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N
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N
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N
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AW
A

REN
ESS O

F BA
SIC CO

N
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G
 TO

 
IN

D
IVID

U
A

LS, G
RO

U
PS, W

O
RK O

RG
A

N
IZATIO

N
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G
EN

D
ER EQ

U
A

LITY,  N
O

N
-D
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IN

ATIO
N
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CIETY, CU
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RE
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OFE

SS
IO

NAL

PROFESSIONAL

SO
CIAL SKILLSSO

CI
AL

 S
KI

LL
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W
H

AT YO
U

R CLIEN
T SH

O
U

LD
 BE ABLE TO

 D
O

...
•	

He/she is able to express him
/herself, to understand and 

give m
eaning to concepts, thoughts, feelings, facts and 

opinions w
hile listening, speaking, reading and w

riting.
•	

He/she is able to interact w
ith people from

 different 
cultures and in the various everyday life situations.

A Q
U

ESTIO
N

 YO
U

 CO
U

LD
 ASK TO

 H
ELP...

•	
Tell m

e about a job interview
 you have experienced. How

 
did you try to convince the recruiter you w

ere the person 
he/she w

as looking for?
If your client needs to be guided: 
•	

Tell m
e about a job interview

 you have experienced. 
W

hat did the recruiter ask you to tell him
/her? (TASK)

•	
W

hat w
as the specific context in w

hich you had this job 
interview

? For w
hat position? (SITUATIO

N
)

•	
W

hat did you do to convince the recruiter? How
 

did you answ
er his/her questions and defend your 

profile?(ACTIO
N

S)
•	

In the end, did you convince him
/her? Did you get the job 

or not? W
hy? (RESU

LTS)
YO

U
 CO

U
LD

 LIN
K TH

IS SKILL TO
…

Social skills:
•	

Custom
er service skills (n°15)

•	
N

egotiate and create confidence (n°7)
•	

Ability to w
ork collaboratively in team

 (n°11)
•	

Interest in interaction w
ith others and to establish 

interpersonal relationships (n°2)
Professional skills:
•	

Basic selling skills (n°3)

W
H

AT
 Y

O
U

R 
CL

IE
N

T 
SH

O
U

LD
 B

E 
AB

LE
 T

O
 D

O
...

•	
He

/s
he

 is
 a

bl
e 

to
 e

xp
re

ss
 h

im
/h

er
se

lf,
 to

 u
nd

er
st

an
d 

an
d 

gi
ve

 m
ea

ni
ng

 to
 c

on
ce

pt
s,

 th
ou

gh
ts

, f
ee

lin
gs

, f
ac

ts
 a

nd
 

op
in

io
ns

 w
hi

le
 li

st
en

in
g,

 sp
ea

ki
ng

, r
ea

di
ng

 a
nd

 w
riti

ng
.

•	
He

/s
he

 is
 a

bl
e 

to
 in

te
ra

ct
 w

ith
 p

eo
pl

e 
fr

om
 d

iff
er

en
t 

cu
ltu

re
s a

nd
 in

 th
e 

va
rio

us
 e

ve
ry

da
y 

lif
e 

sit
ua

tio
ns

.
A 

Q
U

ES
TI

O
N

 Y
O

U
 C

O
U

LD
 A

SK
 T

O
 H

EL
P.

..
•	

Te
ll 

m
e 

ab
ou

t y
ou

r fi
rs

t d
ay

 in
 a

 n
ew

 w
or

kp
la

ce
. H

ow
 d

id
 

yo
u 

m
an

ag
e 

to
 in

te
gr

at
e?

If 
yo

ur
 c

lie
nt

 n
ee

ds
 to

 b
e 

gu
id

ed
: 

•	
Te

ll 
m

e 
ab

ou
t y

ou
r fi

rs
t d

ay
 in

 a
 n

ew
 w

or
kp

la
ce

. d
id

 
yo

u 
ne

ed
 to

 d
o 

in
 o

rd
er

 to
 e

st
ab

lis
h 

re
la

tio
ns

 w
ith

 y
ou

r 
co

lle
ag

ue
s?

 (T
AS

K)
•	

Ho
w

 m
an

y 
pe

op
le

 w
er

e 
th

er
e 

in
 th

at
 w

or
kp

la
ce

? 
Di

d 
yo

u 
w

or
k 

m
ai

nl
y 

on
 y

ou
r o

w
n 

or
 in

 te
am

? 
W

er
e 

th
er

e 
m

om
en

ts
 to

 ta
lk

 to
 th

e 
ot

he
rs

? 
(S

IT
UA

TI
O

N
)

•	
W

ha
t d

id
 y

ou
 d

o 
to

 e
st

ab
lis

h 
re

la
tio

ns
? 

To
 g

et
 to

 k
no

w
 

th
e 

ot
he

rs
? 

(A
CT

IO
N

S)
•	

In
 th

e 
en

d,
 d

id
 y

ou
 e

ffe
cti

ve
ly

 e
st

ab
lis

h 
re

la
tio

ns
 

w
ith

 y
ou

r c
ol

le
ag

ue
s?

 D
id

 y
ou

 in
te

gr
at

e 
th

at
 

w
or

kp
la

ce
?(

RE
SU

LT
S)

YO
U

 C
O

U
LD

 L
IN

K 
TH

IS
 S

KI
LL

 T
O

…
So

cia
l s

ki
lls

:
•	

Ab
ili

ty
 to

 co
m

m
un

ica
te

 e
ffe

cti
ve

ly
 b

ot
h 

or
al

ly
 a

nd
 in

 
w

riti
ng

 (n
°1

)
•	

Cu
st

om
er

 se
rv

ice
 sk

ill
s (

n°
15

)
•	

N
eg

oti
at

e 
an

d 
cr

ea
te

 co
nfi

de
nc

e 
(n

°7
)

•	
Ab

ili
ty

 to
 w

or
k 

co
lla

bo
ra

tiv
el

y 
in

 te
am

 (n
°1

1
Pr

of
es

sio
na

l s
ki

lls
:

•	
Ba

sic
 se

lli
ng

 sk
ill

s (
n°

3)

W
H

AT YO
U

R CLIEN
T SH

O
U

LD
 BE ABLE TO

 D
O

...
•	

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

ent.
•	

He/she is able to adjust his/her behaviour according to 
w

hat people expect from
 him

/her.
•	

He/she can adapt to the norm
s of his/her environm

ent: 
w

ay to express him
/herself, clothes, rules, hierarchy…

A Q
U

ESTIO
N

 YO
U

 CO
U

LD
 ASK TO

 H
ELP...

•	
Háblem

e de una situación en la que se diera cuenta 
de que su conducta y com

portam
iento estaban 

distanciados de los aceptados donde usted se 
encontraba. ¿Cóm

o lo gestionó?
If your client needs to be guided: 
•	

Tell m
e about a situation in w

hich you realised there 
w

as a gap betw
een your conduct and m

anners and the 
ones accepted in the place w

here you w
ere. W

hat did 
you need to do in order fill in the gap? (TASK)

•	
W

hat type of place w
as it? W

hat m
ade you infringe its 

codes? Did you notice it on your ow
n or did som

eone 
else tell you? (SITUATIO

N
) 

Did you change your conduct or m
anners in order to 

adapt? W
hat did you exactly do? (ACTIO

N
S)

•	
In the end, did you m

anage to fill in the gap? (RESU
LTS)

YO
U

 CO
U

LD
 LIN

K TH
IS SKILL TO

…
Social skills:
•	

Aw
areness of basic concepts relating to individuals, 

groups, w
ork organizations, gender equality, non- 

discrim
ination, society, culture (n°4)

Personal skills:
•	

Flexibility and adaptation (n°5)
•	

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

•	
Being on tim

e (n°11)
•	

Self-discipline (n°4)

W
H

AT
 Y

O
U

R 
CL

IE
N

T 
SH

O
U

LD
 B

E 
AB

LE
 T

O
 D

O
...

•	
He

/s
he

 is
 a

w
ar

e 
th

at
 so

ci
et

y 
is 

m
ad

e 
up

 o
f p

eo
pl

e 
w

ho
 

ar
e 

di
ffe

re
nt

 fr
om

 e
ac

h 
ot

he
r.

•	
He

/s
he

 a
cc

ep
ts

 a
nd

 h
e/

sh
e 

re
sp

ec
ts

 d
iff

er
en

ce
s 

(g
en

de
r, 

se
xu

al
 o

rie
nt

ati
on

, c
ul

tu
re

…
).

•	
He

/s
he

 is
 a

w
ar

e 
of

 th
e 

m
ai

n 
rig

ht
s a

nd
 d

uti
es

 o
f 

in
di

vi
du

al
s a

nd
 p

riv
at

e 
or

ga
ni

sa
tio

ns
.

