3.7.1
3.7.1.1
3.7.1.2
3.7.1.3
3.7.1.4
3.7.1.5
3.7.2
3.7.2.1
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Choosing a solution
Decisively choose the best solution after evaluating the relative merits of each possible option.
Make difficult decisions even in highly ambiguous or ill-defined situations.
Implementing the solution
Commit to a solution in a timely manner.
Develop a realistic approach for implementing the chosen solution.
Document the problem and corrective actions taken and their outcomes and communicate these to
the appropriate parties.
Observe and evaluate the outcomes of implementing the solution to assess the need for alternative
approaches and to identify lessons learned.
Working with Tools and Technology: Selecting, using, and maintaining tools and technology to facilitate
work activity (with accommodation, when necessary).
Using tools
Operate tools, technology, and equipment in accordance with established operating procedures and
safety standards.
Demonstrate appropriate use of tools and technology to complete work functions.
Selecting tools
Select and apply appropriate tools or technological solutions to the problem at hand.
Keeping current on tools and technology
Demonstrate an interest in learning about new and emerging tools and technologies.
Demonstrate information literacy.
Adapt quickly to changes in process or technology.
Seek out opportunities to improve knowledge of tools and technologies that may assist in
streamlining work and improving productivity.
Troubleshooting and maintenance
Learn how to maintain and troubleshoot tools and technologies.
Perform routine maintenance on tools, technology, and equipment.
Determine causes of errors and take the appropriate corrective action.
Develop alternatives to complete a task if desired tool or technology is not available.
Scheduling and Coordinating: Making arrangements that fulfill all requirements as efficiently and
economically as possible.
Arranging and informing
Make arrangements (e.g. for meetings or travel) that fulfill all requirements as efficiently and
economically as possible.
Inform others of arrangements, giving them complete, accurate, and timely information.
Ensure that others receive needed materials in time.
Handle all aspects of arrangements thoroughly and completely.
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.

Code
3.7.2.2
3.7.2.3
3.7.3
3.7.3.1
3.7.3.2
3.7.3.3
3.8
3.8.1
3.8.1.1
3.8.1.2
3.8.1.3
3.8.2
3.8.2.1
3.8.2.2
3.8.2.3
3.8.2.4
3.8.3
3.8.3.1
3.8.3.2
3.8.3.3
3.8.3.4
3.8.4
3.8.4.1
3.8.4.2
3.8.4.3
3.8.4.4
3.9
3.9.1
3.9.1.1
3.9.1.2
3.9.1.3
3.9.2
3.9.2.1
3.9.2.2
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Leverage technology (e.g., internet, teleconference) to facilitate information sharing in distributed
work environments.
Take advantage of team member availability throughout business hours in multiple time zones to
enhance productivity.
Shiftwork
Effectively coordinate the transition of staff at the beginning and end of each work shift.
Disseminate crucial information in an organized manner to rapidly bring staff up to speed at the
start of their shifts.
Ensure that staff is updated on work completed on past shifts and work that still needs to be
completed.
Checking, Examining, and Recording: Entering, transcribing, recording, storing, or maintaining
information in written or electronic/digital format.
Detecting errors
Detect and correct errors or inconsistencies, even under time pressure.
Identify vague or ambiguous documentation.
Route errors to appropriate person to correct documentation.
Completing forms
Select and complete appropriate forms quickly and completely.
Forward or process forms in a timely and accurate manner.
Attend to and follow through on important items requiring action.
Expedite forms, orders, or advances that require immediate attention.
Obtaining information
Obtain appropriate information, signatures, and approvals promptly.
Verify that all information is present and accurate before forwarding materials.
Compile, categorize, and verify information or data.
Apply systematic techniques for observing and gathering data.
Maintaining logs, records, and files
Organize records and files to maintain data.
Keep logs, records, and files that are up-to-date and readily accessible (e.g., driver logs, flight
records, repair records).
Update logs, records, and files, noting important changes.
File data and documentation in accordance with organization’s requirements.
Business Fundamentals: Using information on basic business principles, trends, and economics.
Situational awareness
Understand the mission, structure, and functions of the organization.
Recognize one’s role in the functioning of the organization and understand the potential impact
one’s own performance can have on the success of the organization.
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.

Code
3.9.3
3.9.3.1
3.9.3.2
3.9.3.3
3.9.3.4
4
4.1
4.1.1
4.1.2
4.1.3
4.1.4
4.2
4.2.1
4.2.2
4.2.3
4.2.4
4.3
4.4
4.5
4.5.1
4.5.2
4.5.3
4.5.4
4.5.5
4.5.6
4.5.7
4.5.8
4.5.9
4.6
4.6.1
4.6.2
4.6.3
4.6.4
4.6.5
4.6.6
4.6.7
4.6.8
4.6.9
4.6.10
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Market knowledge
Understand market trends in the industry and the company’s position in the market.
Know who the company’s primary competitors are and stay current on organizational strategies to
maintain competitiveness.
Uphold the organization through building and maintaining customer relations.
Recognize major challenges faced by the organization and industry, and identify key strategies to
address challenges.

Tier 4: Ready to Work Cluster Specific Competencies

Sales: Initiative to build and close sales.
Learn about products and services
Assess customer needs
Build the sale
Gain customer commitment and closes the sale
Customer Service: Initiative to build a customer base and customer loyalty.
Initiate customer contact
Educate the customer
Build customer relations
Meet customer needs and provide ongoing support
Merchandising/Retailing: Knowledge of company’s and competing product lines and the methods to
display them.
Operations: Knowledge of the functions that support sales and service.
Promotion
Explain the role of promotion
Prepare a promotional budget
Develop a promotional plan
Write a news release
Obtain publicity
Select sales-promotion options such as coupons, display, email
Compare types of advertising media
Conceptualize and design advertisements
Evaluate effectiveness of advertising
Marketing and Sales: Promote and sell industry services and products (events).
Define marketing and explain its purpose related to business outcomes
Explain the relationship between marketing and sales
Understand promotion, selling, and closing strategies
Identify and pursue prospective customers and appropriate customer segments
Selection of services based on the match between customer needs and product specifications
Inform customers of service contracts, offered services, estimated cost, delivery of services, etc
Utilize a variety of payment options to facilitate customer payments for services
Monitor customer preferences to determine focus of sales efforts and services
Research customers’ business objectives and tailor sales approach
Emphasize and promote features in marketing or sales

Code
4.6.11
4.6.12
4.6.13
5
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Awareness of social/digital media and integrated marketing and communications trends
Benefits of collaboration with other industries to provide an inclusive product to customers
Develop an understanding of primary and secondary competitors in your market

Tier 5: Career Pathway Technical Competencies

5.1 Direct Marketing

Formulate, direct, or coordinate marketing activities or policies to promote products or services,
working with advertising or promotion managers.
Coordinate or participate in promotional activities or trade shows, working with developers,
5.1.2
advertisers, or production managers, to market products or services.
5.1.3
Direct foreign sales and service outlets of an organization.
Direct and coordinate activities involving sales of manufactured products, services, commodities, real
5.1.4
estate or other subjects of sale.
Direct, coordinate, and review activities in sales and service accounting and record-keeping, and in
5.1.5
receiving and shipping operations.
Direct activities of external agencies, establishments, and departments that develop and implement
5.1.6
communication strategies and information programs.
5.2 Consultation
Consult with buying personnel to gain advice regarding environmentally sound or sustainable products.
5.1.1

5.2.1

Consult with product development personnel on product specifications such as design, color, or
packaging.
Confer with legal staff to resolve problems, such as copyright infringement or royalty sharing with
5.2.3
outside producers or distributors.
Confer or consult with department heads to plan advertising services and to secure information on
5.2.4
equipment and customer specifications.
Confer with labor relations managers to develop internal communications that keep employees
5.2.5
informed of company activities.
Meet with boards of directors and committees to discuss and resolve legal and environmental issues or
5.2.6
disputes between neighbors.
5.3 Analyze Data
5.3.1
Review operational records and reports to project sales and determine profitability.
5.3.2
Review rents to ensure that they are in line with rental markets.
5.3.3
Solicit and analyze bids from contractors for repairs, renovations, and maintenance.
Evaluate the financial aspects of product development, such as budgets, expenditures, research and
5.3.4
development appropriations, or return-on-investment and profit-loss projections.
Use sales forecasting or strategic planning to ensure the sale and profitability of products, lines, or
5.3.5
services, analyzing business developments and monitoring market trends.
Analyze information on property values, taxes, zoning, population growth, and traffic volume and
5.3.6
patterns to determine if properties should be acquired.
5.3.7
Initiate market research studies or analyze their findings.
5.4 Negotiate Sales
5.2.2

Code

Alabama Competency Model Marketing Managers

Negotiate with government leaders, businesses, special interest representatives, and utility companies
to gain support for new projects and to eliminate potential obstacles.
Negotiate contracts with vendors or distributors to manage product distribution, establishing
5.4.2
distribution networks or developing distribution strategies.
Negotiate the sale, lease, or development of property and complete or review appropriate documents
5.4.3
and forms.
Meet with clients to negotiate management and service contracts, determine priorities, and discuss the
5.4.4
financial and operational status of properties.
5.5 Market Research
5.5.1
Conduct economic or commercial surveys to identify potential markets for products or services.
5.5.2
Monitor customer preferences to determine focus of sales efforts.
5.5.3
Observe and report on social, economic, and political trends that might affect employers.
Assess marketing potential of new and existing store locations, considering statistics and expenditures.
5.4.1

5.5.4
6
6.1
6.1.1
6.1.2
6.1.3
6.1.4
6.1.5
6.1.6
6.2
6.2.1
6.2.2
6.2.3
6.2.4
6.3
6.3.1
6.3.2
6.3.3
6.4
6.4.1
6.4.2
6.4.3
6.4.4
6.4.5
6.5
6.5.1

Tier 6: Occupation Specific Technical Competencies

Channels & Tactics
Understanding the relationship between various communication channels (digital, print, face-to-face)
Managing internal and external communication channels
Researching and investing in channel improvements
Understanding when and how to use a variety of channels in the tactical approach
Mentoring and advising leaders and organisational speakers
Developing and implementing various communication tactics
Communication Materials
Write press releases or other media communications to promote clients.
Update and maintain content posted on the Web.
Develop plans or materials to communicate activities undertaken by organizations that are beneficial to
the environment, public safety, or other important social issues.
Prepare or edit organizational publications, such as employee newsletters or stockholders' reports, for
internal or external audiences.
Data Collection
Gather data on competitors and analyze their prices, sales, and method of marketing and distribution.
Measure and assess customer and employee satisfaction.
Monitor industry statistics and follow trends in trade literature.
Estimate Costs
Manage shipments by researching shipping methods or costs and tracking packages.
Quote prices, credit terms, or other bid specifications.
Compute customer's installation or production costs and estimate savings from new services, products,
or equipment.
Estimate or quote prices, credit or contract terms, warranties, and delivery dates.
Prepare drawings, estimates, and bids that meet specific customer needs.
Insights
Identifies options for gathering information needed to inform marketing plans

Code
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
6.7
6.7.1
6.7.2
6.7.3
6.7.4
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
8.1.9
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Manages information related projects
Defines and prioritises the insights needed to achieve business and marketing goals
Develops insights about the organisation, its environment and its customers that impact business
decisions
Messaging
Telling the organisation’s story
Creating clear, consistent, creative, compelling content
Delivering content in a timely and appropriate manner
Engaging each audience segment on an emotional level
Creating opportunities for targeted communication
Research & Analysis
Convert data into actionable insights and trends
Present results in meaningful way for clients and organization
Analyze data on customer demographics, preferences, needs, and buying habits to identify potential
markets and factors affecting product demand.
Conduct research on consumer opinions and marketing strategies, collaborating with marketing
professionals, statisticians, pollsters, and other professionals.
Technical Knowledge
Understands and uses routine communication, design and visual arts principles and concepts
Determines, utilizes, and applies standard and specialized techniques and technology appropriately.
Uses and incorporates various hardware and software packages, as well as traditional design methods.
Researches and identifies new technology and makes recommendations for use and purchase.
Develops short- and long-range design strategies intended to reach a wide audience.
Promotes subject matter in a wide variety of media.

Tier 7: Occupation Specific Requirements
Bachelor's degree

Tier 8: Management Competencies

Relationship Management
Oversees transactional and/or preliminary stage of employee relations issues
Assists early-level HR professionals in building networks with higher-level leaders in the organization
Recognizes potential employee relations issues in a proactive manner and either resolves the issue or
moves the concern to senior leaders
Mediates difficult interactions, escalating problems to higher level when warranted
Develops network of contacts of internal and external stakeholders including frontline managers, HR
peers, and job candidates
Develops a reputation as a neutral and approachable HR professional serving employees and the
organization
Oversees interactions with vendors/suppliers to maintain service quality
Ensures early-level HR professionals are providing customer-oriented service
Ensures that HR decisions from senior leaders are understood and communicated by HR
representatives

Code
8.1.10
8.1.11
8.1.12
8.1.13
8.1.14
8.2
8.2.1
8.2.2
8.2.3
8.2.4
8.2.5
8.2.6
8.2.7
8.2.8
8.2.9
8.2.10
8.2.11
8.2.12
8.3
8.3.1
8.3.2
8.3.3
8.3.4
8.3.5
8.3.6
8.3.7
8.3.8
8.3.9
8.3.10
8.3.11
8.3.12
8.3.13
8.3.14
8.3.15
8.4
8.4.1
8.4.2
8.4.3
8.4.4
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Fosters positive team environment among staff
Identifies staff networking opportunities and venues
Assists senior HR professionals in the facilitation of difficult interactions among stakeholders
Develops new partnerships with employees and frontline managers
Facilitates conflict resolution meetings
Ethical Practice
Maintains general knowledge of ethical laws, standards, legislation, and trends that may affect
organizational HR practice
Reinforces difficult decisions that align with organizational strategies and values
Establishes one's self as a credible resource for all issues involving employees and management
Develops and supports systems for reporting unethical behavior
Enforces policies consistently
Establishes one's self as a credible and trustworthy source for employees to voice concerns
Influences others to behave in an ethical manner
Performs as an ethical role model and positively influences managerial integrity and accountability
Implements training programs regarding ethics laws, standards, and policies
Takes immediate and appropriate action regarding reports of unethical behavior or conflicts of interest
Audits and monitors adherence to policies and procedures
Creates processes to ensure confidentiality and privacy of employee information and company data
Critical Evaluation
Maintains working knowledge of measurement concepts, data collection, and analysis
Maintains working knowledge of statistics and metrics
Asks critical questions to prepare and interpret data studies/metrics
Conducts assessments to address problems and implements solutions within business units
Evaluates information gathered through research conducted
Conducts effective program evaluation
Maintains knowledge in the use of data, evidence-based research, benchmarks, HR and business
metrics to make critical decisions
Identifies patterns in data and raises relevant issues to higher-level management
Differentiates best practices that will work for own organization/business unit
Ensures quality work product
Executes case and pilot studies to evaluate to address specific problems and questions
Analyzes data and reports findings and trends
Maintains objectivity during critical evaluation processes
Analyzes data and seeks root causes
Masters research methods and applies them to work
Business Acumen
Maintains functional knowledge of organizational business units
Gathers, assembles, and reports HR metrics and labor market trends
Utilizes appropriate business terms and vocabulary in interactions with employees and leaders
Develops skill in building business cases for HR projects and initiatives

Code
8.4.5
8.4.6
8.4.7
8.4.8
8.4.9
8.4.10
8.4.11
8.4.12
8.4.13
8.4.14
8.5
8.5.1
8.5.2
8.5.3
8.5.4
8.5.5
8.6
8.6.1
8.6.2
8.6.3
8.6.4

8.6.5
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Maintains knowledge of HR metrics and business metrics including Key Performance Indicators and
relationships with one another
Develops HR marketing messages to both internal and external audiences
Maintains working knowledge of business lines as well as competitive market
Manages project and initiative budgets
Analyzes data for HR metrics to make recommendations
Defines critical activities in terms of value added, impact, utility derived from cost-benefit analysis
Manages process improvement initiatives
Implements organization-wide business practices/operations
Develops the ability to apply the principles of finance, marketing, economics, sales, technology, and
business systems to internal HR processes and policies
Implements HR and business technology plans to solve business problems and needs
Change Management
Recognizing “where” change needs to happen and communicating it to others
Defining and communicating a compelling vision of the future that makes adaptive responses to the
present appear both feasible and desirable to stakeholders
Proactively and repeatedly searching out opportunities to talk about the new vision in both formal and
informal settings at all levels of the organization
Challenging the status quo with facts, figures and logical reasoning about its advantages and drawbacks
Personally initiating tangible actions to reinforce or support the new vision (e.g., organizational
restructuring, budgeting changes, new performance metrics, etc.)
Building Partnerships
Develops and maintains professional partnerships to support delivery of programmatic outputs
Identifies common interests and goals and carries out joint initiatives with a range of partners and
stakeholders.
Actively builds and maintains internal and external partnerships to achieve progress on objectives and
shared interests.
Actively involves partners and stakeholders to deliver programmatic outputs through collaboration
Builds and/or maintains partnerships through sharing of knowledge and best practice, treating
confidential information with due care, in compliance with the organization's regulations, rules and
policies.

MARKETING

Sales Manager
ACCCP

Marketing Management

Code
1
1.1
1.1.1
1.1.1.1
1.1.1.2
1.1.1.3
1.1.2
1.1.2.1
1.1.2.2
1.1.2.3
1.1.2.4
1.1.3
1.1.3.1
1.1.3.2
1.1.3.3
1.1.4
1.1.4.1
1.1.4.2
1.1.4.3
1.1.4.4
1.2
1.2.1
1.2.1.1
1.2.1.2
1.2.1.3
1.2.1.4
1.2.1.5
1.2.2
1.2.2.1
1.2.2.2
1.2.3
1.2.3.1
1.2.3.2
1.3
1.3.1
1.3.1.1
1.3.1.2

Alabama Competency Model Sales Managers
Tier 1: Personal Effectiveness Competencies

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

Code
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

Alabama Competency Model Sales Managers

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

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

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

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

Tier 2: Academic Competencies

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

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

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

Code
2.7.2.3
2.7.2.4
2.7.2.5
2.7.3
2.7.3.1
2.7.3.2
2.7.3.3
2.7.3.4
2.7.3.5
2.7.4
2.7.4.1
2.7.4.2
2.7.4.3
2.7.4.4
2.7.4.5
2.7.4.6
3
3.1
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
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Use presentation software to create, manipulate, edit, and present digital representations of
information to an audience.
Use database software to manage data.
Create and maintain a well-organized electronic file storage system.
Using the Internet and email
Use the Internet to search for online information and interact with Web sites.
Use the Internet and web-based tools to manage basic workplace tasks (e.g., calendar management,
contacts management, and timekeeping).
Use electronic mail to communicate in the workplace.
Understand the different types of social media and their appropriate workplace and non-workplace
uses, and the impact that various social media activities can have on one’s personal and professional
Employ collaborative/groupware applications to facilitate group work.
Ensuring computer security
Understand and comply with the organization’s privacy policy and information security guidelines.
Defend against potential abuses of private information.
Recognize and respond appropriately to suspicious vulnerabilities and threats.
Use the most recent security software, web browser, and operating system to protect against online
threats.
Utilize strong passwords, passphrases, and basic encryption.
Recognize secure Web addresses.

Tier 3: Workplace Competencies

Teamwork: Working cooperatively with others to complete work assignments.
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

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

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

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

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

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

Code
3.9.1.3
3.9.2
3.9.2.1
3.9.2.2
3.9.3
3.9.3.1
3.9.3.2
3.9.3.3
3.9.3.4
4
4.1
4.1.1
4.1.2
4.1.3
4.1.4
4.2
4.2.1
4.2.2
4.2.3
4.2.4
4.3
4.4
4.5
4.5.1
4.5.2
4.5.3
4.5.4
4.5.5
4.5.6
4.5.7
4.5.8
4.5.9
4.6
4.6.1
4.6.2
4.6.3
4.6.4
4.6.5

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

Tier 4: Ready to Work Cluster Specific Competencies

Sales: Initiative to build and close sales.
Learn about products and services
Assess customer needs
Build the sale
Gain customer commitment and closes the sale
Customer Service: Initiative to build a customer base and customer loyalty.
Initiate customer contact
Educate the customer
Build customer relations
Meet customer needs and provide ongoing support
Merchandising/Retailing: Knowledge of company’s and competing product lines and the methods to
display them.
Operations: Knowledge of the functions that support sales and service.
Promotion
Explain the role of promotion
Prepare a promotional budget
Develop a promotional plan
Write a news release
Obtain publicity
Select sales-promotion options such as coupons, display, email
Compare types of advertising media
Conceptualize and design advertisements
Evaluate effectiveness of advertising
Marketing and Sales: Promote and sell industry services and products (events).
Define marketing and explain its purpose related to business outcomes
Explain the relationship between marketing and sales
Understand promotion, selling, and closing strategies
Identify and pursue prospective customers and appropriate customer segments
Selection of services based on the match between customer needs and product specifications

Code
4.6.6
4.6.7
4.6.8
4.6.9
4.6.10
4.6.11
4.6.12
4.6.13
5
5.1
5.1.1
5.1.2
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
5.3
5.3.1
5.3.2
5.3.3
5.3.4
5.3.5

Alabama Competency Model Sales Managers
Inform customers of service contracts, offered services, estimated cost, delivery of services, etc
Utilize a variety of payment options to facilitate customer payments for services
Monitor customer preferences to determine focus of sales efforts and services
Research customers’ business objectives and tailor sales approach
Emphasize and promote features in marketing or sales
Awareness of social/digital media and integrated marketing and communications trends
Benefits of collaboration with other industries to provide an inclusive product to customers
Develop an understanding of primary and secondary competitors in your market

Tier 5: Career Pathway Technical Competencies

Direct Marketing
Formulate, direct, or coordinate marketing activities or policies to promote products or services,
working with advertising or promotion managers.
Coordinate or participate in promotional activities or trade shows, working with developers,
advertisers, or production managers, to market products or services.
Direct foreign sales and service outlets of an organization.
Direct and coordinate activities involving sales of manufactured products, services, commodities, real
estate or other subjects of sale.
Direct, coordinate, and review activities in sales and service accounting and record-keeping, and in
receiving and shipping operations.
Direct activities of external agencies, establishments, and departments that develop and implement
communication strategies and information programs.
Consultation
Consult with buying personnel to gain advice regarding environmentally sound or sustainable products.
Consult with product development personnel on product specifications such as design, color, or
packaging.
Confer with legal staff to resolve problems, such as copyright infringement or royalty sharing with
outside producers or distributors.
Confer or consult with department heads to plan advertising services and to secure information on
equipment and customer specifications.
Confer with labor relations managers to develop internal communications that keep employees
informed of company activities.
Meet with boards of directors and committees to discuss and resolve legal and environmental issues or
disputes between neighbors.
Analyze Data
Review operational records and reports to project sales and determine profitability.
Review rents to ensure that they are in line with rental markets.
Solicit and analyze bids from contractors for repairs, renovations, and maintenance.
Evaluate the financial aspects of product development, such as budgets, expenditures, research and
development appropriations, or return-on-investment and profit-loss projections.
Use sales forecasting or strategic planning to ensure the sale and profitability of products, lines, or
services, analyzing business developments and monitoring market trends.

Code
5.3.6
5.3.7
5.4
5.4.1
5.4.2
5.4.3
5.4.4
5.5
5.5.1
5.5.2
5.5.3
5.5.4
6
6.1
6.1.1
6.1.2
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
6.4
6.4.1
6.4.2
6.4.3
6.4.4
6.4.5
6.5
6.5.1
6.5.2

Alabama Competency Model Sales Managers
Analyze information on property values, taxes, zoning, population growth, and traffic volume and
patterns to determine if properties should be acquired.
Initiate market research studies or analyze their findings.
Negotiate Sales
Negotiate with government leaders, businesses, special interest representatives, and utility companies
to gain support for new projects and to eliminate potential obstacles.
Negotiate contracts with vendors or distributors to manage product distribution, establishing
distribution networks or developing distribution strategies.
Negotiate the sale, lease, or development of property and complete or review appropriate documents
and forms.
Meet with clients to negotiate management and service contracts, determine priorities, and discuss the
financial and operational status of properties.
Market Research
Conduct economic or commercial surveys to identify potential markets for products or services.
Monitor customer preferences to determine focus of sales efforts.
Observe and report on social, economic, and political trends that might affect employers.
Assess marketing potential of new and existing store locations, considering statistics and expenditures.

Tier 6: Occupation Specific Technical Competencies

Appraise Property
Compare a property with similar properties that have recently sold to determine its competitive market
price.
Visit properties to assess them before showing them to clients.
Contract Real Estate
Sell, for a fee, real estate owned by others.
Rent properties or manage rental properties.
Develop, sell, or lease property used for industry or manufacturing.
Rent or lease properties on behalf of clients.
Data Collection
Gather data on competitors and analyze their prices, sales, and method of marketing and distribution.
Measure and assess customer and employee satisfaction.
Monitor industry statistics and follow trends in trade literature.
Estimate Costs
Manage shipments by researching shipping methods or costs and tracking packages.
Quote prices, credit terms, or other bid specifications.
Compute customer's installation or production costs and estimate savings from new services, products,
or equipment.
Estimate or quote prices, credit or contract terms, warranties, and delivery dates.
Prepare drawings, estimates, and bids that meet specific customer needs.
Insights
Identifies options for gathering information needed to inform marketing plans
Manages information related projects

Code
6.5.3
6.5.4
6.6
6.6.1
6.6.2
6.6.3
6.7
6.7.1
6.7.2
6.7.3
6.7.4
6.8
6.8.1
6.8.2
6.8.3
6.8.4
6.8.5
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
8.1.9
8.1.10
8.1.11
8.1.12
8.1.13

Alabama Competency Model Sales Managers
Defines and prioritises the insights needed to achieve business and marketing goals
Develops insights about the organisation, its environment and its customers that impact business
decisions
Negotiate Sales Terms
Negotiate prices or terms of sales or service agreements.
Negotiate details of contracts and payments.
Negotiate with retail merchants to improve product exposure, such as shelf positioning and advertising.
Process Sales
Receive and fill telephone orders for parts.
Receive payment or obtain credit authorization.
Examine returned parts for defects, and exchange defective parts or refund money.
Prepare and submit sales contracts for orders.
Sell Products & Services
Sell technical and scientific products that are environmentally sound or designed for environmental
remediation.
Sell service contracts for technical or scientific products.
Call on prospective customers to explain company services or to solicit new business.
Arrange merchandise and sales promotion displays or issue sales promotion materials to customers.
Sell food specialties, such as sandwiches and beverages, to office workers and patrons of sports events.

Tier 7: Occupation Specific Requirements
Bachelor's degree

Tier 8: Management Competencies

Relationship Management
Oversees transactional and/or preliminary stage of employee relations issues
Assists early-level HR professionals in building networks with higher-level leaders in the organization
Recognizes potential employee relations issues in a proactive manner and either resolves the issue or
moves the concern to senior leaders
Mediates difficult interactions, escalating problems to higher level when warranted
Develops network of contacts of internal and external stakeholders including frontline managers, HR
peers, and job candidates
Develops a reputation as a neutral and approachable HR professional serving employees and the
organization
Oversees interactions with vendors/suppliers to maintain service quality
Ensures early-level HR professionals are providing customer-oriented service
Ensures that HR decisions from senior leaders are understood and communicated by HR
representatives
Fosters positive team environment among staff
Identifies staff networking opportunities and venues
Assists senior HR professionals in the facilitation of difficult interactions among stakeholders
Develops new partnerships with employees and frontline managers

Code
8.1.14
8.2
8.2.1
8.2.2
8.2.3
8.2.4
8.2.5
8.2.6
8.2.7
8.2.8
8.2.9
8.2.10
8.2.11
8.2.12
8.3
8.3.1
8.3.2
8.3.3
8.3.4
8.3.5
8.3.6
8.3.7
8.3.8
8.3.9
8.3.10
8.3.11
8.3.12
8.3.13
8.3.14
8.3.15
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 Sales Managers
Facilitates conflict resolution meetings
Ethical Practice
Maintains general knowledge of ethical laws, standards, legislation, and trends that may affect
organizational HR practice
Reinforces difficult decisions that align with organizational strategies and values
Establishes one's self as a credible resource for all issues involving employees and management
Develops and supports systems for reporting unethical behavior
Enforces policies consistently
Establishes one's self as a credible and trustworthy source for employees to voice concerns
Influences others to behave in an ethical manner
Performs as an ethical role model and positively influences managerial integrity and accountability
Implements training programs regarding ethics laws, standards, and policies
Takes immediate and appropriate action regarding reports of unethical behavior or conflicts of interest
Audits and monitors adherence to policies and procedures
Creates processes to ensure confidentiality and privacy of employee information and company data
Critical Evaluation
Maintains working knowledge of measurement concepts, data collection, and analysis
Maintains working knowledge of statistics and metrics
Asks critical questions to prepare and interpret data studies/metrics
Conducts assessments to address problems and implements solutions within business units
Evaluates information gathered through research conducted
Conducts effective program evaluation
Maintains knowledge in the use of data, evidence-based research, benchmarks, HR and business
metrics to make critical decisions
Identifies patterns in data and raises relevant issues to higher-level management
Differentiates best practices that will work for own organization/business unit
Ensures quality work product
Executes case and pilot studies to evaluate to address specific problems and questions
Analyzes data and reports findings and trends
Maintains objectivity during critical evaluation processes
Analyzes data and seeks root causes
Masters research methods and applies them to work
Business Acumen
Maintains functional knowledge of organizational business units
Gathers, assembles, and reports HR metrics and labor market trends
Utilizes appropriate business terms and vocabulary in interactions with employees and leaders
Develops skill in building business cases for HR projects and initiatives
Maintains knowledge of HR metrics and business metrics including Key Performance Indicators and
relationships with one another
Develops HR marketing messages to both internal and external audiences
Maintains working knowledge of business lines as well as competitive market

Code
8.4.8
8.4.9
8.4.10
8.4.11
8.4.12
8.4.13
8.4.14
8.5
8.5.1
8.5.2
8.5.3
8.5.4
8.5.5
8.6
8.6.1
8.6.2
8.6.3
8.6.4

8.6.5

Alabama Competency Model Sales Managers
Manages project and initiative budgets
Analyzes data for HR metrics to make recommendations
Defines critical activities in terms of value added, impact, utility derived from cost-benefit analysis
Manages process improvement initiatives
Implements organization-wide business practices/operations
Develops the ability to apply the principles of finance, marketing, economics, sales, technology, and
business systems to internal HR processes and policies
Implements HR and business technology plans to solve business problems and needs
Change Management
Recognizing “where” change needs to happen and communicating it to others
Defining and communicating a compelling vision of the future that makes adaptive responses to the
present appear both feasible and desirable to stakeholders
Proactively and repeatedly searching out opportunities to talk about the new vision in both formal and
informal settings at all levels of the organization
Challenging the status quo with facts, figures and logical reasoning about its advantages and drawbacks
Personally initiating tangible actions to reinforce or support the new vision (e.g., organizational
restructuring, budgeting changes, new performance metrics, etc.)
Building Partnerships
Develops and maintains professional partnerships to support delivery of programmatic outputs
Identifies common interests and goals and carries out joint initiatives with a range of partners and
stakeholders.
Actively builds and maintains internal and external partnerships to achieve progress on objectives and
shared interests.
Actively involves partners and stakeholders to deliver programmatic outputs through collaboration
Builds and/or maintains partnerships through sharing of knowledge and best practice, treating
confidential information with due care, in compliance with the organization's regulations, rules and
policies.

