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Introduction

These cards have been created to help intermediary professionals identify their clients’
competences as a first step for a tailored, more empathic and efficient approach to recruiting
and counselling. To meet this objective, two sets of cards have been developed, one for adults
and one for guidance professionals. Through pictures, simple descriptions of the competences
and realistic scenarios, the adult users will be supported in the self-assessment of their skills. On
the other side, the set for guidance professionals, enriched with questions based on the STAR
interview technique, will help them to save time and be as close as possible to reality when
assessing their clients’ competences.

Who is this tool for?

This tool has been developed in order to support career advisors, guidance professionals and
recruiters in their daily work with low-skilled adults. Therefore, it has been created based on
interviews conducted with these stakeholders, taking into account the challenges they face
while working with their clients. Then, the cards have been tested by the professionals and their
evaluation has been used in order to make the cards even more tailored to their needs.

How have the competences been selected?

The competences included in the cards have been selected based on a research led in the local
context of 5 countries (England, Italy, Romania, Slovakia and Spain) which led to a Transnational
Research Report. They correspond to the competences which are the most important for low-
skilled adults in order to find a job in each context. This study has been conducted with
professionals who have experience with low-skilled adults by organizations from these 5
countries: Asociatia Consultantilor si Expertilor in Economie Sociala Romania (Romania), CESIE
(Italy), Europersonal (Slovakia), Fundacién Coremsa (Spain) and Inova (UK). The participants in
this research were university professors, educators, employees/president/project
managers/volunteers/intern in NGO or public/private work guidance organizations, vocational
education counsellors, psychologists, recruiters (HR experts and employers active in the in the
fields of catering, manufactory, agricultural and building industries, machinery distribution,
warehouse and goods delivery), socio-labour insertion technicians, social workers and trainers,
career advisors and coaches. This diversity of profiles offered an opportunity to collect
information from two main categories that may have different points of view on the crucial skills
needed by low-skilled adults: on the one hand, some of the participants help low-skilled adults
to make a CV, find a job and/or develop their basic skills. On the other hand, recruiters try to

evaluate their skills during the recruitment process.
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What does this tool include?

This tool includes two different sets of cards. Each of them is composed by 5 different types of
cards which are:

Personal skills
Social skills
Digital skills
Professional skills
Hobbies

vk wnN e

These categories have been chosen in order to include the competences which are most often
required when you are a low-skilled adult looking for a job, considering soft as well as hard skills.
In order to help guidance professionals discover their clients’ hidden skills, cards with hobbies
have also been included in order to connect activities that their clients do in their spare time
and that may help develop competences that are useful for a job. Therefore, this tool has also
been conceived to facilitate the assessment of skills acquired in a non-formal and informal
setting.. There are 53 competence cards and 12 hobby cards.

In addition to the cards, the Evidence Toolkit (a guide on how to use the Star interview
technique) has been developed for guidance professionals. This tool is meant to be used to help
them use the cards with their clients. On the one side, it will support them in the assessment of
the adults’ competences and on the other side, it will provide them with an opportunity to
prepare their clients to job interviews using behavioural questions that are more and more often
used by employers during the recruitment process. A Skills Portfolio has also been produced for
the adults in order to support them in their learning path and help them reinforce their future
candidatures.

Characteristics of these cards

These cards are a very flexible tool. It covers a large diversity of competences that can be used
in different sectors according to the profile of the adult. Moreover, the variety of the hobbies
also allows the guidance professional to connect the personal interests of his/her client to
specific competences, answering their individual needs. This way, these cards can lead to very
different assessment paths! The connections suggested with other competences on each card
make their use fast, fluid and more adaptable to the time constraints of the session. They are
user-friendly and very easy to use thanks to the pictures and the scenarios presented in the form

of small quizzes.
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The composition of the cards

The target user is indicated of the front of each card under the names of “Adults” and
“Professionals”.

The elements on the back of the cards are different according to the target user. The cards for
adults include:

» A description of the characteristics you need to possess in order to have a competence
(A).
» A scenario under the form of a quiz (B).

The cards for guidance professionals include:

> A description of the characteristics his/her client needs to possess in order to have a
competence (A).

» Questions based on the STAR interview technique in order to help the client
understand if he/she possesses the competence (B).

> Suggestion of other competences to which the competence under study could be
connected (C).

Cards for Adults Cards for Professionals
WHAT YOUR CLIENT SHOULD BE ABLE TQ DO...
(A) #  Hefsheis able to plan. (A)
+  Hejshe finishes every task on Bime,
*  Hefshedoesa't forget his/her tasks, meetings or
| HAVE THIS SKILL IF... deadlines.
HAVE IS SKIL F +  He/sheis able to prioritise his/her tasks.
= He/fsheinvents methods to aveid forgetting things if it
®» |am able to plan. happens to him/her {with to-do lists, stc..).
= Ifinish every task on ome.
= ldon't forget my tasks, meetings ar deadlines, A QUESTION YOU COULD ASK TO HELP:
& lam able to prioritise my tazks. + Tell meabout a ime you had many tasks to camy out at
+  linvent methods to aveld forgetnng things if it L"e 5;”‘99““"9- How did you ensure ta do everything in
th ta-do ii oy ue time
happens to me {with te-do lists, etc..). " your client needs to be guided:
Tell me about a time you had many tasks te camy out
WHAT WOULD YOU DO? at the same ome. How miany tasks were they and what
did they consist of? [TASK) (B)
=  How much time did you have? Who gave you the
You start working as a caregiver for an elderly persan. tasks? Did you have to carry them out on your own?
His/her famity explains you which medicines hefshe CHTLILEINY
B ¥ *  How did you proceed in order te ansure having time
should take and at what fime. Then, they alse tell you to do everything? Did you use any tool or strategy?
about a few doctor appointments for which you will (ACTIONS)
have to take him/her. You: * Inthe end, did yeu manage to do everything in due
=  Don't take any note. That is not useful, you hawe the timatin \hindsight, would you do things differently?
best memory ever, you will remember everything. [RESLLTS)
*  Tske notesin the calendar of your mobile phone/ YOU COULD LINK THIS SKILL TO..
in your day planrer. This way, you are sure not Personal shills;
ta forget anything. Alse, medicines and doctor - Q:Itfﬂglnﬂl'!'p‘il(n i] o
2 % . -discipline (o
appointments are not things to joks about. «  sense of respansibility (n*16)
*  Professianalism (n"17) C
=  Ability to observe s schedule {n"19) ( )

Inclusive & Practical
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How to use the cards?

To use the set for adults, the users may start reading the characteristics that define the
competence to understand if he/she could possess it or not. If the user thinks he/she may
possess it or has a doubt, he/she can proceed with the scenario to understand how he/she
would behave in a precise situation. He/she can share the behaviour he/she would adopt with
the guidance professional in order to get an interpretation of the result.

The set for professionals includes the same elements of definition of the competence in order
to help them follow and support their clients. The cards include questions based on the STAR
interview technique. To check they really possess a competence, they can choose to ask the
behavioural question a recruiter would ask. It would also be a preparation for the job interviews
their clients will face. However, if their clients need to be guided a bit more in order to answer
these questions in a structured and clear way, the professionals can ask the several questions
corresponding to the different steps of the STAR interview technique. The Evidence Toolkit
comes as an additional tool to the cards in order to help professionals use this technique with
their public.

Each card has a number inside of each category in order to help the users navigate easily
between the competence cards and make connections.

The steps to follow

After reading the introduction and the Evidence Toolkit about the STAR technique, you should
follow these steps:

1. Read carefully your client’s CV.

2. Try to identify the most crucial skills for the type of jobs your client could apply for
(according to your client’s profile).

3. Based on the CV, select the most appropriate cards from the “Professional skills”
category (choose up to 3 different competence cards). If you have a hard time
identifying relevant "Professional skills" or if you want to discover especially skills
developed in an informal setting, you may start with the "Hobbies" as an alternative.

4. Provide the client with the cards and clarify the approach and objectives. Explain how
to use the cards.

5. Let the client read the elements of definition and clarify the terms if needed.

6. Askthe client to read the scenario and to tell you what he/she would do in this situation.

7. If the client answers using examples from his/her CV or past experiences, you do not
need to use the behavioural questions on the card for Professionals. If not, ask these
guestions to further assess the client’s skills.

8. After completing steps 5 to 7, feel free to skip to another competence card using the
suggestion of connections on the cards for Professionals or continue with another
competence identified in step 2.

9. Atthe end of the assessment, complete the Skills Assessment and Evolution Table
(within the Skills Portfolio) together with your client.

- '{-w'u‘-u.-r_' oo @ B b
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10. Help your client complete the Learning Table (within the Skills Portfolio) in order
identify activities that he/she can participate in in order to improve the competences
identified as areas for improvement.

Notes:

- You could carry out steps 1 to 3 before starting the assessment session or during.

- Do not forget to take notes in order to complete the Skills Portfolio together with your
client at the end of the session.

- Try to limit the number of cards used in one session (i.e. 10 cards, depending on the
time available) in order to keep focused on the most important skills.

- Inrelation to step 10, your client can then continue to fill in the Learning Table on
his/her own.

- These steps aim to help you use the cards. However, they are a tool that should
support you in your daily practice, so you are free to use it in another way according to
your needs!

Competences included in the Tool

Number Competence

N°1 Understanding of ones’ own preferred learning strategies

N°2 Perseverance

N°3 Autonomy

N°4 Self-discipline

N°5 Flexibility and adaptation

N°6 Ability to follow rules/instructions

N°7 Ability to cope with stress and frustration and to
express them in a constructive way

N°8 Ability to judge and identify one’s strengths and weaknesses

N°9 Ability to problem solve

N°10 Motivation and determination to meet objectives

N°11 Being on time

N°12 Acceptance of feedback

N°13 Being organized

N°14 Will to discover and learn

N°15 Accuracy and attention paid to details

N°16 Sense of responsibility

N°17 Professionalism

N°18 Patience

N°19 Ability to observe a schedule

N°20 Self-confidence

N°21 Hard-working

nclusive & Practical
Assessment Tools

g . ik ey, bl
[t} =jl|if!L:.!fl‘ Fracucioners

“-"—" 'f-#""‘ﬂ"ﬁ-: :
; 4

b




@ INCLUSIVE+ |

N°1 Ability to communicate effectively both orally and in writing

N°2 Interest in interaction with others
and to establish interpersonal relationships

N°3 Understanding of the codes of conduct and manners generally accepted in different
societies and environments

N°4 Awareness of basic concepts relating to individuals, groups, work organizations, gender
equality, non-discrimination, society, culture

N°5 Tolerance

N°6 Express and understand different points of view

N°7 Negotiate and create confidence

N°8 Empathy

N°9 Ability to value diversity and respect of others

N°10 Reliability

N°11 Ability to work collaboratively in team

N°12 Positivity

N°13 Politeness

N°14 Active listening

N°15 Customer service skills

N°1 General manual competences

N°2 General and basic mechanical knowledge

N°3 Basic selling skills

N°4 Warehouse management

N°5 Basic mathematical skills

N°6 Knowledge of the main hygiene and alimentary norms

N°7 Basic knowledge of care

N°8 Warehouse systems knowledge

N°9 Parts catalogue knowledge

N°10 Ability to work shifts

N°1 Search on the Internet

N°2 Use the phone

N°3 Use a mailbox

N°4 Use social networks

N°5 Basic use of a computer

N°6 Make a CV

N°7 Ability to learn how to use basic software

Hobbies

N°1 Sports/Team games

N°2 Manual creative and artistic activities, handicrafts

N°3 Artistic activities

N°4 Social networks

N°5 Interest in foreign languages

N°6 Animal care and gardening

N°7 Reading

N°8 Cooking and bakery

4




af tng Surppaan Linkgs

£ Tead fm fid e Franme
N°9 Volunteering
N°10 Computer games
N°11 Social games
N°12 Activities in nature (seaside, mountain)

Instructions to stamp the cards

The cards have been designed in order to make them easy to print and use. In order to get an
optimal result, please select both “Print in both sides” and “Flip in the short edge” options in the
“Settings” tab of the “Print” dialogue box. We advise you to print these cards on heavy weight
paper or card paper.
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SOCIAL SKILLS

| HAVE THIS SKILL IF...

e |am able to express myself, to understand and give
meaning to concepts, thoughts, feelings, facts and
opinions while listening, speaking, reading and
writing.

e |am able to interact with people from different
cultures and in various everyday life situations.