A 
Q

U
ES

TI
O

N
 Y

O
U

 C
O

U
LD

 A
SK

 T
O

 H
EL

P.
..

•	
Te

ll 
m

e 
ab

ou
t a

 si
tu

ati
on

 in
 w

hi
ch

 y
ou

 h
ad

 to
 in

te
ra

ct
 

w
ith

 p
eo

pl
e 

w
ho

 h
ad

 a
 d

iff
er

en
t c

ul
tu

re
/r

el
ig

io
n/

se
xu

al
 o

rie
nt

ati
on

 fr
om

 y
ou

rs
. H

ow
 d

id
 y

ou
 m

an
ag

e 
th

e 
di

ffe
re

nc
e?

If 
yo

ur
 c

lie
nt

 n
ee

ds
 to

 b
e 

gu
id

ed
: 

•	
Te

ll 
m

e 
ab

ou
t a

 si
tu

ati
on

 in
 w

hi
ch

 y
ou

 h
ad

 to
 in

te
ra

ct
 

w
ith

 a
 p

er
so

n 
w

ho
 h

ad
 a

 d
iff

er
en

t c
ul

tu
re

/r
el

ig
io

n/
se

xu
al

 
or

ie
nt

ati
on

 fr
om

 y
ou

rs
. W

ha
t i

nt
er

ac
tio

n 
di

d 
yo

u 
ne

ed
 to

 
ca

rr
y 

ou
t w

ith
 th

at
 p

er
so

n?
 (T

AS
K)

•	
In

 w
hi

ch
 c

on
te

xt
 d

id
 th

e 
in

te
ra

cti
on

 ta
ke

 p
la

ce
? 

W
ha

t w
as

 it
 p

re
ci

se
ly

 a
bo

ut
? 

W
as

 it
 th

e 
fir

st
 ti

m
e 

yo
u 

m
et

 th
at

 p
er

so
n?

 H
ow

 d
id

 y
ou

 k
no

w
 a

bo
ut

 y
ou

r 
di

ffe
re

nc
e?

(S
IT

UA
TI

O
N

)
•	

W
ha

t d
id

 y
ou

 d
o 

in
 o

rd
er

 to
 m

an
ag

e 
yo

ur
 

di
ffe

re
nc

e?
Ho

w
 d

id
 y

ou
 fe

el
 a

bo
ut

 it
? 

(A
CT

IO
N

S)
 

In
 th

e 
en

d,
 d

id
 y

ou
 m

an
ag

e 
to

 h
av

e 
a 

no
rm

al
 in

te
ra

cti
on

, 
as

 w
ith

 a
ny

on
e 

el
se

? 
(R

ES
U

LT
S)

YO
U

 C
O

U
LD

 L
IN

K 
TH

IS
 S

KI
LL

 T
O

…
So

ci
al

 sk
ill

s:
•	

Un
de

rs
ta

nd
in

g 
of

 th
e 

co
de

s o
f c

on
du

ct
 a

nd
 m

an
ne

rs
 

ge
ne

ra
lly

 a
cc

ep
te

d 
in

 d
iff

er
en

t s
oc

ie
tie

s a
nd

 e
nv

iro
nm

en
ts

 
(n

°3
)

•	
To

le
ra

nc
e 

(n
°5

)
•	

Ab
ili

ty
 to

 v
al

ue
 d

iv
er

sit
y 

an
d 

re
sp

ec
t o

f o
th

er
s (

n°
9)
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CI
AL

 S
KI
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W
H

AT YO
U

R CLIEN
T SH

O
U

LD
 BE ABLE TO

 D
O

...
•	

He/she accepts that other people m
ay have opinions 

different from
 his/hers.

•	
He/she respects the others’ beliefs, behaviours, w

ays of 
life even if they are different or contrary to his/her ow

n.
•	

Even if he/she disagrees w
ith them

, he/she w
ants the 

others to have the right to express their ideas.
A Q

U
ESTIO

N
 YO

U
 CO

U
LD

 ASK TO
 H

ELP...
•	

Tell m
e about a situation in w

hich you confronted w
ith 

som
eone w

ho had opinions/beliefs that w
ere contrary to 

yours. How
 did you handle that? 

If your client needs to be guided:
•	

Tell m
e about a situation in w

hich you had to interact 
w

ith a person w
ho had a different culture/religion/sexual 

orientation from
 yours. W

hat interaction did you need to 
carry out w

ith that person? (TASK)
•	

In w
hich context did the interaction take place? 

W
hat w

as it precisely about? W
as it the first tim

e 
you m

et that person? How
 did you know

 about your 
difference?(SITUATIO

N
)

•	
W

hat did you do in order to m
anage your difference?How

 
did you feel about it? (ACTIO

N
S) 

In the end, did you m
anage to have a norm

al interaction, 
as w

ith anyone else? (RESU
LTS)

YO
U

 CO
U

LD
 LIN

K TH
IS SKILL TO

…
Social skills:
•	

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

Aw
areness of basic concepts relating to individuals, groups, 

w
ork organizations, gender equality, non-discrim

ination, 
society, culture (n°4)

•	
Express and understand different points of view

 (n°6)
•	

Ability to w
ork collaboratively in team

 (n°11)
•	

Em
pathy (n°8)

W
H

AT
 Y

O
U

R 
CL

IE
N

T 
SH

O
U

LD
 B

E 
AB

LE
 T

O
 D

O
...

•	
He

/s
he

 is
 a

w
ar

e 
th

at
 d

iff
er

en
t p

eo
pl

e 
m

ay
 h

av
e 

di
ffe

re
nt

 
vi

ew
s o

n 
th

e 
sa

m
e 

iss
ue

.
•	

He
/s

he
 is

 a
bl

e 
to

 p
ut

 h
im

/h
er

se
lf 

in
 th

e 
ot

he
r’s

 sh
oe

s t
o 

un
de

rs
ta

nd
 w

hy
 h

is/
he

r v
ie

w
 d

iff
er

s f
ro

m
 h

is/
he

rs
.

•	
Th

in
ki

ng
 o

f a
n 

iss
ue

, h
e/

sh
e 

is 
ab

le
 to

 im
ag

in
e 

di
ffe

re
nt

 
sit

ua
tio

ns
 th

at
 c

ou
ld

 tr
ig

ge
r d

iff
er

en
t p

oi
nt

s o
f v

ie
w

.
A 

Q
U

ES
TI

O
N

 Y
O

U
 C

O
U

LD
 A

SK
 T

O
 H

EL
P.

..
•	

Te
ll 

m
e 

ab
ou

t t
he

 la
st

 ti
m

e 
yo

u 
de

ba
te

d 
w

ith
 o

th
er

 
pe

op
le

. H
ow

 d
id

 y
ou

 m
an

ag
e 

it?
If 

yo
ur

 c
lie

nt
 n

ee
ds

 to
 b

e 
gu

id
ed

:
•	

Te
ll 

m
e 

ab
ou

t t
he

 la
st

 ti
m

e 
yo

u 
de

ba
te

d 
w

ith
 o

th
er

 
pe

op
le

. W
ha

t d
id

 y
ou

 n
ee

d 
to

 d
o 

in
 o

rd
er

 to
 h

av
e 

a 
go

od
 

de
ba

te
? 

(T
AS

K)
•	

In
 w

hi
ch

 c
on

te
xt

 d
id

 th
e 

de
ba

te
 ta

ke
 p

la
ce

? 
W

ha
t w

as
 it

 
ab

ou
t?

 W
ho

m
 w

er
e 

yo
u 

de
ba

tin
g 

w
ith

? 
(S

IT
UA

TI
O

N
)

•	
W

ha
t d

id
 y

ou
 d

o 
in

 o
rd

er
 to

 e
xp

re
ss

 y
ou

r p
oi

nt
 o

f v
ie

w
? 

To
 u

nd
er

st
an

d 
th

e 
on

e 
of

 th
e 

ot
he

rs
? 

(A
CT

IO
N

S)
•	

In
 th

e 
en

d,
 d

id
 y

ou
 m

an
ag

e 
to

 k
ee

p 
ca

lm
 in

 sp
ite

 o
f t

he
 

di
sa

gr
ee

m
en

t?
 H

ow
 d

id
 th

e 
de

ba
te

 fi
ni

sh
? 

 (R
ES

U
LT

S)
YO

U
 C

O
U

LD
 L

IN
K 

TH
IS

 S
KI

LL
 T

O
…

So
cia

l s
ki

lls
:

•	
To

le
ra

nc
e 

(n
°5

)
•	

Ab
ili

ty
 to

 w
or

k 
co

lla
bo

ra
tiv

el
y 

in
 te

am
 (n

°1
1)

•	
Ab

ili
ty

 to
 v

al
ue

 d
iv

er
sit

y 
an

d 
re

sp
ec

t o
f o

th
er

s (
n°

9)
 d

em
ás

 
(n

°9
)

Pe
rs

on
al

 sk
ill

s:
•	

Ac
ce

pt
an

ce
 o

f f
ee

db
ac

k 
(n

°1
2)

W
H

AT YO
U

R CLIEN
T SH

O
U

LD
 BE ABLE TO

 D
O

...
•	

He/she is able to reach agreem
ent w

ith other people.
•	

He/she is good at convincing.
•	

He/she is able to m
ake people feel at ease.

