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Introduction

The model of managing people in organizations
changed during the last two decades of the twen-
tieth century, when concepts were reformulated,
and tools were created to meet the needs of the
globalized world. Merely seeking the right per-
son for the right position, with little inquisitive
behavior, is no longer sufficient for the current
scenario. This scenario is modeled on a man-
agement system focused on organizational and
individual competencies, in order to obtain the
aggregation of values to the business. Thus, seek-
ing a new autonomous, flexible and entrepre-
neurial professional profile, generates the need
to demonstrate pertinent competencies in every
professional field and in accordance with the in-
tended client.

As a result, companies and businesses start to
count on people capable of making contributions
and commitments with the introduction of new
technology and the constant improvement of the
work process, and transforming agents of knowl-
edge, skills and attitudes, characterized by individ-
ual competencies. To define them it is necessary to
consider the particular organizational context, the
strategic objectives to be achieved with them, and
one’s own competencies.

In the segment of nursing, specifically for work
in emergency services, the nursing professional de-
velops multiple actions encompassed in profession-
al competencies to ensure individualized, dignified
and humane assistance for those seeking or request-
ing this type of care.!?

The understanding of each competency de-
pends on the precise definition of concepts by the
use of a system of standardized language. Accord-
ing to the literature the effective use of standardized
language is necessary to clearly present its constitu-
ent elements and the possibility of measuring these
elements.®

What competencies should a nurse have to en-
sure quality care of clients in emergency services?“®
To respond to this question, the current study
aimed to propose a Professional Competency Ma-
trix for the nurse working in emergency services.
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Methods

This was a descriptive study about the establishment
of minimum professional competency of the nurse
for work in emergency services, developed in the
period from April to October of 2013, in a public
university in the city of Sao Paulo, in the southeast-
ern region of Brazil.

The creation of the Competency Matrix was
developed based on the professional experience of
the researchers, empirical evidence, and specialized
literature. The Competency Matrix is understood to
be a set of minimum necessary competencies, char-
acterizing basic and associated professional activi-
ties of nurses in emergency services.

In the construction of the Matrix, deductive
and inductive reasoning was used for the definition
of the Basic Competencies and for the Associat-
ed Competencies, always modeled on two key as-
sumptions in the care of the clients in emergencies:
quality and access. These assumptions are justified
since overcrowding and the maintenance of quality
of care are among the major challenges for the nurse
to manage daily in emergency services.

Initially we determined the possible number of
Basic Competencies and the name of each one and
its respective concept. Thus we opted for:

Care Performance

Ability of the nurse to provide care individualized
to the needs and expectations of clients in order to
ensure a care modeled on his own scientific knowl-
edge and in technical procedures essential for a
quality result.

Teamwork
Ability to develop coordinated actions in the work-
ing group for the execution of work activities to
achieve common objectives with an evident coop-
erative spirit.

Leadership

Ability to influence the attitudes and behaviors of
people for the execution of work tasks in a particu-
lar plan of action, with the best use of the proposed
strategy to achieve business objectives.



Humanization

Ability to give dignified attention to people in ac-
cordance with their culture, values and beliefs, in an
environment with minimal conditions of attention
and work.

Decision-making

Ability to choose a course of action among several
reasonable alternatives for action in daily situations/
conditions, considering knowledge, practices, limits
and risks involved in the decision-making process.

Interpersonal relationship

Ability to interact with people on a daily basis, con-
sidering their needs and expectations and adding
value to this relationship. It involves courteous, em-
pathetic and professional contact.

Outcomes orientation

Ability to perform the work focused on the out-
comes and supported by action plans in which the
objectives, tasks and responsibilities are previously
defined and aligned to the availability of sufficient
resources.

Proactivity

Ability to maintain one’s focus in situations/condi-
tions linked to daily work activities that can that can
actually be solved by one’s interference, directing
one’s efforts to anticipate actions before problems
occur. Encompasses awareness and responsibility in
the decisions and considers possible consequences
of one’s choices. Aims to achieve the best possible
outcome by acting swiftly in a certain time frame
to obtain it.

In addition to the Basic Competencies, the
Associated Competencies were established as nec-
essary support for the development of each Basic
Competency, qualifying the actions of the nurse in
emergency services. Again a process of choosing the
Associated Competencies and their respective con-
cepts was presented:

Accepting challenges
Ability to overcome obstacles that are manifested
in the work process without impeding the devel-
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opment of ideas and changes, maintaining balance
and seeking ways to deploy appropriate solutions
for each of them with control of the risks involved.