MARKETING

Public Relations & Fundraising Manager
ACCCP

Marketing Management

Code
1

Alabama Competency Model Public Relations and Fundraising Managers
Tier 1: Personal Effectiveness Competencies

Interpersonal Skills: Displaying the skills to work effectively with others from diverse backgrounds.
Demonstrating sensitivity/empathy
Show sincere interest in others and their concerns.
Demonstrate sensitivity to the needs and feelings of others.
Look for ways to help people and deliver assistance.
Demonstrating insight into behavior
Recognize and accurately interpret the communications of others as expressed through various
1.1.2.1
formats (e.g., writing, speech, American Sign Language, computers, etc.).
1.1.2.2
Recognize when relationships with others are strained.
Show understanding of others’ behaviors and motives by demonstrating appropriate responses.
1.1
1.1.1
1.1.1.1
1.1.1.2
1.1.1.3
1.1.2

1.1.2.3
1.1.2.4
1.1.3
1.1.3.1
1.1.3.2
1.1.3.3
1.1.4
1.1.4.1
1.1.4.2
1.1.4.3
1.1.4.4
1.2
1.2.1
1.2.1.1
1.2.1.2
1.2.1.3
1.2.1.4
1.2.1.5
1.2.2
1.2.2.1
1.2.2.2
1.2.3
1.2.3.1
1.2.3.2
1.3
1.3.1
1.3.1.1

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

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

Alabama Competency Model Public Relations and Fundraising 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
1.4
following through to get the job done.
1.4.1
Persisting
1.4.1.1
Pursue work with drive and a strong accomplishment orientation.
Persist to accomplish a task despite difficult conditions, tight deadlines, or obstacles and setbacks.
1.3.3.2
1.3.4
1.3.4.1
1.3.4.2
1.3.4.3

1.4.1.2
1.4.2
1.4.2.1
1.4.2.2
1.4.2.3
1.4.3
1.4.3.1
1.4.3.2
1.4.3.3
1.4.4
1.4.4.1
1.4.4.2
1.4.4.3
1.4.4.4
1.4.5
1.4.5.1
1.4.5.2
1.5
1.5.1
1.5.1.1
1.5.1.2

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

Code
1.5.1.3
1.5.2
1.5.2.1
1.5.2.2
1.5.2.3
1.5.3
1.5.3.1
1.5.3.2
1.5.4
1.5.4.1
1.5.4.2
1.5.4.3
1.6
1.6.1
1.6.1.1
1.6.1.2
1.6.1.3
1.6.2
1.6.2.1

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

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

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

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.

Code
1.7.3
1.7.3.1
1.7.3.2
1.7.4
1.7.4.1
1.7.4.2
1.7.5
1.7.5.1
1.7.5.2
2

Alabama Competency Model Public Relations and Fundraising Managers
Using change as a learning opportunity
Anticipate changes in work demands and search for and participate in assignments or training that
address these changing demands.
Treat unexpected circumstances as opportunities to learn.
Identifying career interests
Take charge of personal career development by identifying occupational interests, strengths,
options, and opportunities.
Make insightful career planning decisions that integrate others’ feedback.
Integrating and applying learning
Integrate newly learned knowledge and skills with existing knowledge and skills.
Use newly learned knowledge and skills to complete tasks, particularly in new or unfamiliar
situations.

Tier 2: Academic Competencies

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

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

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

Code
2.2.1.2
2.2.1.3
2.2.1.4
2.2.1.5
2.2.1.6
2.2.2
2.2.2.1
2.2.2.2
2.2.2.3
2.2.2.4
2.2.3
2.2.3.1
2.2.3.2
2.2.3.3
2.3
2.3.1
2.3.1.1
2.3.1.2
2.3.1.3
2.3.1.4
2.3.1.5
2.3.1.6
2.3.2
2.3.2.1
2.3.2.2
2.3.2.3
2.3.3
2.3.3.1
2.3.3.2
2.4
2.4.1
2.4.1.1
2.4.1.2
2.4.1.3
2.4.2

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

Code
2.4.2.1
2.5
2.5.1
2.5.1.1
2.5.1.2
2.5.1.3
2.5.1.4
2.5.1.5
2.5.2
2.5.2.1
2.5.2.2
2.5.2.3
2.5.2.4
2.5.2.5
2.5.2.6
2.5.3
2.5.3.1
2.5.3.2
2.5.3.3
2.5.4
2.5.4.1
2.5.4.2
2.5.4.3
2.6
2.6.1
2.6.1.1
2.6.1.2
2.6.1.3
2.6.1.4
2.6.1.5

Alabama Competency Model Public Relations and Fundraising Managers
Apply basic scientific principles and technology to complete tasks.
Communication: Listening, speaking, and signaling so others can understand (with accommodation if
Communicating
Express relevant information appropriately to individuals or groups taking into account the audience
and the nature of the information (e.g., technical or controversial).
Convey information clearly, correctly, and succinctly.
Use common English conventions including proper grammar, tone, and pace.
Effectively establish interpersonal contact with one or more individuals using eye contact, body
language and non-verbal expression as appropriate to the person’s culture.
Ask questions or report problems or concerns to people in authority when information or
procedures are unclear or need improvement, or when feeling unsafe or threatened in the
workplace.
Receiving information
Attend to, understand, interpret, and respond to messages received in a variety of ways, including
hearing, American Sign Language, instant messaging, text-to-speech devices, and other methods.
Comprehend complex instructions.
Identify feelings and concerns communicated in various formats, such as writing, speech, American
Sign Language, computers, etc. and responds appropriately.
Consider others’ viewpoints and alter opinion when it is appropriate to do so.
Apply active interpersonal communication skills using reflection, restatement, questioning, and
clarification.
Effectively answer questions of others or communicate an inability to do so and suggest other
sources of answers.
Observing carefully
Notice nonverbal cues and respond appropriately.
Attend to visual sources of information (e.g., video).
Ascertain relevant visual information and use appropriately.
Persuasion/Influence
Influence others.
Persuasively present thoughts and ideas.
Gain commitment and ensure support for proposed ideas.
Critical and Analytical Thinking: Using logical thought processes to analyze information and draw
conclusions.
Reasoning
Possess sufficient inductive and deductive reasoning ability to perform job successfully.
Critically review, analyze, synthesize, compare, and interpret information.
Draw conclusions from relevant and/or missing information.
Understand the principles underlying the relationship among facts and apply this understanding
when solving problems.
Use logic and reasoning to identify strengths and weaknesses of alternative solutions or approaches
to a problem.

Code
2.6.2
2.6.2.1
2.6.2.2
2.7
2.7.1
2.7.1.1
2.7.1.2
2.7.2
2.7.2.1
2.7.2.2
2.7.2.3
2.7.2.4
2.7.2.5
2.7.3
2.7.3.1
2.7.3.2
2.7.3.3
2.7.3.4
2.7.3.5
2.7.4
2.7.4.1
2.7.4.2
2.7.4.3
2.7.4.4
2.7.4.5
2.7.4.6
3
3.1
3.1.1
3.1.1.1
3.1.1.2
3.1.1.3
3.1.1.4
3.1.1.5
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Mental agility
Identify connections between issues.
Quickly understand, orient to, and integrate new information.
Basic Computer Skills: Using information technology and related applications to convey and retrieve
information (with accommodation when necessary).
Computer basics
Understand the basic functions and terminology related to computer hardware, software,
information systems, and communication devices.
Use basic computer software, hardware, and communication devices to perform tasks.
Using software
Use word processing software to compose, organize, edit, and print documents and other business
communications.
Use spreadsheet software to enter, manipulate, edit, and format text and numerical data.
Use presentation software to create, manipulate, edit, and present digital representations of
information to an audience.
Use database software to manage data.
Create and maintain a well-organized electronic file storage system.
Using the Internet and email
Use the Internet to search for online information and interact with Web sites.
Use the Internet and web-based tools to manage basic workplace tasks (e.g., calendar management,
contacts management, and timekeeping).
Use electronic mail to communicate in the workplace.
Understand the different types of social media and their appropriate workplace and non-workplace
uses, and the impact that various social media activities can have on one’s personal and professional
Employ collaborative/groupware applications to facilitate group work.
Ensuring computer security
Understand and comply with the organization’s privacy policy and information security guidelines.
Defend against potential abuses of private information.
Recognize and respond appropriately to suspicious vulnerabilities and threats.
Use the most recent security software, web browser, and operating system to protect against online
threats.
Utilize strong passwords, passphrases, and basic encryption.
Recognize secure Web addresses.

Tier 3: Workplace Competencies

Teamwork: Working cooperatively with others to complete work assignments.
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.

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

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

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

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

Code
3.8.2.3
3.8.2.4
3.8.3
3.8.3.1
3.8.3.2
3.8.3.3
3.8.3.4
3.8.4
3.8.4.1
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Attend to and follow through on important items requiring action.
Expedite forms, orders, or advances that require immediate attention.
Obtaining information
Obtain appropriate information, signatures, and approvals promptly.
Verify that all information is present and accurate before forwarding materials.
Compile, categorize, and verify information or data.
Apply systematic techniques for observing and gathering data.
Maintaining logs, records, and files
Organize records and files to maintain data.
Keep logs, records, and files that are up-to-date and readily accessible (e.g., driver logs, flight
3.8.4.2
records, repair records).
3.8.4.3
Update logs, records, and files, noting important changes.
3.8.4.4
File data and documentation in accordance with organization’s requirements.
Business Fundamentals: Using information on basic business principles, trends, and economics.
3.9

3.9.1
3.9.1.1
3.9.1.2
3.9.1.3
3.9.2
3.9.2.1
3.9.2.2
3.9.3
3.9.3.1
3.9.3.2
3.9.3.3
3.9.3.4
4
4.1
4.1.1
4.1.2
4.1.3
4.1.4
4.2
4.2.1
4.2.2
4.2.3
4.2.4

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

Tier 4: Ready to Work Cluster Specific Competencies

Sales: Initiative to build and close sales.
Learn about products and services
Assess customer needs
Build the sale
Gain customer commitment and closes the sale
Customer Service: Initiative to build a customer base and customer loyalty.
Initiate customer contact
Educate the customer
Build customer relations
Meet customer needs and provide ongoing support

Code
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4.4
4.5
4.5.1
4.5.2
4.5.3
4.5.4
4.5.5
4.5.6
4.5.7
4.5.8
4.5.9
4.6
4.6.1
4.6.2
4.6.3
4.6.4
4.6.5

Merchandising/Retailing: Knowledge of company’s and competing product lines and the methods to
display them.
Operations: Knowledge of the functions that support sales and service.
Promotion
Explain the role of promotion
Prepare a promotional budget
Develop a promotional plan
Write a news release
Obtain publicity
Select sales-promotion options such as coupons, display, email
Compare types of advertising media
Conceptualize and design advertisements
Evaluate effectiveness of advertising
Marketing and Sales: Promote and sell industry services and products (events).
Define marketing and explain its purpose related to business outcomes
Explain the relationship between marketing and sales
Understand promotion, selling, and closing strategies
Identify and pursue prospective customers and appropriate customer segments
Selection of services based on the match between customer needs and product specifications

4.6.6

Inform customers of service contracts, offered services, estimated cost, delivery of services, etc

4.6.7
4.6.8
4.6.9
4.6.10
4.6.11
4.6.12
4.6.13

Utilize a variety of payment options to facilitate customer payments for services
Monitor customer preferences to determine focus of sales efforts and services
Research customers’ business objectives and tailor sales approach
Emphasize and promote features in marketing or sales
Awareness of social/digital media and integrated marketing and communications trends
Benefits of collaboration with other industries to provide an inclusive product to customers
Develop an understanding of primary and secondary competitors in your market

4.3

5
5.1
5.1.1
5.1.2
5.1.3
5.1.4
5.1.5
5.1.6
5.2

Tier 5: Career Pathway Technical Competencies

Direct Marketing
Formulate, direct, or coordinate marketing activities or policies to promote products or services,
working with advertising or promotion managers.
Coordinate or participate in promotional activities or trade shows, working with developers,
advertisers, or production managers, to market products or services.
Direct foreign sales and service outlets of an organization.
Direct and coordinate activities involving sales of manufactured products, services, commodities, real
estate or other subjects of sale.
Direct, coordinate, and review activities in sales and service accounting and record-keeping, and in
receiving and shipping operations.
Direct activities of external agencies, establishments, and departments that develop and implement
communication strategies and information programs.
Consultation

Code
5.2.1
5.2.2
5.2.3
5.2.4
5.2.5
5.2.6
5.3
5.3.1
5.3.2
5.3.3
5.3.4
5.3.5
5.3.6
5.3.7
5.4
5.4.1
5.4.2
5.4.3
5.4.4
5.5
5.5.1
5.5.2
5.5.3
5.5.4
6
6.1
6.1.1
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Consult with buying personnel to gain advice regarding environmentally sound or sustainable products.
Consult with product development personnel on product specifications such as design, color, or
packaging.
Confer with legal staff to resolve problems, such as copyright infringement or royalty sharing with
outside producers or distributors.
Confer or consult with department heads to plan advertising services and to secure information on
equipment and customer specifications.
Confer with labor relations managers to develop internal communications that keep employees
informed of company activities.
Meet with boards of directors and committees to discuss and resolve legal and environmental issues or
disputes between neighbors.
Analyze Data
Review operational records and reports to project sales and determine profitability.
Review rents to ensure that they are in line with rental markets.
Solicit and analyze bids from contractors for repairs, renovations, and maintenance.
Evaluate the financial aspects of product development, such as budgets, expenditures, research and
development appropriations, or return-on-investment and profit-loss projections.
Use sales forecasting or strategic planning to ensure the sale and profitability of products, lines, or
services, analyzing business developments and monitoring market trends.
Analyze information on property values, taxes, zoning, population growth, and traffic volume and
patterns to determine if properties should be acquired.
Initiate market research studies or analyze their findings.
Negotiate Sales
Negotiate with government leaders, businesses, special interest representatives, and utility companies
to gain support for new projects and to eliminate potential obstacles.
Negotiate contracts with vendors or distributors to manage product distribution, establishing
distribution networks or developing distribution strategies.
Negotiate the sale, lease, or development of property and complete or review appropriate documents
and forms.
Meet with clients to negotiate management and service contracts, determine priorities, and discuss the
financial and operational status of properties.
Market Research
Conduct economic or commercial surveys to identify potential markets for products or services.
Monitor customer preferences to determine focus of sales efforts.
Observe and report on social, economic, and political trends that might affect employers.
Assess marketing potential of new and existing store locations, considering statistics and expenditures.

Tier 6: Occupation Specific Technical Competencies

Branding
Recognises the role of brand guidelines in protecting the brand

Code
6.1.2
6.1.3
6.1.4
6.1.5
6.1.6
6.1.7
6.1.8
6.1.9
6.1.10
6.2
6.2.1
6.2.2
6.2.3
6.2.4
6.2.5
6.2.6
6.3
6.3.1
6.3.2
6.3.3
6.3.4
6.4
6.4.1
6.4.2
6.4.3
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
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Assists in the management of brand(s) through the implementation of brand plans within brand
guidelines
Manages brand(s) and implement brand plans within brand guidelines
Manages brand(s) and coordinates brand support activities
Distils the essence of the brand and/or maintains a portfolio of brands
Recognises the importance of measuring brand performance and using the results to inform future
activities
Assists in the analysis and measurement of brand effectiveness
Analyses, measures and reports on brand effectiveness
Uses brand tracking and/or performance analysis to inform future brand activities
Defines the measures used to determine brand effectiveness and use results to inform future activities
Channels & Tactics
Understanding the relationship between various communication channels (digital, print, face-to-face)
Managing internal and external communication channels
Researching and investing in channel improvements
Understanding when and how to use a variety of channels in the tactical approach
Mentoring and advising leaders and organisational speakers
Developing and implementing various communication tactics
Communication Materials
Write press releases or other media communications to promote clients.
Update and maintain content posted on the Web.
Develop plans or materials to communicate activities undertaken by organizations that are beneficial to
the environment, public safety, or other important social issues.
Prepare or edit organizational publications, such as employee newsletters or stockholders' reports, for
internal or external audiences.
Data Collection
Gather data on competitors and analyze their prices, sales, and method of marketing and distribution.
Measure and assess customer and employee satisfaction.
Monitor industry statistics and follow trends in trade literature.
Facility Communications Plan
Select situation-appropriate media and techniques for communications with stakeholders.
Promote FM information and recommendations to internal and external stakeholders
Prepare reports for stakeholders (facility staff, public, senior management, customers, boards of
directors and so forth).
Manage stakeholder perceptions and expectations
Insights
Identifies options for gathering information needed to inform marketing plans
Manages information related projects
Defines and prioritises the insights needed to achieve business and marketing goals

Code
6.6.4
6.7
6.7.1
6.7.2
6.7.3
6.7.4
6.7.5
7
5.5.1
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
8.1.9
8.1.10
8.1.11
8.1.12
8.1.13
8.1.14
8.2
8.2.1
8.2.2
8.2.3
8.2.4
8.2.5
8.2.6
8.2.7
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Develops insights about the organisation, its environment and its customers that impact business
decisions
Messaging
Telling the organisation’s story
Creating clear, consistent, creative, compelling content
Delivering content in a timely and appropriate manner
Engaging each audience segment on an emotional level
Creating opportunities for targeted communication

Tier 7: Occupation Specific Requirements
Bachelor's degree

Tier 8: Management Competencies

Relationship Management
Oversees transactional and/or preliminary stage of employee relations issues
Assists early-level HR professionals in building networks with higher-level leaders in the organization
Recognizes potential employee relations issues in a proactive manner and either resolves the issue or
moves the concern to senior leaders
Mediates difficult interactions, escalating problems to higher level when warranted
Develops network of contacts of internal and external stakeholders including frontline managers, HR
peers, and job candidates
Develops a reputation as a neutral and approachable HR professional serving employees and the
organization
Oversees interactions with vendors/suppliers to maintain service quality
Ensures early-level HR professionals are providing customer-oriented service
Ensures that HR decisions from senior leaders are understood and communicated by HR
representatives
Fosters positive team environment among staff
Identifies staff networking opportunities and venues
Assists senior HR professionals in the facilitation of difficult interactions among stakeholders
Develops new partnerships with employees and frontline managers
Facilitates conflict resolution meetings
Ethical Practice
Maintains general knowledge of ethical laws, standards, legislation, and trends that may affect
organizational HR practice
Reinforces difficult decisions that align with organizational strategies and values
Establishes one's self as a credible resource for all issues involving employees and management
Develops and supports systems for reporting unethical behavior
Enforces policies consistently
Establishes one's self as a credible and trustworthy source for employees to voice concerns
Influences others to behave in an ethical manner

Code
8.2.8
8.2.9
8.2.10
8.2.11
8.2.12
8.3
8.3.1
8.3.2
8.3.3
8.3.4
8.3.5
8.3.6
8.3.7
8.3.8
8.3.9
8.3.10
8.3.11
8.3.12
8.3.13
8.3.14
8.3.15
8.4
8.4.1
8.4.2
8.4.3
8.4.4
8.4.5
8.4.6
8.4.7
8.4.8
8.4.9
8.4.10
8.4.11
8.4.12
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Performs as an ethical role model and positively influences managerial integrity and accountability
Implements training programs regarding ethics laws, standards, and policies
Takes immediate and appropriate action regarding reports of unethical behavior or conflicts of interest
Audits and monitors adherence to policies and procedures
Creates processes to ensure confidentiality and privacy of employee information and company data
Critical Evaluation
Maintains working knowledge of measurement concepts, data collection, and analysis
Maintains working knowledge of statistics and metrics
Asks critical questions to prepare and interpret data studies/metrics
Conducts assessments to address problems and implements solutions within business units
Evaluates information gathered through research conducted
Conducts effective program evaluation
Maintains knowledge in the use of data, evidence-based research, benchmarks, HR and business
metrics to make critical decisions
Identifies patterns in data and raises relevant issues to higher-level management
Differentiates best practices that will work for own organization/business unit
Ensures quality work product
Executes case and pilot studies to evaluate to address specific problems and questions
Analyzes data and reports findings and trends
Maintains objectivity during critical evaluation processes
Analyzes data and seeks root causes
Masters research methods and applies them to work
Business Acumen
Maintains functional knowledge of organizational business units
Gathers, assembles, and reports HR metrics and labor market trends
Utilizes appropriate business terms and vocabulary in interactions with employees and leaders
Develops skill in building business cases for HR projects and initiatives
Maintains knowledge of HR metrics and business metrics including Key Performance Indicators and
relationships with one another
Develops HR marketing messages to both internal and external audiences
Maintains working knowledge of business lines as well as competitive market
Manages project and initiative budgets
Analyzes data for HR metrics to make recommendations
Defines critical activities in terms of value added, impact, utility derived from cost-benefit analysis
Manages process improvement initiatives
Implements organization-wide business practices/operations

Code
8.4.13
8.4.14
8.5
8.5.1
8.5.2
8.5.3
8.5.4
8.5.5
8.6
8.6.1
8.6.2
8.6.3
8.6.4

8.6.5

Alabama Competency Model Public Relations and Fundraising Managers
Develops the ability to apply the principles of finance, marketing, economics, sales, technology, and
business systems to internal HR processes and policies
Implements HR and business technology plans to solve business problems and needs
Change Management
Recognizing “where” change needs to happen and communicating it to others
Defining and communicating a compelling vision of the future that makes adaptive responses to the
present appear both feasible and desirable to stakeholders
Proactively and repeatedly searching out opportunities to talk about the new vision in both formal and
informal settings at all levels of the organization
Challenging the status quo with facts, figures and logical reasoning about its advantages and drawbacks
Personally initiating tangible actions to reinforce or support the new vision (e.g., organizational
restructuring, budgeting changes, new performance metrics, etc.)
Building Partnerships
Develops and maintains professional partnerships to support delivery of programmatic outputs
Identifies common interests and goals and carries out joint initiatives with a range of partners and
stakeholders.
Actively builds and maintains internal and external partnerships to achieve progress on objectives and
shared interests.
Actively involves partners and stakeholders to deliver programmatic outputs through collaboration
Builds and/or maintains partnerships through sharing of knowledge and best practice, treating
confidential information with due care, in compliance with the organization's regulations, rules and
policies.

MARKETING

Property, Real Estate, & Community
Association Manager
ACCCP

Marketing Management

Code
1
1.1
1.1.1
1.1.1.1
1.1.1.2
1.1.1.3
1.1.2
1.1.2.1
1.1.2.2
1.1.2.3
1.1.2.4
1.1.3
1.1.3.1
1.1.3.2
1.1.3.3
1.1.4
1.1.4.1
1.1.4.2
1.1.4.3
1.1.4.4
1.2
1.2.1
1.2.1.1
1.2.1.2
1.2.1.3
1.2.1.4
1.2.1.5
1.2.2
1.2.2.1
1.2.2.2
1.2.3
1.2.3.1
1.2.3.2
1.3
1.3.1
1.3.1.1

Alabama Competency Model Property, Real Estate, and Community
Association Managers
Tier 1: Personal Effectiveness Competencies

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

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

Alabama Competency Model Property, Real Estate, and Community
Association 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
1.4
following through to get the job done.
1.4.1
Persisting
1.4.1.1
Pursue work with drive and a strong accomplishment orientation.
Persist to accomplish a task despite difficult conditions, tight deadlines, or obstacles and setbacks.
1.4.1.2
1.4.2
1.4.2.1
1.4.2.2
1.4.2.3
1.4.3
1.4.3.1
1.4.3.2
1.4.3.3
1.4.4
1.4.4.1
1.4.4.2
1.4.4.3
1.4.4.4
1.4.5
1.4.5.1
1.4.5.2
1.5
1.5.1
1.5.1.1
1.5.1.2
1.5.1.3

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

Code
1.5.2
1.5.2.1
1.5.2.2
1.5.2.3
1.5.3
1.5.3.1
1.5.3.2
1.5.4
1.5.4.1
1.5.4.2
1.5.4.3
1.6
1.6.1
1.6.1.1
1.6.1.2
1.6.1.3
1.6.2
1.6.2.1
1.6.2.2
1.6.2.3
1.7
1.7.1
1.7.1.1
1.7.1.2
1.7.1.3
1.7.1.4
1.7.2
1.7.2.1
1.7.2.2
1.7.2.3
1.7.3
1.7.3.1
1.7.3.2
1.7.4

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

Code
1.7.4.1
1.7.4.2
1.7.5
1.7.5.1
1.7.5.2
2
2.1
2.1.1
2.1.1.1
2.1.1.2
2.1.1.3
2.1.2
2.1.2.1
2.1.2.2
2.1.2.3
2.1.2.4
2.1.3
2.1.3.1
2.1.3.2
2.1.3.3
2.1.3.4
2.1.3.5
2.1.4
2.1.4.1
2.1.4.2
2.1.4.3
2.2
2.2.1
2.2.1.1
2.2.1.2
2.2.1.3
2.2.1.4
2.2.1.5
2.2.1.6

Alabama Competency Model Property, Real Estate, and Community
Association Managers
Take charge of personal career development by identifying occupational interests, strengths,
options, and opportunities.
Make insightful career planning decisions that integrate others’ feedback.
Integrating and applying learning
Integrate newly learned knowledge and skills with existing knowledge and skills.
Use newly learned knowledge and skills to complete tasks, particularly in new or unfamiliar
situations.

Tier 2: Academic Competencies

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

Code
2.2.2
2.2.2.1
2.2.2.2
2.2.2.3
2.2.2.4
2.2.3
2.2.3.1
2.2.3.2
2.2.3.3
2.3
2.3.1
2.3.1.1
2.3.1.2
2.3.1.3
2.3.1.4
2.3.1.5
2.3.1.6
2.3.2
2.3.2.1
2.3.2.2
2.3.2.3
2.3.3
2.3.3.1
2.3.3.2
2.4
2.4.1
2.4.1.1
2.4.1.2
2.4.1.3
2.4.2
2.4.2.1
2.5
2.5.1
2.5.1.1
2.5.1.2
2.5.1.3

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

Code
2.5.1.4
2.5.1.5
2.5.2
2.5.2.1
2.5.2.2
2.5.2.3
2.5.2.4
2.5.2.5
2.5.2.6
2.5.3
2.5.3.1
2.5.3.2
2.5.3.3
2.5.4
2.5.4.1
2.5.4.2
2.5.4.3
2.6
2.6.1
2.6.1.1
2.6.1.2
2.6.1.3
2.6.1.4
2.6.1.5
2.6.2
2.6.2.1
2.6.2.2
2.7
2.7.1

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

Code
2.7.1.1
2.7.1.2
2.7.2
2.7.2.1
2.7.2.2
2.7.2.3
2.7.2.4
2.7.2.5
2.7.3
2.7.3.1
2.7.3.2
2.7.3.3
2.7.3.4
2.7.3.5
2.7.4
2.7.4.1
2.7.4.2
2.7.4.3
2.7.4.4
2.7.4.5
2.7.4.6
3

Alabama Competency Model Property, Real Estate, and Community
Association Managers
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.

Tier 3: Workplace Competencies

Teamwork: Working cooperatively with others to complete work assignments.
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, non3.1.2.3
accusatory manner.
3.1.2.4
Respond appropriately to positive and negative feedback.
3.1
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

Code
3.1.2.5
3.1.3
3.1.3.1
3.1.3.2
3.1.3.3
3.1.3.4
3.1.4
3.1.4.1
3.1.4.2
3.1.4.3
3.2
3.2.1
3.2.1.1
3.2.1.2
3.2.1.3
3.2.2
3.2.2.1
3.2.2.2
3.2.2.3
3.2.2.4
3.2.2.5
3.2.2.6
3.2.3
3.2.3.1
3.2.3.2
3.2.3.3
3.2.4
3.2.4.1
3.2.4.2
3.2.4.3
3.2.4.4
3.3
3.3.1
3.3.1.1

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

Code
3.3.1.2
3.3.1.3
3.3.1.4
3.3.1.5
3.3.2
3.3.2.1
3.3.2.2
3.3.3
3.3.3.1
3.3.3.2
3.3.3.3
3.3.3.4
3.3.3.5
3.3.3.6
3.3.3.7
3.4
3.4.1
3.4.1.1
3.4.1.2
3.4.2
3.4.2.1
3.4.2.2
3.4.2.3
3.4.2.4
3.4.3
3.4.3.1
3.4.3.2
3.4.3.3
3.5
3.5.1
3.5.1.1
3.5.1.2
3.5.1.3
3.5.1.4
3.5.1.5

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

Code
3.5.2
3.5.2.1
3.5.2.2
3.5.2.3
3.5.2.4
3.5.3
3.5.3.1
3.5.3.2
3.5.4
3.5.4.1
3.5.4.2
3.5.5
3.5.5.1
3.5.5.2
3.5.5.3
3.5.5.4
3.6
3.6.1
3.6.1.1
3.6.1.2
3.6.2
3.6.2.1
3.6.3
3.6.3.1
3.6.3.2
3.6.3.3
3.6.3.4
3.6.4
3.6.4.1
3.6.4.2
3.6.4.3
3.6.4.4

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

Code
3.7
3.7.1
3.7.1.1
3.7.1.2
3.7.1.3
3.7.1.4
3.7.1.5
3.7.2
3.7.2.1
3.7.2.2
3.7.2.3
3.7.3
3.7.3.1
3.7.3.2
3.7.3.3
3.8
3.8.1
3.8.1.1
3.8.1.2
3.8.1.3
3.8.2
3.8.2.1
3.8.2.2
3.8.2.3
3.8.2.4
3.8.3
3.8.3.1
3.8.3.2
3.8.3.3
3.8.3.4
3.8.4
3.8.4.1

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

Code
3.8.4.2
3.8.4.3
3.8.4.4
3.9
3.9.1
3.9.1.1
3.9.1.2
3.9.1.3
3.9.2
3.9.2.1
3.9.2.2
3.9.3
3.9.3.1
3.9.3.2
3.9.3.3
3.9.3.4
4
4.1
4.1.1
4.1.2
4.1.3
4.1.4
4.2
4.2.1
4.2.2
4.2.3
4.2.4
4.3
4.4
4.5
4.5.1
4.5.2
4.5.3
4.5.4
4.5.5

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

Tier 4: Ready to Work Cluster Specific Competencies

Sales: Initiative to build and close sales.
Learn about products and services
Assess customer needs
Build the sale
Gain customer commitment and closes the sale
Customer Service: Initiative to build a customer base and customer loyalty.
Initiate customer contact
Educate the customer
Build customer relations
Meet customer needs and provide ongoing support
Merchandising/Retailing: Knowledge of company’s and competing product lines and the methods to
display them.
Operations: Knowledge of the functions that support sales and service.
Promotion
Explain the role of promotion
Prepare a promotional budget
Develop a promotional plan
Write a news release
Obtain publicity

Code
4.5.6
4.5.7
4.5.8
4.5.9
4.6
4.6.1
4.6.2
4.6.3
4.6.4
4.6.5
4.6.6
4.6.7
4.6.8
4.6.9
4.6.10
4.6.11
4.6.12
4.6.13
5
5.1
5.1.1
5.1.2
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

Alabama Competency Model Property, Real Estate, and Community
Association Managers
Select sales-promotion options such as coupons, display, email
Compare types of advertising media
Conceptualize and design advertisements
Evaluate effectiveness of advertising
Marketing and Sales: Promote and sell industry services and products (events).
Define marketing and explain its purpose related to business outcomes
Explain the relationship between marketing and sales
Understand promotion, selling, and closing strategies
Identify and pursue prospective customers and appropriate customer segments
Selection of services based on the match between customer needs and product specifications
Inform customers of service contracts, offered services, estimated cost, delivery of services, etc
Utilize a variety of payment options to facilitate customer payments for services
Monitor customer preferences to determine focus of sales efforts and services
Research customers’ business objectives and tailor sales approach
Emphasize and promote features in marketing or sales
Awareness of social/digital media and integrated marketing and communications trends
Benefits of collaboration with other industries to provide an inclusive product to customers
Develop an understanding of primary and secondary competitors in your market

Tier 5: Career Pathway Technical Competencies

Direct Marketing
Formulate, direct, or coordinate marketing activities or policies to promote products or services,
working with advertising or promotion managers.
Coordinate or participate in promotional activities or trade shows, working with developers,
advertisers, or production managers, to market products or services.
Direct foreign sales and service outlets of an organization.
Direct and coordinate activities involving sales of manufactured products, services, commodities, real
estate or other subjects of sale.
Direct, coordinate, and review activities in sales and service accounting and record-keeping, and in
receiving and shipping operations.
Direct activities of external agencies, establishments, and departments that develop and implement
communication strategies and information programs.
Consultation
Consult with buying personnel to gain advice regarding environmentally sound or sustainable products.
Consult with product development personnel on product specifications such as design, color, or
packaging.
Confer with legal staff to resolve problems, such as copyright infringement or royalty sharing with
outside producers or distributors.
Confer or consult with department heads to plan advertising services and to secure information on
equipment and customer specifications.