•	
He/she pays attention and truly listens to w

hat the others 
have to say.

•	
He/she is good at reassuring.

A Q
U

ESTIO
N

 YO
U

 CO
U

LD
 ASK TO

 H
ELP...

•	
Tell m

e about the last tim
e you debated w

ith other 
people. How

 did you m
anage it?

If your client needs to be guided:
•	

Tell m
e about the last tim

e you w
anted to sell/buy 

som
ething and tried to negotiate the price. Explain w

hat 
you exactly aim

ed at. (TASK)
•	

In w
hich context w

as the selling/purchase? W
ho did 

you negotiate w
ith? W

hat did you w
ant to buy/sell? 

(SITUATIO
N

)
•	

How
 did you proceed in order to reach your objective?Did 

you adopt a strategy to get w
hat you w

anted? 
(ACTIO

N
S)

•	
In the end, how

 w
as the negotiation concluded? Did you 

get w
hat you aim

ed at? (RESU
LTS)

YO
U

 CO
U

LD
 LIN

K TH
IS SKILL TO

…
Social skills:
•	

Custom
er service skills (n°15)

•	
Interest in interaction w

ith others and to establish 
interpersonal relationships (n°2)

•	
Ability to com

m
unicate effectively both orally and in 

w
riting (n°1)

Professional skills:
•	

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

Self-confidence (n°20)

W
H

AT
 Y

O
U

R 
CL

IE
N

T 
SH

O
U

LD
 B

E 
AB

LE
 T

O
 D

O
...

•	
He

/s
he

 tr
ie

s t
o 

se
e 

th
e 

w
or

ld
 th

ro
ug

h 
th

e 
ot

he
r’s

 e
ye

s.
•	

He
/s

he
 li

st
en

s w
ith

 a
tte

nti
on

 a
nd

 tr
ie

s t
o 

un
de

rs
ta

nd
 th

e 
ot

he
r.

•	
He

/s
he

 li
st

en
s w

ith
ou

t j
ud

gi
ng

.
•	

He
/s

he
 tr

ie
s t

o 
pu

t h
im

/h
er

se
lf 

in
 th

e 
ot

he
r’s

 sh
oe

s a
nd

 
to

 u
nd

er
st

an
d 

hi
s/

he
r f

ee
lin

gs
.

•	
He

/s
he

 tr
ie

s t
o 

un
de

rs
ta

nd
 th

e 
re

as
on

 w
hy

 th
e 

ot
he

r a
ct

s 
as

 h
e/

sh
e 

do
es

 a
nd

 w
ha

t c
an

 b
e 

hi
s/

he
r o

bj
ec

tiv
es

.
A 

Q
U

ES
TI

O
N

 Y
O

U
 C

O
U

LD
 A

SK
 T

O
 H

EL
P.

..
•	

Te
ll 

m
e 

ab
ou

t t
he

 la
st

 ti
m

e 
yo

u 
sa

w
 so

m
eo

ne
 w

ho
 w

as
 in

 
tr

ou
bl

e.
 H

ow
 d

id
 y

ou
 re

ac
t?

If 
yo

ur
 c

lie
nt

 n
ee

ds
 to

 b
e 

gu
id

ed
: 

•	
Te

ll 
m

e 
ab

ou
t t

he
 la

st
 ti

m
e 

yo
u 

sa
w

 so
m

eo
ne

 w
ho

 w
as

 
in

 tr
ou

bl
e.

 W
ha

t s
ho

ul
d 

yo
u 

ha
ve

 d
on

e 
to

 h
el

p 
hi

m
/h

er
? 

(T
AS

K)
•	

In
 w

hi
ch

 c
on

te
xt

 d
id

 y
ou

 se
e 

th
is 

pe
rs

on
? 

W
ha

t k
in

d 
of

 
tr

ou
bl

e 
w

as
 h

e/
sh

e 
fa

ci
ng

? 
Di

d 
yo

u 
al

re
ad

y 
kn

ow
 th

at
 

pe
rs

on
? 

(S
IT

UA
TI

O
N

)
•	

W
ha

t d
id

 y
ou

 d
o?

 (A
CT

IO
N

S)
 

In
 th

e 
en

d,
 d

id
 y

ou
 h

el
p 

th
at

 p
er

so
n?

 D
id

 y
ou

 p
ro

vi
de

 
hi

m
/h

er
 w

ith
 a

ny
 k

in
d 

of
 su

pp
or

t?
 D

id
 y

ou
 m

an
ag

e 
to

 g
et

 
hi

m
/h

er
 o

ut
 o

f t
ro

ub
le

? 
(R

ES
U

LT
S)

 
YO

U
 C

O
U

LD
 L

IN
K 

TH
IS

 S
KI

LL
 T

O
…

So
cia

l s
ki

lls
:

•	
Cu

st
om

er
 se

rv
ice

 sk
ill

s (
n°

15
)

•	
Ac

tiv
e 

lis
te

ni
ng

 (n
°1

4)
•	

In
te

re
st

 in
 in

te
ra

cti
on

 w
ith

 o
th

er
s a

nd
 to

 e
st

ab
lis

h 
in

te
rp

er
so

na
l r

el
ati

on
sh

ip
s (

n°
2)

•	
Ab

ili
ty

 to
 v

al
ue

 d
iv

er
sit

y 
an

d 
re

sp
ec

t o
f o

th
er

s (
n°

9)
Pr

of
es

sio
na

l s
ki

lls
:

•	
Ba

sic
 k

no
w

le
dg

e 
of

 ca
re

 (n
°7

)



N
°1

1 
A

BI
LI

TY
 T

O
 W

O
RK

 C
O

LL
A

BO
RA

TI
VE

LY
 IN

 T
EA

M
N

°10
RELIA

BILITY

PROFESSIONAL

PR
OFE

SS
IO

NAL

N
°9

 
A

BI
LI

TY
 T

O
 V

A
LU

E 
D

IV
ER

SI
TY

 A
N

D
 R

ES
PE

CT
 O

F 
O

TH
ER

S

N
°12

PO
SITIVITY

PR
OFE

SS
IO

NAL

PROFESSIONAL

SO
CIAL SKILLSSO

CI
AL

 S
KI

LL
S

SO
CIAL SKILLSSO

CI
AL

 S
KI

LL
S



W
H

AT YO
U

R CLIEN
T SH

O
U

LD
 BE ABLE TO

 D
O

...
•	

He/she thinks that diversity and respect of the others are 
im

portant.
•	

He/she understands w
hy diversity and respect are 

positive in a society/group.
•	

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

/
her.

•	
He/she doesn’t underm

ine the others because of their 
differences.

A Q
U

ESTIO
N

 YO
U

 CO
U

LD
 ASK TO

 H
ELP...

•	
Tell m

e about a tim
e you w

itnessed a situation of 
discrim

ination. How
 did you react?

If your client needs to be guided: 
•	

Tell m
e about a tim

e you w
itnessed a situation of 

discrim
ination. Explain w

hat you could have done.(TASK)
•	

In w
hich context w

as it? W
hat kind of discrim

ination did 
you w

itness? (SITUATIO
N

)
•	

W
hat did you do? Did you react in any w

ay? 
W

hy?(ACTIO
N

S)
•	

In the end, how
 did the situation end up? (RESU

LTS)  
PO

D
RÍA EN

LAZAR ESTA CO
M

PETEN
CIA A:

Personal skills:
•	

Aw
areness of basic concepts relating to individuals, groups, 

w
ork organisations, gender equality, non-discrim

ination, 
society, culture (n°4)

•	
Express and understand different points of view

 (n°6)
•	

Ability to w
ork collaboratively in team

 (n°11)
•	

Em
pathy (n°8)

•	
Tolerance (n°5)

W
H

AT
 Y

O
U

R 
CL

IE
N

T 
SH

O
U

LD
 B

E 
AB

LE
 T

O
 D

O
...

•	
He

/s
he

 sti
ck

s t
o 

w
ha

t h
e/

sh
e 

sa
ys

 –
 h

e/
sh

e 
ke

ep
s h

is/
he

r 
w

or
d.

•	
He

/s
he

 a
lw

ay
s s

tr
iv

es
 to

 c
ar

ry
 o

ut
 h

is/
he

r t
as

ks
 th

e 
be

st
 

he
/s

he
 c

an
.

•	
U

su
al

ly,
 p

eo
pl

e 
co

ns
id

er
 th

ey
 c

an
 tr

us
t h

im
/h

er
.

•	
It 

is 
al

w
ay

s p
os

sib
le

 to
 c

ou
nt

 o
n 

hi
s/

he
r s

up
po

rt
.

