
Skills and Abilities: COMPETENCIES – ANIMAL CARE & ADOPTION OFFICERS 
 

 Essentials for these roles are a good standard of communicational English (Essential) and Maltese 
(Desirable); and English sufficient for written communication and database entry. 

 IT: Able to create and work within MS Word documents, to enter information into MS Excel. To have a 
sufficient level of IT skill to be able to be trained to use MS Publisher and Powerpoint. 

 Neat, tidy appearance, wearing correct uniform and badging. Calm and compassionate manner. Good 
timekeeper and time manager and team player. Able to challenge any areas of concern while 
respecting the chain of management.  

 Driving licence able to drive a manual van or provide use of own suitable business-insured car. 

 Emotionally, intellectually and physically able to carry out this demanding role. 

 The notes in this document, as well as the key duties, form part of your job description. 
 

1. Customer Service 

Overall Outcome: Customers (members of the public who engage with the MSPCA in any way) have a pleasant, informative and 
inspiring experience leading them to return, engage with us in other ways, share positive messages about the Charity and 
support the work that we do.  

The staff member engages outside their own “bubble” or area of work – cross promoting the charity’s fundraising, charity retail 
and development work with the work within the Rehoming Centre. 

Staff “notice” things that have gone missing or are not “right” – for example a missing sign or notice. 

 

Requirement at level 1: Staff provide individual customers with an informative and efficient service. 
Communications are polite and prompt. Staff dress neatly, in correct uniform. Phones are 
answered, more than 70% of enquiries can be met without referral to a senior, and staff are 
able to suggest alternative outcomes and resolutions to problems rather than drawing a 
blank. Staff understand the impact of poor communication on customers and should be 
“horrified” if they screw up.  

 

2.  Professional Knowledge & Skills 

Overall Outcome: Knowledge & skills underpin the MSPCA’s capability. Staff employ their knowledge & skills to 1) deliver a high 
standard of care to animals, 2) provide evidence-based advice & guidance to members of the public,  and to animal owners, 3) 
identify opportunities for service improvement and development of new services, 4) Demonstrate an ability to research areas of 
gap in knowledge. To a basic foundational level, evaluate the best option when multiple choices are offered. 

Staff hold a minimum qualification in an appropriate animal care related discipline, or can demonstrate either equivalent 
knowledge or very tangible ability to gain that knowledge. 

Staff apply their skill and knowledge to contribute effectively to animal care and customer support. 

 

Requirement at level 1: Staff apply skill and knowledge to contribute effectively to animal care and customer 
support – this mainly is at Day One 

Within first 6 months – should be able to handle and care for animals from admission to 
exit correctly. Draw up feed, routine medical and basic housing and care plans. Write up 
animal profiles for website and reception.  

 

3.  Judgement 

Overall Outcome: Problems are analyzed, logical conclusions reached and appropriate decisions made based on available 
evidence. Staff are driven to come up with solutions where appropriate, but also 90% of the time to be correct in their 
evaluation of whether to implement the solution or escalate it to a senior. 

Staff are able to make rational judgements about what is and isn’t the most important thing on a given day. They are also able to 
participate in discussions that involve the plans and outcomes for individual animals, while also being able to focus on the big 
picture. 

 

Requirement at level 1: Day to day decision-making and advice is: considered, effective and identifies appropriate 
solutions from a range of known options. 

Day one skill and personal characteristic which will improve with training. 

4.  Handling Change 



Overall Outcome: Continuous improvement is made possible by the identification of change opportunities and the willingness of 
staff to engage with, support and deliver change to agreed plans and timescales. To understand the reasons behind change 
(even if they disagree with them) and to promote them positively to the public and customers. Within this competency, it would 
also be expected that staff are not shy of suggesting changes as well. 

 

Requirement at level 1: Work and the organization is constantly improved through the efforts and ideas of 
individual members of staff. 

5.  Working Relationships and flexibility 

Overall Outcome: Staff support one another in a confident, helpful and persuasive manner and build good working relationships 
within the Charity, across other organisations and with customers. They recognize when the need for discretion is called for. 
They are selective about when and with whom any negative experiences are discussed. They are flexible in approach, 
recognizing the greater need if it doesn’t always meet with their own immediate one. They work allocated hours as per rota and 
are not afraid of additional hours to meet the task. They respect the management and governance (trustee) chain and follow 
and adhere to written and verbal instructions and SOPs. 

Requirement at level 1: The working environment is supportive and is improved through the efforts of individuals to 
help the team. Staff accept that they may sometimes have to work a bit harder to support a 
team member without language, literacy or IT skills.  All staff work flexibly in approach as all 
customers and animals are different.  

 

6.  Oral Communications 

Overall Outcome: Staff articulate information clearly, using their knowledge, skill and experience to support views and listen 
effectively, assimilating other views and information quickly and accurately. They are calm, quiet and measured in their manner. 
They are able to convey information to customers accurately and also quickly but without losing their empathy. They can cope 
with addressing small groups of customers (such as couples or families) without loss of their skills.  

Requirement at level 1: Factual information is clearly and concisely expressed. 

 

7.  Written Communications 

Overall Outcome: Well-written information that is clear and coherent, accurately and concisely setting out requirements, 
recommendations, actions or decisions. Staff are able to manage the written aspects of their rehoming and animal care roles 
including completing paperwork, communicating by email and entering and searching for information on a database. If they 
cannot achieve this aim, they have “coping systems” (such as a colleague to support them) in place or they are able to identify to 
managers any content they have written which is weak.  

 

Requirement at level 1: Factual information is clearly presented according to well-defined procedures. The staff 
member readily does this without ongoing need for assistance. 

This is broadly a Day 1 skill, but with around 20% (use of animal terminology, use of 
database, use of medical words) able to be learned with training. 

8.  Management of own and others’ time 

Overall Outcome: Staff understand what is expected of them and work productively towards achieving their objectives, through 
efficient use of their own time and that of others. In particular they feel comfortable directing and assigning work to volunteers.  

 

Requirement at level 1: Individuals manage their own time and resources in the most productive way and ensure 
the contribution of volunteers is most effective. 

Individuals recognize when other team members are having a bad day and are able to 
manage their time to help and assist without they themselves falling behind. 

 


