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Digital Marketing 
Introductory: Demonstrates introductory understanding and ability and, with guidance, applies the competency in a few, simple 

situations. Can direct people to the appropriate source for further information. 

Level 1 Level 2 Level 3 Level 4 Level 5 

Introductory: Demonstrates 

introductory understanding 

and ability and, with 

guidance, applies the 

competency in a few, simple 

situations. Can direct 

people to the appropriate 

source for further 

information. 

Basic: Demonstrates basic 

knowledge and ability and, 

with guidance, can apply the 

competency in common 

situations that present limited 

difficulties. 

Intermediate: Demonstrates 

solid knowledge and ability, 

and can apply the 

competency, with minimal 

or no guidance, in the full 

range of typical situations. 

Would require guidance to 

handle novel or more 

complex situations. 

Advanced: Demonstrates 

advanced knowledge and 

ability, and can apply the 

competency in new or 

complex situations. Guides 

other professionals. 

Expert: Demonstrates expert 

knowledge and ability, and 

can apply the competency in 

the most complex situations. 

Develops new approaches, 

methods or policies in the 

area. Is recognized as an 

expert, internally and/or 

externally. 

Explains digital 

measurement and control 

concepts and principles. 

Assists in the implementation 

of tracking on digital web 

properties via vendor pixels, 

cookies and on-site event 

detection. 

Analyzes measurement 

data to inform the 

evaluation of the digital 

marketing strategy. 

Measures and reports 

performance of all digital 

marketing campaigns, and 

assess against goals (ROI). 

Leads the implementation of 

data analytic tools in line 

with organization’s goals 

and infrastructure. 

Maintains customer 

database, including data 

entry and record cleaning. 

Identifies opportunities for 

audience development and 

growth through analysis of 

digital customer behavior. 

Suggests techniques to 

drive new customer 

acquisitions through paid 

and organic multi-channels. 

Performs quantitative 

assessment and 

optimization of website 

experience and content 

through Google Analytics, 

multivariate testing, A/B 

testing, and user testing. 

Establishes various control 

systems and processes 

such as data analytics tools 

and customer relations 

management systems to 

ensure an integrated 

approach to controlling 

digital marketing resources 

Assists with general digital 

marketing initiatives, which 

could include social media 

and online promotions. 

Supports the development of 

digital marketing multi-

channel campaigns aimed at 

increasing loyalty. 

Keeps up-to-date on trends 

and developments in 

SEM/SEO, mobile, video, 

email, social media, affiliate 

programs. 

 Creates processes to 

ensure that digital 

capabilities and marketing 

program target, convert and 

retain goals and budget 

commitments are met.  

Designs and leads the 

implementation of cutting 

edge inbound marketing 

strategy to scale inbound 

leads. 

Creates editorial calendars 

and syndication schedules. 
Monitors paid acquisition 

budget and performance 

across multiple platforms and 

develops recommendations 

on daily adjustments. 

Develops and executes 

effective digital marketing 

plans aligned with the digital 

marketing strategy. 

Assesses appropriate 

automation tools to evaluate 

the impact of digital 

marketing initiatives on 

organization’s performance. 

Approves the creation, 

production and delivery of 

digital campaigns to 

increase impact, ROI, and 

customer satisfaction across 

marketing campaigns and 

programs. 

Administers contract work 

for a digital project and 

coordinates across 

departments. 

Analyzes creative 

performance and determines 

trends based on creative 

category. 

Manages a digital 

advertising budget and 

brings new acquisition goals 

in line with cost per 

acquisition target. 

Leads all aspects of digital 

marketing including 

SEO/SEM, affiliate, display 

re-targeting and acquisition, 

email marketing and 

content marketing. 

Develops digital marketing 

strategy aligned with overall 

integrated marketing 

strategy. 

  Sources, qualifies and 

negotiates third party 

agencies to drive new traffic 

within cost per acquisition 

 Oversees existing 

technology platforms to align 

with goals of marketing 

organization, and deploy 
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targets. new tools as appropriate. 

  Collaborates with internal 

teams to create ads and 

landing pages with the goal 

of optimizing conversions 

 Monitors costs associated 

with organization-wide 

digital marketing programs, 

initiatives and pilot projects. 
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Marketing Metrics 
Measuring and controlling the performance of the marketing strategy for maximum return on investment. 