•	
He

/s
he

 a
lw

ay
s k

ee
ps

 se
cr

et
s w

he
n 

he
/s

he
 is

 a
sk

ed
 to

. 

A 
Q

U
ES

TI
O

N
 Y

O
U

 C
O

U
LD

 A
SK

 T
O

 H
EL

P.
..

•	
Te

ll 
m

e 
ab

ou
t a

 ti
m

e 
yo

ur
 e

m
pl

oy
er

/m
an

ag
er

/s
om

eo
ne

 
as

ke
d 

yo
u 

a 
fa

vo
ur

. H
ow

 d
id

 y
ou

 m
an

ag
e 

it?
If 

yo
ur

 c
lie

nt
 n

ee
ds

 to
 b

e 
gu

id
ed

: 
•	

Te
ll 

m
e 

ab
ou

t a
 ti

m
e 

yo
ur

 e
m

pl
oy

er
/m

an
ag

er
/s

om
eo

ne
 

as
ke

d 
yo

u 
a 

fa
vo

ur
. W

ha
t d

id
 h

e/
sh

e 
as

k 
yo

u 
to

 d
o?

 
(T

AS
K)

•	
W

ha
t w

as
 th

e 
co

nt
ex

t?
 D

id
 y

ou
 a

lre
ad

y 
ha

ve
 d

iff
er

en
t 

pl
an

s?
 (S

IT
UA

TI
O

N
)

•	
W

ha
t d

id
 y

ou
 d

o?
 D

id
 y

ou
 a

cc
ep

t t
o 

ca
rr

y 
ou

t t
he

 
ta

sk
?(

AC
TI

O
N

S)
 

In
 th

e 
en

d,
 d

id
 y

ou
 d

o 
ex

ac
tly

 w
ha

t h
ad

 b
ee

n 
re

qu
ire

d 
fr

om
 y

ou
? 

Di
d 

yo
u 

do
 it

 a
s s

er
io

us
ly

 a
s a

ny
th

in
g 

el
se

/a
s y

ou
 

w
ou

ld
 d

o 
so

m
et

hi
ng

 fo
r y

ou
rs

el
f?

 (R
ES

U
LT

S)
YO

U
 C

O
U

LD
 L

IN
K 

TH
IS

 S
KI

LL
 T

O
…

So
ci

al
 sk

ill
s:

•	
Se

lf-
di

sc
ip

lin
e 

(n
°4

)
•	

Ab
ili

ty
 to

 fo
llo

w
 th

e 
ru

le
s/

in
st

ru
cti

on
s (

n°
6)

•	
Be

in
g 

on
 ti

m
e 

(n
°1

1)
•	

Se
ns

e 
of

 re
sp

on
sib

ili
ty

 (n
°1

6)

W
H

AT YO
U

R CLIEN
T SH

O
U

LD
 BE ABLE TO

 D
O

...
•	

He/she is able to express his/her opinion and to listen to 
the one of the others.

•	
He/she accepts com

prom
ising.

•	
He/she doesn’t get angry if the others disagree w

ith him
/

her.
•	

He/she is able to trust the people w
ith w

hom
 he/she 

w
orks.

A Q
U

ESTIO
N

 YO
U

 CO
U

LD
 ASK TO

 H
ELP...

•	
Tell m

e about the last tim
e you had to do som

ething in 
team

. How
 did you m

anage it?
If your client needs to be guided: 
•	

Tell m
e about the last tim

e you had to do som
ething in 

team
. W

hat did you have to do in order to w
ork effi

ciently 
in this team

? (TASK)
•	

In w
hich context did you have to carry out this task?W

ho 
w

ere the people you had to w
ork w

ith? W
hat did this task 

consist in? (SITUATIO
N

)
•	

How
 did you proceed in order to w

ork effectively in team
? 

Did you m
anage to express yourself but also to listen to 

the others? W
as there any dispute w

ithin the team
 and 

how
 did you deal w

ith it? (ACTIO
N

S)
•	

In the end, did your team
 carry out the task successfully? 

Did you m
anage to solve the potential diffi

culties that 
arose? How

? (RESU
LTS)

YO
U

 CO
U

LD
 LIN

K TH
IS SKILL TO

…
Social skills:
•	

Ability to com
m

unicate effectively  both orally and in w
riting 

(n°1)
•	

Interest in interaction w
ith others and to establish 

interpersonal relationships (n°2)
•	

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

•	
N

egotiate and create confidence (n°7)
Personal skills:
•	

Acceptance of feedback (n°12)
•	

Ability to cope w
ith stress and frustration and to express 

them
 in a constructive w

ay (n°7)
•	

Flexibility and adaptation (n°5)

W
H

AT
 Y

O
U

R 
CL

IE
N

T 
SH

O
U

LD
 B

E 
AB

LE
 T

O
 D

O
...

•	
He

/s
he

 is
 a

bl
e 

to
 fi

nd
 p

os
iti

ve
 e

le
m

en
ts

 in
 a

ny
 si

tu
ati

on
.

•	
He

/s
he

 se
es

 th
in

gs
 in

 a
 p

os
iti

ve
 li

gh
t a

nd
 u

se
 it

 to
 

m
oti

va
te

 h
im

/h
er

se
lf 

an
d 

 o
th

er
s.

•	
He

/s
he

 is
 a

bl
e 

to
 re

la
tiv

ise
 fa

ilu
re

s a
nd

 to
 k

ee
p 

on
 tr

yi
ng

.

A 
Q

U
ES

TI
O

N
 Y

O
U

 C
O

U
LD

 A
SK

 T
O

 H
EL

P.
..

•	
Te

ll 
m

e 
ab

ou
t a

 b
ad

 si
tu

ati
on

 in
 w

hi
ch

 y
ou

 h
ad

 to
 

m
oti

va
te

 o
th

er
 p

eo
pl

e.
 H

ow
 d

id
 y

ou
 m

an
ag

e 
to

 d
o 

so
?

If 
yo

ur
 c

lie
nt

 n
ee

ds
 to

 b
e 

gu
id

ed
: 

•	
Te

ll 
m

e 
ab

ou
t a

 b
ad

 si
tu

ati
on

 in
 w

hi
ch

 y
ou

 h
ad

 to
 

m
oti

va
te

 o
th

er
 p

eo
pl

e.
 W

ha
t d

id
 y

ou
 n

ee
d 

to
 d

o 
in

 o
rd

er
 

to
 su

cc
ee

d?
 (T

AS
K)

•	
In

 w
hi

ch
 c

on
te

xt
 w

as
 it

? 
W

ho
 w

er
e 

th
e 

pe
op

le
 y

ou
 h

ad
 to

 
m

oti
va

te
? 

W
ha

t b
ad

 si
tu

ati
on

 w
as

 it
? 

(S
IT

UA
TI

O
N

)
•	

Ho
w

 d
id

 y
ou

 p
ro

ce
ed

 in
 o

rd
er

 to
 m

oti
va

te
 th

em
? 

(A
CT

IO
N

S)
•	

In
 th

e 
en

d,
 d

id
 y

ou
 e

ffe
cti

ve
ly

 m
an

ag
e 

to
 m

oti
va

te
 th

em
? 

(R
ES

U
LT

S)
YO

U
 C

O
U

LD
 L

IN
K 

TH
IS

 S
KI

LL
 T

O
…

So
cia

l s
ki

lls
:

•	
Ab

ili
ty

 to
 w

or
k 

co
lla

bo
ra

tiv
el

y 
in

 te
am

 (n
°1

1)
•	

In
te

re
st

 in
 in

te
ra

cti
on

 w
ith

 o
th

er
s a

nd
 to

 e
st

ab
lis

h 
in

te
rp

er
so

na
l r

el
ati

on
sh

ip
s (

n°
2)

Pe
rs

on
al

 sk
ill

s:
 

•	
Pe

rs
ev

er
an

ce
 (n

°2
)

•	
Se

lf-
co

nfi
de

nc
e 

(n
°2

0)



N
°14 

A
CTIVE LISTEN

IN
G

N
°1

5 
CU

ST
O

M
ER

 S
ER

VI
CE

 S
KI

LL
S

PROFESSIONAL

PR
OFE

SS
IO

NAL

N
°1

3
PO

LI
TE

N
ES

S

PR
OFE

SS
IO

NAL

SO
CIAL SKILLSSO

CI
AL

 S
KI

LL
S

SO
CI

AL
 S

KI
LL

S



W
H

AT YO
U

R CLIEN
T SH

O
U

LD
 BE ABLE TO

 D
O

...
•	

He/she know
s how

 to behave in specific contexts.
•	

He/she know
s w

hich language level and vocabulary 
corresponds to each context.

•	
He/she is able to control his/her em

otions and reactions 
in order to stay calm

 and polite even in front of angry or 
rude clients.

•	
He/she can control him

/herself and rem
ain polite even 

w
ith people he/she doesn’t like or if his/her supervisor 

m
akes a com

m
ent that upsets him

/her.