WHAT WOULD YOU DO?

You are withdrawing money from an ATM, but there is a

problem and it takes your card. You:

e Are able to explain to the bank clerk what
happened;

¢ You understand from what he/she tells you how the
problem can be solved and to act accordingly;

If you had to write a written request, you:

e  Could explain everything in writing as well;

e Would be able to read and understand written
documents you may have to sign.
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SOCIAL SKILLS

| HAVE THIS SKILL IF...

e | can observe and recognise the behaviours that are
accepted in a given context/environment.

e | am able to adjust my behaviour according to what
people expect from me.

e | can adapt to the norms of my environment: way to
express myself, clothes, rules, hierarchy...

WHAT WOULD YOU DO?

At home, you are used to take your shoes off and talk

out loud on the phone. On the train/at work, you:

e Do the same, changing your behaviour would mean
not being yourself and that would not be right.

e Adapt your behaviour to what is required (explicitly
or implicitly, by observing how the others behave)
in the place you are, thus you don’t take off your
shoes nor talk out loud on the phone.
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N°6
EXPRESS AND UNDERSTAND DIFFERENT

POINTS OF VIEW

N°8
EMPATHY

SOCIAL SKILLS
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SOCIAL SKILLS

| HAVE THIS SKILL IF...

e | accept that other people may have opinions
different from mine.

e |respect the others’ beliefs, behaviours, ways of life
even if they are different or contrary to my own.

e Evenif | disagree with them, | want the others to
have the right to express their ideas.

WHAT WOULD YOU DO?

You are a Christian/Muslim and you meet your sister’s
new boyfriend. It comes out that he is Muslim/Christian.
He explains that his religious belief, which is different
from yours, is the right one whereas you are mistaken.
You:

e  Getangry: he is the one mistaken whereas your
religious belief is the right one, and you need to
convince him.

e Explain that there is no right or wrong regarding
beliefs, and that he should not speak this way:
everyone is free to believe what he/she thinks to
be true but has to respect what others choose to
believe.
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SOCIAL SKILLS

| HAVE THIS SKILL IF...

e |am able to reach an agreement with other people.

e |am good at convincing people.

e | am able to make people feel at ease.

e | pay attention and truly listen to what the others
have to say.

e |am good at reassuring people.

WHAT WOULD YOU DO?

Someone has contacted you to see your car that you're
selling. When he/she arrives, he/she shows interest but
tries to lower the price. You:

e Had prepared for this possibility: your price was
higher than what you wanted to get from the
selling: you accept to lower it a bit to get at least
what you expected. You underline all positive
aspects of the car in order to prevent lowering the
price further.

e Refuse to negotiate the price, and your potential
client is terribly rude to try. You tell him/her that
he/she should accept your price or leave.
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SOCIAL SKILLS

| HAVE THIS SKILL IF...

e | think that diversity and respect of the others are
important.

e |lunderstand why diversity and respect are positive
in a society/group.

e | accept that the others can be different from me.

e |don’t undermine the others because of their
differences.

e |recognize we are all equal even if we are different.

WHAT WOULD YOU DO?

You are on the train, going back from work. During the
journey, several men start making fun of a black woman,
saying to her racist and sexist comments. You:

e Approach them and tell them they are being racist
and sexist and have no right to speak this way to
anyone. You try to explain that respect is crucial and
that this woman is their equal.

e Don’t really care: there is no need to approach
them as they are only talking, they are not hitting
her. Anyway, racist and sexist comments are not a
serious lack of respect.
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SOCIAL SKILLS

| HAVE THIS SKILL IF...

e |am able to express my opinion and to listen to the
one of the others.

e |accept compromising.

e |don’t get angry if the others disagree with me.

e |am able to trust the people with whom | work.

WHAT WOULD YOU DO?

You are a carpenter and you have to work on the
creation of a piece of furniture in a team with other
colleagues. You propose an idea but your colleagues,
even if they like it, want to modify it in order to avoid
some defects. You:

e Are offended, your idea was very nice and did not
have all these defects.

e  Getangry: how can they disagree with you? It was
the best idea! They probably want to modify your
proposal because they don’t like you...

e Take into account their comments on your proposal.
They will help you to improve it together with the
others.
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SOCIAL SKILLS

| HAVE THIS SKILL IF...

e | know how to behave in specific contexts.

e | know which language level and vocabulary
corresponds to each context.

e | am able to control my emotions and reactions in
order to stay calm and polite even in front of angry
or rude clients.

e | can control myself and remain polite even with
people | don’t like or if my supervisor makes a
comment that upsets me.

WHAT WOULD YOU DO?

You are working as a waiter/waitress in a restaurant. A
client gets angry with you because his/her dish is not
hot enough, it lacks pepper to his/her taste and you
took too long to bring it. You:

e Take a breath, smile and tell him/her you will bring
it back to the kitchen and solve the problem as soon
as possible.

e Tell him/her that he/she is being very rude and
you will not attend to him/her. That’s true, it is not
believable to be that unpleasant!
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SOCIAL SKILLS

| HAVE THIS SKILL IF...

e |am willing to help and advise people.

e | know the products of the organisation.

e |truly listen to people, their wishes and
requirements.

e |am good at communicating and expressing myself
clearly.

e | am extremely attentive to the client’s satisfaction.

e My objective is to retain the clients.

WHAT WOULD YOU DO?

You are an employee in a grocery store. A client is
looking for a specific spice but is very annoyed because
he/she does not remember the name. You:

e Tell him/her there is no problem: you will find
together what spice it is. You start asking questions,
carefully listening to the details he/she gives you
and make him/her smell what you think that spice
could be.

e Tell him/her there is no way to find that spice
without the name: you have too many spices in
your grocery store. He/she should first find the
name and then come back with it.

STIDIS TVID0S




,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,

= . _ [ i -
L AT MATERIAL
N°2 HAKDLINE

GENERAL AND BASIC jz_nz. KNOWLEDGE

S ¥STER & | Lt/

1 i

. & O L
PROFESSIONAL SKILLS V,lyo SSIONAL SKIL

NOISSI40¥d .

5%

Uo7 |
WP »

#|e

Ui
2MYs35 3oy
4 Uaissy

.

En " ol 1
L o’
Ty s 5 Aoy DU 0L S IR T
e nes .:_. / » »

+INISAT: - +INISATNI

& R

T
-



e |am used to doing things with my hands.

e | have already been paid for a job requiring me to
work with my hands.

e |am good at doing things with my hands: | am
precise and | pay attention to detail.

e | always have new ideas and | like to be creative.

e | am able to carry out tasks using my hands for long
periods of time.

You just got a job in an artisanal pottery factory. You are
asked to make embossments on a jar in order to draw
little flowers and animals with specific tools. You:

e Have no problem with it. You are used to drawing
ornaments or carrying out tasks that necessitate a
high level of precision with your hands.

e Are a bit in doubt. You are used to using your hands
to make jars or other objects, but you are not used
to carry out work that necessitate a lot of precision.

e  You are not used to using your hands at all. Usually,
people even say you are a bit clumsy. You are more
at ease when you have to talk to other people than
when you need to use your hands.
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e | have a basic mathematical knowledge.

e | have good customer service skills.

e |am friendly and | like being in contact with many
people.

e | can acquire a good knowledge of the products
offered.

e | am able to negotiate if necessary.

You are a salesperson in a clothing store. A client asks
you for a jacket he/she has seen on the website but
cannot find it in the shop. You:

e Understand immediately the item he/she refers
to as you have a very good knowledge of all the
products. You have some items left in stock, you ask
his/her size and go to collect it.

e Have no idea about the item he/she refers to. You
need to ask a colleague or to search on the website.
There may be some items left in stock but as you
don’t want to look for it in vain, you give the client
a jacket that has the same size in order to try it on.
If it fits well, you will look for the one he/she has
asked you for, hoping one is left in stock.
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e |am able to count and | understand the different
orders of magnitude (dozen, hundred, thousand,
million, billion).

e | am able to perform simple calculations (additions,
multiplications, subtractions, divisions).

e | am able to perform the easiest calculations in my
head.

You work in a warehouse. Your employer asks you to
count the number of crates that contain nails. There are
many, but they are stowed in line on one another. You:

e Count every crate one by one. After a while, you will
finish the task, even if it takes time.

e Count the number of lines and the number of
columns and make a multiplication. If a few ones
are missing in one line, you will subtract them at
the end.

e  Will never manage to do it. There are too many and
you don’t know where to start. Even if you count
one by one, you will probably get confused.
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e | have knowledge of the basic behaviours to adopt
or to avoid in case of a wound, fall, intoxication etc.

e |am able to carry out simple actions in case of
common incidents, like the disinfection of a wound.

e | care for the well-being of other people and | am
able to carry out simple actions to meet it (e.g.
wash children or old people).

e | know the emergency numbers to call in case of a
more severe incident.

You are a childminder. As the weather is sunny and

the child you have to take care of wants to go cycling,

and as his/her parents gave you the authorisation to

accompany him/her to do this activity, you bring him/

her to the park. After a few minutes, he/she falls and

scratches a bit of his/her skin on the arm. You:

e Bring him/her home. It is a little wound, but it
needs to be disinfected anyway.

e Thatis nothing. You tell him/her that there is no
reason to cry for that and let him/her go on cycling
but more carefully.
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PROFESSIONAL SKILLS

| HAVE THIS SKILL IF...

e | have a good memory.

e |am interested about the products that the
enterprise | work in sells.

e | want to be able to be quick when a client asks me
about a particular product, which I think | can be
only if | know every product as much as possible.

WHAT WOULD YOU DO?

You work as a seller in a hardware store. A client asks

you about specific screws. You:

e Have no doubt about what he/she is talking about
and that they are sold in the store. You only need to
check whether they are in stock at the moment.

e The store may offer them, but you need to check
in order to be sure about which product the client
is talking about. Then, you will need to check the
availability as well.
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PERSONAL SKILLS

| HAVE THIS SKILL IF...

e |am aware that | like some ways to learn more than
others.

e | am aware of the methods that motivate me to
learn.

e | understand which type of learning corresponds to
me (visual, auditory, read and write, kinesthetic).

e | am aware of the learning strategies that
correspond to my type of learning (reading, tables,
working in groups, repeating, explaining, recopying,
writing lists, reformulating,...).

e | know if | prefer to learn online, on the job or
through lessons.

WHAT WOULD YOU DO?