Level 1 Level 2 Level 3 Level 4 Level 5 

Introductory: Demonstrates 

introductory understanding 

and ability and, with 

guidance, applies the 

competency in a few, 

simple situations. Can 

direct people to the 

appropriate source for 

further information. 

Basic: Demonstrates basic 

knowledge and ability and, 

with guidance, can apply 

the competency in common 

situations that present 

limited difficulties. 

Intermediate: Demonstrates 

solid knowledge and ability, 

and can apply the 

competency, with minimal 

or no guidance, in the full 

range of typical situations. 

Would require guidance to 

handle novel or more 

complex situations. 

Advanced: Demonstrates 

advanced knowledge and 

ability, and can apply the 

competency in new or 

complex situations. Guides 

other professionals.  

Expert: Demonstrates 

expert knowledge and 

ability, and can apply the 

competency in the most 

complex situations. 

Develops new approaches, 

methods or policies in the 

area. Is recognized as an 

expert, internally and/or 

externally. 

Demonstrates awareness of 

marketing measurement 

and control concepts and 

principles. 

Demonstrates 

understanding of basic 

marketing measurement 

and control principles (e.g. 

use of metrics to measure 

progress against 

objectives). 

Analyzes measurement 

data to inform the 

evaluation of the marketing 

strategy. 

Uses findings from the 

evaluation of marketing 

activities to identify 

improvements and make 

recommendations to the 

marketing strategy. 

Determines changes to 

marketing activities based 

on comparison of output 

from measurement and 

control systems and 

marketing strategy 

objectives. 

Recognizes measurement 

and control data that are 

related to marketing. 

Collects measurement data 

to inform the evaluation of 

the marketing strategy (e.g. 

rates of penetration, 

adoption, customer 

feedback, reach, etc.). 

Interprets outputs from 

organizational control 

systems to inform the 

monitoring of the marketing 

strategy. 

Uses appropriate financial 

tools to evaluate impact of 

marketing initiatives on 

organization’s performance, 

e.g. budgets, ROI, profit-loss, 

brand value, etc. 

Establishes various control 

systems and processes 

such as sales forecasts, 

customer relations 

management systems, and 

supply chain management 

systems, to ensure an 

integrated approach to 

controlling marketing 

resources. 

Uses technology to extract, 

run queries and report on 

data requests. 

Produces reports 

summarizing results of data 

analyses to support the 

evaluation of the marketing 

strategy. 

Uses a variety of metrics 

and methodologies to 

measure progress of 

marketing activities against 

objectives. 

Uses appropriate financial 

tools to evaluate impact of 

marketing initiatives e.g. 

budgets, ROI, profit-loss, 

brand value, etc. 

Creates a system of critical 

review and evaluation to 

inform the marketing 

strategy. 

Collects data from 

organizational control 

systems as they relate to 

marketing (e.g. feed-

forward, concurrent and 

feedback controls). 

 Participates in the review of 

marketing activities using 

established measurement 

criteria. 

Measures the effectiveness of 

marketing, advertising, and 

communications programs 

and strategies. 

Measures the financial 

returns achieved on specific 

investments in marketing 

activities and compares 

them with the original 

business objectives. 

Follows prescribed methods 

to produce thorough and 

accurate reports that 

summarize findings based 

on measurement 

information. 

 Develops metrics and Key 

Performance Indicators to 

assist in the evaluation of 

marketing activities. 

Coaches others in marketing 

evaluation concepts, 

principles techniques and 

methods. 

Establishes and promotes 

the use of performance 

measures to evaluate 

marketing activities and 

improve their effectiveness. 