A Q
U

ESTIO
N

 YO
U

 CO
U

LD
 ASK TO

 H
ELP...

•	
Tell m

e about a situation in w
hich a client/your m

anager/
som

eone talked to you rudely. How
 did you m

anage it?
If your client needs to be guided:  
•	

Tell m
e about a situation in w

hich a client/your m
anager/

som
eone talked to you rudely. W

hat should you have 
done? (TASK)

•	
In w

hich context w
as it? W

ho talked to you rudely?W
hy? 

W
hat did he/she tell you? (SITUATIO

N
)

•	
W

hat did you do, how
 did you react in front of this 

behaviour? (ACTIO
N

S)
•	

In the end, did you m
anage the situation? Did you keep 

calm
 and polite? Did it end up w

ith a conflict?(RESU
LTS)

YO
U

 CO
U

LD
 LIN

K TH
IS SKILL TO

…
Social skills:
•	

Custom
er service skills (n°15)

Personal skills: 
•	

Self-discipline (n°4)
•	

Professionalism
 (n°17)

W
H

AT
 Y

O
U

R 
CL

IE
N

T 
SH

O
U

LD
 B

E 
AB

LE
 T

O
 D

O
...

•	
He

/s
he

 fo
cu

se
s o

n 
w

ha
t h

is/
he

r i
nt

er
lo

cu
to

rs
 a

re
 sa

yi
ng

.
•	

He
/s

he
 is

 a
bl

e 
to

 sh
ow

 h
is/

he
r i

nt
er

es
t w

ith
 h

is/
he

r w
or

ds
 

or
 b

eh
av

io
ur

.
•	

He
/s

he
 u

su
al

ly
 a

sk
s q

ue
sti

on
s a

bo
ut

 w
ha

t i
s s

ai
d.

•	
He

/s
he

 tr
ie

s t
o 

lis
te

n 
w

ith
ou

t j
ud

gi
ng

 n
or

 p
re

pa
rin

g 
th

e 
an

sw
er

 w
hi

le
 th

e 
ot

he
r i

s s
til

l t
al

ki
ng

.

A 
Q

U
ES

TI
O

N
 Y

O
U

 C
O

U
LD

 A
SK

 T
O

 H
EL

P.
..

•	
Te

ll 
m

e 
ab

ou
t a

 si
tu

ati
on

 in
 w

hi
ch

 y
ou

 h
av

e 
be

en
 re

qu
ire

d 
to

 li
st

en
 c

ar
ef

ul
ly.

 H
ow

 d
id

 y
ou

 m
an

ag
e 

to
 d

o 
so

?
If 

yo
ur

 c
lie

nt
 n

ee
ds

 to
 b

e 
gu

id
ed

:
•	

Te
ll 

m
e 

ab
ou

t a
 si

tu
ati

on
 in

 w
hi

ch
 y

ou
 h

av
e 

be
en

 re
qu

ire
d 

to
 li

st
en

 c
ar

ef
ul

ly.
 (T

AS
K)

•	
In

 w
hi

ch
 c

on
te

xt
 w

as
 it

? 
W

ho
 a

sk
ed

 y
ou

 to
 d

o 
it?

 
W

hy
?(

SI
TU

AT
IO

N
)

•	
Ho

w
 d

id
 y

ou
 p

ro
ce

ed
 in

 o
rd

er
 to

 li
st

en
 c

ar
ef

ul
ly

? 
W

ha
t 

di
d 

yo
u 

do
 w

hi
le

 th
e 

pe
rs

on
 w

as
 ta

lk
in

g,
 a

nd
 a

fte
r h

e/
sh

e 
ha

d 
ta

lk
ed

? 
(A

CT
IO

N
S)

•	
In

 th
e 

en
d,

 d
id

 y
ou

 m
an

ag
e 

to
 li

st
en

 c
ar

ef
ul

ly
? 

Di
d 

yo
u 

re
m

em
be

r w
ha

t h
ad

 b
ee

n 
sa

id
? 

(R
ES

U
LT

S)
YO

U
 C

O
U

LD
 L

IN
K 

TH
IS

 S
KI

LL
 T

O
…

So
ci

al
 sk

ill
s:

•	
In

te
re

st
 in

 in
te

ra
cti

on
 w

ith
 o

th
er

s a
nd

 to
 e

st
ab

lis
h 

in
te

rp
er

so
na

l r
el

ati
on

sh
ip

s (
n°

2)
•	

N
eg

oti
at

e 
an

d 
cr

ea
te

 co
nfi

de
nc

e 
(n

°7
)

•	
Em

pa
th

y 
(n

°8
)

•	
Ab

ili
ty

 to
 w

or
k 

co
lla

bo
ra

tiv
el

y 
in

 te
am

 (n
°1

1)
•	

Cu
st

om
er

 se
rv

ice
 sk

ill
s (

n°
15

)

W
H

AT YO
U

R CLIEN
T SH

O
U

LD
 BE ABLE TO

 D
O

...
•	

He/she is w
illing to help and advise people.

•	
He/she know

s the products of the organisation.
•	

He/she truly listens to people, their w
ishes and 

requirem
ents.

•	
He/she is good at com

m
unicating and expresses him

/
herself clearly.

•	
He/she is extrem

ely attentive to the client’s satisfaction.
•	

He/she has the objective to retain the clients.

A Q
U

ESTIO
N

 YO
U

 CO
U

LD
 ASK TO

 H
ELP...

•	
Tell m

e about a situation in w
hich a client w

as particularly 
satisfied w

ith the w
ay you served him

/her. Could you 
explain w

hy?
If your client needs to be guided: 
•	

Tell m
e about a situation in w

hich a client w
as particularly 

satisfied w
ith the w

ay you served him
/her.(TASK)

•	
In w

hich context w
as it? W

hat kind of service did you 
deliver? (SITUATIO

N
)

•	
How

 did serve him
/her to satisfy him

/her that m
uch?How

 
did you behave and com

m
unicate w

ith him
/her?How

 did 
you answ

er eventual questions or requests?(ACTIO
N

S)
•	

In the end, did the client com
e back? (RESU

LTS)
YO

U
 CO

U
LD

 LIN
K TH

IS SKILL TO
…

Social skills:
•	

Ability to com
m

unicate effectively both orally and in 
w

riting (n°1)
•	

Interest in interaction w
ith others and to establish 

interpersonal relationships (n°2)
•	

N
egotiate and create confidence (n°7)

•	
Politeness (n°13)

•	
Active listening (n°14)

Personal skills:
•	

Professionalism
 (n°17)

Professional skills:
•	

Basic selling skills (n°3)



D
IG

ITAL SKILLS

N
°2

M
AN

U
AL CREATIVE AN

D
 ARTISTIC ACTIVITIES, H

AN
D

ICRAFTS

PRO
FESSIO

N
AL SKILLS

N
°2

G
EN

ERA
L  A

N
D

 BA
SIC M

ECH
A

N
ICA

L KN
O

W
LED

G
E

N
°3

BA
SI

C 
SE

LL
IN

G
 S

KI
LL

S

PR
O

FE
SS

IO
N

AL
  S

KI
LL

S

PROFESSIONAL

PR
OFE

SS
IO

NAL

D
IG

IT
AL

 S
KI

LL
S

N
°1

SP
O

RT
S/

TE
AM

 G
AM

ES

PR
O

FE
SS

IO
N

AL
  S

KI
LL

S

N
°1

G
EN

ER
A

L 
M

A
N

U
A

L 
CO

M
PE

TE
N

CE
S

PRO
FESSIO

N
AL SKILLS

N
°4

W
A

REH
O

U
SE M

A
N

A
G

EM
EN

T

PR
OFE

SS
IO

NAL

PROFESSIONAL



W
H

AT YO
U

R CLIEN
T SH

O
U

LD
 BE ABLE TO

 D
O

...
•	

He/she is used to do things w
ith his/her hands.

•	
He/she has already been paid for a job requiring to 
w

ork w
ith his/her hands.

•	
He/she is good at doing things w

ith his/her hands: he/
she is precise and pays attention to details.

•	
He/she alw

ays has new
 ideas and he/she likes to 

create. 
•	

He/she is able to m
ove for long periods of tim

e. 

A Q
U

ESTIO
N

 YO
U

 CO
U

LD
 ASK TO

 H
ELP...

•	
Tell m

e about a tim
e you carried out an activity that 

required you to m
ake som

ething w
ith your hands. How

 
did you handle it?

If your client needs to be guided: 
•	

Tell m
e about a tim

e you carried out an activity that 
required you to m

ake som
ething w

ith your hands. 
(TASK) 

•	
W

hat w
as the specific context? W

hat did you need to 
m

ake? W
as it the first tim

e you needed to m
ake it? 