Code
5.2.5
5.2.6
5.3
5.3.1
5.3.2
5.3.3
5.3.4
5.3.5
5.3.6
5.3.7
5.4
5.4.1
5.4.2
5.4.3
5.4.4
5.5
5.5.1
5.5.2
5.5.3
5.5.4
6
6.1
6.1.1
6.1.2
6.1.3
6.1.4
6.2
6.2.1
6.2.2

Alabama Competency Model Property, Real Estate, and Community
Association Managers
Confer with labor relations managers to develop internal communications that keep employees
informed of company activities.
Meet with boards of directors and committees to discuss and resolve legal and environmental issues or
disputes between neighbors.
Analyze Data
Review operational records and reports to project sales and determine profitability.
Review rents to ensure that they are in line with rental markets.
Solicit and analyze bids from contractors for repairs, renovations, and maintenance.
Evaluate the financial aspects of product development, such as budgets, expenditures, research and
development appropriations, or return-on-investment and profit-loss projections.
Use sales forecasting or strategic planning to ensure the sale and profitability of products, lines, or
services, analyzing business developments and monitoring market trends.
Analyze information on property values, taxes, zoning, population growth, and traffic volume and
patterns to determine if properties should be acquired.
Initiate market research studies or analyze their findings.
Negotiate Sales
Negotiate with government leaders, businesses, special interest representatives, and utility companies
to gain support for new projects and to eliminate potential obstacles.
Negotiate contracts with vendors or distributors to manage product distribution, establishing
distribution networks or developing distribution strategies.
Negotiate the sale, lease, or development of property and complete or review appropriate documents
and forms.
Meet with clients to negotiate management and service contracts, determine priorities, and discuss the
financial and operational status of properties.
Market Research
Conduct economic or commercial surveys to identify potential markets for products or services.
Monitor customer preferences to determine focus of sales efforts.
Observe and report on social, economic, and political trends that might affect employers.
Assess marketing potential of new and existing store locations, considering statistics and expenditures.

Tier 6: Occupation Specific Technical Competencies

Facility Communications Plan
Select situation-appropriate media and techniques for communications with stakeholders.
Promote FM information and recommendations to internal and external stakeholders
Prepare reports for stakeholders (facility staff, public, senior management, customers, boards of
directors and so forth).
Manage stakeholder perceptions and expectations
Quality Control
Develop, review and compare performance metrics for facility management services
Establish and maintain specifications (materials, equipment, furniture, finishes, fixtures, design criteria).

Code
6.2.3
6.2.4
6.2.5
6.2.6
6.3
6.3.1
6.3.2
6.3.3
6.3.4
6.4
6.4.1
6.4.2
6.4.3
6.5
6.5.1
6.5.2
6.5.3
6.5.4
6.5.5
6.6
6.6.1
6.6.2
6.6.3
7
7.1
8
8.1
8.1.1
8.1.2
8.1.3
8.1.4
8.1.5
8.1.6
8.1.7

Alabama Competency Model Property, Real Estate, and Community
Association Managers
Develop, implement and monitor best value practices.
Monitor customer satisfaction and service delivery performance and provide feedback to customers.
Manage/oversee the improvement of work processes
Ensure and monitor compliance with codes, regulations, policies and standards.
Technology
Conduct assessments and/or collaborate on facility management technology needs analysis.
Align facility management technology with organizational information technology.
Assess the application of technology within facility operations.
Evaluate, implement and operate integrated workplace management systems
Finance & Business
Manage and oversee the financial management of the facility organization.
Administer and manage the finances associated with contracts
Administer procurement and chargeback procedures
Real Estate & Property Management
Develop and implement a real estate master plan.
Determine and evaluate real estate requirements (space utilization, management, highest and best
use).
Acquire and dispose of real estate (commercial, institutional, industrial, residential, leased and owned).
Manage/oversee the real estate portfolio (owned, leased, subleased, co-owned and contract managed).
Prepare and administer the service charge budget and allocate among co-owners or tenants.
Environmental Stewardship
Manage, oversee and safeguard the natural environment.
Develop and direct sustainability programs.
Evaluate and manage the asset life cycle process.

Tier 7: Occupation Specific Requirements
High school diploma or equivalent

Tier 8: Management Competencies

Relationship Management
Oversees transactional and/or preliminary stage of employee relations issues
Assists early-level HR professionals in building networks with higher-level leaders in the organization
Recognizes potential employee relations issues in a proactive manner and either resolves the issue or
moves the concern to senior leaders
Mediates difficult interactions, escalating problems to higher level when warranted
Develops network of contacts of internal and external stakeholders including frontline managers, HR
peers, and job candidates
Develops a reputation as a neutral and approachable HR professional serving employees and the
organization
Oversees interactions with vendors/suppliers to maintain service quality

Code
8.1.8
8.1.9
8.1.10
8.1.11
8.1.12
8.1.13
8.1.14
8.2
8.2.1
8.2.2
8.2.3
8.2.4
8.2.5
8.2.6
8.2.7
8.2.8
8.2.9
8.2.10
8.2.11
8.2.12
8.3
8.3.1
8.3.2
8.3.3
8.3.4
8.3.5
8.3.6
8.3.7
8.3.8
8.3.9
8.3.10
8.3.11
8.3.12
8.3.13
8.3.14
8.3.15
8.4

Alabama Competency Model Property, Real Estate, and Community
Association Managers
Ensures early-level HR professionals are providing customer-oriented service
Ensures that HR decisions from senior leaders are understood and communicated by HR
representatives
Fosters positive team environment among staff
Identifies staff networking opportunities and venues
Assists senior HR professionals in the facilitation of difficult interactions among stakeholders
Develops new partnerships with employees and frontline managers
Facilitates conflict resolution meetings
Ethical Practice
Maintains general knowledge of ethical laws, standards, legislation, and trends that may affect
organizational HR practice
Reinforces difficult decisions that align with organizational strategies and values
Establishes one's self as a credible resource for all issues involving employees and management
Develops and supports systems for reporting unethical behavior
Enforces policies consistently
Establishes one's self as a credible and trustworthy source for employees to voice concerns
Influences others to behave in an ethical manner
Performs as an ethical role model and positively influences managerial integrity and accountability
Implements training programs regarding ethics laws, standards, and policies
Takes immediate and appropriate action regarding reports of unethical behavior or conflicts of interest
Audits and monitors adherence to policies and procedures
Creates processes to ensure confidentiality and privacy of employee information and company data
Critical Evaluation
Maintains working knowledge of measurement concepts, data collection, and analysis
Maintains working knowledge of statistics and metrics
Asks critical questions to prepare and interpret data studies/metrics
Conducts assessments to address problems and implements solutions within business units
Evaluates information gathered through research conducted
Conducts effective program evaluation
Maintains knowledge in the use of data, evidence-based research, benchmarks, HR and business
metrics to make critical decisions
Identifies patterns in data and raises relevant issues to higher-level management
Differentiates best practices that will work for own organization/business unit
Ensures quality work product
Executes case and pilot studies to evaluate to address specific problems and questions
Analyzes data and reports findings and trends
Maintains objectivity during critical evaluation processes
Analyzes data and seeks root causes
Masters research methods and applies them to work
Business Acumen

Code
8.4.1
8.4.2
8.4.3
8.4.4
8.4.5
8.4.6
8.4.7
8.4.8
8.4.9
8.4.10
8.4.11
8.4.12
8.4.13
8.4.14
8.5
8.5.1
8.5.2
8.5.3
8.5.4
8.5.5
8.6
8.6.1
8.6.2
8.6.3
8.6.4

8.6.5

Alabama Competency Model Property, Real Estate, and Community
Association Managers
Maintains functional knowledge of organizational business units
Gathers, assembles, and reports HR metrics and labor market trends
Utilizes appropriate business terms and vocabulary in interactions with employees and leaders
Develops skill in building business cases for HR projects and initiatives
Maintains knowledge of HR metrics and business metrics including Key Performance Indicators and
relationships with one another
Develops HR marketing messages to both internal and external audiences
Maintains working knowledge of business lines as well as competitive market
Manages project and initiative budgets
Analyzes data for HR metrics to make recommendations
Defines critical activities in terms of value added, impact, utility derived from cost-benefit analysis
Manages process improvement initiatives
Implements organization-wide business practices/operations
Develops the ability to apply the principles of finance, marketing, economics, sales, technology, and
business systems to internal HR processes and policies
Implements HR and business technology plans to solve business problems and needs
Change Management
Recognizing “where” change needs to happen and communicating it to others
Defining and communicating a compelling vision of the future that makes adaptive responses to the
present appear both feasible and desirable to stakeholders
Proactively and repeatedly searching out opportunities to talk about the new vision in both formal and
informal settings at all levels of the organization
Challenging the status quo with facts, figures and logical reasoning about its advantages and drawbacks
Personally initiating tangible actions to reinforce or support the new vision (e.g., organizational
restructuring, budgeting changes, new performance metrics, etc.)
Building Partnerships
Develops and maintains professional partnerships to support delivery of programmatic outputs
Identifies common interests and goals and carries out joint initiatives with a range of partners and
stakeholders.
Actively builds and maintains internal and external partnerships to achieve progress on objectives and
shared interests.
Actively involves partners and stakeholders to deliver programmatic outputs through collaboration
Builds and/or maintains partnerships through sharing of knowledge and best practice, treating
confidential information with due care, in compliance with the organization's regulations, rules and
policies.

MARKETING

Market Research Analysts & Marketing
Specialists
ACCCP

Marketing Research

Code
1
1.1
1.1.1
1.1.1.1
1.1.1.2
1.1.1.3
1.1.2
1.1.2.1
1.1.2.2
1.1.2.3
1.1.2.4
1.1.3
1.1.3.1
1.1.3.2
1.1.3.3
1.1.4
1.1.4.1
1.1.4.2
1.1.4.3
1.1.4.4
1.2
1.2.1
1.2.1.1
1.2.1.2
1.2.1.3
1.2.1.4
1.2.1.5
1.2.2
1.2.2.1
1.2.2.2
1.2.3
1.2.3.1
1.2.3.2
1.3
1.3.1
1.3.1.1

Alabama Competency Model Market Research Analysts and Marketing
Specialists
Tier 1: Personal Effectiveness Competencies

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

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

Alabama Competency Model Market Research Analysts and Marketing
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
1.4
following through to get the job done.
1.4.1
Persisting
1.4.1.1
Pursue work with drive and a strong accomplishment orientation.
Persist to accomplish a task despite difficult conditions, tight deadlines, or obstacles and setbacks.
1.4.1.2
1.4.2
1.4.2.1
1.4.2.2
1.4.2.3
1.4.3
1.4.3.1
1.4.3.2
1.4.3.3
1.4.4
1.4.4.1
1.4.4.2
1.4.4.3
1.4.4.4
1.4.5
1.4.5.1
1.4.5.2
1.5
1.5.1
1.5.1.1
1.5.1.2
1.5.1.3

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

Code
1.5.2
1.5.2.1
1.5.2.2
1.5.2.3
1.5.3
1.5.3.1
1.5.3.2
1.5.4
1.5.4.1
1.5.4.2
1.5.4.3
1.6
1.6.1
1.6.1.1
1.6.1.2
1.6.1.3
1.6.2
1.6.2.1
1.6.2.2
1.6.2.3
1.7
1.7.1
1.7.1.1
1.7.1.2
1.7.1.3
1.7.1.4
1.7.2
1.7.2.1
1.7.2.2
1.7.2.3
1.7.3
1.7.3.1
1.7.3.2
1.7.4

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

Code
1.7.4.1
1.7.4.2
1.7.5
1.7.5.1
1.7.5.2
2
2.1
2.1.1
2.1.1.1
2.1.1.2
2.1.1.3
2.1.2
2.1.2.1
2.1.2.2
2.1.2.3
2.1.2.4
2.1.3
2.1.3.1
2.1.3.2
2.1.3.3
2.1.3.4
2.1.3.5
2.1.4
2.1.4.1
2.1.4.2
2.1.4.3
2.2
2.2.1
2.2.1.1
2.2.1.2
2.2.1.3
2.2.1.4
2.2.1.5
2.2.1.6

Alabama Competency Model Market Research Analysts and Marketing
Specialists
Take charge of personal career development by identifying occupational interests, strengths,
options, and opportunities.
Make insightful career planning decisions that integrate others’ feedback.
Integrating and applying learning
Integrate newly learned knowledge and skills with existing knowledge and skills.
Use newly learned knowledge and skills to complete tasks, particularly in new or unfamiliar
situations.

Tier 2: Academic Competencies

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

Code
2.2.2
2.2.2.1
2.2.2.2
2.2.2.3
2.2.2.4
2.2.3
2.2.3.1
2.2.3.2
2.2.3.3
2.3
2.3.1
2.3.1.1
2.3.1.2
2.3.1.3
2.3.1.4
2.3.1.5
2.3.1.6
2.3.2
2.3.2.1
2.3.2.2
2.3.2.3
2.3.3
2.3.3.1
2.3.3.2
2.4
2.4.1
2.4.1.1
2.4.1.2
2.4.1.3
2.4.2
2.4.2.1
2.5
2.5.1
2.5.1.1
2.5.1.2
2.5.1.3

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

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

Code
2.7.1.1
2.7.1.2
2.7.2
2.7.2.1
2.7.2.2
2.7.2.3
2.7.2.4
2.7.2.5
2.7.3
2.7.3.1
2.7.3.2
2.7.3.3
2.7.3.4
2.7.3.5
2.7.4
2.7.4.1
2.7.4.2
2.7.4.3
2.7.4.4
2.7.4.5
2.7.4.6
3
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Understand the basic functions and terminology related to computer hardware, software,
information systems, and communication devices.
Use basic computer software, hardware, and communication devices to perform tasks.
Using software
Use word processing software to compose, organize, edit, and print documents and other business
communications.
Use spreadsheet software to enter, manipulate, edit, and format text and numerical data.
Use presentation software to create, manipulate, edit, and present digital representations of
information to an audience.
Use database software to manage data.
Create and maintain a well-organized electronic file storage system.
Using the Internet and email
Use the Internet to search for online information and interact with Web sites.
Use the Internet and web-based tools to manage basic workplace tasks (e.g., calendar management,
contacts management, and timekeeping).
Use electronic mail to communicate in the workplace.
Understand the different types of social media and their appropriate workplace and non-workplace
uses, and the impact that various social media activities can have on one’s personal and professional
Employ collaborative/groupware applications to facilitate group work.
Ensuring computer security
Understand and comply with the organization’s privacy policy and information security guidelines.
Defend against potential abuses of private information.
Recognize and respond appropriately to suspicious vulnerabilities and threats.
Use the most recent security software, web browser, and operating system to protect against online
threats.
Utilize strong passwords, passphrases, and basic encryption.
Recognize secure Web addresses.

Tier 3: Workplace Competencies

Teamwork: Working cooperatively with others to complete work assignments.
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, non3.1.2.3
accusatory manner.
3.1.2.4
Respond appropriately to positive and negative feedback.
3.1
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

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

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

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

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

Code
3.8.4.2
3.8.4.3
3.8.4.4
3.9
3.9.1
3.9.1.1
3.9.1.2
3.9.1.3
3.9.2
3.9.2.1
3.9.2.2
3.9.3
3.9.3.1
3.9.3.2
3.9.3.3
3.9.3.4
4
4.1
4.1.1
4.1.2
4.1.3
4.1.4
4.2
4.2.1
4.2.2
4.2.3
4.2.4
4.3
4.4
4.5
4.5.1
4.5.2
4.5.3
4.5.4
4.5.5
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Keep logs, records, and files that are up-to-date and readily accessible (e.g., driver logs, flight
records, repair records).
Update logs, records, and files, noting important changes.
File data and documentation in accordance with organization’s requirements.
Business Fundamentals: Using information on basic business principles, trends, and economics.
Situational awareness
Understand the mission, structure, and functions of the organization.
Recognize one’s role in the functioning of the organization and understand the potential impact
one’s own performance can have on the success of the organization.
Grasp the potential impact of the company’s well-being on employees.
Business ethics
Act in the best interest of the company, the community, and the environment.
Comply with applicable laws and rules governing work and report loss, waste, or theft of company
property to appropriate personnel.
Market knowledge
Understand market trends in the industry and the company’s position in the market.
Know who the company’s primary competitors are and stay current on organizational strategies to
maintain competitiveness.
Uphold the organization through building and maintaining customer relations.
Recognize major challenges faced by the organization and industry, and identify key strategies to
address challenges.

Tier 4: Ready to Work Cluster Specific Competencies

Sales: Initiative to build and close sales.
Learn about products and services
Assess customer needs
Build the sale
Gain customer commitment and closes the sale
Customer Service: Initiative to build a customer base and customer loyalty.
Initiate customer contact
Educate the customer
Build customer relations
Meet customer needs and provide ongoing support
Merchandising/Retailing: Knowledge of company’s and competing product lines and the methods to
display them.
Operations: Knowledge of the functions that support sales and service.
Promotion
Explain the role of promotion
Prepare a promotional budget
Develop a promotional plan
Write a news release
Obtain publicity

Code
4.5.6
4.5.7
4.5.8
4.5.9
4.6
4.6.1
4.6.2
4.6.3
4.6.4
4.6.5
4.6.6
4.6.7
4.6.8
4.6.9
4.6.10
4.6.11
4.6.12
4.6.13
5
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Select sales-promotion options such as coupons, display, email
Compare types of advertising media
Conceptualize and design advertisements
Evaluate effectiveness of advertising
Marketing and Sales: Promote and sell industry services and products (events).
Define marketing and explain its purpose related to business outcomes
Explain the relationship between marketing and sales
Understand promotion, selling, and closing strategies
Identify and pursue prospective customers and appropriate customer segments
Selection of services based on the match between customer needs and product specifications
Inform customers of service contracts, offered services, estimated cost, delivery of services, etc
Utilize a variety of payment options to facilitate customer payments for services
Monitor customer preferences to determine focus of sales efforts and services
Research customers’ business objectives and tailor sales approach
Emphasize and promote features in marketing or sales
Awareness of social/digital media and integrated marketing and communications trends
Benefits of collaboration with other industries to provide an inclusive product to customers
Develop an understanding of primary and secondary competitors in your market

Tier 5: Career Pathway Technical Competencies

5.1 Risk Management & Governance

Recognises the importance of complying with processes designed to maintain corporate reputation
Leads the alignment of people, processes and brands to deliver company values and maintain corporate
5.1.2
reputation
5.1.3
Demonstrates limited knowledge of relevant legislation and regulation
Ensures that all marketing activities comply with corporate governance processesand relevant
5.1.4
legislation and regulation
5.1.5
Manages corporate governance, risk and compliance with relevant legislation
Directsthe implementation of corporate governance through effective risk management and ensures
5.1.6
that all employees comply with relevant regulation and legislation
5.2 Strategy
5.2.1
Synthesises information from multiple sources to support the strategy process
Promotes a strong customer focus and influences strategy formulation and corporate investment
5.2.2
decisions
5.2.3
Develops tactical marketing campaigns to assist in the achievement of operational marketing goals
5.2.4
Develops and updates the operational marketing plan in alignment with business goals
5.2.5
Leads the alignment of the marketing plan to the strategic goals of the business
5.3 Monitor Market Conditions
5.3.1
Estimate consumer demand and determine the types and amounts of goods to be sold.
Attend sales or trade meetings or read related publications to obtain information about market
5.3.2
conditions, business trends, environmental regulations, or industry developments.
5.3.3
Monitor market conditions, product innovations, and competitors' products, prices, and sales.
5.1.1
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Code
5.3.4
5.3.5

Forecast and track marketing and sales trends, analyzing collected data.
Gather data on competitors and analyze their prices, sales, and method of marketing and distribution.
5.4 Project Management
Independently managers project timelines, resources, staff and leads implementation efforts in all
5.4.1
communications areas.
5.4.2
Plans and manages multi-faceted and specialized projects.
Conceptualizes and creates communications as they relate to the area of responsibility from creation
5.4.3
through delivery.

Tier 6: Occupation Specific Technical Competencies

6

6.1 Data Collection

Gather data on competitors and analyze their prices, sales, and method of marketing and distribution.
Measure and assess customer and employee satisfaction.
Monitor industry statistics and follow trends in trade literature.
6.2 Research & Analysis
6.2.1
Convert data into actionable insights and trends
6.2.2
Present results in meaningful way for clients and organization
Analyze data on customer demographics, preferences, needs, and buying habits to identify potential
6.2.3
markets and factors affecting product demand.
Conduct research on consumer opinions and marketing strategies, collaborating with marketing
6.2.4
professionals, statisticians, pollsters, and other professionals.
6.3 Insights
6.3.1
Identifies options for gathering information needed to inform marketing plans
6.3.2
Manages information related projects
6.3.3
Defines and prioritises the insights needed to achieve business and marketing goals
Develops insights about the organisation, its environment and its customers that impact business
6.3.4
decisions
6.4 Branding
6.4.1
Recognises the role of brand guidelines in protecting the brand
Assists in the management of brand(s) through the implementation of brand plans within brand
6.4.2
guidelines
6.4.3
Manages brand(s) and implement brand plans within brand guidelines
6.4.4
Manages brand(s) and coordinates brand support activities
6.4.5
Distils the essence of the brand and/or maintains a portfolio of brands
Recognises the importance of measuring brand performance and using the results to inform future
6.4.6
activities
6.4.7
Assists in the analysis and measurement of brand effectiveness
6.4.8
Analyses, measures and reports on brand effectiveness
6.4.9
Uses brand tracking and/or performance analysis to inform future brand activities
6.1.1
6.1.2
6.1.3

6.4.10

Defines the measures used to determine brand effectiveness and use results to inform future activities
6.5 Digital Integration

Code
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
8.1.9
8.1.10
8.1.11
8.1.12
8.1.13
8.1.14
8.2
8.2.1
8.2.2
8.2.3
8.2.4
8.2.5
8.2.6
8.2.7
8.2.8
8.2.9
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Recognises the importance of integrating digital and physical marketing activities
Assists with the integration of digital and physical marketing
Contributes to the embedding of digital capability to the benefit of the customer
Manages the embedding of digital capability into marketing plans to the benefit of the customer
Contributes to the implementation of digitally enhanced marketing plans
Manages the implementation of digitally enhanced marketing plans
Leads the implementation of digitally enhanced marketing strategy

Tier 7: Occupation Specific Requirements
Bachelor's degree

Tier 8: Management Competencies

Relationship Management
Oversees transactional and/or preliminary stage of employee relations issues
Assists early-level HR professionals in building networks with higher-level leaders in the organization
Recognizes potential employee relations issues in a proactive manner and either resolves the issue or
moves the concern to senior leaders
Mediates difficult interactions, escalating problems to higher level when warranted
Develops network of contacts of internal and external stakeholders including frontline managers, HR
peers, and job candidates
Develops a reputation as a neutral and approachable HR professional serving employees and the
organization
Oversees interactions with vendors/suppliers to maintain service quality
Ensures early-level HR professionals are providing customer-oriented service
Ensures that HR decisions from senior leaders are understood and communicated by HR
representatives
Fosters positive team environment among staff
Identifies staff networking opportunities and venues
Assists senior HR professionals in the facilitation of difficult interactions among stakeholders
Develops new partnerships with employees and frontline managers
Facilitates conflict resolution meetings
Ethical Practice
Maintains general knowledge of ethical laws, standards, legislation, and trends that may affect
organizational HR practice
Reinforces difficult decisions that align with organizational strategies and values
Establishes one's self as a credible resource for all issues involving employees and management
Develops and supports systems for reporting unethical behavior
Enforces policies consistently
Establishes one's self as a credible and trustworthy source for employees to voice concerns
Influences others to behave in an ethical manner
Performs as an ethical role model and positively influences managerial integrity and accountability
Implements training programs regarding ethics laws, standards, and policies

Code
8.2.10
8.2.11
8.2.12
8.3
8.3.1
8.3.2
8.3.3
8.3.4
8.3.5
8.3.6
8.3.7
8.3.8
8.3.9
8.3.10
8.3.11
8.3.12
8.3.13
8.3.14
8.3.15
8.4
8.4.1
8.4.2
8.4.3
8.4.4
8.4.5
8.4.6
8.4.7
8.4.8
8.4.9
8.4.10
8.4.11
8.4.12
8.4.13
8.4.14
8.5
8.5.1
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Takes immediate and appropriate action regarding reports of unethical behavior or conflicts of interest
Audits and monitors adherence to policies and procedures
Creates processes to ensure confidentiality and privacy of employee information and company data
Critical Evaluation
Maintains working knowledge of measurement concepts, data collection, and analysis
Maintains working knowledge of statistics and metrics
Asks critical questions to prepare and interpret data studies/metrics
Conducts assessments to address problems and implements solutions within business units
Evaluates information gathered through research conducted
Conducts effective program evaluation
Maintains knowledge in the use of data, evidence-based research, benchmarks, HR and business
metrics to make critical decisions
Identifies patterns in data and raises relevant issues to higher-level management
Differentiates best practices that will work for own organization/business unit
Ensures quality work product
Executes case and pilot studies to evaluate to address specific problems and questions
Analyzes data and reports findings and trends
Maintains objectivity during critical evaluation processes
Analyzes data and seeks root causes
Masters research methods and applies them to work
Business Acumen
Maintains functional knowledge of organizational business units
Gathers, assembles, and reports HR metrics and labor market trends
Utilizes appropriate business terms and vocabulary in interactions with employees and leaders
Develops skill in building business cases for HR projects and initiatives
Maintains knowledge of HR metrics and business metrics including Key Performance Indicators and
relationships with one another
Develops HR marketing messages to both internal and external audiences
Maintains working knowledge of business lines as well as competitive market
Manages project and initiative budgets
Analyzes data for HR metrics to make recommendations
Defines critical activities in terms of value added, impact, utility derived from cost-benefit analysis
Manages process improvement initiatives
Implements organization-wide business practices/operations
Develops the ability to apply the principles of finance, marketing, economics, sales, technology, and
business systems to internal HR processes and policies
Implements HR and business technology plans to solve business problems and needs
Change Management
Recognizing “where” change needs to happen and communicating it to others

Code
8.5.2
8.5.3
8.5.4
8.5.5
8.6
8.6.1
8.6.2
8.6.3
8.6.4

8.6.5

Alabama Competency Model Market Research Analysts and Marketing
Specialists
Defining and communicating a compelling vision of the future that makes adaptive responses to the
present appear both feasible and desirable to stakeholders
Proactively and repeatedly searching out opportunities to talk about the new vision in both formal and
informal settings at all levels of the organization
Challenging the status quo with facts, figures and logical reasoning about its advantages and drawbacks
Personally initiating tangible actions to reinforce or support the new vision (e.g., organizational
restructuring, budgeting changes, new performance metrics, etc.)
Building Partnerships
Develops and maintains professional partnerships to support delivery of programmatic outputs
Identifies common interests and goals and carries out joint initiatives with a range of partners and
stakeholders.
Actively builds and maintains internal and external partnerships to achieve progress on objectives and
shared interests.
Actively involves partners and stakeholders to deliver programmatic outputs through collaboration
Builds and/or maintains partnerships through sharing of knowledge and best practice, treating
confidential information with due care, in compliance with the organization's regulations, rules and
policies.

MARKETING

Merchandise Displayers & Window Trimmers
ACCCP

Merchandising

Code
1
1.1
1.1.1
1.1.1.1
1.1.1.2
1.1.1.3
1.1.2
1.1.2.1
1.1.2.2
1.1.2.3
1.1.2.4
1.1.3
1.1.3.1
1.1.3.2
1.1.3.3
1.1.4
1.1.4.1
1.1.4.2
1.1.4.3
1.1.4.4
1.2
1.2.1
1.2.1.1
1.2.1.2
1.2.1.3
1.2.1.4
1.2.1.5
1.2.2
1.2.2.1
1.2.2.2
1.2.3
1.2.3.1
1.2.3.2
1.3
1.3.1
1.3.1.1
1.3.1.2

Alabama Competency Model Merchandise Displayers and Window Trimmers
Tier 1: Personal Effectiveness Competencies

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

Code
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

Alabama Competency Model Merchandise Displayers and Window Trimmers

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

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

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

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

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

Alabama Competency Model Merchandise Displayers and Window Trimmers
Integrate newly learned knowledge and skills with existing knowledge and skills.
Use newly learned knowledge and skills to complete tasks, particularly in new or unfamiliar
situations.

Tier 2: Academic Competencies

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

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

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

Code
2.5.2.1
2.5.2.2
2.5.2.3
2.5.2.4
2.5.2.5
2.5.2.6
2.5.3
2.5.3.1
2.5.3.2
2.5.3.3
2.5.4
2.5.4.1
2.5.4.2
2.5.4.3
2.6
2.6.1
2.6.1.1
2.6.1.2
2.6.1.3
2.6.1.4
2.6.1.5
2.6.2
2.6.2.1
2.6.2.2
2.7
2.7.1
2.7.1.1
2.7.1.2
2.7.2
2.7.2.1
2.7.2.2

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

Code
2.7.2.3
2.7.2.4
2.7.2.5
2.7.3
2.7.3.1
2.7.3.2
2.7.3.3
2.7.3.4
2.7.3.5
2.7.4
2.7.4.1
2.7.4.2
2.7.4.3
2.7.4.4
2.7.4.5
2.7.4.6
3
3.1
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
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Use presentation software to create, manipulate, edit, and present digital representations of
information to an audience.
Use database software to manage data.
Create and maintain a well-organized electronic file storage system.
Using the Internet and email
Use the Internet to search for online information and interact with Web sites.
Use the Internet and web-based tools to manage basic workplace tasks (e.g., calendar management,
contacts management, and timekeeping).
Use electronic mail to communicate in the workplace.
Understand the different types of social media and their appropriate workplace and non-workplace
uses, and the impact that various social media activities can have on one’s personal and professional
Employ collaborative/groupware applications to facilitate group work.
Ensuring computer security
Understand and comply with the organization’s privacy policy and information security guidelines.
Defend against potential abuses of private information.
Recognize and respond appropriately to suspicious vulnerabilities and threats.
Use the most recent security software, web browser, and operating system to protect against online
threats.
Utilize strong passwords, passphrases, and basic encryption.
Recognize secure Web addresses.

Tier 3: Workplace Competencies

Teamwork: Working cooperatively with others to complete work assignments.
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

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

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

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

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

Code
3.9.1.3
3.9.2
3.9.2.1
3.9.2.2
3.9.3
3.9.3.1
3.9.3.2
3.9.3.3
3.9.3.4
4
4.1
4.1.1
4.1.2
4.1.3
4.1.4
4.2
4.2.1
4.2.2
4.2.3
4.2.4
4.3
4.4
4.5
4.5.1
4.5.2
4.5.3
4.5.4
4.5.5
4.5.6
4.5.7
4.5.8
4.5.9
4.6
4.6.1
4.6.2
4.6.3
4.6.4
4.6.5
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Grasp the potential impact of the company’s well-being on employees.
Business ethics
Act in the best interest of the company, the community, and the environment.
Comply with applicable laws and rules governing work and report loss, waste, or theft of company
property to appropriate personnel.
Market knowledge
Understand market trends in the industry and the company’s position in the market.
Know who the company’s primary competitors are and stay current on organizational strategies to
maintain competitiveness.
Uphold the organization through building and maintaining customer relations.
Recognize major challenges faced by the organization and industry, and identify key strategies to
address challenges.

Tier 4: Ready to Work Cluster Specific Competencies

Sales: Initiative to build and close sales.
Learn about products and services
Assess customer needs
Build the sale
Gain customer commitment and closes the sale
Customer Service: Initiative to build a customer base and customer loyalty.
Initiate customer contact
Educate the customer
Build customer relations
Meet customer needs and provide ongoing support
Merchandising/Retailing: Knowledge of company’s and competing product lines and the methods to
display them.
Operations: Knowledge of the functions that support sales and service.
Promotion
Explain the role of promotion
Prepare a promotional budget
Develop a promotional plan
Write a news release
Obtain publicity
Select sales-promotion options such as coupons, display, email
Compare types of advertising media
Conceptualize and design advertisements
Evaluate effectiveness of advertising
Marketing and Sales: Promote and sell industry services and products (events).
Define marketing and explain its purpose related to business outcomes
Explain the relationship between marketing and sales
Understand promotion, selling, and closing strategies
Identify and pursue prospective customers and appropriate customer segments
Selection of services based on the match between customer needs and product specifications

Code
4.6.6
4.6.7
4.6.8
4.6.9
4.6.10
4.6.11
4.6.12
4.6.13
5
5.1
5.1.1
5.1.2
5.2
5.2.1
5.2.2
5.2.3
5.2.4
5.3
5.3.1
5.3.2
5.3.3
5.3.4
5.4
5.4.1
5.4.2
6
6.1
6.1.1
6.1.2
6.2
6.2.1
6.2.2
6.3
6.3.1
6.3.2

Alabama Competency Model Merchandise Displayers and Window Trimmers
Inform customers of service contracts, offered services, estimated cost, delivery of services, etc
Utilize a variety of payment options to facilitate customer payments for services
Monitor customer preferences to determine focus of sales efforts and services
Research customers’ business objectives and tailor sales approach
Emphasize and promote features in marketing or sales
Awareness of social/digital media and integrated marketing and communications trends
Benefits of collaboration with other industries to provide an inclusive product to customers
Develop an understanding of primary and secondary competitors in your market

Tier 5: Career Pathway Technical Competencies

Monitor Current Trends
Research new software or design concepts.
Research current trends and new technology, such as printing production techniques, computer
software, and design trends.
Monitor Surroundings
Judge the value of objects, actions, or people
Observe details of objects that are nearby or far away
See objects in very low or very bright or glaring light
Be aware of your physical setting in relationship to other objects/equipment
Analyze Project Requirements
Gather data to identify customer requirements
Interpret, evaluate and confirm requirements
Identify time, technology and resource constraints and delivery options
Review and refine document plan
Collaboration
Consult with advertising or sales staff to determine type of merchandise to be featured and time and
place for each display.
Collaborate with others to obtain products or other display items.