Welcoming

Ability to listen, meet and understand each other’s
needs, assuming a stance that is able to give the
most adequate response to the client with the estab-
lishment of effective communication so that he feels
included in the process.

Time management

Ability to set objectives and establish priorities for
the development of planned work actions to control
the use of time, to avoid waste. It is understood to
include the constant monitoring of these actions in
order to know the minimum time required for its
execution.

Attention

Ability to be attentive to various stimuli surround-
ing the individual that are outside the norm, to be
with people, equipment or the environment, re-
sponding with appropriate corrections and adjust-
ments to tackle existing gaps.

Autonomy

Ability to identify and use freedom of action, based
on one’s own choices in a rational manner. The use
of this freedom implies respecting the applicable
laws and doing no harm to others.

Commitment

Ability to assume and fulfill the obligations and
responsibilities for which one is responsible, and
is not restricted only to performance, but in-
cludes the concern about how to do it. Searching
to engage oneself in activities, forming ties with
the organization.

Communication

Ability to transmit a message using one or more
means of transmission in a way that the receiver de-
codes with clarity and trustworthiness. Or it can be
the ability to convey a message through any means
available, ensuring its reception without distortion.
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It is essential for the learning and sharing of infor-
mation between people.

Reliability / Credibility

Ability to construct an image of a person in whom
one can believe, due to the transparent, honest and
responsible behavior obtained without pre-judg-
ment in the relationships.

Control of risk

Ability to identify one or more causative agents of
harm to people / equipment / environments, to an-
alyze the probability of aggressions of these factors
and to determine the measures necessary to mini-
mize or eliminate them.

Cooperation

Ability to spontaneously provide assistance to one
or more people in everyday life, aimed at achieving
common objectives in the development of actions.

Courage

Ability to have energy, perseverance and moral for-
titude in the face of difficulties and dangers present
in everyday life to confront them with respect and
consistency of one’s principles, without fearing the
consequences of one’s actions, always open to ask-
ing for help when the complexity of the situation
requires it, and maintaining higher morale when
facing setbacks.

Dialogue

Ability to exchange ideas and share meanings in
effective communication. It permits the resolution
of problems and the establishment of harmony be-
tween people.

Discernment

Ability to recognize and differentiate between po-
tentialities and limitations of people and things in
the performance of work.

Efficacy

Ability to achieve the expected result facing that
which was planned to meet the needs and desires
of the work.
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Efficiency

Ability to perform the work with higher yield with
existing resources at any given time. It deals with
how to do things and what not to do. In work rela-
tionships it is synonymous with productivity.

Emotional Balance

Ability to have attitudes and behaviors with emo-
tional control to react to adversity or changes in the
work. It is not an easy task, but it is essential for
a healthy relationship, both in personal and pro-
fessional environments. The individual does not
repress his own emotions, however, he is able to
manage them.

Entrepreneurial spirit

Ability to use the opportunities arising in the orga-
nization to dare, to transform and to discover new
ideas applicable to what exists, giving them greater
value. Entrepreneurship includes developing ac-
tions that modify reality to go beyond the tradition-
al toward a future direction.

Flexibility

Ability to adapt rapidly to unexpected situations,
respecting physical, mental and emotional bound-
aries with ease to find new solutions to resolve prob-
lems and adversities. The proposed adjustment pro-
cess should not generate conflicting behaviors.

Initiative

Capacity to conceive of one or more useful ideas to
complete the work and spontaneously put one of
these into practice in the appropriate moment to
improve business results.

Innovation / Creativity

Ability to introduce what is new and / or improve
on what exists. Thus creativity is the ability to have
new ideas with the use of thought by one or more
people, and innovation is the implementation of
new things with an intrinsic value in its wake.

Objectivity
Ability to expose ideas or positions impersonally
based on real facts, generating the ease of people



to understand what is being exposed with greater
possibility of acceptance.

Insight

Ability to perceive reality clearly and rapid-
ly, separating between truth and error. It im-
plies the ability to easily understand the things
around you, in order to use this observation and
its power intelligently to analyze situations to re-
solve problems.

Persuasion

Ability to obtain agreement about what should be
done by the induction of someone to accept an
idea / attitude / action being proposed by another.
It should be supported by coherent arguments or
conducts always based on stimuli to reason and
for emotion.