   Uses relevant techniques 

such as forecasting to detect 

potential opportunities or 
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threats to the 

product/organization to inform 

marketing strategy. 
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Marketing Manager 

Job Group: Job Families > Marketing > Marketing Managers  

Job Summary 

Plan, direct, or coordinate marketing policies and programs, such as determining the demand for products and services offered by a firm 

and its competitors, and identify potential customers. Develop pricing strategies with the goal of maximizing the firm's profits or share of 

the market while ensuring the firm's customers are satisfied. Oversee product development or monitor trends that indicate the need for 

new products and services. (SOC: 11-2021.00) 

Competency Summary 
 

Information Gathering and Processing Level 4 

Using Information Technology Level 3 

Creativity and Innovation Level 3 

Fostering Communication Level 4 

Team Leadership Level 4 

Branding and Positioning Level 3 

Integrated Marketing Communications Level 3 

Customer Experience Management Level 3 

Market Research & Consumer Behavior  Level 4 

Marketing Metrics Level 3 
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Competency Details 
Information Gathering and Processing (Level 4) 

Definition: Locating and collecting data from appropriate sources and analyzing it to prepare meaningful and concise reports 

that summarize the information. 

Level Summary: Makes complex inferences based on highly specialized and technical matters 

Behavioral Indicator 
 Synthesizes data from multiples sources. 
 Interprets information to reach logical conclusions and/or identify significant trends or patterns. 
 Probes with tact and diplomacy to get the facts, when others are reluctant to provide full, detailed information. 
 Makes complex inferences using general background knowledge and contextual information. 
 Assists others in discerning and comparing critical information. 
 Interprets dense and complex texts that require the use of specialized knowledge and ability to focus over long period of time. 

 

 

Using Information Technology (Level 3) 

Definition: Using software and information technology to accomplish one's work. 

Level Summary: Uses a range of IT tools to accomplish tasks. 

Behavioral Indicator 
 Experiments with different solutions to solve problems and produce the desired effect. 
 Customizes own interface with the software. 
 Uses a wide range of features or options for a given software package. 
 Uses a few different software packages to produce the desired result. 

 

 

Creativity and Innovation (Level 3) 

Definition: Generating viable, new approaches and solutions. 

Level Summary: Identifies new approaches 

Behavioral Indicator 
 Creates new ideas, solutions or approaches to ongoing challenges. 
 Uses unconventional areas as sources of inspiration and insight into new options and solutions. 
 Solves complex problems through developing new explanations or applications. 

 

 

Fostering Communication (Level 4) 

Definition: Listening and communicating openly, honestly, and respectfully with different audiences, promoting dialogue and 

building consensus. 

Level Summary: Communicates complex messages 

Behavioral Indicator 
 Communicates complex issues with widely varied audiences,in a clear and credible manner. 
 Handles difficult on-the-spot questions (e.g., from senior executives, public officials, interest groups, or the media). 
 Secures support for ideas or initiatives through high-impact communication in order to overcome resistance. 
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Team Leadership (Level 4) 

Definition: Assuming a leadership role in helping others achieve excellent results. 

Level Summary: Empowers team members 

Behavioral Indicator 
 Uses individual as well as group goal setting to maximize performance. 
 Challenges rules or practices that present inappropriate barriers to independent action and decision-making. 
 Brings excellent performance to the attention of the larger organization. 
 Seeks resources that will enhance the team's productivity. 

 

 

Branding and Positioning (Level 3) 

Definition: Establishing and maintaining the customer/client’s value perception of the product/service/offering and 

organization. 

Level Summary: Intermediate: Demonstrates solid knowledge and ability, and can apply the competency, with minimal or no 

guidance, in the full range of typical situations. Would require guidance to handle novel or more complex situations. 

Behavioral Indicator 
 Identifies and evaluates potential brand and positioning scenarios. 
 Prepares position statements for each brand to appeal to each targeted segment. 
 Identifies strategies to exploit growth opportunities for the brand. 
 Monitors brand performance indicators and adapts strategies as required. 
 Coordinates brand support activities across the organizations. 
 Monitors customer and market data to forecast the need to adapt segmentation and targeting strategies. 

 

 

Integrated Marketing Communications (Level 3) 

Definition: Effectively communicating marketing messages to target markets. 

Level Summary: Intermediate: Demonstrates solid knowledge and ability, and can apply the competency, with minimal or no 

guidance, in the full range of typical situations. Would require guidance to handle novel or more complex situations. 

Behavioral Indicator 
 Develops and executes effective integrated marketing communication plans aligned with the marketing communication 

strategy. 
 Liaises with external agencies and other service providers for the production and distribution of communication materials (e.g., 

printers, creative agencies, PR agencies, media buyers, etc.) 
 Oversees planning groups to select communication media, e.g., radio, television, newspapers, magazines, Internet, or outdoor 

signs. 
 Creates processes to ensure that agency schedules and budget commitments are met. 