Tier 6: Occupation Specific Technical Competencies

Maintain Inventory
Maintain props, products, or mannequins, inspecting them for imperfections, doing touch-ups, cleaning
up after customers, or applying preservative coatings as necessary.
Store, pack, and maintain inventory records of props, products, or display items.
Production Content
Consult with store managers, buyers, sales associates, housekeeping staff, or engineering staff to
determine appropriate placement of displays or products.
Obtain plans from display designers or display managers and discuss their implementation with clients
or supervisors.
Arrange Products
Assemble or set up displays, furniture, or products in store space, using colors, lights, pictures, or other
accessories to display the product.
Place prices or descriptive signs on backdrops, fixtures, merchandise, or floor.

Code
6.3.3
6.3.4
6.3.5
6.3.6
6.3.7
6.3.8
6.4
6.4.1
6.4.2
6.4.3
6.5
6.5.1
6.5.2
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
8.1.9
8.1.10
8.1.11
8.1.12
8.1.13
8.1.14
8.2
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Change or rotate window displays, interior display areas, or signage to reflect changes in inventory or
promotion.
Arrange properties, furniture, merchandise, backdrops, or other accessories, as shown in prepared
sketches.
Construct or assemble displays or display components from fabric, glass, paper, or plastic, using hand
tools or woodworking power tools, according to specifications.
Dress mannequins for displays.
Install booths, exhibits, displays, carpets, or drapes, as guided by floor plan of building or specifications.
Install decorations, such as flags, banners, festive lights, or bunting on or in building, street, exhibit hall,
or booth.
Design Concepts
Develop ideas or plans for merchandise displays or window decorations.
Use computers to produce signage.
Prepare sketches, floor plans, or models of proposed displays.
Showroom display
Cut out designs on cardboard, hardboard, or plywood, according to motif of event.
Assemble or set up displays, furniture, or products in store space, using colors, lights, pictures, or other
accessories to display the product.

Tier 7: Occupation Specific Requirements
High school diploma or equivalent

Tier 8: Management Competencies

Relationship Management
Oversees transactional and/or preliminary stage of employee relations issues
Assists early-level HR professionals in building networks with higher-level leaders in the organization
Recognizes potential employee relations issues in a proactive manner and either resolves the issue or
moves the concern to senior leaders
Mediates difficult interactions, escalating problems to higher level when warranted
Develops network of contacts of internal and external stakeholders including frontline managers, HR
peers, and job candidates
Develops a reputation as a neutral and approachable HR professional serving employees and the
organization
Oversees interactions with vendors/suppliers to maintain service quality
Ensures early-level HR professionals are providing customer-oriented service
Ensures that HR decisions from senior leaders are understood and communicated by HR
representatives
Fosters positive team environment among staff
Identifies staff networking opportunities and venues
Assists senior HR professionals in the facilitation of difficult interactions among stakeholders
Develops new partnerships with employees and frontline managers
Facilitates conflict resolution meetings
Ethical Practice

Code
8.2.1
8.2.2
8.2.3
8.2.4
8.2.5
8.2.6
8.2.7
8.2.8
8.2.9
8.2.10
8.2.11
8.2.12
8.3
8.3.1
8.3.2
8.3.3
8.3.4
8.3.5
8.3.6
8.3.7
8.3.8
8.3.9
8.3.10
8.3.11
8.3.12
8.3.13
8.3.14
8.3.15
8.4
8.4.1
8.4.2
8.4.3
8.4.4
8.4.5
8.4.6
8.4.7
8.4.8
8.4.9
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Maintains general knowledge of ethical laws, standards, legislation, and trends that may affect
organizational HR practice
Reinforces difficult decisions that align with organizational strategies and values
Establishes one's self as a credible resource for all issues involving employees and management
Develops and supports systems for reporting unethical behavior
Enforces policies consistently
Establishes one's self as a credible and trustworthy source for employees to voice concerns
Influences others to behave in an ethical manner
Performs as an ethical role model and positively influences managerial integrity and accountability
Implements training programs regarding ethics laws, standards, and policies
Takes immediate and appropriate action regarding reports of unethical behavior or conflicts of interest
Audits and monitors adherence to policies and procedures
Creates processes to ensure confidentiality and privacy of employee information and company data
Critical Evaluation
Maintains working knowledge of measurement concepts, data collection, and analysis
Maintains working knowledge of statistics and metrics
Asks critical questions to prepare and interpret data studies/metrics
Conducts assessments to address problems and implements solutions within business units
Evaluates information gathered through research conducted
Conducts effective program evaluation
Maintains knowledge in the use of data, evidence-based research, benchmarks, HR and business
metrics to make critical decisions
Identifies patterns in data and raises relevant issues to higher-level management
Differentiates best practices that will work for own organization/business unit
Ensures quality work product
Executes case and pilot studies to evaluate to address specific problems and questions
Analyzes data and reports findings and trends
Maintains objectivity during critical evaluation processes
Analyzes data and seeks root causes
Masters research methods and applies them to work
Business Acumen
Maintains functional knowledge of organizational business units
Gathers, assembles, and reports HR metrics and labor market trends
Utilizes appropriate business terms and vocabulary in interactions with employees and leaders
Develops skill in building business cases for HR projects and initiatives
Maintains knowledge of HR metrics and business metrics including Key Performance Indicators and
relationships with one another
Develops HR marketing messages to both internal and external audiences
Maintains working knowledge of business lines as well as competitive market
Manages project and initiative budgets
Analyzes data for HR metrics to make recommendations

Code
8.4.10
8.4.11
8.4.12
8.4.13
8.4.14
8.5
8.5.1
8.5.2
8.5.3
8.5.4
8.5.5
8.6
8.6.1
8.6.2
8.6.3
8.6.4

8.6.5
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Defines critical activities in terms of value added, impact, utility derived from cost-benefit analysis
Manages process improvement initiatives
Implements organization-wide business practices/operations
Develops the ability to apply the principles of finance, marketing, economics, sales, technology, and
business systems to internal HR processes and policies
Implements HR and business technology plans to solve business problems and needs
Change Management
Recognizing “where” change needs to happen and communicating it to others
Defining and communicating a compelling vision of the future that makes adaptive responses to the
present appear both feasible and desirable to stakeholders
Proactively and repeatedly searching out opportunities to talk about the new vision in both formal and
informal settings at all levels of the organization
Challenging the status quo with facts, figures and logical reasoning about its advantages and drawbacks
Personally initiating tangible actions to reinforce or support the new vision (e.g., organizational
restructuring, budgeting changes, new performance metrics, etc.)
Building Partnerships
Develops and maintains professional partnerships to support delivery of programmatic outputs
Identifies common interests and goals and carries out joint initiatives with a range of partners and
stakeholders.
Actively builds and maintains internal and external partnerships to achieve progress on objectives and
shared interests.
Actively involves partners and stakeholders to deliver programmatic outputs through collaboration
Builds and/or maintains partnerships through sharing of knowledge and best practice, treating
confidential information with due care, in compliance with the organization's regulations, rules and
policies.

MARKETING

Supervisors of Retail Sales Workers
ACCCP

Professional Sales

Code
1
1.1
1.1.1
1.1.1.1
1.1.1.2
1.1.1.3
1.1.2
1.1.2.1
1.1.2.2
1.1.2.3
1.1.2.4
1.1.3
1.1.3.1
1.1.3.2
1.1.3.3
1.1.4
1.1.4.1
1.1.4.2
1.1.4.3
1.1.4.4
1.2
1.2.1
1.2.1.1
1.2.1.2
1.2.1.3
1.2.1.4
1.2.1.5
1.2.2
1.2.2.1
1.2.2.2
1.2.3
1.2.3.1
1.2.3.2
1.3
1.3.1
1.3.1.1
1.3.1.2
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Tier 1: Personal Effectiveness Competencies

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

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

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

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

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

Tier 2: Academic Competencies

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

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

Code
2.5.2.1
2.5.2.2
2.5.2.3
2.5.2.4
2.5.2.5
2.5.2.6
2.5.3
2.5.3.1
2.5.3.2
2.5.3.3
2.5.4
2.5.4.1
2.5.4.2
2.5.4.3
2.6
2.6.1
2.6.1.1
2.6.1.2
2.6.1.3
2.6.1.4
2.6.1.5
2.6.2
2.6.2.1
2.6.2.2
2.7
2.7.1
2.7.1.1
2.7.1.2
2.7.2
2.7.2.1
2.7.2.2

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

Code
2.7.2.3
2.7.2.4
2.7.2.5
2.7.3
2.7.3.1
2.7.3.2
2.7.3.3
2.7.3.4
2.7.3.5
2.7.4
2.7.4.1
2.7.4.2
2.7.4.3
2.7.4.4
2.7.4.5
2.7.4.6
3
3.1
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
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Use presentation software to create, manipulate, edit, and present digital representations of
information to an audience.
Use database software to manage data.
Create and maintain a well-organized electronic file storage system.
Using the Internet and email
Use the Internet to search for online information and interact with Web sites.
Use the Internet and web-based tools to manage basic workplace tasks (e.g., calendar management,
contacts management, and timekeeping).
Use electronic mail to communicate in the workplace.
Understand the different types of social media and their appropriate workplace and non-workplace
uses, and the impact that various social media activities can have on one’s personal and professional
Employ collaborative/groupware applications to facilitate group work.
Ensuring computer security
Understand and comply with the organization’s privacy policy and information security guidelines.
Defend against potential abuses of private information.
Recognize and respond appropriately to suspicious vulnerabilities and threats.
Use the most recent security software, web browser, and operating system to protect against online
threats.
Utilize strong passwords, passphrases, and basic encryption.
Recognize secure Web addresses.

Tier 3: Workplace Competencies

Teamwork: Working cooperatively with others to complete work assignments.
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

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

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

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

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

Code
3.9.1.3
3.9.2
3.9.2.1
3.9.2.2
3.9.3
3.9.3.1
3.9.3.2
3.9.3.3
3.9.3.4
4
4.1
4.1.1
4.1.2
4.1.3
4.1.4
4.2
4.2.1
4.2.2
4.2.3
4.2.4
4.3
4.4
4.5
4.5.1
4.5.2
4.5.3
4.5.4
4.5.5
4.5.6
4.5.7
4.5.8
4.5.9
4.6
4.6.1
4.6.2
4.6.3
4.6.4
4.6.5
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Grasp the potential impact of the company’s well-being on employees.
Business ethics
Act in the best interest of the company, the community, and the environment.
Comply with applicable laws and rules governing work and report loss, waste, or theft of company
property to appropriate personnel.
Market knowledge
Understand market trends in the industry and the company’s position in the market.
Know who the company’s primary competitors are and stay current on organizational strategies to
maintain competitiveness.
Uphold the organization through building and maintaining customer relations.
Recognize major challenges faced by the organization and industry, and identify key strategies to
address challenges.

Tier 4: Ready to Work Cluster Specific Competencies

Sales: Initiative to build and close sales.
Learn about products and services
Assess customer needs
Build the sale
Gain customer commitment and closes the sale
Customer Service: Initiative to build a customer base and customer loyalty.
Initiate customer contact
Educate the customer
Build customer relations
Meet customer needs and provide ongoing support
Merchandising/Retailing: Knowledge of company’s and competing product lines and the methods to
display them.
Operations: Knowledge of the functions that support sales and service.
Promotion
Explain the role of promotion
Prepare a promotional budget
Develop a promotional plan
Write a news release
Obtain publicity
Select sales-promotion options such as coupons, display, email
Compare types of advertising media
Conceptualize and design advertisements
Evaluate effectiveness of advertising
Marketing and Sales: Promote and sell industry services and products (events).
Define marketing and explain its purpose related to business outcomes
Explain the relationship between marketing and sales
Understand promotion, selling, and closing strategies
Identify and pursue prospective customers and appropriate customer segments
Selection of services based on the match between customer needs and product specifications

Code
4.6.6
4.6.7
4.6.8
4.6.9
4.6.10
4.6.11
4.6.12
4.6.13
5
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Inform customers of service contracts, offered services, estimated cost, delivery of services, etc
Utilize a variety of payment options to facilitate customer payments for services
Monitor customer preferences to determine focus of sales efforts and services
Research customers’ business objectives and tailor sales approach
Emphasize and promote features in marketing or sales
Awareness of social/digital media and integrated marketing and communications trends
Benefits of collaboration with other industries to provide an inclusive product to customers
Develop an understanding of primary and secondary competitors in your market

Tier 5: Career Pathway Technical Competencies

5.1 Contact Customers

Visit retailers and sales representatives to promote products and gather information.
Visit establishments to evaluate needs or to promote product or service sales.
Contact new or existing customers to discuss how specific products or services can meet their needs.
Contact regular and prospective customers to demonstrate products, explain product features, and
5.1.4
solicit orders.
5.1.5
Contact previous clients for prospecting of referral business.
5.1.6
Contact property owners and advertise services to solicit property sales listings.
5.2 Product Information
5.2.1
Demonstrate equipment to customers and explain functioning of equipment.
Emphasize product features based on analyses of customers' needs and on technical knowledge of
5.2.2
product capabilities and limitations.
Inform customers of estimated delivery schedules, service contracts, warranties, or other information
5.2.3
pertaining to purchased products.
Present information to customers about the energy efficiency or environmental impact of scientific or
5.2.4
technical products.
Provide customers with information, such as quotes, orders, sales, shipping, warranties, credit, funding
5.2.5
options, incentives, or tax rebates.
Provide technical information about solar power, solar systems, equipment, and services to potential
5.2.6
customers or dealers.
5.2.7
Estimate or quote prices, credit or contract terms, warranties, and delivery dates.
Display commercial, industrial, agricultural, and residential properties to clients and explain their
5.2.8
features.
5.3 Contracts & Sales Documents
Prepare rental or lease agreements, specifying charges and payment procedures for use of machinery,
5.3.1
tools, or other items.
5.3.2
Prepare sales slips or sales contracts.
5.3.3
Prepare and submit sales contracts for orders.
5.3.4
Prepare proposals, quotes, contracts, or presentations for potential solar customers.
5.3.5
Prepare sales contracts and order forms.
5.3.6
Obtain agreements from property owners to place properties for sale with real estate firms.
Prepare documents such as representation contracts, purchase agreements, closing statements, deeds,
5.3.7
and leases.
5.1.1
5.1.2
5.1.3

Code
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5.4 Collect Information

Visit retailers and sales representatives to promote products and gather information.
Read catalogs, microfiche viewers, or computer displays to determine replacement part stock numbers
5.4.2
and prices.
Determine replacement parts required, according to inspections of old parts, customer requests, or
5.4.3
customers' descriptions of malfunctions.
5.4.4
Visit establishments to evaluate needs or to promote product or service sales.
5.4.5
Obtain building blueprints or specifications for use by engineering departments in bid preparations.
5.4.6
Gather information from prospective customers to identify their solar energy needs.
5.4.7
Interview clients to determine what kinds of properties they are seeking.
5.5 Monitor Market Conditions
5.5.1
Estimate consumer demand and determine the types and amounts of goods to be sold.
Attend sales or trade meetings or read related publications to obtain information about market
5.5.2
conditions, business trends, environmental regulations, or industry developments.
5.5.3
Monitor market conditions, product innovations, and competitors' products, prices, and sales.
Maintain awareness of current income tax regulations, local zoning, building and tax laws, and growth
5.5.4
possibilities of the area where a property is located.
Maintain working knowledge of various factors that determine a farm's capacity to produce, such as
5.5.5
agricultural variables and proximity to market centers and transportation facilities.
5.4.1

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
6.2
6.2.1
6.2.2
6.2.3
6.3
6.3.1

Tier 6: Occupation Specific Technical Competencies

Arrange Products
Assemble or set up displays, furniture, or products in store space, using colors, lights, pictures, or other
accessories to display the product.
Place prices or descriptive signs on backdrops, fixtures, merchandise, or floor.
Change or rotate window displays, interior display areas, or signage to reflect changes in inventory or
promotion.
Arrange properties, furniture, merchandise, backdrops, or other accessories, as shown in prepared
sketches.
Construct or assemble displays or display components from fabric, glass, paper, or plastic, using hand
tools or woodworking power tools, according to specifications.
Dress mannequins for displays.
Install booths, exhibits, displays, carpets, or drapes, as guided by floor plan of building or specifications.
Install decorations, such as flags, banners, festive lights, or bunting on or in building, street, exhibit hall,
or booth.
Design Concepts
Develop ideas or plans for merchandise displays or window decorations.
Use computers to produce signage.
Prepare sketches, floor plans, or models of proposed displays.
Maintain Inventory
Maintain props, products, or mannequins, inspecting them for imperfections, doing touch-ups, cleaning
up after customers, or applying preservative coatings as necessary.

Code
6.3.2
6.4
6.4.1
6.4.2
6.4.3
6.4.4
6.5
6.5.1
6.5.2
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
8.1.9
8.1.10
8.1.11
8.1.12
8.1.13
8.1.14
8.2
8.2.1
8.2.2
8.2.3
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Store, pack, and maintain inventory records of props, products, or display items.
Process Sales
Receive and fill telephone orders for parts.
Receive payment or obtain credit authorization.
Examine returned parts for defects, and exchange defective parts or refund money.
Prepare and submit sales contracts for orders.
Production Content
Consult with store managers, buyers, sales associates, housekeeping staff, or engineering staff to
determine appropriate placement of displays or products.
Obtain plans from display designers or display managers and discuss their implementation with clients
or supervisors.
Showroom display
Cut out designs on cardboard, hardboard, or plywood, according to motif of event.
Assemble or set up displays, furniture, or products in store space, using colors, lights, pictures, or other
accessories to display the product.

Tier 7: Occupation Specific Requirements
High school diploma or equivalent

Tier 8: Management Competencies

Relationship Management
Oversees transactional and/or preliminary stage of employee relations issues
Assists early-level HR professionals in building networks with higher-level leaders in the organization
Recognizes potential employee relations issues in a proactive manner and either resolves the issue or
moves the concern to senior leaders
Mediates difficult interactions, escalating problems to higher level when warranted
Develops network of contacts of internal and external stakeholders including frontline managers, HR
peers, and job candidates
Develops a reputation as a neutral and approachable HR professional serving employees and the
organization
Oversees interactions with vendors/suppliers to maintain service quality
Ensures early-level HR professionals are providing customer-oriented service
Ensures that HR decisions from senior leaders are understood and communicated by HR
representatives
Fosters positive team environment among staff
Identifies staff networking opportunities and venues
Assists senior HR professionals in the facilitation of difficult interactions among stakeholders
Develops new partnerships with employees and frontline managers
Facilitates conflict resolution meetings
Ethical Practice
Maintains general knowledge of ethical laws, standards, legislation, and trends that may affect
organizational HR practice
Reinforces difficult decisions that align with organizational strategies and values
Establishes one's self as a credible resource for all issues involving employees and management

Code
8.2.4
8.2.5
8.2.6
8.2.7
8.2.8
8.2.9
8.2.10
8.2.11
8.2.12
8.3
8.3.1
8.3.2
8.3.3
8.3.4
8.3.5
8.3.6
8.3.7
8.3.8
8.3.9
8.3.10
8.3.11
8.3.12
8.3.13
8.3.14
8.3.15
8.4
8.4.1
8.4.2
8.4.3
8.4.4
8.4.5
8.4.6
8.4.7
8.4.8
8.4.9
8.4.10
8.4.11
8.4.12
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Develops and supports systems for reporting unethical behavior
Enforces policies consistently
Establishes one's self as a credible and trustworthy source for employees to voice concerns
Influences others to behave in an ethical manner
Performs as an ethical role model and positively influences managerial integrity and accountability
Implements training programs regarding ethics laws, standards, and policies
Takes immediate and appropriate action regarding reports of unethical behavior or conflicts of interest
Audits and monitors adherence to policies and procedures
Creates processes to ensure confidentiality and privacy of employee information and company data
Critical Evaluation
Maintains working knowledge of measurement concepts, data collection, and analysis
Maintains working knowledge of statistics and metrics
Asks critical questions to prepare and interpret data studies/metrics
Conducts assessments to address problems and implements solutions within business units
Evaluates information gathered through research conducted
Conducts effective program evaluation
Maintains knowledge in the use of data, evidence-based research, benchmarks, HR and business
metrics to make critical decisions
Identifies patterns in data and raises relevant issues to higher-level management
Differentiates best practices that will work for own organization/business unit
Ensures quality work product
Executes case and pilot studies to evaluate to address specific problems and questions
Analyzes data and reports findings and trends
Maintains objectivity during critical evaluation processes
Analyzes data and seeks root causes
Masters research methods and applies them to work
Business Acumen
Maintains functional knowledge of organizational business units
Gathers, assembles, and reports HR metrics and labor market trends
Utilizes appropriate business terms and vocabulary in interactions with employees and leaders
Develops skill in building business cases for HR projects and initiatives
Maintains knowledge of HR metrics and business metrics including Key Performance Indicators and
relationships with one another
Develops HR marketing messages to both internal and external audiences
Maintains working knowledge of business lines as well as competitive market
Manages project and initiative budgets
Analyzes data for HR metrics to make recommendations
Defines critical activities in terms of value added, impact, utility derived from cost-benefit analysis
Manages process improvement initiatives
Implements organization-wide business practices/operations

Code
8.4.13
8.4.14
8.5
8.5.1
8.5.2
8.5.3
8.5.4
8.5.5
8.6
8.6.1
8.6.2
8.6.3
8.6.4

8.6.5
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Develops the ability to apply the principles of finance, marketing, economics, sales, technology, and
business systems to internal HR processes and policies
Implements HR and business technology plans to solve business problems and needs
Change Management
Recognizing “where” change needs to happen and communicating it to others
Defining and communicating a compelling vision of the future that makes adaptive responses to the
present appear both feasible and desirable to stakeholders
Proactively and repeatedly searching out opportunities to talk about the new vision in both formal and
informal settings at all levels of the organization
Challenging the status quo with facts, figures and logical reasoning about its advantages and drawbacks
Personally initiating tangible actions to reinforce or support the new vision (e.g., organizational
restructuring, budgeting changes, new performance metrics, etc.)
Building Partnerships
Develops and maintains professional partnerships to support delivery of programmatic outputs
Identifies common interests and goals and carries out joint initiatives with a range of partners and
stakeholders.
Actively builds and maintains internal and external partnerships to achieve progress on objectives and
shared interests.
Actively involves partners and stakeholders to deliver programmatic outputs through collaboration
Builds and/or maintains partnerships through sharing of knowledge and best practice, treating
confidential information with due care, in compliance with the organization's regulations, rules and
policies.

MARKETING

Supervisors of Non-Retail Sales Workers
ACCCP

Professional Sales

Code
1

Alabama Competency Model First-Line Supervisors of Non-Retail Sales Workers
Tier 1: Personal Effectiveness Competencies

Interpersonal Skills: Displaying the skills to work effectively with others from diverse backgrounds.
Demonstrating sensitivity/empathy
Show sincere interest in others and their concerns.
Demonstrate sensitivity to the needs and feelings of others.
Look for ways to help people and deliver assistance.
Demonstrating insight into behavior
Recognize and accurately interpret the communications of others as expressed through various
1.1.2.1
formats (e.g., writing, speech, American Sign Language, computers, etc.).
1.1.2.2
Recognize when relationships with others are strained.
Show understanding of others’ behaviors and motives by demonstrating appropriate responses.
1.1
1.1.1
1.1.1.1
1.1.1.2
1.1.1.3
1.1.2

1.1.2.3
1.1.2.4
1.1.3
1.1.3.1
1.1.3.2
1.1.3.3
1.1.4
1.1.4.1
1.1.4.2
1.1.4.3
1.1.4.4
1.2
1.2.1
1.2.1.1
1.2.1.2
1.2.1.3
1.2.1.4
1.2.1.5
1.2.2
1.2.2.1
1.2.2.2
1.2.3
1.2.3.1
1.2.3.2
1.3
1.3.1
1.3.1.1

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

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
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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
1.4
following through to get the job done.
1.4.1
Persisting
1.4.1.1
Pursue work with drive and a strong accomplishment orientation.
Persist to accomplish a task despite difficult conditions, tight deadlines, or obstacles and setbacks.
1.4.1.2
1.4.2
1.4.2.1
1.4.2.2
1.4.2.3
1.4.3
1.4.3.1
1.4.3.2
1.4.3.3
1.4.4
1.4.4.1
1.4.4.2
1.4.4.3
1.4.4.4
1.4.5
1.4.5.1
1.4.5.2
1.5
1.5.1
1.5.1.1
1.5.1.2
1.5.1.3

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

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

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

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

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

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

Tier 2: Academic Competencies

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

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

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

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

Code
2.4.2.1
2.5
2.5.1
2.5.1.1
2.5.1.2
2.5.1.3
2.5.1.4
2.5.1.5
2.5.2
2.5.2.1
2.5.2.2
2.5.2.3
2.5.2.4
2.5.2.5
2.5.2.6
2.5.3
2.5.3.1
2.5.3.2
2.5.3.3
2.5.4
2.5.4.1
2.5.4.2
2.5.4.3
2.6
2.6.1
2.6.1.1
2.6.1.2
2.6.1.3
2.6.1.4
2.6.1.5

Alabama Competency Model First-Line Supervisors of Non-Retail Sales Workers
Apply basic scientific principles and technology to complete tasks.
Communication: Listening, speaking, and signaling so others can understand (with accommodation if
Communicating
Express relevant information appropriately to individuals or groups taking into account the audience
and the nature of the information (e.g., technical or controversial).
Convey information clearly, correctly, and succinctly.
Use common English conventions including proper grammar, tone, and pace.
Effectively establish interpersonal contact with one or more individuals using eye contact, body
language and non-verbal expression as appropriate to the person’s culture.
Ask questions or report problems or concerns to people in authority when information or
procedures are unclear or need improvement, or when feeling unsafe or threatened in the
workplace.
Receiving information
Attend to, understand, interpret, and respond to messages received in a variety of ways, including
hearing, American Sign Language, instant messaging, text-to-speech devices, and other methods.
Comprehend complex instructions.
Identify feelings and concerns communicated in various formats, such as writing, speech, American
Sign Language, computers, etc. and responds appropriately.
Consider others’ viewpoints and alter opinion when it is appropriate to do so.
Apply active interpersonal communication skills using reflection, restatement, questioning, and
clarification.
Effectively answer questions of others or communicate an inability to do so and suggest other
sources of answers.
Observing carefully
Notice nonverbal cues and respond appropriately.
Attend to visual sources of information (e.g., video).
Ascertain relevant visual information and use appropriately.
Persuasion/Influence
Influence others.
Persuasively present thoughts and ideas.
Gain commitment and ensure support for proposed ideas.
Critical and Analytical Thinking: Using logical thought processes to analyze information and draw
conclusions.
Reasoning
Possess sufficient inductive and deductive reasoning ability to perform job successfully.
Critically review, analyze, synthesize, compare, and interpret information.
Draw conclusions from relevant and/or missing information.
Understand the principles underlying the relationship among facts and apply this understanding
when solving problems.
Use logic and reasoning to identify strengths and weaknesses of alternative solutions or approaches
to a problem.

Code
2.6.2
2.6.2.1
2.6.2.2
2.7
2.7.1
2.7.1.1
2.7.1.2
2.7.2
2.7.2.1
2.7.2.2
2.7.2.3
2.7.2.4
2.7.2.5
2.7.3
2.7.3.1
2.7.3.2
2.7.3.3
2.7.3.4
2.7.3.5
2.7.4
2.7.4.1
2.7.4.2
2.7.4.3
2.7.4.4
2.7.4.5
2.7.4.6
3
3.1
3.1.1
3.1.1.1
3.1.1.2
3.1.1.3
3.1.1.4
3.1.1.5
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Mental agility
Identify connections between issues.
Quickly understand, orient to, and integrate new information.
Basic Computer Skills: Using information technology and related applications to convey and retrieve
information (with accommodation when necessary).
Computer basics
Understand the basic functions and terminology related to computer hardware, software,
information systems, and communication devices.
Use basic computer software, hardware, and communication devices to perform tasks.
Using software
Use word processing software to compose, organize, edit, and print documents and other business
communications.
Use spreadsheet software to enter, manipulate, edit, and format text and numerical data.
Use presentation software to create, manipulate, edit, and present digital representations of
information to an audience.
Use database software to manage data.
Create and maintain a well-organized electronic file storage system.
Using the Internet and email
Use the Internet to search for online information and interact with Web sites.
Use the Internet and web-based tools to manage basic workplace tasks (e.g., calendar management,
contacts management, and timekeeping).
Use electronic mail to communicate in the workplace.
Understand the different types of social media and their appropriate workplace and non-workplace
uses, and the impact that various social media activities can have on one’s personal and professional
Employ collaborative/groupware applications to facilitate group work.
Ensuring computer security
Understand and comply with the organization’s privacy policy and information security guidelines.
Defend against potential abuses of private information.
Recognize and respond appropriately to suspicious vulnerabilities and threats.
Use the most recent security software, web browser, and operating system to protect against online
threats.
Utilize strong passwords, passphrases, and basic encryption.
Recognize secure Web addresses.

Tier 3: Workplace Competencies

Teamwork: Working cooperatively with others to complete work assignments.
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.

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

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

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

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

Code
3.8.2.3
3.8.2.4
3.8.3
3.8.3.1
3.8.3.2
3.8.3.3
3.8.3.4
3.8.4
3.8.4.1
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Attend to and follow through on important items requiring action.
Expedite forms, orders, or advances that require immediate attention.
Obtaining information
Obtain appropriate information, signatures, and approvals promptly.
Verify that all information is present and accurate before forwarding materials.
Compile, categorize, and verify information or data.
Apply systematic techniques for observing and gathering data.
Maintaining logs, records, and files
Organize records and files to maintain data.
Keep logs, records, and files that are up-to-date and readily accessible (e.g., driver logs, flight
3.8.4.2
records, repair records).
3.8.4.3
Update logs, records, and files, noting important changes.
3.8.4.4
File data and documentation in accordance with organization’s requirements.
Business Fundamentals: Using information on basic business principles, trends, and economics.
3.9

3.9.1
3.9.1.1
3.9.1.2
3.9.1.3
3.9.2
3.9.2.1
3.9.2.2
3.9.3
3.9.3.1
3.9.3.2
3.9.3.3
3.9.3.4
4
4.1
4.1.1
4.1.2
4.1.3
4.1.4
4.2
4.2.1
4.2.2
4.2.3
4.2.4

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

Tier 4: Ready to Work Cluster Specific Competencies

Sales: Initiative to build and close sales.
Learn about products and services
Assess customer needs
Build the sale
Gain customer commitment and closes the sale
Customer Service: Initiative to build a customer base and customer loyalty.
Initiate customer contact
Educate the customer
Build customer relations
Meet customer needs and provide ongoing support

Alabama Competency Model First-Line Supervisors of Non-Retail Sales Workers

Code

4.4
4.5
4.5.1
4.5.2
4.5.3
4.5.4
4.5.5
4.5.6
4.5.7
4.5.8
4.5.9
4.6
4.6.1
4.6.2
4.6.3
4.6.4
4.6.5

Merchandising/Retailing: Knowledge of company’s and competing product lines and the methods to
display them.
Operations: Knowledge of the functions that support sales and service.
Promotion
Explain the role of promotion
Prepare a promotional budget
Develop a promotional plan
Write a news release
Obtain publicity
Select sales-promotion options such as coupons, display, email
Compare types of advertising media
Conceptualize and design advertisements
Evaluate effectiveness of advertising
Marketing and Sales: Promote and sell industry services and products (events).
Define marketing and explain its purpose related to business outcomes
Explain the relationship between marketing and sales
Understand promotion, selling, and closing strategies
Identify and pursue prospective customers and appropriate customer segments
Selection of services based on the match between customer needs and product specifications

4.6.6

Inform customers of service contracts, offered services, estimated cost, delivery of services, etc

4.6.7
4.6.8
4.6.9
4.6.10
4.6.11
4.6.12
4.6.13

Utilize a variety of payment options to facilitate customer payments for services
Monitor customer preferences to determine focus of sales efforts and services
Research customers’ business objectives and tailor sales approach
Emphasize and promote features in marketing or sales
Awareness of social/digital media and integrated marketing and communications trends
Benefits of collaboration with other industries to provide an inclusive product to customers
Develop an understanding of primary and secondary competitors in your market

4.3

5
5.1.1
5.1.2
5.1.3

Tier 5: Career Pathway Technical Competencies

5.1 Contact Customers

Visit retailers and sales representatives to promote products and gather information.
Visit establishments to evaluate needs or to promote product or service sales.
Contact new or existing customers to discuss how specific products or services can meet their needs.