W
as it for w

ork? (SITUATIO
N

) 
•	

How
 did you proceed? W

hat w
ere you careful about 

w
hile m

aking it? W
hat w

ere the m
ain points to respect 

according to you? (ACTIO
N

S) 
•	

In the end, did you m
anage to m

ake it? Did you do it 
on your ow

n? W
ere you and/or the person w

ho asked 
you to m

ake it satisfied w
ith the result? (RESU

LTS) 
YO

U
 CO

U
LD

 LIN
K TH

IS SKILL TO
…

Personal skills:
•	

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

M
otivation and determ

ination to m
eet objectives (n°10)W

H
AT

 Y
O

U
R 

CL
IE

N
T 

SH
O

U
LD

 B
E 

AB
LE

 T
O

 D
O

...
•	

He
/s

he
 is

 in
te

re
st

ed
 in

 u
nd

er
st

an
di

ng
 h

ow
 m

ac
hi

ne
s 

w
or

k.
 

•	
He

/s
he

 o
fte

n 
fix

es
 th

in
gs

 w
he

n 
th

er
e 

is 
an

y 
m

al
fu

nc
tio

n.
•	

He
/s

he
 k

no
w

s a
nd

 is
 u

se
d 

to
 u

se
 th

e 
m

ai
n 

to
ol

s u
se

d 
in

 
m

ec
ha

ni
cs

.
•	

He
/s

he
 h

as
 a

t l
ea

st
 a

 b
as

ic
 m

at
he

m
ati

ca
l k

no
w

le
dg

e.
 

A 
Q

U
ES

TI
O

N
 Y

O
U

 C
O

U
LD

 A
SK

 T
O

 H
EL

P.
..

•	
Te

ll 
m

e 
ab

ou
t a

 ti
m

e 
yo

u 
fa

ce
d 

a 
m

ec
ha

ni
ca

l 
m

al
fu

nc
tio

n.
 H

ow
 d

id
 y

ou
 h

an
dl

e 
it?

If 
yo

ur
 c

lie
nt

 n
ee

ds
 to

 b
e 

gu
id

ed
: 

•	
Te

ll 
m

e 
ab

ou
t a

 ti
m

e 
yo

u 
fa

ce
d 

a 
m

ec
ha

ni
ca

l 
m

al
fu

nc
tio

n.
 (T

AS
K)

 
•	

W
ha

t w
as

 th
e 

sp
ec

ifi
c 

co
nt

ex
t?

 W
ha

t d
id

 y
ou

 n
ee

d 
to

 fi
x 

it?
 W

er
e 

yo
u 

at
 w

or
k?

 W
er

e 
yo

u 
on

 y
ou

r o
w

n?
 

W
as

 it
 th

e 
fir

st
 ti

m
e 

yo
u 

ne
ed

ed
 to

 m
ak

e 
it?

 W
as

 it
 fo

r 
w

or
k?

 (S
IT

UA
TI

O
N

) 
•	

W
ha

t d
id

 y
ou

 d
o 

in
 o

rd
er

 to
 h

av
e 

it 
fix

ed
? 

Di
d 

yo
u 

kn
ow

 p
re

ci
se

ly
 h

ow
 to

 p
ro

ce
ed

? 
(A

CT
IO

N
S)

 
•	

In
 th

e 
en

d,
 d

id
 y

ou
 m

an
ag

e 
to

 fi
x 

it?
 D

id
 y

ou
 d

o 
it 

on
 

yo
ur

 o
w

n 
or

 w
ith

 th
e 

he
lp

 o
f s

om
eo

ne
 e

lse
? 

(R
ES

U
LT

S)
 

YO
U

 C
O

U
LD

 L
IN

K 
TH

IS
 S

KI
LL

 T
O

…
Pe

rs
on

al
 sk

ill
s:

•	
Ab

ili
ty

 to
 fo

llo
w

 th
e 

ru
le

s/
in

st
ru

cti
on

s (
n°

6)
•	

Ab
ili

ty
 to

 p
ro

bl
em

 so
lv

e 
(n

°9
)

•	
M

oti
va

tio
n 

an
d 

de
te

rm
in

ati
on

 to
 m

ee
t o

bj
ec

tiv
es

 (n
°1

0)
•	

W
ill

 to
 d

isc
ov

er
 a

nd
 le

ar
n 

(n
°1

4)
•	

Ac
cu

ra
cy

 a
nd

 a
tte

nti
on

 p
ai

d 
to

 d
et

ai
ls 

(n
°1

5)
•	

Se
ns

e 
of

 re
sp

on
sib

ili
ty

 (n
°1

6)
Pr

of
es

sio
na

l s
ki

lls
:

•	
Ba

sic
 m

at
he

m
ati

ca
l s

ki
lls

 (n
°5

)

W
H

AT YO
U

R CLIEN
T SH

O
U

LD
 BE ABLE TO

 D
O

...
•	

He/she has a basic m
athem

atical know
ledge.

•	
He/she has good custom

er service skills.
•	

He/she is friendly and likes being in contact w
ith m

any 
people.

•	
He/she can acquire a good know

ledge of the products 
offered.

•	
He/she is able to negotiate if necessary. 

A Q
U

ESTIO
N

 YO
U

 CO
U

LD
 ASK TO

 H
ELP...

•	
Tell m

e about a tim
e you sold som

ething (in your job 
or personal life if you have never w

orked in the retail 
sector). How

 did you handle it?
If your client needs to be guided: 
•	

Tell m
e about a tim

e you sold som
ething (in your job 

or personal life if you have never w
orked in the retail 

sector). (TASK) 
•	

W
hat w

as the specific context? W
hat did you sell? W

as 
it for w

ork? (SITUATIO
N

) 
•	

How
 did you proceed? How

 did you com
m

unicate and 
behave w

ith your client? (ACTIO
N

S) 
•	

In the end, w
as your client satisfied w

ith his/her 
experience? Did he/she com

e back? Did you face any 
trouble? (RESU

LTS)
YO

U
 CO

U
LD

 LIN
K TH

IS SKILL TO
…

Personal skills:
•	

Professionalism
 (n°17)

•	
Basic m

athem
atical skills (n°5)

•	
Ability to com

m
unicate effectively both orally and in 

w
riting (n°1)

•	
Interest in interaction w

ith others and to establish 
interpersonal relationships (n°2)

•	
Understanding of the codes of conduct and m

anners 
generally accepted in different societies and 
environm

ents (n°3)
•	

N
egotiate and create confidence (n°7)

•	
Custom

er service skills (n°15)

W
H

AT
 Y

O
U

R 
CL

IE
N

T 
SH

O
U

LD
 B

E 
AB

LE
 T

O
 D

O
...

•	
He

/s
he

 h
as

 a
 d

riv
er

’s 
lic

en
se

 a
nd

 h
e/

sh
e 

is 
us

ed
 to

 
dr

iv
e.

•	
He

/s
he

 h
as

 a
lre

ad
y 

us
ed

 li
fti

ng
 m

ac
hi

ne
ry

 o
r h

e/
sh

e 
ca

n 
le

ar
n 

it 
qu

ic
kl

y 
be

ca
us

e 
he

/s
he

 is
 a

lre
ad

y 
us

ed
 to

 
dr

iv
in

g 
di

ffe
re

nt
 ty

pe
s o

f v
eh

ic
le

s (
ca

rs
, k

ar
ts

, t
ru

ck
s,

 
et

c.
).

•	
He

/s
he

 is
 c

ar
ef

ul
, p

ay
s a

tte
nti

on
 to

 w
ha

t s
ur

ro
un

ds
 

hi
m

/h
er

 a
nd

 h
e/

sh
e 

sc
ru

pu
lo

us
ly

 re
sp

ec
ts

 sa
fe

ty
 

re
gu

la
tio

ns
.

A 
Q

U
ES

TI
O

N
 Y

O
U

 C
O

U
LD

 A
SK

 T
O

 H
EL

P.
..

•	
Te

ll 
m

e 
ab

ou
t a

 ti
m

e 
yo

u 
ha

d 
to

 d
riv

e 
in

 a
 h

ec
tic

 
en

vi
ro

nm
en

t. 
Ho

w
 d

id
 y

ou
 h

an
dl

e 
it?

If 
yo

ur
 c

lie
nt

 n
ee

ds
 to

 b
e 

gu
id

ed
: 

•	
Te

ll 
m

e 
ab

ou
t a

 ti
m

e 
yo

u 
ha

d 
to

 d
riv

e 
in

 a
 h

ec
tic

 
en

vi
ro

nm
en

t. 
Ex

pl
ai

ng
 p

re
ci

se
ly

 w
ha

t y
ou

 n
ee

de
d/

w
er

e 
re

qu
ire

d 
to

 d
o?

 (T
AS

K)
 

•	
W

ha
t w

as
 th

e 
sp

ec
ifi

c 
co

nt
ex

t?
 W

ha
t d

id
 y

ou
 h

av
e 

to
 

dr
iv

e?
 W

hy
 d

o 
yo

u 
de

fin
e 

th
e 

en
vi

ro
nm

en
t a

s h
ec

tic
? 