You are a waiter/waitress in a restaurant. There is an
important event tomorrow. Therefore, you shall be
able to answer any question about the Menu and the
ingredients of the dishes. To do so, you:

e Try to memorise by reading the ingredient lists, this
is the best way to learn something.

e Are aware that in your case, you could read the
list of ingredients one thousand times without
memorising it. Therefore, you recopy it while
repeating it out loud, as you have understood that
in this way you remember things.
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PERSONAL SKILLS

| HAVE THIS SKILL IF...

e |am able to act relying only on myself.

e | don’t always ask for someone else’s help when |
have a problem: | try to find the solution by myself
first.

e | can manage a task without any outside help, even
if | make mistakes.

WHAT WOULD YOU DO?

Your boss asked you to write a document in a word

processing programme. You need to make a table, but

you don’t manage to adjust the cells as you wish. You:

e Ask your colleague/your boss for help.

e Look for some information on the Internet and try
to find a solution using the different tools of the
programme. If you cannot find any solution, you ask
someone for help.
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PERSONAL SKILLS

| HAVE THIS SKILL IF...

e When something changes in my life or in my
environment, | can easily adjust to it.

e | feel quickly at ease when changes occur.

e | accept and manage changes even when things are
already planned.

e | stay calm when faced with changes.

e | accept the others’ opinion and can adapt
accordingly.

WHAT WOULD YOU DO?

You are a waiter/waitress in a restaurant. The prominent
figure who was supposed to come next week for dinner
anticipated his/her visit. You have two days left instead
of five to prepare everything. You:

e  Completely panic. You tell your employer it is
impossible to change plans and anticipate that
much.

e Take a breath and start imagining solutions to
succeed in spite of this last minute change.
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PERSONAL SKILLS

| HAVE THIS SKILL IF...

e |am able to understand why | am stressed.

e | know the strategies to adopt in order to resist
stress and prevent it from having negative effects
on me.

e | am able to manage my stress and use it to be more
effective.

e |am able to focus on the positive aspects in a
frustrating situation in order to calm down.

e Ifl am too stressed out or frustrated, | am able to
explain and discuss it peacefully.

WHAT WOULD YOU DO?

You are a waiter/waitress in a restaurant. It is lunchtime,
the place is full of clients and you are running to prevent
them from waiting for too long. After one hour at this
pace, you're feeling completely stressed out. You:
e  Go on this way, even if you know that in the end,
you may break a plate, fall or burst into tears.
e Think about a way to calm down quickly in order
to go on more effectively and without any incident.
You will manage to serve every client in a pleasant
way as always, maybe after a glass of water and a
one-minute breathing exercise.
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PERSONAL SKILLS PERSONAL SKILLS

| HAVE THIS SKILL IF... | HAVE THIS SKILL IF...

e | am able to analyse a situation.

e |am good at searching for solutions. e Itisimportant for me to always respect the rules
e lunderstand if it falls under my competence to about time.
solve a problem and if not, | am able to identify the e |care about the deadlines.
right person to ask for help. e lunderstand when I need to hurry up in order to
e | am able to evaluate the risks that would be respect a deadline.
triggered by the way | choose to solve the problem. e |understand that it can be a problem for the others
e |am able to take decisions. if | am late.

e | think that it is not professional to be late.

?
WHAT WOULD YOU DO+ WHAT WOULD YOU DO?

You are a worker in a factory. The machine you are

working on stops functioning. It is a big, complicated You work in a clothing store. Today, you are in charge of

and potentially dangerous machine. You: the opening, but yesterday you had a party with your

e Decide to have a look to find out where the friends. When your alarm clock goes off, you are too
problem could come from, but always respecting tired to get up. You:
the safety regulations. If you cannot find a solution e Setit to get off after 15 more minutes. You will be a
without infringing them, you call your colleague bit late, but you're too tired. Anyway, there are not
who is in charge of solving these types of problems. many clients on a Friday morning and you will be

e Decide to have a look to find out where the more effective if you sleep a bit more.
problem could come from, but respecting the *  Face up to your responsibilities and get up anyway.
safety regulations. However, if it is not enough, you You cannot be the cause for any loss of your

enterprise. Next time, you may leave the party a bit

keep on trying even if it goes beyond the safety
earlier in order to be able to wake up more easily.

regulations. Anyway, you are a good mechanic,
there is no doubt you will succeed.
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PERSONAL SKILLS

| HAVE THIS SKILL IF...

e |am able to plan.

e | finish every task on time.

e | don’t forget my tasks, meetings or deadlines.

e | am able to prioritise my tasks.

e |invent methods to avoid forgetting things if it
happens to me (with to-do lists, etc...).

WHAT WOULD YOU DO?

You start working as a caregiver for an elderly person.
His/her family explains you which medicines he/she
should take and at what time. Then, they also tell you
about a few doctor appointments for which you will
have to take him/her. You:
e Don’t take any note. That is not useful, you have the
best memory ever, you will remember everything.
e Take notes in the calendar of your mobile phone/
in your day planner. This way, you are sure not
to forget anything. Also, medicines and doctor
appointments are not things to joke about.
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PERSONAL SKILLS

| HAVE THIS SKILL IF...

e | observe a lot people and things around me.

¢ | often notice little changes before the others.

e |listen carefully to what people tell me.

e | don’t hesitate to provide complementary
information in my written/oral communications.

e | don’t hesitate to give examples in order to precise
my speech.

WHAT WOULD YOU DO?

A new employee arrives in the restaurant where you
work. Your employer asks you to act as a mentor with
him/her and to explain what he/she cannot do, what is
expected from him/her and to provide advice. You:

e Need only a few minutes of observation to
understand the kind of person he/she is, how he/
she feels and to personalise your mentoring. You
precisely explain how this workplace works and
provide many examples to illustrate the whole list
of prohibitions you have shared with your new
colleague.

e Talk a bit with the person to know him/her better.
You provide him/her with some examples of the
worst prohibitions in this workplace according to
you. Then you go back talking about something that
interests you more.
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PERSONAL SKILLS

| HAVE THIS SKILL IF...

e |am willing to do my job impeccably.

e |am able to adapt my behaviour to a work context.

e |always do my best to show the best image of
myself and of the organization where | work.

e | am able to control myself in order to always
respect the rules, manage my emotions and avoid
brutal reactions.

WHAT WOULD YOU DO?

You are a waiter/waitress in a restaurant. A client you

have just served calls you back angrily saying there

is sauce in his/her dish whereas he/she had asked to

withdraw it. You know he/she forgot to tell you about

this detail and you don’t like his/her unpleasant attitude.

You:

e Excuse with a smile and propose to bring the dish
back to the kitchen and to ask for another one
without sauce.

e Tell him/her it is his/her fault as he/she forgot to tell
you. You add that you may bring it back as a favour
if he/she stops being unpleasant.
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PERSONAL SKILLS

| HAVE THIS SKILL IF...

e | am able to manage my time in order to finish all
my tasks before the deadline.

e |am not late at work and | don’t leave before the
scheduled time.

e | don’t hesitate to record planned appointments to
avoid forgetting or missing them.

e | am able to identify the most relevant tools to
record appointments in line with my daily practice
(phone, electronic or paper calendar, etc.).

e lam able to include last minute meetings/events in
my schedule.

WHAT WOULD YOU DO?

You work as a childminder and have to take care of four

children. You have to pick up two of them at school,

and to take each of them to his/her activities in the
afternoon, that start and finish at different times and
differ from one day to another. You:

¢ Have a day/weekly planner in which you have
registered the time of every appointment and
activity of each child in order to be always on time
and avoid forgetting anything.

e Have not written anything down. It is useless, you
always remember everything and the children know
when they have their activities too, so there is a
dual safety.
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PERSONAL SKILLS

| HAVE THIS SKILL IF...

e |canwork alotin order to reach objectives.
e | am ready to make efforts if there is a period with
more work than usual.

WHAT WOULD YOU DO?

You have decided to take a competitive examination in
order to improve your situation and get a stable job. It
is in two months and you know there is a lot to study in
order to succeed. You:

e Make a revision timetable in order to organise your
study so that all the topics of the programme are
covered. Anyway, you will revise as much as you
can, every time you will have a free moment. Your
timetable is a minimum reference point.

e Tryto find time to study between two outings with
your friends. Anyway, if you spend too much time
studying, you’re not effective anymore. You have to
wait to be in the right mood in order to learn.
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HOBBIES

THIS HOBBY INCLUDES THAT...

| like to play in team with other people, in a club or
not.

| play sports/games in which it is necessary to work
together and trust each other to win.

I am able to bring my contribution to the game and
to a general positive atmosphere.

Even if | may like competition, | always remain
respectful of the opponent.

EXAMPLES OF SPORTS YOU MAY
PRACTICE:

football
basketball
handball
rugby
relay races
volleyball
ice hockey
aqua ball
tennis
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HOBBIES

THIS HOBBY INCLUDES THAT...

e During my spare time, | play music, dance, sing, do
theatre.

e |use dance/music/theatre etc. as a way to express
my emotions.

EXAMPLES OF ACTIVITIES YOU
MAY DO:

e playing a musical instrument

e dancing

e singing

e acting

e writing (stories, poetry, comics...)

e  creating music using electronic programmes
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HOBBIES

THIS HOBBY INCLUDES THAT...

e In my spare time, | like to listen to other languages

(e.g. songs in a foreign language, videos/films/
computer games with subtitles, etc.).

e |like to meet people who speak another language

and | try to communicate with them.

e | have followed or | am interested in following
foreign language lessons.

e Foreign languages fascinate me.

EXAMPLES OF ACTIVITIES YOU
MAY DO:

e going to multilingual events
e  participating in a tandem project
e listening to songs in a foreign language

e watching movies/videos in a foreign language (with/

without subtitles)

e playing online games that imply communication
with players from other countries

e following foreign language lessons

e reading books in bilingual versions

e travelling to foreign countries (with the intention to

learn at least some words)
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HOBBIES

THIS HOBBY INCLUDES THAT...

e |love to read one or more types of materials.

e |am able to concentrate on what | am reading for a
while.

e It may happen that | try to read in different
languages/bilingual books.

EXAMPLES OF MATERIALS YOU
MAY READ:

e novels

®* magazines

*  newspapers

e comics

e specialised journals/periodicals
e blogs
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N°10 N°12
COMPUTER GAMES ACTIVITIES IN NATURE (SEASIDE, MOUNTAIN)
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HOBBIES

THIS HOBBY INCLUDES THAT...

e | can give time for things in which | believe/to act in line

with my convictions.

¢ | have already been involved in an association/given
time for specific causes that are important to me.

EXAMPLES OF CATEGORIES OF

ASSOCIATIONS YOU MAY VOLUNTEER

IN:

e Animal protection associations

e Intercultural dialogue associations

e Intergenerational dialogue associations

e Environment protection associations

e LGBT associations

e  Pacifist associations

e Associations for the protection of women and/or
children

e Human Rights associations

e Associations providing aid for the most deprived

e Associations supporting community development and

neighbourhood life
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HOBBIES

THIS HOBBY INCLUDES THAT...

e |like to play games that require interaction,
collaboration, communication with other people.

e | like multiplayer games that imply to manage
(e.g. manage time or money), to guess (e.g. try to
understand/communicate the right information),
etc.

e | play games that require developing strategies and/
or anticipating what my opponent will do in order
to win.