Contact regular and prospective customers to demonstrate products, explain product features, and
solicit orders.
5.1.5
Contact previous clients for prospecting of referral business.
5.1.6
Contact property owners and advertise services to solicit property sales listings.
5.2 Product Information
5.2.1
Demonstrate equipment to customers and explain functioning of equipment.
Emphasize product features based on analyses of customers' needs and on technical knowledge of
5.2.2
product capabilities and limitations.
5.1.4

Code
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Inform customers of estimated delivery schedules, service contracts, warranties, or other information
pertaining to purchased products.
Present information to customers about the energy efficiency or environmental impact of scientific or
5.2.4
technical products.
Provide customers with information, such as quotes, orders, sales, shipping, warranties, credit, funding
5.2.5
options, incentives, or tax rebates.
Provide technical information about solar power, solar systems, equipment, and services to potential
5.2.6
customers or dealers.
5.2.7
Estimate or quote prices, credit or contract terms, warranties, and delivery dates.
Display commercial, industrial, agricultural, and residential properties to clients and explain their
5.2.8
features.
5.3 Contracts & Sales Documents
Prepare rental or lease agreements, specifying charges and payment procedures for use of machinery,
5.3.1
tools, or other items.
5.3.2
Prepare sales slips or sales contracts.
5.3.3
Prepare and submit sales contracts for orders.
5.3.4
Prepare proposals, quotes, contracts, or presentations for potential solar customers.
5.3.5
Prepare sales contracts and order forms.
5.3.6
Obtain agreements from property owners to place properties for sale with real estate firms.
Prepare documents such as representation contracts, purchase agreements, closing statements, deeds,
5.3.7
and leases.
5.4 Collect Information
5.4.1
Visit retailers and sales representatives to promote products and gather information.
Read catalogs, microfiche viewers, or computer displays to determine replacement part stock numbers
5.4.2
and prices.
Determine replacement parts required, according to inspections of old parts, customer requests, or
5.4.3
customers' descriptions of malfunctions.
5.4.4
Visit establishments to evaluate needs or to promote product or service sales.
Obtain building blueprints or specifications for use by engineering departments in bid preparations.
5.2.3

5.4.5

Gather information from prospective customers to identify their solar energy needs.
Interview clients to determine what kinds of properties they are seeking.
5.5 Monitor Market Conditions
5.5.1
Estimate consumer demand and determine the types and amounts of goods to be sold.
Attend sales or trade meetings or read related publications to obtain information about market
5.5.2
conditions, business trends, environmental regulations, or industry developments.
5.5.3
Monitor market conditions, product innovations, and competitors' products, prices, and sales.
Maintain awareness of current income tax regulations, local zoning, building and tax laws, and growth
5.5.4
possibilities of the area where a property is located.
Maintain working knowledge of various factors that determine a farm's capacity to produce, such as
5.5.5
agricultural variables and proximity to market centers and transportation facilities.
5.4.6
5.4.7

6

Tier 6: Occupation Specific Technical Competencies

Code
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
6.2
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
6.4.3
6.4.4
6.5
6.5.1
6.5.2
6.6.
6.6.1
6.6.2
7
7.1
8
8.1
8.1.1
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Arrange Products
Assemble or set up displays, furniture, or products in store space, using colors, lights, pictures, or other
accessories to display the product.
Place prices or descriptive signs on backdrops, fixtures, merchandise, or floor.
Change or rotate window displays, interior display areas, or signage to reflect changes in inventory or
promotion.
Arrange properties, furniture, merchandise, backdrops, or other accessories, as shown in prepared
sketches.
Construct or assemble displays or display components from fabric, glass, paper, or plastic, using hand
tools or woodworking power tools, according to specifications.
Dress mannequins for displays.
Install booths, exhibits, displays, carpets, or drapes, as guided by floor plan of building or specifications.
Install decorations, such as flags, banners, festive lights, or bunting on or in building, street, exhibit hall,
or booth.
Design Concepts
Develop ideas or plans for merchandise displays or window decorations.
Use computers to produce signage.
Prepare sketches, floor plans, or models of proposed displays.
Maintain Inventory
Maintain props, products, or mannequins, inspecting them for imperfections, doing touch-ups, cleaning
up after customers, or applying preservative coatings as necessary.
Store, pack, and maintain inventory records of props, products, or display items.
Process Sales
Receive and fill telephone orders for parts.
Receive payment or obtain credit authorization.
Examine returned parts for defects, and exchange defective parts or refund money.
Prepare and submit sales contracts for orders.
Production Content
Consult with store managers, buyers, sales associates, housekeeping staff, or engineering staff to
determine appropriate placement of displays or products.
Obtain plans from display designers or display managers and discuss their implementation with clients
or supervisors.
Showroom display
Cut out designs on cardboard, hardboard, or plywood, according to motif of event.
Assemble or set up displays, furniture, or products in store space, using colors, lights, pictures, or other
accessories to display the product.

Tier 7: Occupation Specific Requirements
High school diploma or equivalent

Tier 8: Management Competencies

Relationship Management
Oversees transactional and/or preliminary stage of employee relations issues

Code
8.1.2
8.1.3
8.1.4
8.1.5
8.1.6
8.1.7
8.1.8
8.1.9
8.1.10
8.1.11
8.1.12
8.1.13
8.1.14
8.2
8.2.1
8.2.2
8.2.3
8.2.4
8.2.5
8.2.6
8.2.7
8.2.8
8.2.9
8.2.10
8.2.11
8.2.12
8.3
8.3.1
8.3.2
8.3.3
8.3.4
8.3.5
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Assists early-level HR professionals in building networks with higher-level leaders in the organization
Recognizes potential employee relations issues in a proactive manner and either resolves the issue or
moves the concern to senior leaders
Mediates difficult interactions, escalating problems to higher level when warranted
Develops network of contacts of internal and external stakeholders including frontline managers, HR
peers, and job candidates
Develops a reputation as a neutral and approachable HR professional serving employees and the
organization
Oversees interactions with vendors/suppliers to maintain service quality
Ensures early-level HR professionals are providing customer-oriented service
Ensures that HR decisions from senior leaders are understood and communicated by HR
representatives
Fosters positive team environment among staff
Identifies staff networking opportunities and venues
Assists senior HR professionals in the facilitation of difficult interactions among stakeholders
Develops new partnerships with employees and frontline managers
Facilitates conflict resolution meetings
Ethical Practice
Maintains general knowledge of ethical laws, standards, legislation, and trends that may affect
organizational HR practice
Reinforces difficult decisions that align with organizational strategies and values
Establishes one's self as a credible resource for all issues involving employees and management
Develops and supports systems for reporting unethical behavior
Enforces policies consistently
Establishes one's self as a credible and trustworthy source for employees to voice concerns
Influences others to behave in an ethical manner
Performs as an ethical role model and positively influences managerial integrity and accountability
Implements training programs regarding ethics laws, standards, and policies
Takes immediate and appropriate action regarding reports of unethical behavior or conflicts of interest
Audits and monitors adherence to policies and procedures
Creates processes to ensure confidentiality and privacy of employee information and company data
Critical Evaluation
Maintains working knowledge of measurement concepts, data collection, and analysis
Maintains working knowledge of statistics and metrics
Asks critical questions to prepare and interpret data studies/metrics
Conducts assessments to address problems and implements solutions within business units
Evaluates information gathered through research conducted

Code
8.3.6
8.3.7
8.3.8
8.3.9
8.3.10
8.3.11
8.3.12
8.3.13
8.3.14
8.3.15
8.4
8.4.1
8.4.2
8.4.3
8.4.4
8.4.5
8.4.6
8.4.7
8.4.8
8.4.9
8.4.10
8.4.11
8.4.12
8.4.13
8.4.14
8.5
8.5.1
8.5.2
8.5.3
8.5.4
8.5.5
8.6
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Conducts effective program evaluation
Maintains knowledge in the use of data, evidence-based research, benchmarks, HR and business
metrics to make critical decisions
Identifies patterns in data and raises relevant issues to higher-level management
Differentiates best practices that will work for own organization/business unit
Ensures quality work product
Executes case and pilot studies to evaluate to address specific problems and questions
Analyzes data and reports findings and trends
Maintains objectivity during critical evaluation processes
Analyzes data and seeks root causes
Masters research methods and applies them to work
Business Acumen
Maintains functional knowledge of organizational business units
Gathers, assembles, and reports HR metrics and labor market trends
Utilizes appropriate business terms and vocabulary in interactions with employees and leaders
Develops skill in building business cases for HR projects and initiatives
Maintains knowledge of HR metrics and business metrics including Key Performance Indicators and
relationships with one another
Develops HR marketing messages to both internal and external audiences
Maintains working knowledge of business lines as well as competitive market
Manages project and initiative budgets
Analyzes data for HR metrics to make recommendations
Defines critical activities in terms of value added, impact, utility derived from cost-benefit analysis
Manages process improvement initiatives
Implements organization-wide business practices/operations
Develops the ability to apply the principles of finance, marketing, economics, sales, technology, and
business systems to internal HR processes and policies
Implements HR and business technology plans to solve business problems and needs
Change Management
Recognizing “where” change needs to happen and communicating it to others
Defining and communicating a compelling vision of the future that makes adaptive responses to the
present appear both feasible and desirable to stakeholders
Proactively and repeatedly searching out opportunities to talk about the new vision in both formal and
informal settings at all levels of the organization
Challenging the status quo with facts, figures and logical reasoning about its advantages and drawbacks
Personally initiating tangible actions to reinforce or support the new vision (e.g., organizational
restructuring, budgeting changes, new performance metrics, etc.)
Building Partnerships

Code
8.6.1
8.6.2
8.6.3
8.6.4

8.6.5
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Develops and maintains professional partnerships to support delivery of programmatic outputs
Identifies common interests and goals and carries out joint initiatives with a range of partners and
stakeholders.
Actively builds and maintains internal and external partnerships to achieve progress on objectives and
shared interests.
Actively involves partners and stakeholders to deliver programmatic outputs through collaboration
Builds and/or maintains partnerships through sharing of knowledge and best practice, treating
confidential information with due care, in compliance with the organization's regulations, rules and
policies.

MARKETING

Parts Salesperson
ACCCP

Professional Sales

Code
1
1.1
1.1.1
1.1.1.1
1.1.1.2
1.1.1.3
1.1.2
1.1.2.1
1.1.2.2
1.1.2.3
1.1.2.4
1.1.3
1.1.3.1
1.1.3.2
1.1.3.3
1.1.4
1.1.4.1
1.1.4.2
1.1.4.3
1.1.4.4
1.2
1.2.1
1.2.1.1
1.2.1.2
1.2.1.3
1.2.1.4
1.2.1.5
1.2.2
1.2.2.1
1.2.2.2
1.2.3
1.2.3.1
1.2.3.2
1.3
1.3.1
1.3.1.1
1.3.1.2
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Tier 1: Personal Effectiveness Competencies

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

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

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

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

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

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

Tier 2: Academic Competencies

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

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

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

Code
2.7.2.3
2.7.2.4
2.7.2.5
2.7.3
2.7.3.1
2.7.3.2
2.7.3.3
2.7.3.4
2.7.3.5
2.7.4
2.7.4.1
2.7.4.2
2.7.4.3
2.7.4.4
2.7.4.5
2.7.4.6
3
3.1
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

Alabama Competency Model Parts Salespersons
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.

Tier 3: Workplace Competencies

Teamwork: Working cooperatively with others to complete work assignments.
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

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

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

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

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

Code
3.9.1.3
3.9.2
3.9.2.1
3.9.2.2
3.9.3
3.9.3.1
3.9.3.2
3.9.3.3
3.9.3.4
4
4.1
4.1.1
4.1.2
4.1.3
4.1.4
4.2
4.2.1
4.2.2
4.2.3
4.2.4
4.3
4.4
4.5
4.5.1
4.5.2
4.5.3
4.5.4
4.5.5
4.5.6
4.5.7
4.5.8
4.5.9
4.6
4.6.1
4.6.2
4.6.3
4.6.4
4.6.5
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Grasp the potential impact of the company’s well-being on employees.
Business ethics
Act in the best interest of the company, the community, and the environment.
Comply with applicable laws and rules governing work and report loss, waste, or theft of company
property to appropriate personnel.
Market knowledge
Understand market trends in the industry and the company’s position in the market.
Know who the company’s primary competitors are and stay current on organizational strategies to
maintain competitiveness.
Uphold the organization through building and maintaining customer relations.
Recognize major challenges faced by the organization and industry, and identify key strategies to
address challenges.

Tier 4: Ready to Work Cluster Specific Competencies

Sales: Initiative to build and close sales.
Learn about products and services
Assess customer needs
Build the sale
Gain customer commitment and closes the sale
Customer Service: Initiative to build a customer base and customer loyalty.
Initiate customer contact
Educate the customer
Build customer relations
Meet customer needs and provide ongoing support
Merchandising/Retailing: Knowledge of company’s and competing product lines and the methods to
display them.
Operations: Knowledge of the functions that support sales and service.
Promotion
Explain the role of promotion
Prepare a promotional budget
Develop a promotional plan
Write a news release
Obtain publicity
Select sales-promotion options such as coupons, display, email
Compare types of advertising media
Conceptualize and design advertisements
Evaluate effectiveness of advertising
Marketing and Sales: Promote and sell industry services and products (events).
Define marketing and explain its purpose related to business outcomes
Explain the relationship between marketing and sales
Understand promotion, selling, and closing strategies
Identify and pursue prospective customers and appropriate customer segments
Selection of services based on the match between customer needs and product specifications

Code
4.6.6
4.6.7
4.6.8
4.6.9
4.6.10
4.6.11
4.6.12
4.6.13
5
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Inform customers of service contracts, offered services, estimated cost, delivery of services, etc
Utilize a variety of payment options to facilitate customer payments for services
Monitor customer preferences to determine focus of sales efforts and services
Research customers’ business objectives and tailor sales approach
Emphasize and promote features in marketing or sales
Awareness of social/digital media and integrated marketing and communications trends
Benefits of collaboration with other industries to provide an inclusive product to customers
Develop an understanding of primary and secondary competitors in your market

Tier 5: Career Pathway Technical Competencies

5.1 Contact Customers

Visit retailers and sales representatives to promote products and gather information.
Visit establishments to evaluate needs or to promote product or service sales.
Contact new or existing customers to discuss how specific products or services can meet their needs.
Contact regular and prospective customers to demonstrate products, explain product features, and
5.1.4
solicit orders.
5.1.5
Contact previous clients for prospecting of referral business.
5.1.6
Contact property owners and advertise services to solicit property sales listings.
5.2 Product Information
5.2.1
Demonstrate equipment to customers and explain functioning of equipment.
Emphasize product features based on analyses of customers' needs and on technical knowledge of
5.2.2
product capabilities and limitations.
Inform customers of estimated delivery schedules, service contracts, warranties, or other information
5.2.3
pertaining to purchased products.
Present information to customers about the energy efficiency or environmental impact of scientific or
5.2.4
technical products.
Provide customers with information, such as quotes, orders, sales, shipping, warranties, credit, funding
5.2.5
options, incentives, or tax rebates.
Provide technical information about solar power, solar systems, equipment, and services to potential
5.2.6
customers or dealers.
5.2.7
Estimate or quote prices, credit or contract terms, warranties, and delivery dates.
Display commercial, industrial, agricultural, and residential properties to clients and explain their
5.2.8
features.
5.3 Contracts & Sales Documents
Prepare rental or lease agreements, specifying charges and payment procedures for use of machinery,
5.3.1
tools, or other items.
5.3.2
Prepare sales slips or sales contracts.
5.3.3
Prepare and submit sales contracts for orders.
5.3.4
Prepare proposals, quotes, contracts, or presentations for potential solar customers.
5.3.5
Prepare sales contracts and order forms.
5.3.6
Obtain agreements from property owners to place properties for sale with real estate firms.
Prepare documents such as representation contracts, purchase agreements, closing statements, deeds,
5.3.7
and leases.
5.1.1
5.1.2
5.1.3

Code
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5.4 Collect Information

Visit retailers and sales representatives to promote products and gather information.
Read catalogs, microfiche viewers, or computer displays to determine replacement part stock numbers
5.4.2
and prices.
Determine replacement parts required, according to inspections of old parts, customer requests, or
5.4.3
customers' descriptions of malfunctions.
5.4.4
Visit establishments to evaluate needs or to promote product or service sales.
5.4.5
Obtain building blueprints or specifications for use by engineering departments in bid preparations.
5.4.6
Gather information from prospective customers to identify their solar energy needs.
5.4.7
Interview clients to determine what kinds of properties they are seeking.
5.5 Monitor Market Conditions
5.5.1
Estimate consumer demand and determine the types and amounts of goods to be sold.
Attend sales or trade meetings or read related publications to obtain information about market
5.5.2
conditions, business trends, environmental regulations, or industry developments.
5.5.3
Monitor market conditions, product innovations, and competitors' products, prices, and sales.
Maintain awareness of current income tax regulations, local zoning, building and tax laws, and growth
5.5.4
possibilities of the area where a property is located.
Maintain working knowledge of various factors that determine a farm's capacity to produce, such as
5.5.5
agricultural variables and proximity to market centers and transportation facilities.
5.4.1

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
6.4

Tier 6: Occupation Specific Technical Competencies

Negotiate Sales Terms
Negotiate prices or terms of sales or service agreements.
Negotiate details of contracts and payments.
Negotiate with retail merchants to improve product exposure, such as shelf positioning and advertising.
Process Sales
Receive and fill telephone orders for parts.
Receive payment or obtain credit authorization.
Examine returned parts for defects, and exchange defective parts or refund money.
Prepare and submit sales contracts for orders.
Product Use & Support
Advise customers on substitution or modification of parts when identical replacements are not
available.
Discuss use and features of various parts, based on knowledge of machines or equipment.
Provide customers with ongoing technical support.
Inform customers about issues related to responsible use and disposal of products, such as waste
reduction or product or byproduct recycling or disposal.
Advise customers on product usage to improve production.
Consult with clients after sales or contract signings to resolve problems and to provide ongoing support.
Train customers' employees to operate and maintain new equipment.
Sell Products & Services

Code
6.4.1
6.4.2
6.4.3
6.4.4
6.4.5
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
8.1.9
8.1.10
8.1.11
8.1.12
8.1.13
8.1.14
8.2
8.2.1
8.2.2
8.2.3
8.2.4
8.2.5
8.2.6
8.2.7
8.2.8
8.2.9
8.2.10
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Sell technical and scientific products that are environmentally sound or designed for environmental
remediation.
Sell service contracts for technical or scientific products.
Call on prospective customers to explain company services or to solicit new business.
Arrange merchandise and sales promotion displays or issue sales promotion materials to customers.
Sell food specialties, such as sandwiches and beverages, to office workers and patrons of sports events.

Tier 7: Occupation Specific Requirements
No formal educational credential

Tier 8: Management Competencies

Relationship Management
Oversees transactional and/or preliminary stage of employee relations issues
Assists early-level HR professionals in building networks with higher-level leaders in the organization
Recognizes potential employee relations issues in a proactive manner and either resolves the issue or
moves the concern to senior leaders
Mediates difficult interactions, escalating problems to higher level when warranted
Develops network of contacts of internal and external stakeholders including frontline managers, HR
peers, and job candidates
Develops a reputation as a neutral and approachable HR professional serving employees and the
organization
Oversees interactions with vendors/suppliers to maintain service quality
Ensures early-level HR professionals are providing customer-oriented service
Ensures that HR decisions from senior leaders are understood and communicated by HR
representatives
Fosters positive team environment among staff
Identifies staff networking opportunities and venues
Assists senior HR professionals in the facilitation of difficult interactions among stakeholders
Develops new partnerships with employees and frontline managers
Facilitates conflict resolution meetings
Ethical Practice
Maintains general knowledge of ethical laws, standards, legislation, and trends that may affect
organizational HR practice
Reinforces difficult decisions that align with organizational strategies and values
Establishes one's self as a credible resource for all issues involving employees and management
Develops and supports systems for reporting unethical behavior
Enforces policies consistently
Establishes one's self as a credible and trustworthy source for employees to voice concerns
Influences others to behave in an ethical manner
Performs as an ethical role model and positively influences managerial integrity and accountability
Implements training programs regarding ethics laws, standards, and policies
Takes immediate and appropriate action regarding reports of unethical behavior or conflicts of interest

Code
8.2.11
8.2.12
8.3
8.3.1
8.3.2
8.3.3
8.3.4
8.3.5
8.3.6
8.3.7
8.3.8
8.3.9
8.3.10
8.3.11
8.3.12
8.3.13
8.3.14
8.3.15
8.4
8.4.1
8.4.2
8.4.3
8.4.4
8.4.5
8.4.6
8.4.7
8.4.8
8.4.9
8.4.10
8.4.11
8.4.12
8.4.13
8.4.14
8.5
8.5.1
8.5.2
8.5.3
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Audits and monitors adherence to policies and procedures
Creates processes to ensure confidentiality and privacy of employee information and company data
Critical Evaluation
Maintains working knowledge of measurement concepts, data collection, and analysis
Maintains working knowledge of statistics and metrics
Asks critical questions to prepare and interpret data studies/metrics
Conducts assessments to address problems and implements solutions within business units
Evaluates information gathered through research conducted
Conducts effective program evaluation
Maintains knowledge in the use of data, evidence-based research, benchmarks, HR and business
metrics to make critical decisions
Identifies patterns in data and raises relevant issues to higher-level management
Differentiates best practices that will work for own organization/business unit
Ensures quality work product
Executes case and pilot studies to evaluate to address specific problems and questions
Analyzes data and reports findings and trends
Maintains objectivity during critical evaluation processes
Analyzes data and seeks root causes
Masters research methods and applies them to work
Business Acumen
Maintains functional knowledge of organizational business units
Gathers, assembles, and reports HR metrics and labor market trends
Utilizes appropriate business terms and vocabulary in interactions with employees and leaders
Develops skill in building business cases for HR projects and initiatives
Maintains knowledge of HR metrics and business metrics including Key Performance Indicators and
relationships with one another
Develops HR marketing messages to both internal and external audiences
Maintains working knowledge of business lines as well as competitive market
Manages project and initiative budgets
Analyzes data for HR metrics to make recommendations
Defines critical activities in terms of value added, impact, utility derived from cost-benefit analysis
Manages process improvement initiatives
Implements organization-wide business practices/operations
Develops the ability to apply the principles of finance, marketing, economics, sales, technology, and
business systems to internal HR processes and policies
Implements HR and business technology plans to solve business problems and needs
Change Management
Recognizing “where” change needs to happen and communicating it to others
Defining and communicating a compelling vision of the future that makes adaptive responses to the
present appear both feasible and desirable to stakeholders
Proactively and repeatedly searching out opportunities to talk about the new vision in both formal and
informal settings at all levels of the organization

Code
8.5.4
8.5.5
8.6
8.6.1
8.6.2
8.6.3
8.6.4

8.6.5

Alabama Competency Model Parts Salespersons
Challenging the status quo with facts, figures and logical reasoning about its advantages and drawbacks
Personally initiating tangible actions to reinforce or support the new vision (e.g., organizational
restructuring, budgeting changes, new performance metrics, etc.)
Building Partnerships
Develops and maintains professional partnerships to support delivery of programmatic outputs
Identifies common interests and goals and carries out joint initiatives with a range of partners and
stakeholders.
Actively builds and maintains internal and external partnerships to achieve progress on objectives and
shared interests.
Actively involves partners and stakeholders to deliver programmatic outputs through collaboration
Builds and/or maintains partnerships through sharing of knowledge and best practice, treating
confidential information with due care, in compliance with the organization's regulations, rules and
policies.

MARKETING

Sales Representatives, Wholesale &
Manufacturing, Technical & Scientific Products
ACCCP

Professional Sales

Code
1
1.1
1.1.1
1.1.1.1
1.1.1.2
1.1.1.3
1.1.2
1.1.2.1
1.1.2.2
1.1.2.3
1.1.2.4
1.1.3
1.1.3.1
1.1.3.2
1.1.3.3
1.1.4
1.1.4.1
1.1.4.2
1.1.4.3
1.1.4.4
1.2
1.2.1
1.2.1.1
1.2.1.2
1.2.1.3
1.2.1.4
1.2.1.5
1.2.2
1.2.2.1
1.2.2.2
1.2.3
1.2.3.1
1.2.3.2
1.3
1.3.1
1.3.1.1

Alabama Competency Model Sales Representatives, Wholesale and
Manufacturing, Technical and Scientific Products
Tier 1: Personal Effectiveness Competencies

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

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

Alabama Competency Model Sales Representatives, Wholesale and
Manufacturing, Technical and Scientific Products

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

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

Code
1.5.2
1.5.2.1
1.5.2.2
1.5.2.3
1.5.3
1.5.3.1
1.5.3.2
1.5.4
1.5.4.1
1.5.4.2
1.5.4.3
1.6
1.6.1
1.6.1.1
1.6.1.2
1.6.1.3
1.6.2
1.6.2.1
1.6.2.2
1.6.2.3
1.7
1.7.1
1.7.1.1
1.7.1.2
1.7.1.3
1.7.1.4
1.7.2
1.7.2.1
1.7.2.2
1.7.2.3
1.7.3
1.7.3.1
1.7.3.2
1.7.4

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

Code
1.7.4.1
1.7.4.2
1.7.5
1.7.5.1
1.7.5.2
2
2.1
2.1.1
2.1.1.1
2.1.1.2
2.1.1.3
2.1.2
2.1.2.1
2.1.2.2
2.1.2.3
2.1.2.4
2.1.3
2.1.3.1
2.1.3.2
2.1.3.3
2.1.3.4
2.1.3.5
2.1.4
2.1.4.1
2.1.4.2
2.1.4.3
2.2
2.2.1
2.2.1.1
2.2.1.2
2.2.1.3
2.2.1.4
2.2.1.5
2.2.1.6

Alabama Competency Model Sales Representatives, Wholesale and
Manufacturing, Technical and Scientific Products
Take charge of personal career development by identifying occupational interests, strengths,
options, and opportunities.
Make insightful career planning decisions that integrate others’ feedback.
Integrating and applying learning
Integrate newly learned knowledge and skills with existing knowledge and skills.
Use newly learned knowledge and skills to complete tasks, particularly in new or unfamiliar
situations.

Tier 2: Academic Competencies

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

Code
2.2.2
2.2.2.1
2.2.2.2
2.2.2.3
2.2.2.4
2.2.3
2.2.3.1
2.2.3.2
2.2.3.3
2.3
2.3.1
2.3.1.1
2.3.1.2
2.3.1.3
2.3.1.4
2.3.1.5
2.3.1.6
2.3.2
2.3.2.1
2.3.2.2
2.3.2.3
2.3.3
2.3.3.1
2.3.3.2
2.4
2.4.1
2.4.1.1
2.4.1.2
2.4.1.3
2.4.2
2.4.2.1
2.5
2.5.1
2.5.1.1
2.5.1.2
2.5.1.3

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

Code
2.5.1.4
2.5.1.5
2.5.2
2.5.2.1
2.5.2.2
2.5.2.3
2.5.2.4
2.5.2.5
2.5.2.6
2.5.3
2.5.3.1
2.5.3.2
2.5.3.3
2.5.4
2.5.4.1
2.5.4.2
2.5.4.3
2.6
2.6.1
2.6.1.1
2.6.1.2
2.6.1.3
2.6.1.4
2.6.1.5
2.6.2
2.6.2.1
2.6.2.2
2.7
2.7.1

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

Code
2.7.1.1
2.7.1.2
2.7.2
2.7.2.1
2.7.2.2
2.7.2.3
2.7.2.4
2.7.2.5
2.7.3
2.7.3.1
2.7.3.2
2.7.3.3
2.7.3.4
2.7.3.5
2.7.4
2.7.4.1
2.7.4.2
2.7.4.3
2.7.4.4
2.7.4.5
2.7.4.6
3

Alabama Competency Model Sales Representatives, Wholesale and
Manufacturing, Technical and Scientific Products
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.

Tier 3: Workplace Competencies

Teamwork: Working cooperatively with others to complete work assignments.
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, non3.1.2.3
accusatory manner.
3.1.2.4
Respond appropriately to positive and negative feedback.
3.1
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

Code
3.1.2.5
3.1.3
3.1.3.1
3.1.3.2
3.1.3.3
3.1.3.4
3.1.4
3.1.4.1
3.1.4.2
3.1.4.3
3.2
3.2.1
3.2.1.1
3.2.1.2
3.2.1.3
3.2.2
3.2.2.1
3.2.2.2
3.2.2.3
3.2.2.4
3.2.2.5
3.2.2.6
3.2.3
3.2.3.1
3.2.3.2
3.2.3.3
3.2.4
3.2.4.1
3.2.4.2
3.2.4.3
3.2.4.4
3.3
3.3.1
3.3.1.1

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

Code
3.3.1.2
3.3.1.3
3.3.1.4
3.3.1.5
3.3.2
3.3.2.1
3.3.2.2
3.3.3
3.3.3.1
3.3.3.2
3.3.3.3
3.3.3.4
3.3.3.5
3.3.3.6
3.3.3.7
3.4
3.4.1
3.4.1.1
3.4.1.2
3.4.2
3.4.2.1
3.4.2.2
3.4.2.3
3.4.2.4
3.4.3
3.4.3.1
3.4.3.2
3.4.3.3
3.5
3.5.1
3.5.1.1
3.5.1.2
3.5.1.3
3.5.1.4
3.5.1.5

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

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

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

Code
3.8.4.2
3.8.4.3
3.8.4.4
3.9
3.9.1
3.9.1.1
3.9.1.2
3.9.1.3
3.9.2
3.9.2.1
3.9.2.2
3.9.3
3.9.3.1
3.9.3.2
3.9.3.3
3.9.3.4
4
4.1
4.1.1
4.1.2
4.1.3
4.1.4
4.2
4.2.1
4.2.2
4.2.3
4.2.4
4.3
4.4
4.5
4.5.1
4.5.2
4.5.3
4.5.4
4.5.5
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Keep logs, records, and files that are up-to-date and readily accessible (e.g., driver logs, flight
records, repair records).
Update logs, records, and files, noting important changes.
File data and documentation in accordance with organization’s requirements.
Business Fundamentals: Using information on basic business principles, trends, and economics.
Situational awareness
Understand the mission, structure, and functions of the organization.
Recognize one’s role in the functioning of the organization and understand the potential impact
one’s own performance can have on the success of the organization.
Grasp the potential impact of the company’s well-being on employees.
Business ethics
Act in the best interest of the company, the community, and the environment.
Comply with applicable laws and rules governing work and report loss, waste, or theft of company
property to appropriate personnel.
Market knowledge
Understand market trends in the industry and the company’s position in the market.
Know who the company’s primary competitors are and stay current on organizational strategies to
maintain competitiveness.
Uphold the organization through building and maintaining customer relations.
Recognize major challenges faced by the organization and industry, and identify key strategies to
address challenges.