 

 

Customer Experience Management (Level 3) 

Definition: Developing customer experience strategies, programs and tools in line with organization’s business strategy and 

objectives. 

Level Summary: Intermediate: Demonstrates solid knowledge and ability, and can apply the competency, with minimal or no 
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guidance, in the full range of typical situations. Would require guidance to handle novel or more complex situations. 

Behavioral Indicator 
 Leads the development of customer research, personas and journey maps to highlight challenges and opportunities. 
 Provides justification for changes in the customer experience strategy based on customer loyalty analyses. 
 Creates and manages internal and external awareness tactics to promote the use of self-service support tools.   
 Develops an internal report distribution system to increase awareness and knowledge of customer experience and experience 

standards. 
 Reviews and analyzes the competitive marketplace for patterns and trends and may make recommendations or adjustments 

to operational activities based upon identified information. 
 

 

Market Research & Consumer Behaviour  (Level 4) 

Definition: Collecting and analyzing relevant market and consumer data to inform and reshape the organization’s marketing 

strategy. Market data includes customer, company, competitor, industry and stakeholder analyses.  Consumer data includes 

consumer behavior, attitudes, preferences, usage and perceptions. 

Level Summary: Advanced: Demonstrates advanced knowledge and ability, and can apply the competency in new or 

complex situations. Guides other professionals. 

Behavioral Indicator 
 Designs and coordinates mission critical, multi-stakeholder research projects. 
  Coaches others on the full spectrum of approaches and tools for conducting market research. Identifies (internal and external) 

opportunities for collaborative research initiatives. 
 Makes business recommendations in situations when data is insufficient, in-congruent and/or sensitive. 
 Evaluates key assumptions and variables that factor into the conclusions of market research 
 Effectively formulates and communicates research strategies to all stakeholders. 

 

 

Marketing Metrics (Level 3) 

Definition: Measuring and controlling the performance of the marketing strategy for maximum return on investment. 

Level Summary: Intermediate: Demonstrates solid knowledge and ability, and can apply the competency, with minimal or no 

guidance, in the full range of typical situations. Would require guidance to handle novel or more complex situations. 

Behavioral Indicator 
 Analyzes measurement data to inform the evaluation of the marketing strategy. 
 Interprets outputs from organizational control systems to inform the monitoring of the marketing strategy. 
 Uses a variety of metrics and methodologies to measure progress of marketing activities against objectives. 
 Participates in the review of marketing activities using established measurement criteria. 
 Develops metrics and Key Performance Indicators to assist in the evaluation of marketing activities. 

 

Consultative Selling Process (Level 3) 

Definition: Understanding and applying organizational sales process effectively. 

Level Summary: Intermediate: Demonstrates solid knowledge and ability, and can apply the competency, with minimal or no 

guidance, in the full range of typical situations. Would require guidance to handle novel or more complex situations. 

Behavioral Indicator 
 Critically evaluates the effectiveness of the sales process and recommends improvement. 
 Demonstrates flexibility in following the steps in the sales process. 
 Facilitates/leads the sales process by mapping it to customer responses. 
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 Adapts the company’s sales process to size, type and style of customer. 
 Utilizes customer profile information to develop account strategy and relationships.  
 Deploys all available resources efficiently and effectively to maximize both company ROI and customers’ desired financial 

results. 
 

Customer Relationship Management (Level 1) 

Definition: Knowledge and capacity to analyze, coordinate and support integrated sales, marketing and customer support 

functions, internal audit, internal controls, risk management, regulatory compliance and reporting. 

Level Summary: Introductory: Demonstrates introductory understanding and ability and, with guidance, applies the 

competency in a few, simple situations. Can direct people to the appropriate source for further information. 

Behavioral Indicator 
 Uses formal and informal channels and networks for acquiring information, assistance and accomplishing work goals. 
 Uses CRM technology to capture customer feedback. 
 Participates in CRM implementations and enhancements. 
 Tests and validates new or modified CRM technologies. 
 Participates in database cleansing processes needed to improve data quality for CRM. 
 Discusses specific, existing opportunities and challenges that CRM is intended to address. 

 