EXAMPLES OF TYPES OF GAMES
YOU MAY PLAY:

e Games with cards (e.g. poker, Uno)

e  Games with pawns (e.g. Battleship, Monopoly)
e Games with questions (e.g. Trivial Pursuit)

e Guessing games (e.g. Taboo, Pictionary)

e Games with roles (e.g. Cluedo)

e Games with letters (e.g. Scrabble)

e Strategy games (e.g. Chess, checkers)
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e |am able to use a keyboard.

e | am able to check whether | have an Internet
connection.

e | know the different search engines.

e | am able to identify the key words to type in order
to get relevant results.

e |am able to select the type of material | need
(textual information, images, videos, books, etc.).

You are a seller in a clothing store. A client asks you for a
product he/she has seen on the brand’s website but that
you don’t know. To help him/her, you:

e Search for the brand’s website on the Internet (on
your phone or on the computer) and ask the client
to indicate which product he/she has in mind. It will
be done in a minute!

e You’re not sure about how to search for it on the
Internet. You prefer to ask a colleague or the client
to search for it and show you the product.
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e |am able to create an e-mail address (on my own or
with someone else’s help).

e | know how to send an e-mail and how to attach a
document.

e | can use the basic functions of a mailbox: | am able
to read the e-mails | received, to check the ones |
sent, to register drafts and to manage the spam.

You want to candidate for a job online, but you need an

e-mail address in order to send your CV. You:

e  Give up. You don’t know how to create an e-mail
address nor how to send your CV. You would waste
too much time and anyway, you prefer to go to
the shops and directly leave your CV to potential
employers.

e Create an e-mail address. It will not take so much
time because you already know what kind of
mailbox you would prefer to have and how to create
an address. Once created, you type an e-mail,
attach your CV and send it to the right address.
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e |am able to use a keyboard and | know simple
combinations of keyboard keys (e.g. to copy and
paste).

e | know how to use basic programmes: | can write a
text in through a word processing programme, save
and print a document, etc.

e | can find the documents, images, audios | saved in
the computer.

e | know how to surf on the Internet.

Your employer asked you to copy the job offer he wrote
by hand through a word processing programme to find
another seller in the shop. Then, you will have to print it
in order to put it on the front door. You:

e Have no problem with it. It takes you five minutes
to copy it through a word processing programme,
save it in the documents and print it.

e Are able to copy it, but it may be difficult to print it.

e Will meet difficulties opening the programme and
copy the job offer correctly. You’re not used to write
on the computer, and you have no idea about how
to print a document. You have to ask someone to
remind/show you how it works.
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e |aminterested in technology and | am always
willing to learn more about how to use it.

e |am not afraid of using new tools.

e | believe that technological devices can help me be
more effective in my work and make me save time.

You have to interview clients about their shopping

experience in a store. Before, you had to fill in paper

questionnaires according to what the clients told you.

Today, your employer told you that you will have to use

a tablet and therefore to fill in electronic questionnaires.

You:

e Are a bit upset: it worked very well with paper
questionnaires and it was very simple. Why
does your employer want to make things more
complicated? You don’t know how to use a tablet
and you don’t want to!

e Are curious about this new tool and how it will
change your daily work. Let’s learn how to use it!

e You're already familiar with tablets, it’s going to be
child’s play!
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WHAT YOUR CLIENT SHOULD BE ABLE TO DO...

e He/sheis able to express him/herself, to understand and
give meaning to concepts, thoughts, feelings, facts and
opinions while listening, speaking, reading and writing.

e He/sheis able to interact with people from different
cultures and in the various everyday life situations.

A QUESTION YOU COULD ASK TO HELP...

e Tell me about a job interview you have experienced. How
did you try to convince the recruiter you were the person
he/she was looking for?

If your client needs to be guided:

e Tell me about a job interview you have experienced.
What did the recruiter ask you to tell him/her? (TASK)

e What was the specific context in which you had this job
interview? For what position? (SITUATION)

e What did you do to convince the recruiter? How
did you answer his/her questions and defend your
profile?(ACTIONS)

¢ Inthe end, did you convince him/her? Did you get the job
or not? Why? (RESULTS)

YOU COULD LINK THIS SKILL TO...

Social skills:

e Customer service skills (n°15)

e Negotiate and create confidence (n°7)

e Ability to work collaboratively in team (n°11)

e Interestin interaction with others and to establish
interpersonal relationships (n°2)

Professional skills:

e Basic selling skills (n°3)
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WHAT YOUR CLIENT SHOULD BE ABLE TO DO...

e He/she can observe and recognise the behaviours that
are accepted in a given context/environment.

e He/she is able to adjust his/her behaviour according to
what people expect from him/her.

e He/she can adapt to the norms of his/her environment:
way to express him/herself, clothes, rules, hierarchy...

A QUESTION YOU COULD ASK TO HELP...

e Hableme de una situacion en la que se diera cuenta
de que su conducta y comportamiento estaban
distanciados de los aceptados donde usted se
encontraba. ¢éComo lo gestiond?

If your client needs to be guided:

e Tell me about a situation in which you realised there
was a gap between your conduct and manners and the
ones accepted in the place where you were. What did
you need to do in order fill in the gap? (TASK)

e What type of place was it? What made you infringe its
codes? Did you notice it on your own or did someone
else tell you? (SITUATION)

Did you change your conduct or manners in order to
adapt? What did you exactly do? (ACTIONS)

e Inthe end, did you manage to fill in the gap? (RESULTS)

YOU COULD LINK THIS SKILL TO...

Social skills:

e Awareness of basic concepts relating to individuals,
groups, work organizations, gender equality, non-
discrimination, society, culture (n°4)

Personal skills:

e  Flexibility and adaptation (n°5)

e Ability to follow the rules/instructions (n°6)

e Beingontime (n°11)

e Self-discipline (n°4)
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WHAT YOUR CLIENT SHOULD BE ABLE TO DO..

e He/she accepts that other people may have opinions
different from his/hers.

e He/she respects the others’ beliefs, behaviours, ways of
life even if they are different or contrary to his/her own.

e Even if he/she disagrees with them, he/she wants the
others to have the right to express their ideas.

A QUESTION YOU COULD ASK TO HELP...

e Tell me about a situation in which you confronted with
someone who had opinions/beliefs that were contrary to
yours. How did you handle that?

If your client needs to be guided:

e Tell me about a situation in which you had to interact
with a person who had a different culture/religion/sexual
orientation from yours. What interaction did you need to
carry out with that person? (TASK)

e In which context did the interaction take place?

What was it precisely about? Was it the first time
you met that person? How did you know about your
difference?(SITUATION)

e What did you do in order to manage your difference?How
did you feel about it? (ACTIONS)

In the end, did you manage to have a normal interaction,
as with anyone else? (RESULTS)

YOU COULD LINK THIS SKILL TO..
Social skills:
e Ability to value diversity and respect of others (n°9)

e Awareness of basic concepts relating to individuals, groups,
work organizations, gender equality, non-discrimination,
society, culture (n°4)

e  Express and understand different points of view (n°6)

e Ability to work collaboratively in team (n°11)

e Empathy (n°8)

<<I>._. YOUR CLIENT SHOULD BE ABLE TO DO...
He/she is able to reach agreement with other people.

e He/sheis good at convincing.

e He/sheis able to make people feel at ease.

e He/she pays attention and truly listens to what the others
have to say.

e He/sheis good at reassuring.

A QUESTION YOU COULD ASK TO HELP..

e Tell me about the last time you debated with other
people. How did you manage it?

If your client needs to be guided:

e Tell me about the last time you wanted to sell/buy
something and tried to negotiate the price. Explain what
you exactly aimed at. (TASK)

¢ In which context was the selling/purchase? Who did
you negotiate with? What did you want to buy/sell?
(SITUATION)

e How did you proceed in order to reach your objective?Did
you adopt a strategy to get what you wanted?
(ACTIONS)

e Inthe end, how was the negotiation concluded? Did you
get what you aimed at? (RESULTS)

YOU COULD LINK THIS SKILL TO..

Social skills:

e  Customer service skills (n°15)

e Interestin interaction with others and to establish
interpersonal relationships (n°2)

ility to communicate effectively both orally and in

writing (n°1)

Professional skills:

e Basic selling skills (n°3) Personal skills:

e  Self-confidence (n°20)
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<<_._>._. YOUR CLIENT SHOULD BE ABLE TO DO...
He/she thinks that diversity and respect of the others are
important.

e He/she understands why diversity and respect are
positive in a society/group.

e He/she accepts that the others can be different from him/
her.

e He/she doesn’t undermine the others because of their
differences.

A QUESTION YOU COULD ASK TO HELP...

e Tell me about a time you witnessed a situation of
discrimination. How did you react?

If your client needs to be guided:

e Tell me about a time you witnessed a situation of
discrimination. Explain what you could have done.(TASK)

¢ In which context was it? What kind of discrimination did
you witness? (SITUATION)

e What did you do? Did you react in any way?
Why?(ACTIONS)

e Inthe end, how did the situation end up? (RESULTS)

PODRIA ENLAZAR ESTA COMPETENCIA A:

Personal skills:

e Awareness of basic concepts relating to individuals, groups,
work organisations, gender equality, non-discrimination,
society, culture (n°4)

e  Express and understand different points of view (n°6)

e Ability to work collaboratively in team (n°11)

e Empathy (n°8)

e Tolerance (n°5)
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<<I>._. YOUR CLIENT SHOULD BE ABLE TO DO...
He/she is able to express his/her opinion and to listen to
the one of the others.

e He/she accepts compromising.

e He/she doesn’t get angry if the others disagree with him/
her.

e He/she is able to trust the people with whom he/she
works.

A QUESTION YOU COULD ASK TO HELP..

e Tell me about the last time you had to do something in
team. How did you manage it?

If your client needs to be guided:

e Tell me about the last time you had to do something in
team. What did you have to do in order to work efficiently
in this team? (TASK)

e In which context did you have to carry out this task?Who
were the people you had to work with? What did this task
consist in? (SITUATION)

e How did you proceed in order to work effectively in team?
Did you manage to express yourself but also to listen to
the others? Was there any dispute within the team and
how did you deal with it? (ACTIONS)

e Inthe end, did your team carry out the task successfully?
Did you manage to solve the potential difficulties that
arose? How? (RESULTS)

YOU COULD LINK THIS SKILL TO..

Social skills:

e  Ability to communicate effectively both orally and in writing
(n°1)

e Interest in interaction with others and to establish
interpersonal relationships (n°2)

e Express and understand different points of view (n°6)

e Negotiate and create confidence (n°7)

Personal skills:

e Acceptance of feedback (n°12)

e  Ability to cope with stress and frustration and to express
them in a constructive way (n°7)

e  Flexibility and adaptation (n°5)
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S\I>._. YOUR CLIENT SHOULD BE ABLE TO DO...

He/she is willing to help and advise people.
<<I_W._. <:O_FA; R m_.LmZ._. m_oIhuC LD BE wm_.m TODO... e He/she knows the products of the organisation.
e/she knows how to behave in specific contexts. e He/she truly listens to people, their wishes and
e He/she knows which language level and vocabulary requirements !
no:,mmugam to each noim.xﬁ. . . e He/sheis good at communicating and expresses him/
e He/she is able to control his/her emotions and reactions

in order to st | d polit in front of herself clearly.
e Y calm and poTiEe even I Tront ot angry of e He/she is extremely attentive to the client’s satisfaction.

rude clients. S . .
e He/she can control him/herself and remain polite even He/she has the objective to retain the clients.

with people he/she doesn’t like or if his/her supervisor A QUESTION YOU COULD ASK TO HELP..

makes a comment that upsets him/her. e Tell me about a situation in which a client was particularly
A QUESTION YOU COULD ASK TO HELP... satisfied with the way you served him/her. Could you

explain why?