Tier 4: Ready to Work Cluster Specific Competencies

Sales: Initiative to build and close sales.
Learn about products and services
Assess customer needs
Build the sale
Gain customer commitment and closes the sale
Customer Service: Initiative to build a customer base and customer loyalty.
Initiate customer contact
Educate the customer
Build customer relations
Meet customer needs and provide ongoing support
Merchandising/Retailing: Knowledge of company’s and competing product lines and the methods to
display them.
Operations: Knowledge of the functions that support sales and service.
Promotion
Explain the role of promotion
Prepare a promotional budget
Develop a promotional plan
Write a news release
Obtain publicity

Code
4.5.6
4.5.7
4.5.8
4.5.9
4.6
4.6.1
4.6.2
4.6.3
4.6.4
4.6.5
4.6.6
4.6.7
4.6.8
4.6.9
4.6.10
4.6.11
4.6.12
4.6.13
5
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Select sales-promotion options such as coupons, display, email
Compare types of advertising media
Conceptualize and design advertisements
Evaluate effectiveness of advertising
Marketing and Sales: Promote and sell industry services and products (events).
Define marketing and explain its purpose related to business outcomes
Explain the relationship between marketing and sales
Understand promotion, selling, and closing strategies
Identify and pursue prospective customers and appropriate customer segments
Selection of services based on the match between customer needs and product specifications
Inform customers of service contracts, offered services, estimated cost, delivery of services, etc
Utilize a variety of payment options to facilitate customer payments for services
Monitor customer preferences to determine focus of sales efforts and services
Research customers’ business objectives and tailor sales approach
Emphasize and promote features in marketing or sales
Awareness of social/digital media and integrated marketing and communications trends
Benefits of collaboration with other industries to provide an inclusive product to customers
Develop an understanding of primary and secondary competitors in your market

Tier 5: Career Pathway Technical Competencies

5.1 Contact Customers

Visit retailers and sales representatives to promote products and gather information.
Visit establishments to evaluate needs or to promote product or service sales.
Contact new or existing customers to discuss how specific products or services can meet their needs.
Contact regular and prospective customers to demonstrate products, explain product features, and
5.1.4
solicit orders.
5.1.5
Contact previous clients for prospecting of referral business.
5.1.6
Contact property owners and advertise services to solicit property sales listings.
5.2 Product Information
5.2.1
Demonstrate equipment to customers and explain functioning of equipment.
Emphasize product features based on analyses of customers' needs and on technical knowledge of
5.2.2
product capabilities and limitations.
Inform customers of estimated delivery schedules, service contracts, warranties, or other information
5.2.3
pertaining to purchased products.
Present information to customers about the energy efficiency or environmental impact of scientific or
5.2.4
technical products.
Provide customers with information, such as quotes, orders, sales, shipping, warranties, credit, funding
5.2.5
options, incentives, or tax rebates.
Provide technical information about solar power, solar systems, equipment, and services to potential
5.2.6
customers or dealers.
5.2.7
Estimate or quote prices, credit or contract terms, warranties, and delivery dates.
5.1.1
5.1.2
5.1.3

Code
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Display commercial, industrial, agricultural, and residential properties to clients and explain their
features.
5.3 Contracts & Sales Documents
Prepare rental or lease agreements, specifying charges and payment procedures for use of machinery,
5.3.1
tools, or other items.
5.3.2
Prepare sales slips or sales contracts.
5.3.3
Prepare and submit sales contracts for orders.
5.3.4
Prepare proposals, quotes, contracts, or presentations for potential solar customers.
5.3.5
Prepare sales contracts and order forms.
5.3.6
Obtain agreements from property owners to place properties for sale with real estate firms.
Prepare documents such as representation contracts, purchase agreements, closing statements, deeds,
5.3.7
and leases.
5.4 Collect Information
5.4.1
Visit retailers and sales representatives to promote products and gather information.
Read catalogs, microfiche viewers, or computer displays to determine replacement part stock numbers
5.4.2
and prices.
Determine replacement parts required, according to inspections of old parts, customer requests, or
5.4.3
customers' descriptions of malfunctions.
5.4.4
Visit establishments to evaluate needs or to promote product or service sales.
5.4.5
Obtain building blueprints or specifications for use by engineering departments in bid preparations.
5.4.6
Gather information from prospective customers to identify their solar energy needs.
5.4.7
Interview clients to determine what kinds of properties they are seeking.
5.5 Monitor Market Conditions
5.5.1
Estimate consumer demand and determine the types and amounts of goods to be sold.
Attend sales or trade meetings or read related publications to obtain information about market
5.5.2
conditions, business trends, environmental regulations, or industry developments.
5.5.3
Monitor market conditions, product innovations, and competitors' products, prices, and sales.
Maintain awareness of current income tax regulations, local zoning, building and tax laws, and growth
5.5.4
possibilities of the area where a property is located.
Maintain working knowledge of various factors that determine a farm's capacity to produce, such as
5.5.5
agricultural variables and proximity to market centers and transportation facilities.
5.2.8

6

Tier 6: Occupation Specific Technical Competencies

6.1 Process Sales

Receive and fill telephone orders for parts.
Receive payment or obtain credit authorization.
Examine returned parts for defects, and exchange defective parts or refund money.
Prepare and submit sales contracts for orders.
6.2 Product Use & Support
Advise customers on substitution or modification of parts when identical replacements are not
6.2.1
available.
6.2.2
Discuss use and features of various parts, based on knowledge of machines or equipment.
6.1.1
6.1.2
6.1.3
6.1.4

Code
6.2.3
6.2.4
6.2.5
6.2.6
6.2.7
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Provide customers with ongoing technical support.
Inform customers about issues related to responsible use and disposal of products, such as waste
reduction or product or byproduct recycling or disposal.
Advise customers on product usage to improve production.
Consult with clients after sales or contract signings to resolve problems and to provide ongoing support.
Train customers' employees to operate and maintain new equipment.

6.3 Product Delivery

Pick up and deliver parts.
Arrange for installation and testing of products or machinery.
Verify that delivery schedules meet project deadlines.
Arrange and direct delivery and installation of products and equipment.
Buy products from manufacturers or brokerage firms and distribute them to wholesale and retail
6.3.5
clients.
6.4 Negotiate Sales Terms
6.4.1
Negotiate prices or terms of sales or service agreements.
6.4.2
Negotiate details of contracts and payments.
Negotiate with retail merchants to improve product exposure, such as shelf positioning and advertising.
6.3.1
6.3.2
6.3.3
6.3.4

6.4.3

6.5 Sell Products & Services
6.5.1
6.5.2
6.5.3
6.5.4
6.5.5
6.6.1
6.6.2
6.6.3
6.6.4
6.6.5
7
6.6.4
8
8.1
8.1.1
8.1.2

Sell technical and scientific products that are environmentally sound or designed for environmental
remediation.
Sell service contracts for technical or scientific products.
Call on prospective customers to explain company services or to solicit new business.
Arrange merchandise and sales promotion displays or issue sales promotion materials to customers.
Sell food specialties, such as sandwiches and beverages, to office workers and patrons of sports events.

6.6 Estimate Costs

Manage shipments by researching shipping methods or costs and tracking packages.
Quote prices, credit terms, or other bid specifications.
Compute customer's installation or production costs and estimate savings from new services, products,
or equipment.
Estimate or quote prices, credit or contract terms, warranties, and delivery dates.
Prepare drawings, estimates, and bids that meet specific customer needs.

Tier 7: Occupation Specific Requirements
Bachelor's degree

Tier 8: Management Competencies

Relationship Management
Oversees transactional and/or preliminary stage of employee relations issues
Assists early-level HR professionals in building networks with higher-level leaders in the organization

Code
8.1.3
8.1.4
8.1.5
8.1.6
8.1.7
8.1.8
8.1.9
8.1.10
8.1.11
8.1.12
8.1.13
8.1.14
8.2
8.2.1
8.2.2
8.2.3
8.2.4
8.2.5
8.2.6
8.2.7
8.2.8
8.2.9
8.2.10
8.2.11
8.2.12
8.3
8.3.1
8.3.2
8.3.3
8.3.4
8.3.5
8.3.6
8.3.7
8.3.8
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Recognizes potential employee relations issues in a proactive manner and either resolves the issue or
moves the concern to senior leaders
Mediates difficult interactions, escalating problems to higher level when warranted
Develops network of contacts of internal and external stakeholders including frontline managers, HR
peers, and job candidates
Develops a reputation as a neutral and approachable HR professional serving employees and the
organization
Oversees interactions with vendors/suppliers to maintain service quality
Ensures early-level HR professionals are providing customer-oriented service
Ensures that HR decisions from senior leaders are understood and communicated by HR
representatives
Fosters positive team environment among staff
Identifies staff networking opportunities and venues
Assists senior HR professionals in the facilitation of difficult interactions among stakeholders
Develops new partnerships with employees and frontline managers
Facilitates conflict resolution meetings
Ethical Practice
Maintains general knowledge of ethical laws, standards, legislation, and trends that may affect
organizational HR practice
Reinforces difficult decisions that align with organizational strategies and values
Establishes one's self as a credible resource for all issues involving employees and management
Develops and supports systems for reporting unethical behavior
Enforces policies consistently
Establishes one's self as a credible and trustworthy source for employees to voice concerns
Influences others to behave in an ethical manner
Performs as an ethical role model and positively influences managerial integrity and accountability
Implements training programs regarding ethics laws, standards, and policies
Takes immediate and appropriate action regarding reports of unethical behavior or conflicts of interest
Audits and monitors adherence to policies and procedures
Creates processes to ensure confidentiality and privacy of employee information and company data
Critical Evaluation
Maintains working knowledge of measurement concepts, data collection, and analysis
Maintains working knowledge of statistics and metrics
Asks critical questions to prepare and interpret data studies/metrics
Conducts assessments to address problems and implements solutions within business units
Evaluates information gathered through research conducted
Conducts effective program evaluation
Maintains knowledge in the use of data, evidence-based research, benchmarks, HR and business
metrics to make critical decisions
Identifies patterns in data and raises relevant issues to higher-level management

Code
8.3.9
8.3.10
8.3.11
8.3.12
8.3.13
8.3.14
8.3.15
8.4
8.4.1
8.4.2
8.4.3
8.4.4
8.4.5
8.4.6
8.4.7
8.4.8
8.4.9
8.4.10
8.4.11
8.4.12
8.4.13
8.4.14
8.5
8.5.1
8.5.2
8.5.3
8.5.4
8.5.5
8.6
8.6.1
8.6.2
8.6.3
8.6.4
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Differentiates best practices that will work for own organization/business unit
Ensures quality work product
Executes case and pilot studies to evaluate to address specific problems and questions
Analyzes data and reports findings and trends
Maintains objectivity during critical evaluation processes
Analyzes data and seeks root causes
Masters research methods and applies them to work
Business Acumen
Maintains functional knowledge of organizational business units
Gathers, assembles, and reports HR metrics and labor market trends
Utilizes appropriate business terms and vocabulary in interactions with employees and leaders
Develops skill in building business cases for HR projects and initiatives
Maintains knowledge of HR metrics and business metrics including Key Performance Indicators and
relationships with one another
Develops HR marketing messages to both internal and external audiences
Maintains working knowledge of business lines as well as competitive market
Manages project and initiative budgets
Analyzes data for HR metrics to make recommendations
Defines critical activities in terms of value added, impact, utility derived from cost-benefit analysis
Manages process improvement initiatives
Implements organization-wide business practices/operations
Develops the ability to apply the principles of finance, marketing, economics, sales, technology, and
business systems to internal HR processes and policies
Implements HR and business technology plans to solve business problems and needs
Change Management
Recognizing “where” change needs to happen and communicating it to others
Defining and communicating a compelling vision of the future that makes adaptive responses to the
present appear both feasible and desirable to stakeholders
Proactively and repeatedly searching out opportunities to talk about the new vision in both formal and
informal settings at all levels of the organization
Challenging the status quo with facts, figures and logical reasoning about its advantages and drawbacks
Personally initiating tangible actions to reinforce or support the new vision (e.g., organizational
restructuring, budgeting changes, new performance metrics, etc.)
Building Partnerships
Develops and maintains professional partnerships to support delivery of programmatic outputs
Identifies common interests and goals and carries out joint initiatives with a range of partners and
stakeholders.
Actively builds and maintains internal and external partnerships to achieve progress on objectives and
shared interests.
Actively involves partners and stakeholders to deliver programmatic outputs through collaboration

Code

8.6.5
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Builds and/or maintains partnerships through sharing of knowledge and best practice, treating
confidential information with due care, in compliance with the organization's regulations, rules and
policies.
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Code
1

Tier 1: Personal Effectiveness Competencies

Interpersonal Skills: Displaying the skills to work effectively with others from diverse backgrounds.
Demonstrating sensitivity/empathy
Show sincere interest in others and their concerns.
Demonstrate sensitivity to the needs and feelings of others.
Look for ways to help people and deliver assistance.
Demonstrating insight into behavior
Recognize and accurately interpret the communications of others as expressed through various
1.1.2.1
formats (e.g., writing, speech, American Sign Language, computers, etc.).
1.1.2.2
Recognize when relationships with others are strained.
Show understanding of others’ behaviors and motives by demonstrating appropriate responses.
1.1
1.1.1
1.1.1.1
1.1.1.2
1.1.1.3
1.1.2

1.1.2.3
1.1.2.4
1.1.3
1.1.3.1
1.1.3.2
1.1.3.3
1.1.4
1.1.4.1
1.1.4.2
1.1.4.3
1.1.4.4
1.2
1.2.1
1.2.1.1
1.2.1.2
1.2.1.3
1.2.1.4
1.2.1.5
1.2.2
1.2.2.1
1.2.2.2
1.2.3
1.2.3.1
1.2.3.2
1.3
1.3.1

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

Maintain composure and keep emotions in check.
Deal calmly and effectively with stressful or difficult situations.
Accept criticism tactfully and attempt to learn from it.
Professional appearance
Maintain a professional demeanor.
Dress appropriately for occupational and worksite requirements.
Maintain appropriate personal hygiene.
Social responsibility
Refrain from lifestyle choices which negatively impact the workplace and individual performance.

Remain free from substance abuse.
Maintaining a positive attitude
Project a professional image of oneself and the organization.
Demonstrate a positive attitude towards work.
Take pride in one’s work and the work of the organization.
Initiative: Demonstrating a commitment to effective job performance by taking action on one’s own and
1.4
following through to get the job done.
1.4.1
Persisting
1.4.1.1
Pursue work with drive and a strong accomplishment orientation.
Persist to accomplish a task despite difficult conditions, tight deadlines, or obstacles and setbacks.
1.3.3.2
1.3.4
1.3.4.1
1.3.4.2
1.3.4.3

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

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.
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Code
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

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.
1.6.2.3
Effortlessly shift gears and change direction when working on multiple projects or issues.
Lifelong Learning: Demonstrating a commitment to self-development and improvement of knowledge
1.7
andDemonstrating
skills.
1.7.1
an interest in learning
Take actions showing an interest in personal and professional lifelong learning and development.
1.6.2.2

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

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.
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1.7.2.3
1.7.3
1.7.3.1
1.7.3.2
1.7.4
1.7.4.1
1.7.4.2
1.7.5
1.7.5.1
1.7.5.2
2

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

Tier 2: Academic Competencies

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

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

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.
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Code
2.2
2.2.1
2.2.1.1
2.2.1.2
2.2.1.3
2.2.1.4
2.2.1.5
2.2.1.6
2.2.2
2.2.2.1
2.2.2.2
2.2.2.3
2.2.2.4
2.2.3
2.2.3.1
2.2.3.2
2.2.3.3
2.3
2.3.1
2.3.1.1
2.3.1.2
2.3.1.3
2.3.1.4
2.3.1.5
2.3.1.6
2.3.2
2.3.2.1
2.3.2.2
2.3.2.3
2.3.3
2.3.3.1
2.3.3.2
2.4

Writing: Using standard (business) English to compile information and prepare written documents.
Organization and development
Create documents such as letters, directions, manuals, reports, graphs, spreadsheets, and flow
charts.
Communicate thoughts, ideas, information, messages, and other written information, which may
contain technical material, in a logical, organized, and coherent manner.
Present well-developed ideas supported by information and examples.
Proofread finished documents for errors.
Tailor content to appropriate audience and purpose.
Distribute written materials appropriately for intended audiences and purposes.
Mechanics
Use standard syntax and sentence structure.
Use correct spelling, punctuation, and capitalization.
Use correct English grammar (e.g., correct tense, subject-verb agreement, no missing words).
Write legibly when using handwriting to communicate.
Tone
Use language appropriate for the target audience.
Use a tone and word choice appropriate for the industry and organization (e.g., writing is
professional and courteous).
Show insight, perception, and depth in writing.
Mathematics: Uses principles of mathematics to express ideas and solve problems.
Computation
Add, subtract, multiply, and divide with whole numbers, fractions, decimals, and percents.
Calculate averages, ratios, proportions, and rates.
Convert decimals to fractions and fractions to decimals.
Convert fractions to percents and percents to fractions.
Convert decimals to percents and percents to decimals.
Understand relationships between numbers and identify and understand patterns.
Measurement and estimation
Take measurements of time, temperature, distances, length, width, height, perimeter, area, volume,
weight, velocity, and speed.
Use and report measurements correctly.
Correctly convert from one measurement to another (e.g., from English to metric or International
System of Units (SI), or Fahrenheit to Celsius).
Application
Use appropriate mathematical formulas and techniques to solve problems.
Translate practical problems into useful mathematical expressions.
Science and Technology: Using scientific rules and methods to express ideas and solve problems.
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Code
2.4.1
2.4.1.1
2.4.1.2
2.4.1.3
2.4.2
2.4.2.1
2.5
2.5.1
2.5.1.1
2.5.1.2
2.5.1.3
2.5.1.4
2.5.1.5
2.5.2
2.5.2.1
2.5.2.2
2.5.2.3
2.5.2.4
2.5.2.5
2.5.2.6
2.5.3
2.5.3.1
2.5.3.2
2.5.3.3
2.5.4
2.5.4.1
2.5.4.2
2.5.4.3
2.6
2.6.1

Comprehension
Understand basic scientific principles and uses appropriate technology.
Understand the scientific method (i.e., identify problems, collect information, form opinions and
draw conclusions).
Understand overall intent and proper procedures for set-up and operation of equipment.
Application
Apply basic scientific principles and technology to complete tasks.
Communication: Listening, speaking, and signaling so others can understand (with accommodation if
Communicating
Express relevant information appropriately to individuals or groups taking into account the audience
and the nature of the information (e.g., technical or controversial).
Convey information clearly, correctly, and succinctly.
Use common English conventions including proper grammar, tone, and pace.
Effectively establish interpersonal contact with one or more individuals using eye contact, body
language and non-verbal expression as appropriate to the person’s culture.
Ask questions or report problems or concerns to people in authority when information or
procedures are unclear or need improvement, or when feeling unsafe or threatened in the
workplace.
Receiving information
Attend to, understand, interpret, and respond to messages received in a variety of ways, including
hearing, American Sign Language, instant messaging, text-to-speech devices, and other methods.
Comprehend complex instructions.
Identify feelings and concerns communicated in various formats, such as writing, speech, American
Sign Language, computers, etc. and responds appropriately.
Consider others’ viewpoints and alter opinion when it is appropriate to do so.
Apply active interpersonal communication skills using reflection, restatement, questioning, and
clarification.
Effectively answer questions of others or communicate an inability to do so and suggest other
sources of answers.
Observing carefully
Notice nonverbal cues and respond appropriately.
Attend to visual sources of information (e.g., video).
Ascertain relevant visual information and use appropriately.
Persuasion/Influence
Influence others.
Persuasively present thoughts and ideas.
Gain commitment and ensure support for proposed ideas.
Critical and Analytical Thinking: Using logical thought processes to analyze information and draw
conclusions.
Reasoning
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Code
2.6.1.1
2.6.1.2
2.6.1.3
2.6.1.4
2.6.1.5
2.6.2
2.6.2.1
2.6.2.2
2.7
2.7.1
2.7.1.1
2.7.1.2
2.7.2
2.7.2.1
2.7.2.2
2.7.2.3
2.7.2.4
2.7.2.5
2.7.3
2.7.3.1
2.7.3.2
2.7.3.3
2.7.3.4
2.7.3.5
2.7.4
2.7.4.1
2.7.4.2
2.7.4.3
2.7.4.4
2.7.4.5
2.7.4.6

Possess sufficient inductive and deductive reasoning ability to perform job successfully.
Critically review, analyze, synthesize, compare, and interpret information.
Draw conclusions from relevant and/or missing information.
Understand the principles underlying the relationship among facts and apply this understanding
when solving problems.
Use logic and reasoning to identify strengths and weaknesses of alternative solutions or approaches
to a problem.
Mental agility
Identify connections between issues.
Quickly understand, orient to, and integrate new information.
Basic Computer Skills: Using information technology and related applications to convey and retrieve
information (with accommodation when necessary).
Computer basics
Understand the basic functions and terminology related to computer hardware, software,
information systems, and communication devices.
Use basic computer software, hardware, and communication devices to perform tasks.
Using software
Use word processing software to compose, organize, edit, and print documents and other business
communications.
Use spreadsheet software to enter, manipulate, edit, and format text and numerical data.
Use presentation software to create, manipulate, edit, and present digital representations of
information to an audience.
Use database software to manage data.
Create and maintain a well-organized electronic file storage system.
Using the Internet and email
Use the Internet to search for online information and interact with Web sites.
Use the Internet and web-based tools to manage basic workplace tasks (e.g., calendar management,
contacts management, and timekeeping).
Use electronic mail to communicate in the workplace.
Understand the different types of social media and their appropriate workplace and non-workplace
uses, and the impact that various social media activities can have on one’s personal and professional
Employ collaborative/groupware applications to facilitate group work.
Ensuring computer security
Understand and comply with the organization’s privacy policy and information security guidelines.
Defend against potential abuses of private information.
Recognize and respond appropriately to suspicious vulnerabilities and threats.
Use the most recent security software, web browser, and operating system to protect against online
threats.
Utilize strong passwords, passphrases, and basic encryption.
Recognize secure Web addresses.
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3
3.1
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

Tier 3: Workplace Competencies
Teamwork: Working cooperatively with others to complete work assignments.
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.
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Code
3.2.2.3
3.2.2.4
3.2.2.5
3.2.2.6
3.2.3
3.2.3.1
3.2.3.2
3.2.3.3
3.2.4
3.2.4.1
3.2.4.2
3.2.4.3
3.2.4.4
3.3
3.3.1
3.3.1.1
3.3.1.2
3.3.1.3
3.3.1.4
3.3.1.5
3.3.2
3.3.2.1
3.3.2.2
3.3.3
3.3.3.1
3.3.3.2
3.3.3.3
3.3.3.4
3.3.3.5
3.3.3.6
3.3.3.7
3.4
3.4.1
3.4.1.1

Address customer comments, questions, concerns, and objections with direct, accurate, and timely
responses.
Identify and propose appropriate solutions and/or services.
Establish boundaries as appropriate for unreasonable customer demands.
Communicate in the medium desired by the customer.
Acting professionally
Is pleasant, courteous, and professional when dealing with internal or external customers.
Develop constructive and cooperative working relationships with customers.
Is calm and empathetic when dealing with hostile customers.
Keeping customers informed
Follow up with customers following provision of service.
Keep customers up to date about decisions that affect them.
Seek the comments, criticisms, and involvement of customers.
Adjust services based on customer feedback.
Planning and Organizing: Planning and prioritizing work to manage time effectively and accomplish
assigned tasks.
Planning
Approach work in a methodical manner.
Plan and schedule tasks so that work is completed on time.
Keep track of details to ensure work is performed accurately and completely.
Anticipate obstacles to project completion and develop contingency plans to address them.
Find new ways of organizing work area or planning work to accomplish work more efficiently.
Prioritizing
Prioritize multiple competing tasks.
Perform tasks correctly, quickly, and efficiently according to their relative urgency and importance.
Managing projects
Estimate personnel and other resources needed for project completion (e.g., financial material or
equipment).
Manage activities to meet plans, allocating time and resources effectively.
Keep track of and document plans, assignments, changes, and deliverables.
Plan for dependencies of one task on another.
Coordinate efforts with all affected parties, keeping them informed of progress and all relevant
changes to project timelines.
Take necessary corrective action when projects go off track.
Assure job accommodations are made for personnel who need or request them.
Creative Thinking: Generating innovative and creative solutions.
Employing unique analyses
Use original analyses and generate new, innovative ideas in complex areas.
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Code
3.4.1.2
3.4.2
3.4.2.1
3.4.2.2
3.4.2.3
3.4.2.4
3.4.3
3.4.3.1
3.4.3.2
3.4.3.3
3.5
3.5.1
3.5.1.1
3.5.1.2
3.5.1.3
3.5.1.4
3.5.1.5
3.5.2
3.5.2.1
3.5.2.2
3.5.2.3
3.5.2.4
3.5.3
3.5.3.1
3.5.3.2
3.5.4
3.5.4.1
3.5.4.2
3.5.5
3.5.5.1
3.5.5.2

Develop innovative methods of obtaining or using resources when insufficient resources are
available.
Generating innovative solutions
Integrate seemingly unrelated information to develop creative processes or solutions.
Reframe problems in a different light to find fresh approaches.
Entertain wide-ranging possibilities and perspectives to develop new solutions.
Find new ways to add value to the efforts of a team and organization.
Seeing the big picture
Understand the pieces of a system as a whole and appreciate the consequences of actions on other
parts of the system.
Monitor patterns and trends to see a bigger picture.
Modify or design systems to improve performance.
Problem Solving and Decision-Making: Generating, evaluating, and implementing solutions to problems.
Identifying the problem
Anticipate or recognize the existence of a problem or objection.
Identify the true nature of the problem and define critical issues.
Evaluate the importance and criticality of the problem.
Use all available reference systems to locate and obtain information relevant to understanding the
problem.
Recall previously learned information that is relevant to the problem.
Locating, gathering, and organizing relevant information
Effectively use both internal resources (e.g., internal computer networks, company filing systems)
and external resources (e.g., internet search engines) to locate and gather information relevant to
solving the problem.
Examine information obtained for relevance and completeness.
Recognize important gaps in existing information and take steps to eliminate those gaps.
Organize/reorganize information as appropriate to gain a better understanding of the problem.
Generating alternatives
Integrate previously learned and externally obtained information to generate a variety of highquality alternative approaches to the problem.
Skillfully use logic and analysis to identify the strengths and weaknesses, the costs and benefits, and
the short- and long-term consequences of different solutions or approaches.
Choosing a solution
Decisively choose the best solution after evaluating the relative merits of each possible option.
Make difficult decisions even in highly ambiguous or ill-defined situations.
Implementing the solution
Commit to a solution in a timely manner.
Develop a realistic approach for implementing the chosen solution.
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Code
3.5.5.3
3.5.5.4
3.6
3.6.1
3.6.1.1
3.6.1.2
3.6.2
3.6.2.1
3.6.3
3.6.3.1
3.6.3.2
3.6.3.3
3.6.3.4
3.6.4
3.6.4.1
3.6.4.2
3.6.4.3
3.6.4.4
3.7
3.7.1
3.7.1.1
3.7.1.2
3.7.1.3
3.7.1.4
3.7.1.5
3.7.2
3.7.2.1
3.7.2.2
3.7.2.3
3.7.3

Document the problem and corrective actions taken and their outcomes and communicate these to
the appropriate parties.
Observe and evaluate the outcomes of implementing the solution to assess the need for alternative
approaches and to identify lessons learned.
Working with Tools and Technology: Selecting, using, and maintaining tools and technology to facilitate
work activity (with accommodation, when necessary).
Using tools
Operate tools, technology, and equipment in accordance with established operating procedures and
safety standards.
Demonstrate appropriate use of tools and technology to complete work functions.
Selecting tools
Select and apply appropriate tools or technological solutions to the problem at hand.
Keeping current on tools and technology
Demonstrate an interest in learning about new and emerging tools and technologies.
Demonstrate information literacy.
Adapt quickly to changes in process or technology.
Seek out opportunities to improve knowledge of tools and technologies that may assist in
streamlining work and improving productivity.
Troubleshooting and maintenance
Learn how to maintain and troubleshoot tools and technologies.
Perform routine maintenance on tools, technology, and equipment.
Determine causes of errors and take the appropriate corrective action.
Develop alternatives to complete a task if desired tool or technology is not available.
Scheduling and Coordinating: Making arrangements that fulfill all requirements as efficiently and
economically as possible.
Arranging and informing
Make arrangements (e.g. for meetings or travel) that fulfill all requirements as efficiently and
economically as possible.
Inform others of arrangements, giving them complete, accurate, and timely information.
Ensure that others receive needed materials in time.
Handle all aspects of arrangements thoroughly and completely.
Respond to the schedules of others affected by arrangements, resolve schedule conflicts or travel
issues, and take corrective action.
Coordinating in distributed environments
Coordinate schedules of colleagues, co-workers, and clients in regional locations. (i.e., across time
zones) to ensure that inconvenience is minimized and productivity is enhanced.
Leverage technology (e.g., internet, teleconference) to facilitate information sharing in distributed
work environments.
Take advantage of team member availability throughout business hours in multiple time zones to
enhance productivity.
Shiftwork
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Code
3.7.3.1
3.7.3.2
3.7.3.3
3.8
3.8.1
3.8.1.1
3.8.1.2
3.8.1.3
3.8.2
3.8.2.1
3.8.2.2
3.8.2.3
3.8.2.4
3.8.3
3.8.3.1
3.8.3.2
3.8.3.3
3.8.3.4
3.8.4
3.8.4.1
3.8.4.2
3.8.4.3
3.8.4.4
3.9
3.9.1
3.9.1.1
3.9.1.2
3.9.1.3
3.9.2
3.9.2.1
3.9.2.2
3.9.3
3.9.3.1

Effectively coordinate the transition of staff at the beginning and end of each work shift.
Disseminate crucial information in an organized manner to rapidly bring staff up to speed at the
start of their shifts.
Ensure that staff is updated on work completed on past shifts and work that still needs to be
completed.
Checking, Examining, and Recording: Entering, transcribing, recording, storing, or maintaining
information in written or electronic/digital format.
Detecting errors
Detect and correct errors or inconsistencies, even under time pressure.
Identify vague or ambiguous documentation.
Route errors to appropriate person to correct documentation.
Completing forms
Select and complete appropriate forms quickly and completely.
Forward or process forms in a timely and accurate manner.
Attend to and follow through on important items requiring action.
Expedite forms, orders, or advances that require immediate attention.
Obtaining information
Obtain appropriate information, signatures, and approvals promptly.
Verify that all information is present and accurate before forwarding materials.
Compile, categorize, and verify information or data.
Apply systematic techniques for observing and gathering data.
Maintaining logs, records, and files
Organize records and files to maintain data.
Keep logs, records, and files that are up-to-date and readily accessible (e.g., driver logs, flight
records, repair records).
Update logs, records, and files, noting important changes.
File data and documentation in accordance with organization’s requirements.
Business Fundamentals: Using information on basic business principles, trends, and economics.
Situational awareness
Understand the mission, structure, and functions of the organization.
Recognize one’s role in the functioning of the organization and understand the potential impact
one’s own performance can have on the success of the organization.
Grasp the potential impact of the company’s well-being on employees.
Business ethics
Act in the best interest of the company, the community, and the environment.
Comply with applicable laws and rules governing work and report loss, waste, or theft of company
property to appropriate personnel.
Market knowledge
Understand market trends in the industry and the company’s position in the market.
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Code
3.9.3.2
3.9.3.3
3.9.3.4

Know who the company’s primary competitors are and stay current on organizational strategies to
maintain competitiveness.
Uphold the organization through building and maintaining customer relations.
Recognize major challenges faced by the organization and industry, and identify key strategies to
address challenges.