(S
IT

UA
TI

O
N

) 
•	

Ho
w

 d
id

 y
ou

 p
ro

ce
ed

 in
 o

rd
er

 to
 d

o 
w

ha
t y

ou
 n

ee
de

d 
to

 d
o 

w
ith

ou
t a

ny
 in

ci
de

nt
? 

(A
CT

IO
N

S)
 

•	
In

 th
e 

en
d,

 d
id

 y
ou

 m
an

ag
e 

to
 d

riv
e 

w
ith

ou
t a

n 
in

ci
de

nt
? 

Di
d 

yo
u 

ca
rr

y 
ou

t y
ou

r t
as

ks
 su

cc
es

sf
ul

ly
? 

(R
ES

U
LT

S)
YO

U
 C

O
U

LD
 L

IN
K 

TH
IS

 S
KI

LL
 T

O
…

Pe
rs

on
al

 sk
ill

s:
•	

Se
lf-

di
sc

ip
lin

e 
(n

°4
)

•	
Ab

ili
ty

 to
 fo

llo
w

 th
e 

ru
le

s/
in

st
ru

cti
on

s (
n°

6)
•	

Ac
cu

ra
cy

 a
nd

 a
tte

nti
on

 p
ai

d 
to

 d
et

ai
ls 

(n
°1

5)
•	

Se
ns

e 
of

 re
sp

on
sib

ili
ty

 n
°1

6)
Pr

of
es

sio
na

l s
ki

lls
:

•	
Ba

sic
 m

at
he

m
ati

ca
l s

ki
lls

 (n
°5

)
•	

W
ar

eh
ou

se
 sy

st
em

s (
n°

8)
•	

Ab
ili

ty
 to

 w
or

k 
at

 sh
ift

s (
n°

10
)



D
IG

IT
AL

 S
KI

LL
S

N
°7

RE
AD

IN
G

PERSO
N

AL SKILLS

N
°6

ABILITY TO
 FO

LLO
W

 RU
LES/IN

STRU
CTIO

N
S

D
IG

ITAL SKILLS

N
°6

AN
IM

AL CARE AN
D

 G
ARD

EN
IN

G

PRO
FESSIO

N
AL SKILLS

N
°6

KN
O

W
LED

G
E O

F TH
E M

A
IN

 H
YG

IEN
E 

A
N

D
 A

LIM
EN

TA
RY N

O
RM

S

PR
O

FE
SS

IO
N

AL
 S

KI
LL

S

N
°7

BA
SI

C 
KN

O
W

LE
D

G
E 

O
F 

CA
RE

PROFESSIONAL

PR
OFE

SS
IO

NAL

D
IG

IT
AL

 S
KI

LL
S

N
°5

IN
TE

RE
ST

 IN
 F

O
RE

IG
N

 L
AN

G
U

AG
ES

PR
O

FE
SS

IO
N

AL
 S

KI
LL

S

N
°5

BA
SI

C 
M

AT
H

EM
AT

IC
A

L 
SK

IL
LS

PRO
FESSIO

N
AL SKILLS

N
°8

W
A

REH
O

U
SE SYSTEM

S KN
O

W
LED

G
E

PR
OFE

SS
IO

NAL

PROFESSIONAL



W
H

AT YO
U

R CLIEN
T SH

O
U

LD
 BE ABLE TO

 D
O

...
•	

He/she is able to count and to understand the different 
orders of m

agnitude (dozen, hundred, thousand, 
m

illion, billion).
•	

He/she is able to perform
 sim

ple calculations 
(additions, m

ultiplications, subtractions, divisions).
•	

He/she is able to perform
 the easiest calculations in 

his/her head.

A Q
U

ESTIO
N

 YO
U

 CO
U

LD
 ASK TO

 H
ELP...

•	
Tell m

e about a situation in w
hich 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: 
•	

Tell m
e about a situation in w

hich you had to calculate 
but had no device at your disposition to help you. 
(TASK) 

•	
W

hat w
as the specific context? W

hat type of 
calculation did you need to do? (SITUATIO

N
) 

•	
How

 did you proceed in order to calculate w
ithout any 

device? (ACTIO
N

S) 
•	

In the end, did you m
anage to get the right result? 

(RESU
LTS)

YO
U

 CO
U

LD
 LIN

K TH
IS SKILL TO

…
Professional skills:
•	

Basic selling skills (n°3)
•	

General and basic m
echanical know

ledge (n°2)

W
H

AT
 Y

O
U

R 
CL

IE
N

T 
SH

O
U

LD
 B

E 
AB

LE
 T

O
 D

O
...

•	
He

/s
he

 h
as

 a
lre

ad
y 

be
en

 w
or

ki
ng

 in
 a

 p
la

ce
 w

he
re

 
th

er
e 

w
er

e 
hy

gi
en

e 
an

d/
or

 a
lim

en
ta

ry
 n

or
m

s.
•	

He
/s

he
 h

as
 a

lre
ad

y 
att

en
de

d 
a 

tr
ai

ni
ng

 o
n 

hy
gi

en
e 

an
d 

al
im

en
ta

ry
 n

or
m

s a
nd

 h
e/

sh
e 

ha
s t

he
 c

er
tifi

ca
te

s t
ha

t 
m

ay
 b

e 
co

m
pu

lso
ry

.
•	

He
/s

he
 is

 a
w

ar
e 

of
 th

e 
ris

ks
 a

 m
ist

ak
e 

or
 n

eg
lig

en
ce

 
co

ul
d 

ha
ve

 o
n 

pe
op

le
’s 

he
al

th
.

A 
Q

U
ES

TI
O

N
 Y

O
U

 C
O

U
LD

 A
SK

 T
O

 H
EL

P.
..

•	
Te

ll 
m

e 
ab

ou
t a

 si
tu

ati
on

 in
 w

hi
ch

 y
ou

 h
av

e 
be

en
 

re
qu

ire
d 

to
 fo

llo
w

 h
yg

ie
ne

/a
lim

en
ta

ry
 n

or
m

s.
 H

ow
 d

id
 

yo
u 

ha
nd

le
 it

? 
 

If 
yo

ur
 c

lie
nt

 n
ee

ds
 to

 b
e 

gu
id

ed
: 

•	
Te

ll 
m

e 
ab

ou
t a

 si
tu

ati
on

 in
 w

hi
ch

 y
ou

 h
av

e 
be

en
 

re
qu

ire
d 

to
 fo

llo
w

 h
yg

ie
ne

/a
lim

en
ta

ry
 n

or
m

s.
 (T

AS
K)

 
•	

W
ha

t w
as

 th
e 

sp
ec

ifi
c 

co
nt

ex
t?

 W
hy

 d
id

 y
ou

 n
ee

d 
to

 
re

sp
ec

t t
he

se
 n

or
m

s?
 W

as
 it

 fo
r w

or
k?

 (S
IT

UA
TI

O
N

) 
•	

Ho
w

 d
id

 y
ou

 p
ro

ce
ed

 in
 o

rd
er

 to
 b

e 
su

re
 to

 fo
llo

w
 

th
em

? 
(A

CT
IO

N
S)

 
•	

In
 th

e 
en

d,
 d

id
 y

ou
 m

an
ag

e 
to

 re
sp

ec
t t

he
m

? 
(R

ES
U

LT
S)

YO
U

 C
O

U
LD

 L
IN

K 
TH

IS
 S

KI
LL

 T
O

…
Pe

rs
on

al
 sk

ill
s:

•	
Se

lf-
di

sc
ip

lin
e 

(n
°4

)
•	

Ab
ili

ty
 to

 fo
llo

w
 th

e 
ru

le
s/

in
st

ru
cti

on
s (

n°
6)

•	
Ac

cu
ra

cy
 a

nd
 a

tte
nti

on
 p

ai
d 

to
 d

et
ai

ls 
(n

°1
5)

•	
Se

ns
e 

of
 re

sp
on

sib
ili

ty
 (n

°1
6)

•	
Pr

of
es

sio
na

lis
m

 (n
°1

7)

W
H

AT YO
U

R CLIEN
T SH

O
U

LD
 BE ABLE TO

 D
O

...
•	

He/she has a know
ledge of the basic behaviours to 

adopt or to avoid in case of w
ound, fall, intoxication 

etc.
•	

He/she is able to carry out sim
ple actions in case of 

com
m

on incidents, like the disinfection of a w
ound.

•	
He/she cares for the w

ell-being of other people and 
is able to carry sim

ple actions to m
eet it (e.g. w

ash 
children or old people).

•	
He/she know

s the em
ergency num

bers to call in case 
of m

ore severe incident.

A Q
U

ESTIO
N

 YO
U

 CO
U

LD
 ASK TO

 H
ELP...

•	
Tell m

e about a tim
e you w

ere w
ith a child and he/she 

got a scratch. How
 did you handle it?  