If your client needs to be guided:

e Tell me about a situation in which a client was particularly
satisfied with the way you served him/her.(TASK)

e In which context was it? What kind of service did you
deliver? (SITUATION)

e How did serve him/her to satisfy him/her that much?How
did you behave and communicate with him/her?How did
you answer eventual questions or requests?(ACTIONS)

e Inthe end, did the client come back? (RESULTS)

e Tell me about a situation in which a client/your manager/
someone talked to you rudely. How did you manage it?

If your client needs to be guided:

e Tell me about a situation in which a client/your manager/
someone talked to you rudely. What should you have
done? (TASK)

¢ In which context was it? Who talked to you rudely?Why?
What did he/she tell you? (SITUATION)

e What did you do, how did you react in front of this
behaviour? (ACTIONS)

e Inthe end, did you manage the situation? Did you keep YOU COULD LINK THIS SKILL TO..
calm and polite? Did it end up with a conflict?(RESULTS) Social skills:
YOU COULD LINK THIS SKILL TO... o >E:.H<HMU nMBBc:mnmﬁm effectively both orally and in
) - writing (n°
Social skills: o * Interest in interaction with others and to establish
* 0:%83.3 service skills (n15) interpersonal relationships (n°2)
Personal skills: e Negotiate and create confidence (n°7)
e Self-discipline (n°4) e Politeness (n°13)

e Professionalism (n°17) e Active listening (n°14)
Personal skills:

e  Professionalism (n°17)
Professional skills:

e Basic selling skills (n°3)
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/>\I>._. YOUR CLIENT SHOULD BE ABLE TO DO...

He/she is used to do things with his/her hands.
e He/she has already been paid for a job requiring to
work with his/her hands.

e He/she is good at doing things with his/her hands: he/

she is precise and pays attention to details.

e He/she always has new ideas and he/she likes to
create.

e He/she is able to move for long periods of time.

A QUESTION YOU COULD ASK TO HELP...

e Tell me about a time you carried out an activity that

required you to make something with your hands. How

did you handle it?

If your client needs to be guided:

e Tell me about a time you carried out an activity that
required you to make something with your hands.
(TASK)

e What was the specific context? What did you need to
make? Was it the first time you needed to make it?
Was it for work? (SITUATION)

e How did you proceed? What were you careful about

while making it? What were the main points to respect

according to you? (ACTIONS)

¢ Inthe end, did you manage to make it? Did you do it
on your own? Were you and/or the person who asked
you to make it satisfied with the result? (RESULTS)

YOU COULD LINK THIS SKILLTO..

Personal skills:
e Accuracy and attention paid to details (n°15)

e  Motivation and determination to meet objectives (n°10)
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<<I>._. YOUR CLIENT SHOULD BE ABLE TO DO...
He/she has a basic mathematical knowledge.

e He/she has good customer service skills.

e He/sheis friendly and likes being in contact with many
people.

e He/she can acquire a good knowledge of the products
offered.

e He/sheis able to negotiate if necessary.

A QUESTION YOU COULD ASK TO HELP..

e Tell me about a time you sold something (in your job
or personal life if you have never worked in the retail
sector). How did you handle it?

If your client needs to be guided:

e Tell me about a time you sold something (in your job
or personal life if you have never worked in the retail
sector). (TASK)

e What was the specific context? What did you sell? Was
it for work? (SITUATION)

e How did you proceed? How did you communicate and
behave with your client? (ACTIONS)

e Inthe end, was your client satisfied with his/her
experience? Did he/she come back? Did you face any
trouble? (RESULTS)

YOU COULD LINK THIS SKILL TO..

Personal skills:

e  Professionalism (n°17)

e  Basic mathematical skills (n°5)

e Ability to communicate effectively both orally and in
writing (n°1)

e Interest in interaction with others and to establish
interpersonal relationships (n°2)

e Understanding of the codes of conduct and manners
generally accepted in different societies and
environments (n°3)

e Negotiate and create confidence (n°7)

e Customer service skills (n°15)
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<<_._>._. YOUR CLIENT SHOULD BE ABLE TO DO...
He/she is able to count and to understand the different
orders of magnitude (dozen, hundred, thousand,
million, billion).

e He/she is able to perform simple calculations
(additions, multiplications, subtractions, divisions).

e He/she is able to perform the easiest calculations in
his/her head.

A QUESTION YOU COULD ASK TO HELP...

e Tell me about a situation in which you had to calculate
but had no device at your disposition to help you. How
did you handle it?

If your client needs to be guided:

e  Tell me about a situation in which you had to calculate
but had no device at your disposition to help you.
(TASK)

e What was the specific context? What type of
calculation did you need to do? (SITUATION)

e How did you proceed in order to calculate without any
device? (ACTIONS)

¢ Inthe end, did you manage to get the right result?
(RESULTS)

YOU nOC_.U LINK THIS SKILL TO..
Professional s
e Basicselling m_A___m (n°3)

e  General and basic mechanical knowledge (n°2)
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WHAT YOUR CLIENT SHOULD BE ABLE TO DO...

e He/she has a knowledge of the basic behaviours to
adopt or to avoid in case of wound, fall, intoxication
etc.

e He/sheis able to carry out simple actions in case of
common incidents, like the disinfection of a wound.

e He/she cares for the well-being of other people and
is able to carry simple actions to meet it (e.g. wash
children or old people).

e He/she knows the emergency numbers to call in case
of more severe incident.

A QUESTION YOU COULD ASK TO HELP...

e Tell me about a time you were with a child and he/she
got a scratch. How did you handle it?

If your client needs to be guided:

e Tell me about a time you were with a child and he/she
got a scratch. (TASK)

e What was the specific context? Were you on your own
with the child? How did it happen? (SITUATION)

e How did you react? What did you do in order to handle
it? (ACTIONS)

¢ Inthe end, did you manage to provide him/her with
basic care? (RESULTS)

YOU COULD LINK THIS SKILLTO..

Social skills:

e Interest in interaction with others and to establish
interpersonal relationships (n°2)

e Empathy (n°8)

e Active listening (n°14)

Personal skills:

e Ability to follow the rules/instructions (n°6)

Accuracy and attention paid to details (n°15)

Sense of responsibility (n°16)

Professionalism (n°17)
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ABILITY TO WORK SHIFTS

PROFESSIONALSKIELS




WHAT YOUR CLIENT SHOULD BE ABLE TO DO...

e He/she has a good memory.

e He/she is interested about the products that the
enterprise he/she works in sell.

¢ He/she wants to be able to be quick when a client
asks him/her about a particular product, which he/
she thinks he/she can be only if he/she knows every
product as much as possible.

A QUESTION YOU COULD ASK TO HELP...

e Tell me about a situation in which a client asked you
about the parts catalogue. How did you handle it?

If your client needs to be guided:

e Tell me about a situation in which a client asked you
about the parts catalogue. (TASK)

¢ What was the specific context? What did he/she
exactly want to know about? (SITUATION)

e How did you react to the client’s request? What did
you do? Did you have to check or could you answer
right away? (ACTIONS)

¢ Inthe end, did you manage to provide him/her with
the information he/she needed? (RESULTS)

YOU COULD LINK THIS SKILL TO...

Professional skills:

e Warehouse management (n°4)

e Basic selling skills (n°3)

Personal skills:

e Understanding of ones’ own preferred learning
strategies (n°1)

e  Professionalism (n°17)

e  Patience (n°18)

Social skills:

e  Customer service skills (n°15)
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WHAT YOUR CLIENT SHOULD BE ABLE TO DO...

e He/she is aware that he/she likes some ways to learn
more than other ones.

e He/she is aware of the methods that motivate him/her
to learn.

e He/she understands which type of learning corresponds
to him/her (visual, auditory, read and write,
kinesthetic).

e He/she is aware of the learning strategies that
correspond to his/her type of learning (reading, tables,
working in groups, repeating, explaining, recopying,
writing lists, reformulating,...).

e He/she knows if he/she prefers to learn online, on the
job, through lessons.

A QUESTION YOU COULD ASK TO HELP...

e Tell me about the last exam/competitive exam you
passed or the last time you have been required to know
something perfectly. How did you prepare for it?

If your client needs to be guided:

e Tell me about the last exam/competitive exam you
passed or the last time you have been required to know
something perfectly. What did it require you to know, in
terms of content and amount of information? (TASK)

e What was the specific context in which you had to
learn it and was it on your own/within a structure that
supported you? (SITUATION)

e What did you effectively do in order to learn everything
you were required to know, did you think of a strategy
for it? (ACTIONS)

e Inthe end, how did your learning go? Did you learn
everything you needed to know? (RESULTS)

YOU COULD LINK THIS SKILLTO...

Personal skills:

e Autonomy (n°3)

e Ability to judge and identify one’s strengths and
weaknesses (n°8)

e  Motivation and determination to meet objectives (n°10)

e  Will to discover and learn (n°14)
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WHAT YOUR CLIENT SHOULD BE ABLE TO DO...

e He/sheis able to act relying only on him/herself.

e He/she doesn’t always ask for someone else’s help
when he/she has a problem: he/she tries to find the
solution by him/herself first.

e He/she can manage a task without any outside help,
even if he/she can make mistakes.

A QUESTION YOU COULD ASK TO HELP...

e Tell me about a time you faced a difficulty at work.
What did you have to do when this difficulty emerged?
(TASK)

If your client needs to be guided:

e Could you tell me about a time you faced a difficulty at
work. What was the specific context in which you were
carrying out the task when it emerged? (SITUATION)

e Which actions did you chose to carry out in order to
overcome it? (ACTIONS)

e Inthe end, did you manage to overcome the difficulty?
Did you complete your task successfully? (RESULTS)

YOU COULD LINK THIS SKILL TO...