Potential negotiator

Ability to obtain agreements arising from the
dialogue between the parties to have a balance of
results with the maximum attention possible to the
legitimate interests of those involved. A good ne-
gotiation lends credibility to those who participate
and creates good relationships.

Resolution / resolubility

Ability to find satisfactory solutions to problems,
finishing the work by attending to the needs and
desires of the clients. It arises from the efficiency
and efficacy of actions, with the treatment of situa-
tions with a focus on possible solutions and not on
the problem itself. The resolute action should aim
to reduce the service time of the client.

Respect

Ability of the person to accept differences, desires
and the right to privacy of others with attitudes and
behaviors manifested in everyday life.

Responsibility

Ability of the individual to answer for his actions
and those of others, conscious of his social and pro-
fessional role in fulfilling his obligations, regardless
of his place in in the organization.
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Listening

Ability to learn to listen and understand each other
without pre-judgment. This only happens when the
one who listens has learned to listen to himself in
his desires, expectations and needs. Whoever listens
to himself knows to demonstrate that listening to
the other is very important and that he is interested
in attending to your requests.

Sense of readiness

Ability of a person to act promptly when an activity
or task is presented, demonstrating ease of under-
standing and its immediate implementation.

Sense of urgency
Ability to perform activities quickly and on time, tak-
ing calculated risks and immediately correcting errors.

Technical execution

Ability to perform nursing procedures, from basic
to advanced, using methods, techniques and re-
sources with a scientific foundation, for the skilled
and systematic care of the needs of customers, both
of a clinical, surgical and traumatic nature.

Finally, the associated competencies were in-
dicated to be indispensable to the relationship of
each Basic Competency, as minimum support to
professional practice at a level of excellence. In the
construction of the Matrix there was a constant
concern to guarantee the interrelationship and in-
terdependence of the competencies involved.

The development of the study followed the na-
tional and international standards of ethics in re-
search involving human beings.

Results

The Professional Competency Matrix for the nurse
working in emergency services is based on eight Ba-
sic Competencies for nurses Working in emergency
services. As to the 31 Associated Competencies, it
is considered that these concepts will be assigned
to one or more Basic Competencies, totaling 56 in
the Matrix. Graphically the Basic Competencies are
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Professional Competency Matrix for nurses working in emergency services
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Figure 1. Professional Competency Matrix of the nurse in emergency services

horizontal and the Associated Competencies are
vertical (Figure 1).

Discussion

This matrix details each element of which it is com-
posed and how they interrelate. Its construction is
due to the fact of the nonexistence in nursing of
a proposal aimed at competent performance of the
nurse in emergency services available in the Brazil-
ian literature, thus it is not possible to compare it
with similar studies. It is based on Basic Competen-
cies and respective Associated Competencies, un-
derpinned by the description of its concepts within
a standardized language. Each Basic Competency is
unique and there is no one that is more important
than another. The Associated Competencies are at-
tributed to more than one Basic Competency, with
the value of this composition unquestioned for its
development with the desired amplitude.

The adopted composition is justified when
considering that no concept that expresses com-
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petencies can be used alone, it is necessary for
it to always be coupled to another complemen-
tary concept to give meaning to behavior in
the performance of any action. As for the cho-
sen language, describing the required delivery
clearly and as objectively as possible achieves the
challenge of creating a scale for measurement of
that delivery. Also the competencies need to be
specific to indicate the desired trajectory of the
professional in the reality of work in which he
operates, and to define the degree of complex-
ity to be affected by the impact of actions and
decisions, including autonomy and required job
responsibilities. In addition, one should take into
account that to be able to assess competency is a
development tool for professionals in expanding
their competency profile, with the indispensable
matrix for this review to occur.

Finally, the proposed competency matrix is
not intended as unanimous among the profes-
sionals for whom it is intended, since competen-
cies are peculiar to the core of the business, the
different profiles of the region, services and the



population which will be a reference for skilled
nursing practice. Thus, the competencies can be
adapted to the best local evidence to meet the
different needs of those involved in different
emergency situations.”’ To obtain better perfor-
mance and to have more competencies in prac-
tice is essential for the construction of a nurse in
emergency services for caring for clients in the
present day.!'?

Conclusion

The proposed Professional Competency Matrix, for
the nurse working in emergency services, directs
professional practice toward a level of excellence
within two essential premises in emergencies: qual-
ity and access in the care of the clients.
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