4

Tier 4: Ready to Work Cluster Specific Competencies

4.1
4.1.1
4.1.2
4.1.3
4.1.4
4.2
4.2.1
4.2.2
4.2.3
4.2.4

4.4
4.5
4.5.1
4.5.2
4.5.3
4.5.4
4.5.5
4.5.6
4.5.7
4.5.8
4.5.9
4.6
4.6.1
4.6.2
4.6.3
4.6.4
4.6.5

Sales: Initiative to build and close sales.
Learn about products and services
Assess customer needs
Build the sale
Gain customer commitment and closes the sale
Customer Service: Initiative to build a customer base and customer loyalty.
Initiate customer contact
Educate the customer
Build customer relations
Meet customer needs and provide ongoing support
Merchandising/Retailing: Knowledge of company’s and competing product lines and the methods to
display them.
Operations: Knowledge of the functions that support sales and service.
Promotion
Explain the role of promotion
Prepare a promotional budget
Develop a promotional plan
Write a news release
Obtain publicity
Select sales-promotion options such as coupons, display, email
Compare types of advertising media
Conceptualize and design advertisements
Evaluate effectiveness of advertising
Marketing and Sales: Promote and sell industry services and products (events).
Define marketing and explain its purpose related to business outcomes
Explain the relationship between marketing and sales
Understand promotion, selling, and closing strategies
Identify and pursue prospective customers and appropriate customer segments
Selection of services based on the match between customer needs and product specifications

4.6.6

Inform customers of service contracts, offered services, estimated cost, delivery of services, etc

4.6.7
4.6.8
4.6.9
4.6.10

Utilize a variety of payment options to facilitate customer payments for services
Monitor customer preferences to determine focus of sales efforts and services
Research customers’ business objectives and tailor sales approach
Emphasize and promote features in marketing or sales

4.3
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4.6.11
4.6.12
4.6.13
5

Awareness of social/digital media and integrated marketing and communications trends
Benefits of collaboration with other industries to provide an inclusive product to customers
Develop an understanding of primary and secondary competitors in your market

Tier 5: Career Pathway Technical Competencies
5.1 Contact Customers

5.1.1
5.1.2
5.1.3

Visit retailers and sales representatives to promote products and gather information.
Visit establishments to evaluate needs or to promote product or service sales.
Contact new or existing customers to discuss how specific products or services can meet their needs.

Contact regular and prospective customers to demonstrate products, explain product features, and
solicit orders.
5.1.5
Contact previous clients for prospecting of referral business.
5.1.6
Contact property owners and advertise services to solicit property sales listings.
5.2 Product Information
5.2.1
Demonstrate equipment to customers and explain functioning of equipment.
Emphasize product features based on analyses of customers' needs and on technical knowledge of
5.2.2
product capabilities and limitations.
Inform customers of estimated delivery schedules, service contracts, warranties, or other information
5.2.3
pertaining to purchased products.
Present information to customers about the energy efficiency or environmental impact of scientific or
5.2.4
technical products.
Provide customers with information, such as quotes, orders, sales, shipping, warranties, credit, funding
5.2.5
options, incentives, or tax rebates.
Provide technical information about solar power, solar systems, equipment, and services to potential
5.2.6
customers or dealers.
5.2.7
Estimate or quote prices, credit or contract terms, warranties, and delivery dates.
Display commercial, industrial, agricultural, and residential properties to clients and explain their
5.2.8
features.
5.3 Contracts & Sales Documents
Prepare rental or lease agreements, specifying charges and payment procedures for use of machinery,
5.3.1
tools, or other items.
5.3.2
Prepare sales slips or sales contracts.
5.3.3
Prepare and submit sales contracts for orders.
5.3.4
Prepare proposals, quotes, contracts, or presentations for potential solar customers.
5.3.5
Prepare sales contracts and order forms.
5.3.6
Obtain agreements from property owners to place properties for sale with real estate firms.
Prepare documents such as representation contracts, purchase agreements, closing statements, deeds,
5.3.7
and leases.
5.4 Collect Information
5.4.1
Visit retailers and sales representatives to promote products and gather information.
5.1.4
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5.4.2
5.4.3
5.4.4
5.4.5

Read catalogs, microfiche viewers, or computer displays to determine replacement part stock numbers
and prices.
Determine replacement parts required, according to inspections of old parts, customer requests, or
customers' descriptions of malfunctions.
Visit establishments to evaluate needs or to promote product or service sales.
Obtain building blueprints or specifications for use by engineering departments in bid preparations.

Gather information from prospective customers to identify their solar energy needs.
Interview clients to determine what kinds of properties they are seeking.
5.5 Monitor Market Conditions
5.5.1
Estimate consumer demand and determine the types and amounts of goods to be sold.
Attend sales or trade meetings or read related publications to obtain information about market
5.5.2
conditions, business trends, environmental regulations, or industry developments.
5.5.3
Monitor market conditions, product innovations, and competitors' products, prices, and sales.
Maintain awareness of current income tax regulations, local zoning, building and tax laws, and growth
5.5.4
possibilities of the area where a property is located.
Maintain working knowledge of various factors that determine a farm's capacity to produce, such as
5.5.5
agricultural variables and proximity to market centers and transportation facilities.
5.4.6
5.4.7

6

Tier 6: Occupation Specific Technical Competencies
6.1 Process Sales

Receive and fill telephone orders for parts.
Receive payment or obtain credit authorization.
Examine returned parts for defects, and exchange defective parts or refund money.
Prepare and submit sales contracts for orders.
6.2 Product Use & Support
Advise customers on substitution or modification of parts when identical replacements are not
6.2.1
available.
6.2.2
Discuss use and features of various parts, based on knowledge of machines or equipment.
6.2.3
Provide customers with ongoing technical support.
Inform customers about issues related to responsible use and disposal of products, such as waste
6.2.4
reduction or product or byproduct recycling or disposal.
6.2.5
Advise customers on product usage to improve production.
Consult with clients after sales or contract signings to resolve problems and to provide ongoing support.
6.1.1
6.1.2
6.1.3
6.1.4

6.2.6

Train customers' employees to operate and maintain new equipment.
6.3 Product Delivery
6.3.1
Pick up and deliver parts.
6.3.2
Arrange for installation and testing of products or machinery.
6.3.3
Verify that delivery schedules meet project deadlines.
6.3.4
Arrange and direct delivery and installation of products and equipment.
6.2.7
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Buy products from manufacturers or brokerage firms and distribute them to wholesale and retail
clients.
6.4 Negotiate Sales Terms
6.4.1
Negotiate prices or terms of sales or service agreements.
6.4.2
Negotiate details of contracts and payments.
Negotiate with retail merchants to improve product exposure, such as shelf positioning and advertising.
6.3.5

6.4.3

6.5 Sell Products & Services
6.5.1
6.5.2
6.5.3
6.5.4
6.5.5

Sell technical and scientific products that are environmentally sound or designed for environmental
remediation.
Sell service contracts for technical or scientific products.
Call on prospective customers to explain company services or to solicit new business.
Arrange merchandise and sales promotion displays or issue sales promotion materials to customers.
Sell food specialties, such as sandwiches and beverages, to office workers and patrons of sports events.
6.6 Estimate Costs

6.6.1
6.6.2
6.6.3
6.6.4
6.6.5
7
7.1

Manage shipments by researching shipping methods or costs and tracking packages.
Quote prices, credit terms, or other bid specifications.
Compute customer's installation or production costs and estimate savings from new services, products,
or equipment.
Estimate or quote prices, credit or contract terms, warranties, and delivery dates.
Prepare drawings, estimates, and bids that meet specific customer needs.

Tier 7: Occupation Specific Requirements
High school diploma or equivalent

8

Tier 8: Management Competencies

8.1
8.1.1

Relationship Management
Oversees transactional and/or preliminary stage of employee relations issues

8.1.2
8.1.3
8.1.4
8.1.5
8.1.6
8.1.7
8.1.8

Assists early-level HR professionals in building networks with higher-level leaders in the organization
Recognizes potential employee relations issues in a proactive manner and either resolves the issue or
moves the concern to senior leaders
Mediates difficult interactions, escalating problems to higher level when warranted
Develops network of contacts of internal and external stakeholders including frontline managers, HR
peers, and job candidates
Develops a reputation as a neutral and approachable HR professional serving employees and the
organization
Oversees interactions with vendors/suppliers to maintain service quality
Ensures early-level HR professionals are providing customer-oriented service

Alabama Competency Model Sales Representatives, Wholesale and
Manufacturing, Except Technical and Scientific Products
Code
8.1.9
8.1.10
8.1.11
8.1.12
8.1.13
8.1.14
8.2
8.2.1
8.2.2
8.2.3
8.2.4
8.2.5
8.2.6
8.2.7
8.2.8
8.2.9
8.2.10
8.2.11
8.2.12
8.3
8.3.1
8.3.2
8.3.3
8.3.4
8.3.5
8.3.6
8.3.7
8.3.8
8.3.9
8.3.10
8.3.11
8.3.12
8.3.13
8.3.14

Ensures that HR decisions from senior leaders are understood and communicated by HR
representatives
Fosters positive team environment among staff
Identifies staff networking opportunities and venues
Assists senior HR professionals in the facilitation of difficult interactions among stakeholders
Develops new partnerships with employees and frontline managers
Facilitates conflict resolution meetings
Ethical Practice
Maintains general knowledge of ethical laws, standards, legislation, and trends that may affect
organizational HR practice
Reinforces difficult decisions that align with organizational strategies and values
Establishes one's self as a credible resource for all issues involving employees and management
Develops and supports systems for reporting unethical behavior
Enforces policies consistently
Establishes one's self as a credible and trustworthy source for employees to voice concerns
Influences others to behave in an ethical manner
Performs as an ethical role model and positively influences managerial integrity and accountability
Implements training programs regarding ethics laws, standards, and policies
Takes immediate and appropriate action regarding reports of unethical behavior or conflicts of interest
Audits and monitors adherence to policies and procedures
Creates processes to ensure confidentiality and privacy of employee information and company data
Critical Evaluation
Maintains working knowledge of measurement concepts, data collection, and analysis
Maintains working knowledge of statistics and metrics
Asks critical questions to prepare and interpret data studies/metrics
Conducts assessments to address problems and implements solutions within business units
Evaluates information gathered through research conducted
Conducts effective program evaluation
Maintains knowledge in the use of data, evidence-based research, benchmarks, HR and business
metrics to make critical decisions
Identifies patterns in data and raises relevant issues to higher-level management
Differentiates best practices that will work for own organization/business unit
Ensures quality work product
Executes case and pilot studies to evaluate to address specific problems and questions
Analyzes data and reports findings and trends
Maintains objectivity during critical evaluation processes
Analyzes data and seeks root causes

Alabama Competency Model Sales Representatives, Wholesale and
Manufacturing, Except Technical and Scientific Products
Code
8.3.15
8.4
8.4.1
8.4.2
8.4.3
8.4.4
8.4.5
8.4.6
8.4.7
8.4.8
8.4.9
8.4.10
8.4.11
8.4.12
8.4.13
8.4.14
8.5
8.5.1
8.5.2
8.5.3
8.5.4
8.5.5
8.6
8.6.1
8.6.2
8.6.3
8.6.4

Masters research methods and applies them to work
Business Acumen
Maintains functional knowledge of organizational business units
Gathers, assembles, and reports HR metrics and labor market trends
Utilizes appropriate business terms and vocabulary in interactions with employees and leaders
Develops skill in building business cases for HR projects and initiatives
Maintains knowledge of HR metrics and business metrics including Key Performance Indicators and
relationships with one another
Develops HR marketing messages to both internal and external audiences
Maintains working knowledge of business lines as well as competitive market
Manages project and initiative budgets
Analyzes data for HR metrics to make recommendations
Defines critical activities in terms of value added, impact, utility derived from cost-benefit analysis
Manages process improvement initiatives
Implements organization-wide business practices/operations
Develops the ability to apply the principles of finance, marketing, economics, sales, technology, and
business systems to internal HR processes and policies
Implements HR and business technology plans to solve business problems and needs
Change Management
Recognizing “where” change needs to happen and communicating it to others
Defining and communicating a compelling vision of the future that makes adaptive responses to the
present appear both feasible and desirable to stakeholders
Proactively and repeatedly searching out opportunities to talk about the new vision in both formal and
informal settings at all levels of the organization
Challenging the status quo with facts, figures and logical reasoning about its advantages and drawbacks
Personally initiating tangible actions to reinforce or support the new vision (e.g., organizational
restructuring, budgeting changes, new performance metrics, etc.)
Building Partnerships
Develops and maintains professional partnerships to support delivery of programmatic outputs
Identifies common interests and goals and carries out joint initiatives with a range of partners and
stakeholders.
Actively builds and maintains internal and external partnerships to achieve progress on objectives and
shared interests.
Actively involves partners and stakeholders to deliver programmatic outputs through collaboration

Alabama Competency Model Sales Representatives, Wholesale and
Manufacturing, Except Technical and Scientific Products
Code

8.6.5

Builds and/or maintains partnerships through sharing of knowledge and best practice, treating
confidential information with due care, in compliance with the organization's regulations, rules and
policies.

MARKETING

Real Estate Broker
ACCCP

Professional Sales

Code
1

Alabama Competency Model Real Estate Brokers
Tier 1: Personal Effectiveness Competencies

Interpersonal Skills: Displaying the skills to work effectively with others from diverse backgrounds.
Demonstrating sensitivity/empathy
Show sincere interest in others and their concerns.
Demonstrate sensitivity to the needs and feelings of others.
Look for ways to help people and deliver assistance.
Demonstrating insight into behavior
Recognize and accurately interpret the communications of others as expressed through various
1.1.2.1
formats (e.g., writing, speech, American Sign Language, computers, etc.).
1.1.2.2
Recognize when relationships with others are strained.
Show understanding of others’ behaviors and motives by demonstrating appropriate responses.
1.1
1.1.1
1.1.1.1
1.1.1.2
1.1.1.3
1.1.2

1.1.2.3
1.1.2.4
1.1.3
1.1.3.1
1.1.3.2
1.1.3.3
1.1.4
1.1.4.1
1.1.4.2
1.1.4.3
1.1.4.4
1.2
1.2.1
1.2.1.1
1.2.1.2
1.2.1.3
1.2.1.4
1.2.1.5
1.2.2
1.2.2.1
1.2.2.2
1.2.3
1.2.3.1
1.2.3.2
1.3
1.3.1
1.3.1.1

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

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
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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
1.4
following through to get the job done.
1.4.1
Persisting
1.4.1.1
Pursue work with drive and a strong accomplishment orientation.
Persist to accomplish a task despite difficult conditions, tight deadlines, or obstacles and setbacks.
1.3.3.2
1.3.4
1.3.4.1
1.3.4.2
1.3.4.3

1.4.1.2
1.4.2
1.4.2.1
1.4.2.2
1.4.2.3
1.4.3
1.4.3.1
1.4.3.2
1.4.3.3
1.4.4
1.4.4.1
1.4.4.2
1.4.4.3
1.4.4.4
1.4.5
1.4.5.1
1.4.5.2
1.5
1.5.1
1.5.1.1
1.5.1.2

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

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

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

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

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.

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

Tier 2: Academic Competencies

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

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

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

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

Code
2.4.2.1
2.5
2.5.1
2.5.1.1
2.5.1.2
2.5.1.3
2.5.1.4
2.5.1.5
2.5.2
2.5.2.1
2.5.2.2
2.5.2.3
2.5.2.4
2.5.2.5
2.5.2.6
2.5.3
2.5.3.1
2.5.3.2
2.5.3.3
2.5.4
2.5.4.1
2.5.4.2
2.5.4.3
2.6
2.6.1
2.6.1.1
2.6.1.2
2.6.1.3
2.6.1.4
2.6.1.5
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Apply basic scientific principles and technology to complete tasks.
Communication: Listening, speaking, and signaling so others can understand (with accommodation if
Communicating
Express relevant information appropriately to individuals or groups taking into account the audience
and the nature of the information (e.g., technical or controversial).
Convey information clearly, correctly, and succinctly.
Use common English conventions including proper grammar, tone, and pace.
Effectively establish interpersonal contact with one or more individuals using eye contact, body
language and non-verbal expression as appropriate to the person’s culture.
Ask questions or report problems or concerns to people in authority when information or
procedures are unclear or need improvement, or when feeling unsafe or threatened in the
workplace.
Receiving information
Attend to, understand, interpret, and respond to messages received in a variety of ways, including
hearing, American Sign Language, instant messaging, text-to-speech devices, and other methods.
Comprehend complex instructions.
Identify feelings and concerns communicated in various formats, such as writing, speech, American
Sign Language, computers, etc. and responds appropriately.
Consider others’ viewpoints and alter opinion when it is appropriate to do so.
Apply active interpersonal communication skills using reflection, restatement, questioning, and
clarification.
Effectively answer questions of others or communicate an inability to do so and suggest other
sources of answers.
Observing carefully
Notice nonverbal cues and respond appropriately.
Attend to visual sources of information (e.g., video).
Ascertain relevant visual information and use appropriately.
Persuasion/Influence
Influence others.
Persuasively present thoughts and ideas.
Gain commitment and ensure support for proposed ideas.
Critical and Analytical Thinking: Using logical thought processes to analyze information and draw
conclusions.
Reasoning
Possess sufficient inductive and deductive reasoning ability to perform job successfully.
Critically review, analyze, synthesize, compare, and interpret information.
Draw conclusions from relevant and/or missing information.
Understand the principles underlying the relationship among facts and apply this understanding
when solving problems.
Use logic and reasoning to identify strengths and weaknesses of alternative solutions or approaches
to a problem.

Code
2.6.2
2.6.2.1
2.6.2.2
2.7
2.7.1
2.7.1.1
2.7.1.2
2.7.2
2.7.2.1
2.7.2.2
2.7.2.3
2.7.2.4
2.7.2.5
2.7.3
2.7.3.1
2.7.3.2
2.7.3.3
2.7.3.4
2.7.3.5
2.7.4
2.7.4.1
2.7.4.2
2.7.4.3
2.7.4.4
2.7.4.5
2.7.4.6
3
3.1
3.1.1
3.1.1.1
3.1.1.2
3.1.1.3
3.1.1.4
3.1.1.5
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Mental agility
Identify connections between issues.
Quickly understand, orient to, and integrate new information.
Basic Computer Skills: Using information technology and related applications to convey and retrieve
information (with accommodation when necessary).
Computer basics
Understand the basic functions and terminology related to computer hardware, software,
information systems, and communication devices.
Use basic computer software, hardware, and communication devices to perform tasks.
Using software
Use word processing software to compose, organize, edit, and print documents and other business
communications.
Use spreadsheet software to enter, manipulate, edit, and format text and numerical data.
Use presentation software to create, manipulate, edit, and present digital representations of
information to an audience.
Use database software to manage data.
Create and maintain a well-organized electronic file storage system.
Using the Internet and email
Use the Internet to search for online information and interact with Web sites.
Use the Internet and web-based tools to manage basic workplace tasks (e.g., calendar management,
contacts management, and timekeeping).
Use electronic mail to communicate in the workplace.
Understand the different types of social media and their appropriate workplace and non-workplace
uses, and the impact that various social media activities can have on one’s personal and professional
Employ collaborative/groupware applications to facilitate group work.
Ensuring computer security
Understand and comply with the organization’s privacy policy and information security guidelines.
Defend against potential abuses of private information.
Recognize and respond appropriately to suspicious vulnerabilities and threats.
Use the most recent security software, web browser, and operating system to protect against online
threats.
Utilize strong passwords, passphrases, and basic encryption.
Recognize secure Web addresses.

Tier 3: Workplace Competencies

Teamwork: Working cooperatively with others to complete work assignments.
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.

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

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

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

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

Code
3.8.2.3
3.8.2.4
3.8.3
3.8.3.1
3.8.3.2
3.8.3.3
3.8.3.4
3.8.4
3.8.4.1
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Attend to and follow through on important items requiring action.
Expedite forms, orders, or advances that require immediate attention.
Obtaining information
Obtain appropriate information, signatures, and approvals promptly.
Verify that all information is present and accurate before forwarding materials.
Compile, categorize, and verify information or data.
Apply systematic techniques for observing and gathering data.
Maintaining logs, records, and files
Organize records and files to maintain data.
Keep logs, records, and files that are up-to-date and readily accessible (e.g., driver logs, flight
3.8.4.2
records, repair records).
3.8.4.3
Update logs, records, and files, noting important changes.
3.8.4.4
File data and documentation in accordance with organization’s requirements.
Business Fundamentals: Using information on basic business principles, trends, and economics.
3.9

3.9.1
3.9.1.1
3.9.1.2
3.9.1.3
3.9.2
3.9.2.1
3.9.2.2
3.9.3
3.9.3.1
3.9.3.2
3.9.3.3
3.9.3.4
4
4.1
4.1.1
4.1.2
4.1.3
4.1.4
4.2
4.2.1
4.2.2
4.2.3
4.2.4

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

Tier 4: Ready to Work Cluster Specific Competencies

Sales: Initiative to build and close sales.
Learn about products and services
Assess customer needs
Build the sale
Gain customer commitment and closes the sale
Customer Service: Initiative to build a customer base and customer loyalty.
Initiate customer contact
Educate the customer
Build customer relations
Meet customer needs and provide ongoing support

Code
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4.4
4.5
4.5.1
4.5.2
4.5.3
4.5.4
4.5.5
4.5.6
4.5.7
4.5.8
4.5.9
4.6
4.6.1
4.6.2
4.6.3
4.6.4
4.6.5

Merchandising/Retailing: Knowledge of company’s and competing product lines and the methods to
display them.
Operations: Knowledge of the functions that support sales and service.
Promotion
Explain the role of promotion
Prepare a promotional budget
Develop a promotional plan
Write a news release
Obtain publicity
Select sales-promotion options such as coupons, display, email
Compare types of advertising media
Conceptualize and design advertisements
Evaluate effectiveness of advertising
Marketing and Sales: Promote and sell industry services and products (events).
Define marketing and explain its purpose related to business outcomes
Explain the relationship between marketing and sales
Understand promotion, selling, and closing strategies
Identify and pursue prospective customers and appropriate customer segments
Selection of services based on the match between customer needs and product specifications

4.6.6

Inform customers of service contracts, offered services, estimated cost, delivery of services, etc

4.6.7
4.6.8
4.6.9
4.6.10
4.6.11
4.6.12
4.6.13

Utilize a variety of payment options to facilitate customer payments for services
Monitor customer preferences to determine focus of sales efforts and services
Research customers’ business objectives and tailor sales approach
Emphasize and promote features in marketing or sales
Awareness of social/digital media and integrated marketing and communications trends
Benefits of collaboration with other industries to provide an inclusive product to customers
Develop an understanding of primary and secondary competitors in your market

4.3

5
5.1
5.1.1
5.1.2
5.1.3
5.1.4
5.1.5
5.1.6
5.2
5.2.1
5.2.2

Tier 5: Career Pathway Technical Competencies

Contact Customers
Visit retailers and sales representatives to promote products and gather information.
Visit establishments to evaluate needs or to promote product or service sales.
Contact new or existing customers to discuss how specific products or services can meet their needs.
Contact regular and prospective customers to demonstrate products, explain product features, and
solicit orders.
Contact previous clients for prospecting of referral business.
Contact property owners and advertise services to solicit property sales listings.
Product Information
Demonstrate equipment to customers and explain functioning of equipment.
Emphasize product features based on analyses of customers' needs and on technical knowledge of
product capabilities and limitations.

Code
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
5.4
5.4.1
5.4.2
5.4.3
5.4.4
5.4.5
5.4.6
5.4.7
5.5
5.5.1
5.5.2
5.5.3
5.5.4
5.5.5
6
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Inform customers of estimated delivery schedules, service contracts, warranties, or other information
pertaining to purchased products.
Present information to customers about the energy efficiency or environmental impact of scientific or
technical products.
Provide customers with information, such as quotes, orders, sales, shipping, warranties, credit, funding
options, incentives, or tax rebates.
Provide technical information about solar power, solar systems, equipment, and services to potential
customers or dealers.
Estimate or quote prices, credit or contract terms, warranties, and delivery dates.
Display commercial, industrial, agricultural, and residential properties to clients and explain their
features.
Contracts & Sales Documents
Prepare rental or lease agreements, specifying charges and payment procedures for use of machinery,
tools, or other items.
Prepare sales slips or sales contracts.
Prepare and submit sales contracts for orders.
Prepare proposals, quotes, contracts, or presentations for potential solar customers.
Prepare sales contracts and order forms.
Obtain agreements from property owners to place properties for sale with real estate firms.
Prepare documents such as representation contracts, purchase agreements, closing statements, deeds,
and leases.
Collect Information
Visit retailers and sales representatives to promote products and gather information.
Read catalogs, microfiche viewers, or computer displays to determine replacement part stock numbers
and prices.
Determine replacement parts required, according to inspections of old parts, customer requests, or
customers' descriptions of malfunctions.
Visit establishments to evaluate needs or to promote product or service sales.
Obtain building blueprints or specifications for use by engineering departments in bid preparations.
Gather information from prospective customers to identify their solar energy needs.
Interview clients to determine what kinds of properties they are seeking.
Monitor Market Conditions
Estimate consumer demand and determine the types and amounts of goods to be sold.
Attend sales or trade meetings or read related publications to obtain information about market
conditions, business trends, environmental regulations, or industry developments.
Monitor market conditions, product innovations, and competitors' products, prices, and sales.
Maintain awareness of current income tax regulations, local zoning, building and tax laws, and growth
possibilities of the area where a property is located.
Maintain working knowledge of various factors that determine a farm's capacity to produce, such as
agricultural variables and proximity to market centers and transportation facilities.

Tier 6: Occupation Specific Technical Competencies

Code
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
6.5
6.5.1
6.5.2
6.5.3
6.5.4
6.5.5
6.6
6.6.1
6.6.2
6.6.3
6.6.4
7
7.1
7.2
8
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Advise Clients
Answer clients' questions regarding construction work, financing, maintenance, repairs, and appraisals.
Accompany buyers during visits to and inspections of property, advising them on the suitability and
value of the homes they are visiting.
Advise sellers on how to make homes more appealing to potential buyers.
Advise clients on market conditions, prices, mortgages, legal requirements, and related matters.
Evaluate mortgage options to help clients obtain financing at the best prevailing rates and terms.
Contract Real Estate
Sell, for a fee, real estate owned by others.
Rent properties or manage rental properties.
Develop, sell, or lease property used for industry or manufacturing.
Rent or lease properties on behalf of clients.
Laws & Regulations
Maintain knowledge of real estate law, local economies, fair housing laws, types of available mortgages,
financing options, and government programs.
Maintain awareness of current income tax regulations, local zoning, building and tax laws, and growth
possibilities of the area where a property is located.
Customer Meetings
Coordinate appointments to show homes to prospective buyers.
Arrange meetings between buyers and sellers when details of transactions need to be negotiated.
Appraise Property
Compare a property with similar properties that have recently sold to determine its competitive market
price.
Appraise property values, assessing income potential when relevant.
Visit properties to assess them before showing them to clients.
Appraise properties to determine loan values.
Locate and appraise undeveloped areas for building sites, based on evaluations of area market
conditions.
Obtain Property Information
Generate lists of properties for sale, their locations, descriptions, and available financing options, using
computers.
Generate lists of properties that are compatible with buyers' needs and financial resources.
Arrange for title searches to determine whether clients have clear property titles.
Solicit and compile listings of available rental properties.

Tier 7: Occupation Specific Requirements
High school diploma or equivalent
Licensed Real Estate Broker

Tier 8: Management Competencies

Code
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
8.1.9
8.1.10
8.1.11
8.1.12
8.1.13
8.1.14
8.2
8.2.1
8.2.2
8.2.3
8.2.4
8.2.5
8.2.6
8.2.7
8.2.8
8.2.9
8.2.10
8.2.11
8.2.12
8.3
8.3.1
8.3.2
8.3.3
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Relationship Management
Oversees transactional and/or preliminary stage of employee relations issues
Assists early-level HR professionals in building networks with higher-level leaders in the organization
Recognizes potential employee relations issues in a proactive manner and either resolves the issue or
moves the concern to senior leaders
Mediates difficult interactions, escalating problems to higher level when warranted
Develops network of contacts of internal and external stakeholders including frontline managers, HR
peers, and job candidates
Develops a reputation as a neutral and approachable HR professional serving employees and the
organization
Oversees interactions with vendors/suppliers to maintain service quality
Ensures early-level HR professionals are providing customer-oriented service
Ensures that HR decisions from senior leaders are understood and communicated by HR
representatives
Fosters positive team environment among staff
Identifies staff networking opportunities and venues
Assists senior HR professionals in the facilitation of difficult interactions among stakeholders
Develops new partnerships with employees and frontline managers
Facilitates conflict resolution meetings
Ethical Practice
Maintains general knowledge of ethical laws, standards, legislation, and trends that may affect
organizational HR practice
Reinforces difficult decisions that align with organizational strategies and values
Establishes one's self as a credible resource for all issues involving employees and management
Develops and supports systems for reporting unethical behavior
Enforces policies consistently
Establishes one's self as a credible and trustworthy source for employees to voice concerns
Influences others to behave in an ethical manner
Performs as an ethical role model and positively influences managerial integrity and accountability
Implements training programs regarding ethics laws, standards, and policies
Takes immediate and appropriate action regarding reports of unethical behavior or conflicts of interest
Audits and monitors adherence to policies and procedures
Creates processes to ensure confidentiality and privacy of employee information and company data
Critical Evaluation
Maintains working knowledge of measurement concepts, data collection, and analysis
Maintains working knowledge of statistics and metrics
Asks critical questions to prepare and interpret data studies/metrics

Code
8.3.4
8.3.5
8.3.6
8.3.7
8.3.8
8.3.9
8.3.10
8.3.11
8.3.12
8.3.13
8.3.14
8.3.15
8.4
8.4.1
8.4.2
8.4.3
8.4.4
8.4.5
8.4.6
8.4.7
8.4.8
8.4.9
8.4.10
8.4.11
8.4.12
8.4.13
8.4.14
8.5
8.5.1
8.5.2
8.5.3
8.5.4
8.5.5
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Conducts assessments to address problems and implements solutions within business units
Evaluates information gathered through research conducted
Conducts effective program evaluation
Maintains knowledge in the use of data, evidence-based research, benchmarks, HR and business
metrics to make critical decisions
Identifies patterns in data and raises relevant issues to higher-level management
Differentiates best practices that will work for own organization/business unit
Ensures quality work product
Executes case and pilot studies to evaluate to address specific problems and questions
Analyzes data and reports findings and trends
Maintains objectivity during critical evaluation processes
Analyzes data and seeks root causes
Masters research methods and applies them to work
Business Acumen
Maintains functional knowledge of organizational business units
Gathers, assembles, and reports HR metrics and labor market trends
Utilizes appropriate business terms and vocabulary in interactions with employees and leaders
Develops skill in building business cases for HR projects and initiatives
Maintains knowledge of HR metrics and business metrics including Key Performance Indicators and
relationships with one another
Develops HR marketing messages to both internal and external audiences
Maintains working knowledge of business lines as well as competitive market
Manages project and initiative budgets
Analyzes data for HR metrics to make recommendations
Defines critical activities in terms of value added, impact, utility derived from cost-benefit analysis
Manages process improvement initiatives
Implements organization-wide business practices/operations
Develops the ability to apply the principles of finance, marketing, economics, sales, technology, and
business systems to internal HR processes and policies
Implements HR and business technology plans to solve business problems and needs
Change Management
Recognizing “where” change needs to happen and communicating it to others
Defining and communicating a compelling vision of the future that makes adaptive responses to the
present appear both feasible and desirable to stakeholders
Proactively and repeatedly searching out opportunities to talk about the new vision in both formal and
informal settings at all levels of the organization
Challenging the status quo with facts, figures and logical reasoning about its advantages and drawbacks
Personally initiating tangible actions to reinforce or support the new vision (e.g., organizational
restructuring, budgeting changes, new performance metrics, etc.)

Code
8.6
8.6.1
8.6.2
8.6.3
8.6.4

8.6.5
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Building Partnerships
Develops and maintains professional partnerships to support delivery of programmatic outputs
Identifies common interests and goals and carries out joint initiatives with a range of partners and
stakeholders.
Actively builds and maintains internal and external partnerships to achieve progress on objectives and
shared interests.
Actively involves partners and stakeholders to deliver programmatic outputs through collaboration
Builds and/or maintains partnerships through sharing of knowledge and best practice, treating
confidential information with due care, in compliance with the organization's regulations, rules and
policies.