Personal skills:

Self-discipline (n°4)

y to follow the rules/instructions (n°6)
Ability to problem solve (n°9)

Sense of responsibility (n°16)

Ability to observe a schedule (n°19)
Self-confidence (n°20)

Hard-working (n°21)

(€T,u) Ssouan|od e
(€,u) syuswuodIAUD
pue sa1a120S JuaJaylp ul paidadde Ajjesauald
SJaUUBW PUE 1ONPUOD JO SBPO0D By} JO Sulpuelsiapun e
*S[|1¥(s |e120S
(TZ,u) Buppiom-piey
(6T,u) dNpayds e ansasqo o1 AyljIqy
(£T,u) wsljeuolissajoid
(9T,u) A1ljigisuodsau o asuas
(€T,u) pasiuedio 3ulag
(0T.u) s9AR29[CO 199W 0} UOLBUIWIDIBP PUB UOLBALOIA
(9.u) suondnJIsuI/saINI BYY MO||0} 01 A|IqY
(z,u) @2ueI9ADSIDd
:S||13S |eUOSJIad
“OL TS SIHLMINIT ATNO0I NOA

(S1INS3Y) ¢y

aw ay3 Suipaadxa INOYUM 1 op noA piq ¢Aj|nyssadons
3se1 9yl 919|dwod 0} 93euew noA pIp ‘pua ayiu| e

(SNOILDV) é0p noA pip 1eym “jsey

3y 10 AJied 0} J3pJo U] Pa320Jd 03 9500Ud NOA PIp MOH

(NOILLYNLIS) éxser

29Ul NOA 9ABZ OYMA ¢340M 18 1 SBAA ¢} YUIM PIISNIIUD
ua3q pey NOA YaIym Ul 1Xa3u0d d4109ds 3y Sem Jeypy e

:(SvL)
Y1IM Pa3ISNJIuUD Us3q pey NOA ) Se1 3yl Jnoge sw |3 e
:papIng aq 01 SPaaU U2 JNOA §|

épaadoud

pue 10eaJ NoA pip MOH || 1e 31| 10U pIp NOA ysel e
Y1IM PaISNJIuL US3Q 9ABY NOA swill BINOGR W || e
“'d73H OL XSV A1N0D NOA NOILSIND V

"10} 9|qisuodsau
Sl ays/ay 1eym op 01 j|asiay/wiy 21e31100 ued ays/aH e
‘awin ul pauue|d sey ays/ay 1eym op 01 3|ge SI ays/sH e
‘palIe)s sey ays/ay 1eym 1no Alied 01 3|qe sIays/oH e

*WJ93-140ysS ay3 ueyl aJow 3u0| 3y3 uo s1yauaq

3ulq [|1M 1841 S9ALD3[0 Ydead 0} J9PJO Ul S}IOYD aew
‘suoneldwal 1S1SaJ pue [|IM J3Y/SIY [0J1UOD UBD BYS/oH e
00 01 319V 39 ATNOHS LN3ITO 4NOA LVHM




,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,

>w__._._.<p.._.¢O _nO_._.OEZLN_.mm\_Zm._._%._._OZw ABILITY TO :.._Umm AND ___ua_,mwz.q__"(. ONE’S STRENGTHS
AND WEAKNESSES
| ol
PERSONAL SKILLS PERSONAL SKILLS
S ._<20mf STIIS TVNOSd3d

. ><»> dAILINYLSNOD V NI NIHL SS34dX3 OL ANV
v _.>_._._.__m__xm_._u_ y =




WHAT YOUR CLIENT SHOULD BE ABLE TO DO...

¢ When something changes in his/her life or in his/her
environment, he/she can easily adjust to it.

e He/she feels quickly at ease when changes occur.

e He/she accepts and manages changes even when
things are already planned.

e He/she stays calm in front of changes.

e He/she accepts the others’ opinion and can adapt
accordingly.

A QUESTION YOU COULD ASK TO HELP...

e Tell me about your first day at a new workplace. How
did you manage to carry out your first task?

If your client needs to be guided:

e Tell me about the first task you had to carry out during
your first day at a new workplace (TASK). What did it
consist of?

e What was the specific context in which you had to do
it? (SITUATION)

e What did you effectively do (which actions) in order to
carry it out? (ACTIONS)

e Inthe end, did you reach the expected result/what
results did you reach? (RESULTS)

YOU COULD LINK THIS SKILL TO..

Personal skills:

e Ability to cope with stress and frustration and to
express them in a constructive way (n°7)

e Ability to problem solve (n°9)

e Acceptance of feedback (n°12)

e Self-confidence (n°20)

Social skills:

e Understanding of the codes of conduct and manners
generally accepted in different societies and
environments (n°3)

e Express and understand different points of view (n°6)

¢ Negotiate and create confidence (n°7)

e  Ability to work collaboratively in team (n°11)
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<<I>.ﬂ YOUR CLIENT SHOULD BE ABLE TO DO...
He/she is able to understand why he/she is mﬁqmmmma

e He/she knows the strategies to adopt in order to resist
stress and prevent it from having negative effects on
him/her.

e He/she is able to manage his/her stress and use it to
be more effective.

e He/she is able to focus on the positive aspects in a
frustrating situation in order to calm down.

e If he/she is too stressed out or frustrated, he/she is
able to explain and discuss it peacefully.

A QUESTION YOU COULD ASK TO HELP..

e Tell me about a task you had to carry out within a very
tight deadline while having also other things to do.
How did you manage it?

If your client needs to be guided:

e Tell me about a task you had to carry out within a very
tight deadline while having also other things to do.
What did it consist of? (TASK)

e What was the specific context in which you had to
carry it out? Was it at work? Were the other things
urgent too? (SITUATION)

e What did you do in order to carry it out in time?
(ACTIONS)

e Inthe end, did you manage to complete the task
without exceeding the deadline? Did you complete it
successfully? (RESULTS)

YOU COULD LINK THIS SKILL TO...

Personal skills:

e  Self-discipline (n°4)

e Self-confidence (n°20)
Social skills:

e  Positivity (n°12)
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<<I>._. YOUR CLIENT SHOULD BE ABLE TO DO...
He/she is able to analyse a situation.

e He/she is good at searching for solutions.

e He/she understands if it falls under his/her
competence to solve a problem and if not, he/she is
able to identify the right person to ask for help.

e He/sheis able to evaluate the risks that would be
triggered by the way he/she chooses to solve the
problem.

e He/sheis able to take decisions.

A QUESTION YOU COULD ASK TO HELP..

e Tell me about a problem you faced while carrying out a
task. How did you manage it?

If your client needs to be guided:

e Tell me about a problem you faced while carrying out
a task. What did the task and the problem consist of?
(TASK)

e What was the specific context in which you had to
carry it out? Was it at work? Were you on your own or
with other people? (SITUATION)

e What did you do in order to solve the problem and go
on with your task? (ACTIONS)

¢ Inthe end, did you manage to solve the problem/to
have it solved? Did you do it on your own or not, why?
How long did it take? (RESULTS)

YOU COULD LINK THIS SKILL TO..

Personal skills:

e Autonomy (n°3)

e Ability to follow the rules/instructions (n°6)

Ability to judge and identify one’s strengths and
weaknesses (n°8)

Motivation and determination to meet objectives (n°10)
Sense of responsibility (n°16)

Patience (n°18)

Self-confidence (n°20)
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WHAT YOUR CLIENT SHOULD BE ABLE TO DO..

e |tisimportant for him/her to always respect the rules
about time.

e He/she cares about the deadlines.

¢ He/she understands when he/she needs to hurry up in
order to respect a deadline.

e He/she understands that it can be a problem for the
others if he/she is late.

e He/she thinks that it is not professional to be late.

A QUESTION YOU COULD ASK TO HELP..

e Tell me about the last time you had an appointment.
How did you make sure to remember and respect the
time?

If your client needs to be guided:

e Tell me about the last time you had an appointment.
What did you need to do? Were you required to arrive
in advance? To prepare something before? (TASK)

e  What kind of appointment was it? With whom?
(SITUATION)

e What did you do in order to avoid forgetting it or being
late? (ACTIONS)

e Inthe end, did you manage to remember it? To be
on time, having ready the potential things you had to
prepare? (RESULTS)

YOU COULD LINK THIS SKILL TO..

Personal skills:

Self-discipline (n°4)

Flexibility and adaptation (n°5)

Ability to follow the rules/instructions (n°6)

Being organised (n°13)

Sense of responsibility (n°16)

Professionalism (n°17)

Ability to observe a schedule (n°19)

mon_ skills:

Understanding of the codes of conduct and manners
generally accepted in different societies and
environments (n°3)

e  Reliability (n°10)
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<<I>.ﬁ YOUR CLIENT SHOULD BE ABLE TO DO...
He/she is able to plan.

e He/she finishes every task on time.

e He/she doesn’t forget his/her tasks, meetings or
deadlines.

e He/sheis able to prioritise his/her tasks.

e He/she invents methods to avoid forgetting things if it
happens to him/her (with to-do lists, etc...).

A QUESTION YOU COULD ASK TO HELP..

e Tell me about a time you had many tasks to carry out at
the same time. How did you ensure to do everything in
due time?

If your client needs to be guided:

e Tell me about a time you had many tasks to carry out
at the same time. How many tasks were they and what
did they consist of? (TASK)

e How much time did you have? Who gave you the
tasks? Did you have to carry them out on your own?
(SITUATION)

e How did you proceed in order to ensure having time
to do everything? Did you use any tool or strategy?
(ACTIONS)

e Inthe end, did you manage to do everything in due
time? In hindsight, would you do things differently?
(RESULTS)

YOU COULD LINK THIS SKILL TO..

Personal skills:

e Autonomy (n°3)

Self-discipline (n°4)

Sense of responsibility (n°16)
Professionalism (n°17)

Ability to observe a schedule (n°19)
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<<I>.ﬁ YOUR CLIENT SHOULD BE ABLE TO DO...
He/she observes a lot people and things around :_3\
her.

e He/she often notices little changes before the others.

e He/she listens carefully to what people tell him/her.

e He/she doesn’t hesitate to provide complementary
information in his/her written/oral communications.

e He/she doesn’t hesitate to give examples in order to
precise his/her speech.

A QUESTION YOU COULD ASK TO HELP..

e  Tell me about a time you had to describe something as
precisely as possible. How did you handle that?

If your client needs to be guided:

e Tell me about a time you had to describe something as
precisely as possible. What did it consist of? (TASK)

e Why were you required to describe it? Whom asked
you to do so? Was it in a professional context?
(SITUATION)

e What did you do in order to be very precise, how did
you proceed? (ACTIONS)

e Inthe end, did you describe it precisely enough, were
the people who asked you to do so satisfied? (RESULTS)

YOU COULD LINK THIS SKILL TO...
Personal skills:

e  Professionalism (n°17)

Social skills:

e  Active listening (n°14)
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N°18
PATIENCE

PERSONAL SKILLS
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<<I>.ﬁ YOUR CLIENT SHOULD BE ABLE TO DO...
He/she is willing to do his/her job impeccably.

e He/she is able to adapt his/her behaviour to a work
context.

e He/she always does his/her best to show the best image
of him/herself and of the organisation where he/she
works.

e He/she is able to control him/herself in order to always
respect the rules, manage his/her emotions and avoid
brutal reactions.

A QUESTION YOU COULD ASK TO HELP...

e Tell me about a time a client behaved rudely with you
while you had done nothing wrong. How did you handle
this situation?

If your client needs to be guided:

e Tell me about a time a client behave rudely with you while
you had done nothing wrong. What did the person expect
from you to be satisfied? (TASK)

¢ Why was this person rude with you? Did he/she have
any reason to be dissatisfied? What was it? Was anyone
responsible for his/her dissatisfaction? (SITUATION)

e What did you decide to do in this situation? Did you
answer positively to the client’s request anyway? Did you
decide to act differently? (ACTIONS)

¢ Inthe end, how did you solve the situation? (RESULTS)

YOU COULD LINK THIS SKILL TO..

Personal skills:

e Self-discipline (n°4)

e Ability to follow the rules/instructions (n°6)

Being on time (n°11)

Acceptance of feedback (n°12)

Being organised (n°13)

Sense of responsibility (n°16)

e Ability to observe a schedule (n°19)

Social skills:

e Understanding of the codes of conduct and manners generally
accepted in different societies and environments (n°3)

e Reliability (n°10)

e Politeness (n°13)

e  Customer service skills (n°15)
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<<I>._. YOUR CLIENT SHOULD BE ABLE TO DO...
He/she is able to manage his/her time in order to finish all
his/her tasks before the deadline.

e He/she is not late at work and he/she doesn’t leave
before the scheduled time.

e He/she doesn’t hesitate to record planned appointments
to avoid forgetting or missing them.

e He/she is able to identify the most relevant tools to
record appointments according to his/her daily practice
(phone, electronic or paper calendar, etc.).

e He/she is able to include last minute meetings/events in
his/her schedule.