MARKETING

Real Estate Sales Agent
ACCCP

Professional Sales

Code
1

Alabama Competency Model Real Estate Sales Agents
Tier 1: Personal Effectiveness Competencies

Interpersonal Skills: Displaying the skills to work effectively with others from diverse backgrounds.
Demonstrating sensitivity/empathy
Show sincere interest in others and their concerns.
Demonstrate sensitivity to the needs and feelings of others.
Look for ways to help people and deliver assistance.
Demonstrating insight into behavior
Recognize and accurately interpret the communications of others as expressed through various
1.1.2.1
formats (e.g., writing, speech, American Sign Language, computers, etc.).
1.1.2.2
Recognize when relationships with others are strained.
Show understanding of others’ behaviors and motives by demonstrating appropriate responses.
1.1
1.1.1
1.1.1.1
1.1.1.2
1.1.1.3
1.1.2

1.1.2.3
1.1.2.4
1.1.3
1.1.3.1
1.1.3.2
1.1.3.3
1.1.4
1.1.4.1
1.1.4.2
1.1.4.3
1.1.4.4
1.2
1.2.1
1.2.1.1
1.2.1.2
1.2.1.3
1.2.1.4
1.2.1.5
1.2.2
1.2.2.1
1.2.2.2
1.2.3
1.2.3.1
1.2.3.2
1.3
1.3.1
1.3.1.1

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

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
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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
1.4
following through to get the job done.
1.4.1
Persisting
1.4.1.1
Pursue work with drive and a strong accomplishment orientation.
Persist to accomplish a task despite difficult conditions, tight deadlines, or obstacles and setbacks.
1.4.1.2
1.4.2
1.4.2.1
1.4.2.2
1.4.2.3
1.4.3
1.4.3.1
1.4.3.2
1.4.3.3
1.4.4
1.4.4.1
1.4.4.2
1.4.4.3
1.4.4.4
1.4.5
1.4.5.1
1.4.5.2
1.5
1.5.1
1.5.1.1
1.5.1.2
1.5.1.3

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

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

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

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

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

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

Tier 2: Academic Competencies

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

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

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

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

Code
2.4.2.1
2.5
2.5.1
2.5.1.1
2.5.1.2
2.5.1.3
2.5.1.4
2.5.1.5
2.5.2
2.5.2.1
2.5.2.2
2.5.2.3
2.5.2.4
2.5.2.5
2.5.2.6
2.5.3
2.5.3.1
2.5.3.2
2.5.3.3
2.5.4
2.5.4.1
2.5.4.2
2.5.4.3
2.6
2.6.1
2.6.1.1
2.6.1.2
2.6.1.3
2.6.1.4
2.6.1.5
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Apply basic scientific principles and technology to complete tasks.
Communication: Listening, speaking, and signaling so others can understand (with accommodation if
Communicating
Express relevant information appropriately to individuals or groups taking into account the audience
and the nature of the information (e.g., technical or controversial).
Convey information clearly, correctly, and succinctly.
Use common English conventions including proper grammar, tone, and pace.
Effectively establish interpersonal contact with one or more individuals using eye contact, body
language and non-verbal expression as appropriate to the person’s culture.
Ask questions or report problems or concerns to people in authority when information or
procedures are unclear or need improvement, or when feeling unsafe or threatened in the
workplace.
Receiving information
Attend to, understand, interpret, and respond to messages received in a variety of ways, including
hearing, American Sign Language, instant messaging, text-to-speech devices, and other methods.
Comprehend complex instructions.
Identify feelings and concerns communicated in various formats, such as writing, speech, American
Sign Language, computers, etc. and responds appropriately.
Consider others’ viewpoints and alter opinion when it is appropriate to do so.
Apply active interpersonal communication skills using reflection, restatement, questioning, and
clarification.
Effectively answer questions of others or communicate an inability to do so and suggest other
sources of answers.
Observing carefully
Notice nonverbal cues and respond appropriately.
Attend to visual sources of information (e.g., video).
Ascertain relevant visual information and use appropriately.
Persuasion/Influence
Influence others.
Persuasively present thoughts and ideas.
Gain commitment and ensure support for proposed ideas.
Critical and Analytical Thinking: Using logical thought processes to analyze information and draw
conclusions.
Reasoning
Possess sufficient inductive and deductive reasoning ability to perform job successfully.
Critically review, analyze, synthesize, compare, and interpret information.
Draw conclusions from relevant and/or missing information.
Understand the principles underlying the relationship among facts and apply this understanding
when solving problems.
Use logic and reasoning to identify strengths and weaknesses of alternative solutions or approaches
to a problem.

Code
2.6.2
2.6.2.1
2.6.2.2
2.7
2.7.1
2.7.1.1
2.7.1.2
2.7.2
2.7.2.1
2.7.2.2
2.7.2.3
2.7.2.4
2.7.2.5
2.7.3
2.7.3.1
2.7.3.2
2.7.3.3
2.7.3.4
2.7.3.5
2.7.4
2.7.4.1
2.7.4.2
2.7.4.3
2.7.4.4
2.7.4.5
2.7.4.6
3
3.1
3.1.1
3.1.1.1
3.1.1.2
3.1.1.3
3.1.1.4
3.1.1.5
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Mental agility
Identify connections between issues.
Quickly understand, orient to, and integrate new information.
Basic Computer Skills: Using information technology and related applications to convey and retrieve
information (with accommodation when necessary).
Computer basics
Understand the basic functions and terminology related to computer hardware, software,
information systems, and communication devices.
Use basic computer software, hardware, and communication devices to perform tasks.
Using software
Use word processing software to compose, organize, edit, and print documents and other business
communications.
Use spreadsheet software to enter, manipulate, edit, and format text and numerical data.
Use presentation software to create, manipulate, edit, and present digital representations of
information to an audience.
Use database software to manage data.
Create and maintain a well-organized electronic file storage system.
Using the Internet and email
Use the Internet to search for online information and interact with Web sites.
Use the Internet and web-based tools to manage basic workplace tasks (e.g., calendar management,
contacts management, and timekeeping).
Use electronic mail to communicate in the workplace.
Understand the different types of social media and their appropriate workplace and non-workplace
uses, and the impact that various social media activities can have on one’s personal and professional
Employ collaborative/groupware applications to facilitate group work.
Ensuring computer security
Understand and comply with the organization’s privacy policy and information security guidelines.
Defend against potential abuses of private information.
Recognize and respond appropriately to suspicious vulnerabilities and threats.
Use the most recent security software, web browser, and operating system to protect against online
threats.
Utilize strong passwords, passphrases, and basic encryption.
Recognize secure Web addresses.

Tier 3: Workplace Competencies

Teamwork: Working cooperatively with others to complete work assignments.
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.

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

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

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

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

Code
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

Alabama Competency Model Real Estate Sales Agents

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

3.9.1
3.9.1.1
3.9.1.2
3.9.1.3
3.9.2
3.9.2.1
3.9.2.2
3.9.3
3.9.3.1
3.9.3.2
3.9.3.3
3.9.3.4
4
4.1
4.1.1
4.1.2
4.1.3
4.1.4
4.2
4.2.1
4.2.2
4.2.3
4.2.4

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

Tier 4: Ready to Work Cluster Specific Competencies

Sales: Initiative to build and close sales.
Learn about products and services
Assess customer needs
Build the sale
Gain customer commitment and closes the sale
Customer Service: Initiative to build a customer base and customer loyalty.
Initiate customer contact
Educate the customer
Build customer relations
Meet customer needs and provide ongoing support

Code
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4.4
4.5
4.5.1
4.5.2
4.5.3
4.5.4
4.5.5
4.5.6
4.5.7
4.5.8
4.5.9
4.6
4.6.1
4.6.2
4.6.3
4.6.4
4.6.5

Merchandising/Retailing: Knowledge of company’s and competing product lines and the methods to
display them.
Operations: Knowledge of the functions that support sales and service.
Promotion
Explain the role of promotion
Prepare a promotional budget
Develop a promotional plan
Write a news release
Obtain publicity
Select sales-promotion options such as coupons, display, email
Compare types of advertising media
Conceptualize and design advertisements
Evaluate effectiveness of advertising
Marketing and Sales: Promote and sell industry services and products (events).
Define marketing and explain its purpose related to business outcomes
Explain the relationship between marketing and sales
Understand promotion, selling, and closing strategies
Identify and pursue prospective customers and appropriate customer segments
Selection of services based on the match between customer needs and product specifications

4.6.6

Inform customers of service contracts, offered services, estimated cost, delivery of services, etc

4.6.7
4.6.8
4.6.9
4.6.10
4.6.11
4.6.12
4.6.13

Utilize a variety of payment options to facilitate customer payments for services
Monitor customer preferences to determine focus of sales efforts and services
Research customers’ business objectives and tailor sales approach
Emphasize and promote features in marketing or sales
Awareness of social/digital media and integrated marketing and communications trends
Benefits of collaboration with other industries to provide an inclusive product to customers
Develop an understanding of primary and secondary competitors in your market

4.3

5
5.1
5.1.1
5.1.2
5.1.3
5.1.4
5.1.5
5.1.6
5.2
5.2.1
5.2.2

Tier 5: Career Pathway Technical Competencies

Contact Customers
Visit retailers and sales representatives to promote products and gather information.
Visit establishments to evaluate needs or to promote product or service sales.
Contact new or existing customers to discuss how specific products or services can meet their needs.
Contact regular and prospective customers to demonstrate products, explain product features, and
solicit orders.
Contact previous clients for prospecting of referral business.
Contact property owners and advertise services to solicit property sales listings.
Product Information
Demonstrate equipment to customers and explain functioning of equipment.
Emphasize product features based on analyses of customers' needs and on technical knowledge of
product capabilities and limitations.

Code
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
5.4
5.4.1
5.4.2
5.4.3
5.4.4
5.4.5
5.4.6
5.4.7
5.5
5.5.1
5.5.2
5.5.3
5.5.4
5.5.5
6
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Inform customers of estimated delivery schedules, service contracts, warranties, or other information
pertaining to purchased products.
Present information to customers about the energy efficiency or environmental impact of scientific or
technical products.
Provide customers with information, such as quotes, orders, sales, shipping, warranties, credit, funding
options, incentives, or tax rebates.
Provide technical information about solar power, solar systems, equipment, and services to potential
customers or dealers.
Estimate or quote prices, credit or contract terms, warranties, and delivery dates.
Display commercial, industrial, agricultural, and residential properties to clients and explain their
features.
Contracts & Sales Documents
Prepare rental or lease agreements, specifying charges and payment procedures for use of machinery,
tools, or other items.
Prepare sales slips or sales contracts.
Prepare and submit sales contracts for orders.
Prepare proposals, quotes, contracts, or presentations for potential solar customers.
Prepare sales contracts and order forms.
Obtain agreements from property owners to place properties for sale with real estate firms.
Prepare documents such as representation contracts, purchase agreements, closing statements, deeds,
and leases.
Collect Information
Visit retailers and sales representatives to promote products and gather information.
Read catalogs, microfiche viewers, or computer displays to determine replacement part stock numbers
and prices.
Determine replacement parts required, according to inspections of old parts, customer requests, or
customers' descriptions of malfunctions.
Visit establishments to evaluate needs or to promote product or service sales.
Obtain building blueprints or specifications for use by engineering departments in bid preparations.
Gather information from prospective customers to identify their solar energy needs.
Interview clients to determine what kinds of properties they are seeking.
Monitor Market Conditions
Estimate consumer demand and determine the types and amounts of goods to be sold.
Attend sales or trade meetings or read related publications to obtain information about market
conditions, business trends, environmental regulations, or industry developments.
Monitor market conditions, product innovations, and competitors' products, prices, and sales.
Maintain awareness of current income tax regulations, local zoning, building and tax laws, and growth
possibilities of the area where a property is located.
Maintain working knowledge of various factors that determine a farm's capacity to produce, such as
agricultural variables and proximity to market centers and transportation facilities.

Tier 6: Occupation Specific Technical Competencies

Code
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
6.5
6.5.1
6.5.2
6.5.3
6.5.4
6.5.5
6.6
6.6.1
6.6.2
6.6.3
6.6.4
7
7.1
7.2
8

Alabama Competency Model Real Estate Sales Agents
Advise Clients
Answer clients' questions regarding construction work, financing, maintenance, repairs, and appraisals.
Accompany buyers during visits to and inspections of property, advising them on the suitability and
value of the homes they are visiting.
Advise sellers on how to make homes more appealing to potential buyers.
Advise clients on market conditions, prices, mortgages, legal requirements, and related matters.
Evaluate mortgage options to help clients obtain financing at the best prevailing rates and terms.
Contract Real Estate
Sell, for a fee, real estate owned by others.
Rent properties or manage rental properties.
Develop, sell, or lease property used for industry or manufacturing.
Rent or lease properties on behalf of clients.
Laws & Regulations
Maintain knowledge of real estate law, local economies, fair housing laws, types of available mortgages,
financing options, and government programs.
Maintain awareness of current income tax regulations, local zoning, building and tax laws, and growth
possibilities of the area where a property is located.
Customer Meetings
Coordinate appointments to show homes to prospective buyers.
Arrange meetings between buyers and sellers when details of transactions need to be negotiated.
Appraise Property
Compare a property with similar properties that have recently sold to determine its competitive market
price.
Appraise property values, assessing income potential when relevant.
Visit properties to assess them before showing them to clients.
Appraise properties to determine loan values.
Locate and appraise undeveloped areas for building sites, based on evaluations of area market
conditions.
Obtain Property Information
Generate lists of properties for sale, their locations, descriptions, and available financing options, using
computers.
Generate lists of properties that are compatible with buyers' needs and financial resources.
Arrange for title searches to determine whether clients have clear property titles.
Solicit and compile listings of available rental properties.

Tier 7: Occupation Specific Requirements
High school diploma or equivalent
Licensed Real Estate Salesperson

Tier 8: Management Competencies

Code
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
8.1.9
8.1.10
8.1.11
8.1.12
8.1.13
8.1.14
8.2
8.2.1
8.2.2
8.2.3
8.2.4
8.2.5
8.2.6
8.2.7
8.2.8
8.2.9
8.2.10
8.2.11
8.2.12
8.3
8.3.1
8.3.2
8.3.3

Alabama Competency Model Real Estate Sales Agents
Relationship Management
Oversees transactional and/or preliminary stage of employee relations issues
Assists early-level HR professionals in building networks with higher-level leaders in the organization
Recognizes potential employee relations issues in a proactive manner and either resolves the issue or
moves the concern to senior leaders
Mediates difficult interactions, escalating problems to higher level when warranted
Develops network of contacts of internal and external stakeholders including frontline managers, HR
peers, and job candidates
Develops a reputation as a neutral and approachable HR professional serving employees and the
organization
Oversees interactions with vendors/suppliers to maintain service quality
Ensures early-level HR professionals are providing customer-oriented service
Ensures that HR decisions from senior leaders are understood and communicated by HR
representatives
Fosters positive team environment among staff
Identifies staff networking opportunities and venues
Assists senior HR professionals in the facilitation of difficult interactions among stakeholders
Develops new partnerships with employees and frontline managers
Facilitates conflict resolution meetings
Ethical Practice
Maintains general knowledge of ethical laws, standards, legislation, and trends that may affect
organizational HR practice
Reinforces difficult decisions that align with organizational strategies and values
Establishes one's self as a credible resource for all issues involving employees and management
Develops and supports systems for reporting unethical behavior
Enforces policies consistently
Establishes one's self as a credible and trustworthy source for employees to voice concerns
Influences others to behave in an ethical manner
Performs as an ethical role model and positively influences managerial integrity and accountability
Implements training programs regarding ethics laws, standards, and policies
Takes immediate and appropriate action regarding reports of unethical behavior or conflicts of interest
Audits and monitors adherence to policies and procedures
Creates processes to ensure confidentiality and privacy of employee information and company data
Critical Evaluation
Maintains working knowledge of measurement concepts, data collection, and analysis
Maintains working knowledge of statistics and metrics
Asks critical questions to prepare and interpret data studies/metrics

Code
8.3.4
8.3.5
8.3.6
8.3.7
8.3.8
8.3.9
8.3.10
8.3.11
8.3.12
8.3.13
8.3.14
8.3.15
8.4
8.4.1
8.4.2
8.4.3
8.4.4
8.4.5
8.4.6
8.4.7
8.4.8
8.4.9
8.4.10
8.4.11
8.4.12
8.4.13
8.4.14
8.5
8.5.1
8.5.2
8.5.3
8.5.4
8.5.5

Alabama Competency Model Real Estate Sales Agents
Conducts assessments to address problems and implements solutions within business units
Evaluates information gathered through research conducted
Conducts effective program evaluation
Maintains knowledge in the use of data, evidence-based research, benchmarks, HR and business
metrics to make critical decisions
Identifies patterns in data and raises relevant issues to higher-level management
Differentiates best practices that will work for own organization/business unit
Ensures quality work product
Executes case and pilot studies to evaluate to address specific problems and questions
Analyzes data and reports findings and trends
Maintains objectivity during critical evaluation processes
Analyzes data and seeks root causes
Masters research methods and applies them to work
Business Acumen
Maintains functional knowledge of organizational business units
Gathers, assembles, and reports HR metrics and labor market trends
Utilizes appropriate business terms and vocabulary in interactions with employees and leaders
Develops skill in building business cases for HR projects and initiatives
Maintains knowledge of HR metrics and business metrics including Key Performance Indicators and
relationships with one another
Develops HR marketing messages to both internal and external audiences
Maintains working knowledge of business lines as well as competitive market
Manages project and initiative budgets
Analyzes data for HR metrics to make recommendations
Defines critical activities in terms of value added, impact, utility derived from cost-benefit analysis
Manages process improvement initiatives
Implements organization-wide business practices/operations
Develops the ability to apply the principles of finance, marketing, economics, sales, technology, and
business systems to internal HR processes and policies
Implements HR and business technology plans to solve business problems and needs
Change Management
Recognizing “where” change needs to happen and communicating it to others
Defining and communicating a compelling vision of the future that makes adaptive responses to the
present appear both feasible and desirable to stakeholders
Proactively and repeatedly searching out opportunities to talk about the new vision in both formal and
informal settings at all levels of the organization
Challenging the status quo with facts, figures and logical reasoning about its advantages and drawbacks
Personally initiating tangible actions to reinforce or support the new vision (e.g., organizational
restructuring, budgeting changes, new performance metrics, etc.)

Code
8.6
8.6.1
8.6.2
8.6.3
8.6.4

8.6.5

Alabama Competency Model Real Estate Sales Agents
Building Partnerships
Develops and maintains professional partnerships to support delivery of programmatic outputs
Identifies common interests and goals and carries out joint initiatives with a range of partners and
stakeholders.
Actively builds and maintains internal and external partnerships to achieve progress on objectives and
shared interests.
Actively involves partners and stakeholders to deliver programmatic outputs through collaboration
Builds and/or maintains partnerships through sharing of knowledge and best practice, treating
confidential information with due care, in compliance with the organization's regulations, rules and
policies.

MARKETING

Driver / Sales Workers
ACCCP

Professional Sales

Code
1
1.1
1.1.1
1.1.1.1
1.1.1.2
1.1.1.3
1.1.2
1.1.2.1
1.1.2.2
1.1.2.3
1.1.2.4
1.1.3
1.1.3.1
1.1.3.2
1.1.3.3
1.1.4
1.1.4.1
1.1.4.2
1.1.4.3
1.1.4.4
1.2
1.2.1
1.2.1.1
1.2.1.2
1.2.1.3
1.2.1.4
1.2.1.5
1.2.2
1.2.2.1
1.2.2.2
1.2.3
1.2.3.1
1.2.3.2
1.3
1.3.1
1.3.1.1
1.3.1.2

Alabama Competency Model Driver/Sales Workers
Tier 1: Personal Effectiveness Competencies

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

Code
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

Alabama Competency Model Driver/Sales Workers

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

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

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

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

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

Alabama Competency Model Driver/Sales Workers
Integrate newly learned knowledge and skills with existing knowledge and skills.
Use newly learned knowledge and skills to complete tasks, particularly in new or unfamiliar
situations.

Tier 2: Academic Competencies

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

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

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

Code
2.5.2.1
2.5.2.2
2.5.2.3
2.5.2.4
2.5.2.5
2.5.2.6
2.5.3
2.5.3.1
2.5.3.2
2.5.3.3
2.5.4
2.5.4.1
2.5.4.2
2.5.4.3
2.6
2.6.1
2.6.1.1
2.6.1.2
2.6.1.3
2.6.1.4
2.6.1.5
2.6.2
2.6.2.1
2.6.2.2
2.7
2.7.1
2.7.1.1
2.7.1.2
2.7.2
2.7.2.1
2.7.2.2

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

Code
2.7.2.3
2.7.2.4
2.7.2.5
2.7.3
2.7.3.1
2.7.3.2
2.7.3.3
2.7.3.4
2.7.3.5
2.7.4
2.7.4.1
2.7.4.2
2.7.4.3
2.7.4.4
2.7.4.5
2.7.4.6
3
3.1
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

Alabama Competency Model Driver/Sales Workers
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.

Tier 3: Workplace Competencies

Teamwork: Working cooperatively with others to complete work assignments.
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

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

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

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

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

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

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

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

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

Code
3.9.1.3
3.9.2
3.9.2.1
3.9.2.2
3.9.3
3.9.3.1
3.9.3.2
3.9.3.3
3.9.3.4
4
4.1
4.1.1
4.1.2
4.1.3
4.1.4
4.2
4.2.1
4.2.2
4.2.3
4.2.4
4.3
4.4
4.5
4.5.1
4.5.2
4.5.3
4.5.4
4.5.5
4.5.6
4.5.7
4.5.8
4.5.9
4.6
4.6.1
4.6.2
4.6.3
4.6.4
4.6.5

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

Tier 4: Ready to Work Cluster Specific Competencies

Sales: Initiative to build and close sales.
Learn about products and services
Assess customer needs
Build the sale
Gain customer commitment and closes the sale
Customer Service: Initiative to build a customer base and customer loyalty.
Initiate customer contact
Educate the customer
Build customer relations
Meet customer needs and provide ongoing support
Merchandising/Retailing: Knowledge of company’s and competing product lines and the methods to
display them.
Operations: Knowledge of the functions that support sales and service.
Promotion
Explain the role of promotion
Prepare a promotional budget
Develop a promotional plan
Write a news release
Obtain publicity
Select sales-promotion options such as coupons, display, email
Compare types of advertising media
Conceptualize and design advertisements
Evaluate effectiveness of advertising
Marketing and Sales: Promote and sell industry services and products (events).
Define marketing and explain its purpose related to business outcomes
Explain the relationship between marketing and sales
Understand promotion, selling, and closing strategies
Identify and pursue prospective customers and appropriate customer segments
Selection of services based on the match between customer needs and product specifications

Code
4.6.6
4.6.7
4.6.8
4.6.9
4.6.10
4.6.11
4.6.12
4.6.13
5
5.1
5.1.1
5.1.2
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
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

Alabama Competency Model Driver/Sales Workers
Inform customers of service contracts, offered services, estimated cost, delivery of services, etc
Utilize a variety of payment options to facilitate customer payments for services
Monitor customer preferences to determine focus of sales efforts and services
Research customers’ business objectives and tailor sales approach
Emphasize and promote features in marketing or sales
Awareness of social/digital media and integrated marketing and communications trends
Benefits of collaboration with other industries to provide an inclusive product to customers
Develop an understanding of primary and secondary competitors in your market

Tier 5: Career Pathway Technical Competencies

Contact Customers
Visit retailers and sales representatives to promote products and gather information.
Visit establishments to evaluate needs or to promote product or service sales.
Contact new or existing customers to discuss how specific products or services can meet their needs.
Contact regular and prospective customers to demonstrate products, explain product features, and
solicit orders.
Contact previous clients for prospecting of referral business.
Contact property owners and advertise services to solicit property sales listings.
Product Information
Demonstrate equipment to customers and explain functioning of equipment.
Emphasize product features based on analyses of customers' needs and on technical knowledge of
product capabilities and limitations.
Inform customers of estimated delivery schedules, service contracts, warranties, or other information
pertaining to purchased products.
Present information to customers about the energy efficiency or environmental impact of scientific or
technical products.
Provide customers with information, such as quotes, orders, sales, shipping, warranties, credit, funding
options, incentives, or tax rebates.
Provide technical information about solar power, solar systems, equipment, and services to potential
customers or dealers.
Estimate or quote prices, credit or contract terms, warranties, and delivery dates.
Display commercial, industrial, agricultural, and residential properties to clients and explain their
features.
Contracts & Sales Documents
Prepare rental or lease agreements, specifying charges and payment procedures for use of machinery,
tools, or other items.
Prepare sales slips or sales contracts.
Prepare and submit sales contracts for orders.
Prepare proposals, quotes, contracts, or presentations for potential solar customers.
Prepare sales contracts and order forms.
Obtain agreements from property owners to place properties for sale with real estate firms.
Prepare documents such as representation contracts, purchase agreements, closing statements, deeds,
and leases.

Code
5.4
5.4.1
5.4.2
5.4.3
5.4.4
5.4.5
5.4.6
5.4.7
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
6.2
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
6.4
6.4.1
6.4.2
6.4.3

Alabama Competency Model Driver/Sales Workers
Collect Information
Visit retailers and sales representatives to promote products and gather information.
Read catalogs, microfiche viewers, or computer displays to determine replacement part stock numbers
and prices.
Determine replacement parts required, according to inspections of old parts, customer requests, or
customers' descriptions of malfunctions.
Visit establishments to evaluate needs or to promote product or service sales.
Obtain building blueprints or specifications for use by engineering departments in bid preparations.
Gather information from prospective customers to identify their solar energy needs.
Interview clients to determine what kinds of properties they are seeking.
Monitor Market Conditions
Estimate consumer demand and determine the types and amounts of goods to be sold.
Attend sales or trade meetings or read related publications to obtain information about market
conditions, business trends, environmental regulations, or industry developments.
Monitor market conditions, product innovations, and competitors' products, prices, and sales.
Maintain awareness of current income tax regulations, local zoning, building and tax laws, and growth
possibilities of the area where a property is located.
Maintain working knowledge of various factors that determine a farm's capacity to produce, such as
agricultural variables and proximity to market centers and transportation facilities.

Tier 6: Occupation Specific Technical Competencies

Negotiate Sales Terms
Negotiate prices or terms of sales or service agreements.
Negotiate details of contracts and payments.
Negotiate with retail merchants to improve product exposure, such as shelf positioning and advertising.
Process Sales
Receive and fill telephone orders for parts.
Receive payment or obtain credit authorization.
Examine returned parts for defects, and exchange defective parts or refund money.
Prepare and submit sales contracts for orders.
Product Delivery
Pick up and deliver parts.
Arrange for installation and testing of products or machinery.
Verify that delivery schedules meet project deadlines.
Arrange and direct delivery and installation of products and equipment.
Buy products from manufacturers or brokerage firms and distribute them to wholesale and retail
clients.
Product Use & Support
Advise customers on substitution or modification of parts when identical replacements are not
available.
Discuss use and features of various parts, based on knowledge of machines or equipment.
Provide customers with ongoing technical support.

Code
6.4.4
6.4.5
6.4.6
6.4.7
6.5
6.5.1
6.5.2
6.5.3
6.5.4
6.5.5
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
8.1.9
8.1.10
8.1.11
8.1.12
8.1.13
8.1.14
8.2
8.2.1
8.2.2
8.2.3

Alabama Competency Model Driver/Sales Workers
Inform customers about issues related to responsible use and disposal of products, such as waste
reduction or product or byproduct recycling or disposal.
Advise customers on product usage to improve production.
Consult with clients after sales or contract signings to resolve problems and to provide ongoing support.
Train customers' employees to operate and maintain new equipment.
Sell Products & Services
Sell technical and scientific products that are environmentally sound or designed for environmental
remediation.
Sell service contracts for technical or scientific products.
Call on prospective customers to explain company services or to solicit new business.
Arrange merchandise and sales promotion displays or issue sales promotion materials to customers.
Sell food specialties, such as sandwiches and beverages, to office workers and patrons of sports events.

Tier 7: Occupation Specific Requirements
High school diploma or equivalent
CDL Class B

Tier 8: Management Competencies

Relationship Management
Oversees transactional and/or preliminary stage of employee relations issues
Assists early-level HR professionals in building networks with higher-level leaders in the organization
Recognizes potential employee relations issues in a proactive manner and either resolves the issue or
moves the concern to senior leaders
Mediates difficult interactions, escalating problems to higher level when warranted
Develops network of contacts of internal and external stakeholders including frontline managers, HR
peers, and job candidates
Develops a reputation as a neutral and approachable HR professional serving employees and the
organization
Oversees interactions with vendors/suppliers to maintain service quality
Ensures early-level HR professionals are providing customer-oriented service
Ensures that HR decisions from senior leaders are understood and communicated by HR
representatives
Fosters positive team environment among staff
Identifies staff networking opportunities and venues
Assists senior HR professionals in the facilitation of difficult interactions among stakeholders
Develops new partnerships with employees and frontline managers
Facilitates conflict resolution meetings
Ethical Practice
Maintains general knowledge of ethical laws, standards, legislation, and trends that may affect
organizational HR practice
Reinforces difficult decisions that align with organizational strategies and values
Establishes one's self as a credible resource for all issues involving employees and management

Code
8.2.4
8.2.5
8.2.6
8.2.7
8.2.8
8.2.9
8.2.10
8.2.11
8.2.12
8.3
8.3.1
8.3.2
8.3.3
8.3.4
8.3.5
8.3.6
8.3.7
8.3.8
8.3.9
8.3.10
8.3.11
8.3.12
8.3.13
8.3.14
8.3.15
8.4
8.4.1
8.4.2
8.4.3
8.4.4
8.4.5
8.4.6
8.4.7
8.4.8
8.4.9
8.4.10
8.4.11
8.4.12

Alabama Competency Model Driver/Sales Workers
Develops and supports systems for reporting unethical behavior
Enforces policies consistently
Establishes one's self as a credible and trustworthy source for employees to voice concerns
Influences others to behave in an ethical manner
Performs as an ethical role model and positively influences managerial integrity and accountability
Implements training programs regarding ethics laws, standards, and policies
Takes immediate and appropriate action regarding reports of unethical behavior or conflicts of interest
Audits and monitors adherence to policies and procedures
Creates processes to ensure confidentiality and privacy of employee information and company data
Critical Evaluation
Maintains working knowledge of measurement concepts, data collection, and analysis
Maintains working knowledge of statistics and metrics
Asks critical questions to prepare and interpret data studies/metrics
Conducts assessments to address problems and implements solutions within business units
Evaluates information gathered through research conducted
Conducts effective program evaluation
Maintains knowledge in the use of data, evidence-based research, benchmarks, HR and business
metrics to make critical decisions
Identifies patterns in data and raises relevant issues to higher-level management
Differentiates best practices that will work for own organization/business unit
Ensures quality work product
Executes case and pilot studies to evaluate to address specific problems and questions
Analyzes data and reports findings and trends
Maintains objectivity during critical evaluation processes
Analyzes data and seeks root causes
Masters research methods and applies them to work
Business Acumen
Maintains functional knowledge of organizational business units
Gathers, assembles, and reports HR metrics and labor market trends
Utilizes appropriate business terms and vocabulary in interactions with employees and leaders
Develops skill in building business cases for HR projects and initiatives
Maintains knowledge of HR metrics and business metrics including Key Performance Indicators and
relationships with one another
Develops HR marketing messages to both internal and external audiences
Maintains working knowledge of business lines as well as competitive market
Manages project and initiative budgets
Analyzes data for HR metrics to make recommendations
Defines critical activities in terms of value added, impact, utility derived from cost-benefit analysis
Manages process improvement initiatives
Implements organization-wide business practices/operations

Code
8.4.13
8.4.14
8.5
8.5.1
8.5.2
8.5.3
8.5.4
8.5.5
8.6
8.6.1
8.6.2
8.6.3
8.6.4

8.6.5

Alabama Competency Model Driver/Sales Workers
Develops the ability to apply the principles of finance, marketing, economics, sales, technology, and
business systems to internal HR processes and policies
Implements HR and business technology plans to solve business problems and needs
Change Management
Recognizing “where” change needs to happen and communicating it to others
Defining and communicating a compelling vision of the future that makes adaptive responses to the
present appear both feasible and desirable to stakeholders
Proactively and repeatedly searching out opportunities to talk about the new vision in both formal and
informal settings at all levels of the organization
Challenging the status quo with facts, figures and logical reasoning about its advantages and drawbacks
Personally initiating tangible actions to reinforce or support the new vision (e.g., organizational
restructuring, budgeting changes, new performance metrics, etc.)
Building Partnerships
Develops and maintains professional partnerships to support delivery of programmatic outputs
Identifies common interests and goals and carries out joint initiatives with a range of partners and
stakeholders.
Actively builds and maintains internal and external partnerships to achieve progress on objectives and
shared interests.
Actively involves partners and stakeholders to deliver programmatic outputs through collaboration
Builds and/or maintains partnerships through sharing of knowledge and best practice, treating
confidential information with due care, in compliance with the organization's regulations, rules and
policies.