A QUESTION YOU COULD ASK TO HELP...

e  Tell me about a time you had many things to do in a short
period, among which appointments. How did you manage
that?

If your client needs to be guided:

e Tell me about a time you had many things to do in a short
period, among which appointments. Precise the things
you had to do. (TASK)

e How much time did you have to do everything? Who gave
you all these things to do? Was it everything at work or
also in your personal life? (SITUATION)

e How did you organise in order to combine everything? Did
you organise in a specific way? (ACTIONS)

e Inthe end, did you manage to do everything and to be
punctual? (RESULTS)

YOU COULD LINK THIS SKILL TO..

Personal skills:

Autonomy (n°3)

Self-discipline (n°4)

Motivation and determination to meet objectives (n°10)

Being on time (n°11)

Being organised (n°13)

Sense of responsibility (n°16)

Professionalism (n°17)

Social skills:

e Ability to work collaboratively in team (n°11)

e Understanding of the codes of conduct and manners generally
accepted in different societies and environments (n°3)

e Reliability (n°10)
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WHAT YOUR CLIENT SHOULD BE ABLE TO DO...

e He/she can work a lot in order to reach objectives.

e He/she is ready to make efforts if there is a period with
more work than usual.

A QUESTION YOU COULD ASK TO HELP...

e Tell me about a time you have been required to carry
out a very high amount of work. How did you handle
that?

If your client needs to be guided:

e Tell me about a time you have been required to carry
out a very high amount of work. Explain in detail what
this work consisted of. (TASK)

e Was it something exceptional or regular? Were you the
only person who had to carry out this amount of work
or did everyone have a lot to do? (SITUATION)

e What did you do in order to be able to carry out all
your tasks? (ACTIONS)

e Inthe end, did you manage to complete all your tasks
successfully and in due time? (RESULTS)

YOU COULD LINK THIS SKILLTO...

Personal skills:

e Understanding of ones’ own preferred learning
strategies (n°1)

e  Perseverance (n°2)

e Self-discipline (n°4)

e  Ability to cope with stress and frustration and to express
them in a constructive way (n°7)

e Motivation and determination to meet objectives (n°10)

e Will to discover and learn (n°14)
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WHAT YOUR CLIENT MAY DO..
e He/she likes to play in team with other people,
club or not.

e He/she plays sports/games in which it is necessary to

work together and trust each other to win.

e He/sheis able to bring his/her contribution to the
game and to a general positive atmosphere.

e Even if he/she may like competition, he/she always
remains respectful of the opponent.

A QUESTION YOU COULD ASK TO HELP...

e Tell me about your practice of sports or team games.

What could you say about the way you play and see
team activities?

If your client needs to be guided:

e Tell me about a sport or game you practice in a team.

What is usually your role in the team? (TASK)
e What is the specific context in which you practice it?

What sport/game is it? Is it in a club or only for leisure?

Do you practice it regularly? (SITUATION)
e What do you effectively do when you play in team?

What are your objectives? What attitudes characterise

you when you play in team? (ACTIONS)

¢ Inthe end, does your behaviour influence the game/

atmosphere? How do you react if you win/lose?
(RESULTS)

YOU COULD LINK THIS SKILLTO...

Social skills:

e Interest in interaction with others and to establish
interpersonal relationships (n°2)

Ability to value diversity and respect of others (n°9)
Reliability (n°10)

Ability to work collaboratively in team (n°11)
Positivity (n°12)

Personal skills:

e Perseverance (n°2)

Ability to follow the rules/instructions (n°6)

Self-confidence (n°20)
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WHAT YOUR CLIENT MAY DO...
During his/her spare time, he/she plays music, dances,

sings, does theatre.
He/she uses dance/music/theatre etc. as a way to
express his/her emotions.

A QUESTION YOU COULD ASK TO HELP...

Tell me about your practice of an artistic activity.

What could you say about the conditions in which you

practice it?

If your client needs to be guided:

Tell me about an artistic activity you practice. What
does it usually require you to do? (TASK)

What is the specific context in which you practice it?
Which activity is it? Is it in a club or on your own? Do
you practice it regularly? Do you practice it only for

leisure or is it also a way to make money? (SITUATION)

What do you effectively do when you are practicing
this activity? Which elements characterise you when

you practice it? What are you careful about? (ACTIONS)

In the end, what are you able to do? Which level have
you reached? (RESULTS)

YOU COULD LINK THIS SKILL TO..

Personal ski

S

Understanding of ones’ own preferred learning
strategies (n°1)
Perseverance (n°2)

Motivation and determination to meet objectives (n°10)

Will to discover and learn (n°14)
Accuracy and attention paid to details (n°15)
Self-confidence (n°20)

ocial skills:
Ability to communicate effectively both orally and in
writing (n°1)
Ability to work collaboratively in team (n°11)
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<<I>._. YOUR CLIENT MAY DO...
In his/her spare time, he/she ___Amw to listen to other
languages (e.g. songs in a foreign language, videos/films/
computer games with subtitles, etc.).

e He/she likes to meet people who speak another language
and he/she tries to communicate with them.

e He/she has followed or he/she is interested in following
foreign languages lessons.

e  Foreign languages fascinate him/her.

A QUESTION YOU COULD ASK TO HELP...
e  Tell me about your interest in foreign languages. What could
you say about it?

If your client needs to be guided:

e  Tell me about your interest in foreign languages. What
would you need to do so that this interest can result in
concrete actions? (TASK)

e Isthere a specific reason why you are interested in them?
Which languages are you particularly interested in?
(SITUATION)

e What does this interest result in in terms of actions? Did
you try to learn them? How do you proceed? Why do you
choose to learn them the way you do? (ACTIONS)

e Inthe end, what languages are you able to speak/
understand? Are you able to speak/understand/read/write?
(RESULTS)

YOU COULD LINK THIS SKILLTO...

Personal skills:

e Understanding of ones’ own preferred learning strategies

(n°1)

Perseverance (n°2)

Autonomy (n°3)

Self-discipline (n°4)

Motivation and determination to meet objectives (n°10)

Will to discover and learn (n°14)

Self-confidence (n°20)

Social skills:

e Ability to communicate effectively both orally and in writing
(n°1)

e Interest in interaction with others and to establish
interpersonal relationships (n°2)
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WHAT YOUR CLIENT MAY DO..

e He/she loves to read one or more types of materials.

e He/sheis able to concentrate on what he/she is
reading for a while.

e It may happen that he/she tries to read in different
languages/bilingual books.

A QUESTION YOU COULD ASK TO HELP...

e Tell me about the last material you read. What could
you say about it and what characterises you as a
reader?

If your client needs to be guided:

e Tell me about the last material you read. (TASK)

¢ In which context did you read it? Were you required
to read it or was it your own choice? What type of
material was it? (SITUATION)

e How do you proceed in order to read effectively? Could
you tell me what characterises you as a reader? How
often do you read? (ACTIONS)

e Inthe end, did you manage to finish reading the
material? How long did it take you? (RESULTS)

YOU COULD LINK THIS SKILL TO...

Personal skills:

e Will to discover and learn (n°14)

e Accuracy and attention paid to details (n°15)

Social skills:

ty to communicate effectively both orally and in
writing (n°1)
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N°10
COMPUTER GAMES ACTIVITIES IN NATURE (SEASIDE, MOUNTAIN)
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WHAT YOUR CLIENT MAY DO..

e He/she can give time for things in which he/she
believes/to act in line with his/her convictions.

e He/she has already been involved in an association/
given time for specific causes that are important to him/
her.

A QUESTION YOU COULD ASK TO HELP...

e Tell me about a time you volunteered. What could you say
about it?

If your client needs to be guided:

e Tell me about a time you volunteered. What activities did
you have to carry out as a volunteer? (TASK)

e In which context was it? In which organisation? Why did you
decide to start volunteering with that specific organisation?
For how long did you volunteer for? (SITUATION)

e How did you proceed in order to carry out your activities?
Could you tell me what behaviours characterise you as a
volunteer? (ACTIONS)

e Inthe end, did you manage to carry out your activities? Did
this experience influence you? What did the people say
about you in that organisation? (RESULTS)

YOU COULD LINK THIS SKILL TO...

Personal skills:

e Motivation and determination to meet objectives (n°10)

e Sense of responsibility (n°16)

e  Self-confidence (n°20)

e Hard-working (n°21)

Social skills:

e Ability to communicate effectively both orally and in writing
(n°1)

e Interest in interaction with others and to establish
interpersonal relationships (n°2)

e Awareness of basic concepts relating to individuals, groups,

work organizations, gender equality, non-discrimination,

society, culture (n°4)

Tolerance (n°5)

Empathy (n°8)

Ability to value diversity and respect of others (n°9)

Reliability (n°10)

Ability to work collaboratively in team (n°11)

Positivity (n°12)
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WHAT YOUR CLIENT MAY DO...

e He/she likes to play games that require interaction,
collaboration, communication with other people.

e He/she likes multiplayer games that imply to manage (e.g.
manage time or money), to guess (e.g. try to understand/
communicate the right information), etc.

e He/she plays games that require developing strategies and/or
anticipating what his/her opponent will do in order to win.

A QUESTION YOU COULD ASK TO HELP...

e  Tell me about the last time you played a social game. What
could you say about it?

If your client needs to be guided:

e  Tell me about the last time you played a social game. What
did this game require you to do? (TASK)

e In which context was it? With whom did you play? What
game was it? Did you propose to play or was it someone
else? Was it a game to be played in team or individually?
What were the main rules and objectives to meet in order to
win? In your daily life, how often do you play social games?
(SITUATION)

e How did you proceed in order to be successful? Which words
could characterise the way you played? (ACTIONS)

e Inthe end, did you manage to carry out the activities
required by the game? Which words could characterise the
way you played? (RESULTS)

YOU COULD LINK THIS SKILL TO...

Personal skills:

e Ability to follow the rules/instructions (n°6)

e Ability to problem solve (n°9)

e  Motivation and determination to meet objectives (n°10)

Professional skills:

e General manual competences (n°1)

e Basic selling skills (n°3)

e  Basic mathematical skills (n°5)

e  Knowledge of the main hygiene and alimentary norms (n°6)

Social ski

e Ability to communicate effectively both orally and in writing (n°1)

e Interest in interaction with others and to establish interpersonal
relationships (n°2)

e Ability to work collaboratively in team (n°11)

e Positivity (n°12)
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e He/sheis able to create an e-mail address (on his/her
own or with someone else’s help).

e He/she knows how to send an e-mail and how to attach
a document.

e He/she can use the basic functions of a mailbox: he/she
is able to read the e-mails he/she received, to check
the ones he/she sent, to register drafts and to manage
the spam.

e He/she is able to use a keyboard.

e He/sheis able to check whether he/she has an Internet
connection.

e He/she knows the different search engines.

e He/she is able to identify the key words to type in order
to get relevant results.

e He/she is able to select the type of material he/she
needs (textual information, images, videos, books, etc.).

e Tell me about a time you had to send an e-mail with a
file attached. How did you handle it?

If your client needs to be guided:

e Tell me about a time you had to send an e-mail with a
file attached. (TASK)

e What was the specific context? Was it for work?
(SITUATION)

e How did you proceed in order to attach the file and
send it? (ACTIONS)

e Inthe end, did you manage to do it on your own? Did
you need to ask for help? (RESULTS)

e Tell me about a time you have needed to search for
information on the Internet. How did you handle it?

If your client needs to be guided:

e Tell me about a time you have needed to search for
information on the Internet. Can you explain precisely
what you had to do? (TASK)

e What was the specific context? What kind of
information was it? (SITUATION)

e How did you proceed in order to find the information
you needed? (ACTIONS)

e Inthe end, did you find it? If not, why? (RESULTS)

Digital skills:

e Search on the Internet (n°1)

e  Use social networks (n°4)

e  Basic use of a computer (n°5)

Social skills:

e Ability to communicate effectively both orally and in
writing (n°1)

e Understanding of the codes of conduct and manners
generally accepted in different societies and
environments (n°3)

Digital skills:

e Use a mailbox (n°3)

e Use social networks (n°4)

e  Basic use of a computer (n°5)
e Make aCV (n°6)
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DIGITAL SKILLS
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e He/sheis able to use a keyboard.

e He/she knows how to use basic programmes: he/she
can write a text in a word processing programme, save
and stamp a document, etc.

e He/she can find the documents, images, audios he/she
saved in the computer.

e He/she knows how to surf on the Internet.

e Tell me about a time you have been required to write,
save and stamp a document on the computer. How did
you handle it?

If your client needs to be guided:

e Tell me about a time you have been required to write,
save and stamp a document on the computer. What did
you precisely need to do? (TASK)

e What was the specific context? Was it for work or in
your personal life? (SITUATION)

e How did you proceed in order to do what you were
required to? (ACTIONS)

e Inthe end, did you manage to do everything? Did you
do it on your own or did you need to ask for help at
least for one thing? (RESULTS)

Digital skills:

e Search on the Internet (n°1)
e Use a mailbox (n°3)

e  Use social networks (n°4)

Social skills:
e  Parts catalogue knowledge (n°9)
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e He/sheis interested in technology and he/she is always
willing to learn more about how to use it.

e He/she is not afraid of using new tools.

e He/she believes that technological devices can help
him/her be more effective in his/her work and make
him/her save time.

e Tell me about a time you have been required to use a
software you did not know. How did you handle it?

If your client needs to be guided:

e Tell me about a time you have been required to use a
software you did not know. (TASK)

e What was the specific context? What software was
it? Was it at work? Why did you need to use it?

(SITUATION)

e How did you feel and react in front of this requirement?
How did you proceed in order to use it effectively?

(ACTIONS)
e Inthe end, did you manage to use it? (RESULTS)

Personal skills:

e Understanding of ones’ own preferred learning
strategies (n°1)

e  Flexibility and adaptation (n°5)

e Will to discover and learn (n°14)

e Self-confidence (n°20)
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ADDITIONAL TOOLS



MY SKILLS PORTFOLIO

The Skills Portfolio is a tool that aims to support you in your learning path. In this perspective, this tool is particularly useful if you keep on using
and enriching it on the long-term, throughout your experiences. In the end, you may also use it in order to write or adapt your CV according to your
experiences and the competences improved/acquired!

First, the Skills Assessment and Evolution Table will allow you to keep evidence of your skills assessment with a focus put on what you do best and
what you could improve. The Observation part will give you an opportunity to get advice from the professional who supports you and to have an
idea of your evolution from one meeting to the next one. This way, it will be easier for you to keep in mind the competences you may focus on
and to set concrete targets to reach as a first step for improvement.

Then, the Learning Table will provide you with an opportunity to design and keep evidence of your improvement path. Indeed, it has been designed
to identify, for each competence you focus on, some activities you can do in order to improve. You can think about these activities on your own or
ask the professional who supports you for advice or more ideas. He/she may also help you to choose the most adapted activity among the ones
you identified. These activities can include participation in trainings, MOOQOCs, internships, inscription in a specific course or even readings, etc. You
are invited to think about the documents you could ask for or keep as evidence for the activities carried out. These documents can include
certificates, programmes of the trainings you attended, letter of reference from the employer/tutor (former job, volunteering, internship, etc.),
titles of the books (to which you may add a few lines about what the book brought to you), etc.

In order to keep evidence of this learning path that will also show your motivation to reach objectives, determination, perseverance and will to
learn and improve — qualities that employers value very positively — you can attach all the certificates, letters and similar documents to your Skills
Portfolio. When you will have a job interview, you may present them to the recruiter in order to reinforce your candidature!
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My Skills Assessment and Evolution Table

Date of the Meeting

My strengths

What | can improve

Observations (any comment or advice the professional
wants to provide the adult with)
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My Learning Table

Competence
that could be
improved

Activities foreseen in
order to improve it

Activities carried out to improve it
(type, place, duration, organisation,
etc.)

Description of the activities (content,
steps) carried out

Certificates/evidence
that the activity has
been carried out
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EVIDENCE TOOLKIT

Why the STAR interview technique?

During a job interview, the recruiter may ask behavioural questions in order to understand if the
client effectively has the competences he/she claims to have and can corresponds to the job. These
questions require the candidate to place him/herself in a specific situation that he/she has
experienced to know how he/she acted and the results he/she reached. The main risk for your
clients would be to start telling a story, and therefore answer with an unstructured speech that does
not provide the recruiter with the information he/she wanted and also makes a bad impression.
Finally, it can also be a tool for you to assess low-skilled adults’ skills by learning more about their
behaviour in specific situations in which they should mobilize them.

How to use it?

In order to avoid the risks linked to behavioural questions, you can help your client prepare in two
ways:

1. You can ask him/her the same type of questions, or you can ask them in a more structured
way in order to teach them how to build an answer to these questions through practice.

Example 1: A recruiter’s question may be: “Tell me about your first day at a new workplace.
How did you manage to carry out your first task?”

However, in order to prepare your client, you can first lead him/her in the answers he/she
can provide:

Example 2: “Tell me about the first task you had to carry out during your first day at a new
workplace (TASK):

What was the specific context in which you had to do it? (SITUATION)

What did you effectively do (which actions) in order to carry it out? (ACTIONS)

In the end, did you reach the expected result/what results did you reach? (RESULTS)”.

The first case and the second case go together. Indeed, the second example shows the steps
the client should follow in order to provide a structured and satisfying answer to the
recruiter. As such, asking them behavioural questions through this second example will train
them to answer according to a model they will be able to replicate then, even when they will
be asked the question as in ex. 1.

2. You can teach your client about the STAR interview technique as well. This means that you
will teach them more theoretically in a first time the technique to answer such questions,
that is to say:

#+ S=Situation: your client has to explain the precise situation in which the experience

took place. In this sense, he/she has to explain if it was at work (which is always
better) or in other daily life situations, whom were the other people involved and
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the links between them (if they had any kind of authority on him/her, if they were
pairs,...).

4+ T = Task: your client has to be able to explain more precisely the task he/she was
asked to carry out (to type a document? To fix a machine? To serve a special client?).

#+ A = Action: your client has no longer to explain the task he/she was asked to carry
out but to focus on how he/she effectively managed to carry it out, through which
actions.

#+ R = Result: your client should talk about the result he/she reached through the
actions he/she carried out. He/she may underline if he/she was complimented for
it.

To take the example given before, a good answer could be:

Example: “Tell me about your first day at a new workplace. How did you manage to carry out your
first task?”

S= | just started to work in a warehouse but | had already been working in another one before. It
was the second time | met my manager while my colleagues were already working.

T= He asked me to use lifting machinery in order to move parcels from the warehouse to the truck
that was waiting outside together with my colleagues.

A= | sat in the engine and started it. | drove very carefully and paying a lot of attention to what
happened around me because with all our engines, the environment was hectic. | moved the parcels
one after the other.

R=1 completed my task perfectly as | did not create any collision nor made any parcel fall down.
Then, the manager even told me | had been quite quick, so to carry on this way.

Additional tips

In order to prepare for an interview, your client should think of his/her previous work experiences.
He/she may prepare a list of situations that correspond to common questions asked by employers
in order to have them in mind during the interview, such as:

+ A difficulty faced in his/her work and that he/she managed to solve

#+ An achievement (at work) he/she is particularly proud of

4+ Atime aclient complained and behaved rudely and he/she managed to keep calm and satisfy
his/her requests

A time he/she lost motivation and handled to regain it

A time in which he/she found him/herself in a new situation and managed to adapt quickly
A time he/she had to change plans but did it without problem

A time he/she particularly satisfied a client with his/her service

A task he/she carried out in a team with success and his/her role in it

A time he/she had to work within tight deadlines and did everything on time

A task he/she had to carry out in a very stressful environment

FEEEEEE

95



#+ A time you met new people in a working environment and built positive interpersonal
relations

The type of situations to prepare for may change from a job and a professional sector to another,
and will depend on the skills and qualities required for the specific position. Therefore, you should
rely on the job offer in order to establish the list of situations to prepare. For example, if your client
is looking for a position as a waiter/tress, the emphasis will probably be put on client service skills
and stress management whereas for a job as a mechanical, he/she will be more likely to be asked
guestions about problem solving or capacity to work within tight deadlines. However, always refer
to what is written in the job offer!

96



PARTNERS

ﬂ G‘ coremsa
4

Asociatia Consultantilor si Expertilor
in Economie Sociala

EURO{ »personal
Skolenie VZV @ & BOZP

TRENINGOVE CENTRUM

@

INoOva

consultancy

Co-funded by the
Erasmus+ Programme
of the European Union

COORDINATOR
FUNDACION COREMSA

www.fundacioncoremsa.org

ACE-ES

WWW.ace-economiesociala.ro

EUROPERSONAL

www.skolenievzv.eu

INOVA

wwWw.inovaconsult.com

CESIE

cesie.org

The European Commission's support for the production of this publication does not constitute an
endorsement of the contents, which reflect the views only of the authors, and the Commission
cannot be held responsible for any use which may be made of the information contained therein.




	Inclusive + completo.pdf
	Incluve+ intro con copertina.pdf
	Incluve+ intro con copertina.pdf
	Incluve+ intro con copertina.pdf
	Inclusive+ copertina intro.pdf
	Incluve+ intro con copertina.pdf
	Introduction to the cards_def.pdf




	Incluve+ intro.pdf
	Introduction

	Incluve+ carte adult con copertina-light.pdf
	Inclusive+ copertina adult.pdf

	Inclusive + completo.pdf
	Incluve+ carte professional con copertina-light.pdf
	Pagina vuota


	Inclusive + completo.pdf
	Incluve+ ADDITIONAL TOOL con copertina.pdf
	Inclusive+ copertina additional tool.pdf
	Skills Portfolio_Proposition_CESIE.pdf
	Evidence Tooklit for CA.pdf
	Inclusive+ copertina additional tool



	Carte Inclusive+ PROFESSIONAL.pdf
	Inclusive+ copertina professional.pdf
	Carte Inclusive+Social Skills-PROFESSIONALS.pdf
	Carte Inclusive+professional skills-PROFESSIONALS.pdf
	Carte Inclusive+personal Skills-PROFESSIONALS.pdf
	Carte Inclusive+hobbies-PROFESSIONALS.pdf
	Carte Inclusive+ digital Skills.-PROFESSIONALS.pdf
	Inclusive+ copertina professional
	Pagina vuota
	Pagina vuota

	Carte Inclusive+ CLIENT.pdf
	Inclusive+ copertina adult.pdf
	Carte Inclusive+Social Skills.pdf
	Carte Inclusive+professional skills.pdf
	Carte Inclusive+personal Skills.pdf
	Carte Inclusive+hobbies.pdf
	Carte Inclusive+ digital Skills.pdf
	Inclusive+ copertina adult
	Pagina vuota
	Pagina vuota