If your client needs to be guided: 
•	

Tell m
e about a tim

e you w
ere w

ith a child and he/she 
got a scratch. (TASK) 

•	
W

hat w
as the specific context? W

ere you on your ow
n 

w
ith the child? How

 did it happen? (SITUATIO
N

) 
•	

How
 did you react? W

hat did you do in order to handle 
it? (ACTIO

N
S) 

•	
In the end, did you m

anage to provide him
/her w

ith 
basic care? (RESU

LTS)
YO

U
 CO

U
LD

 LIN
K TH

IS SKILL TO
…

Social skills:
•	

Interest in interaction w
ith others and to establish 

interpersonal relationships (n°2)
•	

Em
pathy (n°8) 

•	
Active listening (n°14)

Personal skills:
•	

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

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

•	
Sense of responsibility (n°16)

•	
Professionalism

 (n°17)

W
H

AT
 Y

O
U

R 
CL

IE
N

T 
SH

O
U

LD
 B

E 
AB

LE
 T

O
 D

O
...

•	
He

/s
he

 h
as

 a
 k

no
w

le
dg

e 
of

 th
e 

ba
sic

 w
ar

eh
ou

se
 

sy
st

em
s a

nd
/o

r h
e/

sh
e 

ha
s a

lre
ad

y 
w

or
ke

d 
in

 a
 

w
ar

eh
ou

se
.

•	
He

/s
he

 k
no

w
s h

ow
 to

 u
se

 th
e 

di
ffe

re
nt

 d
ev

ic
es

 to
 

m
an

ag
e 

a 
w

ar
eh

ou
se

 (e
.g

. p
al

le
t s

ta
ck

in
g,

 M
ez

za
ni

ne
 

pl
atf

or
m

 sy
st

em
, a

ut
om

at
ed

 st
or

ag
e 

eq
ui

pm
en

t…
).

A 
Q

U
ES

TI
O

N
 Y

O
U

 C
O

U
LD

 A
SK

 T
O

 H
EL

P.
..

•	
Te

ll 
m

e 
ab

ou
t a

 si
tu

ati
on

 in
 w

hi
ch

 y
ou

 h
av

e 
be

en
 

re
qu

ire
d 

to
 a

rr
an

ge
 p

ar
ce

ls 
us

in
g 

a 
w

ar
eh

ou
se

 sy
st

em
. 

Ho
w

 d
id

 y
ou

 h
an

dl
e 

it?
   

If 
yo

ur
 c

lie
nt

 n
ee

ds
 to

 b
e 

gu
id

ed
: 

•	
Te

ll 
m

e 
ab

ou
t a

 si
tu

ati
on

 in
 w

hi
ch

 y
ou

 h
av

e 
be

en
 

re
qu

ire
d 

to
 a

rr
an

ge
 p

ar
ce

ls 
us

in
g 

a 
w

ar
eh

ou
se

 sy
st

em
. 

(T
AS

K)
 

•	
W

ha
t w

as
 th

e 
sp

ec
ifi

c 
co

nt
ex

t?
 W

ha
t t

yp
e 

of
 sy

st
em

 
w

as
 it

? 
W

as
 it

 th
e 

fir
st

 ti
m

e 
yo

u 
ha

d 
to

 u
se

 it
? 

(S
IT

UA
TI

O
N

) 
•	

Ho
w

 d
id

 y
ou

 p
ro

ce
ed

? 
(A

CT
IO

N
S)

 
•	

In
 th

e 
en

d,
 d

id
 y

ou
 m

an
ag

e 
to

 a
rr

an
ge

 th
e 

pa
rc

el
s?

 D
id

 
yo

u 
le

ar
n 

on
 y

ou
r o

w
n 

or
 d

id
 y

ou
 n

ee
d 

to
 a

sk
 fo

r h
el

p?
 

(R
ES

U
LT

S)
YO

U
 C

O
U

LD
 L

IN
K 

TH
IS

 S
KI

LL
 T

O
…

Pr
of

es
sio

na
l s

ki
lls

:
•	

W
ar

eh
ou

se
 m

an
ag

em
en

t (
n°

4)
•	

Pa
rt

s c
at

al
og

ue
 k

no
w

le
dg

e 
(n

°9
)

•	
Ab

ili
ty

 to
 w

or
k 

at
 sh

ift
s (

n°
10

)
Pe

rs
on

al
 sk

ill
s:

•	
Ab

ili
ty

 to
 fo

llo
w

 th
e 

ru
le

s/
in

st
ru

cti
on

s (
n°

6)
Di

gi
ta

l s
ki

lls
:

•	
Ab

ili
ty

 to
 le

ar
n 

ho
w

 to
 u

se
 b

as
ic 

so
ftw

ar
e 

(n
°7

)



PR
O

FE
SS

IO
N

AL
 S

KI
LL

S

N
°9

PA
RT

S 
CA

TA
LO

G
U

E 
KN

O
W

LE
D

G
E

PRO
FESSIO

N
AL SKILLS

N
°10

A
BILITY TO

 W
O

RK SH
IFTS PROFESSIONAL

PR
OFE

SS
IO

NAL



W
H

AT YO
U

R CLIEN
T SH

O
U

LD
 BE ABLE TO

 D
O

...
•	

He/she has a good m
em

ory.
•	

He/she is interested about the products that the 
enterprise he/she w

orks in sell. 
•	

He/she w
ants to be able to be quick w

hen a client 
asks him

/her about a particular product, w
hich he/

she thinks he/she can be only if he/she know
s every 

product as m
uch as possible. 

A Q
U

ESTIO
N

 YO
U

 CO
U

LD
 ASK TO

 H
ELP...

•	
Tell m

e about a situation in w
hich a client asked you 

about the parts catalogue. How
 did you handle it? 

If your client needs to be guided: 
•	

Tell m
e about a situation in w

hich a client asked you 
about the parts catalogue. (TASK) 

•	
W

hat w
as the specific context? W

hat did he/she 
exactly w

ant to know
 about? (SITUATIO

N
) 

•	
How

 did you react to the client’s request? W
hat did 

you do? Did you have to check or could you answ
er 

right aw
ay? (ACTIO

N
S) 

•	
In the end, did you m

anage to provide him
/her w

ith 
the inform

ation he/she needed? (RESU
LTS)

YO
U

 CO
U

LD
 LIN

K TH
IS SKILL TO

…
Professional skills:
•	

W
arehouse m

anagem
ent (n°4)

•	
Basic selling skills (n°3)

Personal skills:
•	

U
nderstanding of ones’ ow

n preferred learning 
strategies (n°1)

•	
Professionalism

 (n°17)
•	

Patience (n°18)
Social skills:
•	

Custom
er service skills (n°15)

W
H

AT
 Y

O
U

R 
CL

IE
N

T 
SH

O
U

LD
 B

E 
AB

LE
 T

O
 D

O
...

•	
He

/s
he

 h
as

 a
 g

oo
d 

sle
ep

 a
nd

 h
e/

sh
e 

is 
ab

le
 to

 g
o 

to
 

be
d 

at
 d

iff
er

en
t ti

m
es

, e
ve

n 
in

 th
e 

m
id

dl
e 

of
 th

e 
da

y 
if 

ne
ce

ss
ar

y.
•	

He
/s

he
 c

an
 re

sis
t ti

re
dn

es
s a

nd
 h

as
 n

o 
pr

ob
le

m
 a

bo
ut

 
w

or
ki

ng
 a

t n
ig

ht
. 

•	
He

/s
he

 is
 a

bl
e 

to
 u

nd
er

st
an

d 
w

he
n 

hi
s/

he
r a

tte
nti

on
 

an
d 

al
er

tn
es

s r
ed

uc
e 

to
o 

m
uc

h 
an

d 
he

/s
he

 n
ee

ds
 to

 
ta

ke
 a

 re
st

. 

A 
Q

U
ES

TI
O

N
 Y

O
U

 C
O

U
LD

 A
SK

 T
O

 H
EL

P.
..

•	
Te

ll 
m

e 
ab

ou
t a

 ti
m

e 
yo

u 
ha

ve
 d

on
e 

so
m

et
hi

ng
 d

ur
in

g 
sh

ift
s.

 H
ow

 d
id

 y
ou

 h
an

dl
e 

it?
  

If 
yo

ur
 c

lie
nt

 n
ee

ds
 to

 b
e 

gu
id

ed
: 

•	
Te

ll 
m

e 
ab

ou
t a

 ti
m

e 
yo

u 
ha

ve
 d

on
e 

so
m

et
hi

ng
 d

ur
in

g 
sh

ift
s.

 (T
AS

K)
 

•	
W

ha
t w

as
 th

e 
sp

ec
ifi

c 
co

nt
ex

t?
 W

ha
t d

id
 y

ou
 n

ee
d 

to
 

do
? 

W
as

 it
 fo

r w
or

k?
 W

as
 it

 e
xc

ep
tio

na
l o

r r
eg

ul
ar

? 
(S

IT
UA

TI
O

N
) 

•	
Ho

w
 d

id
 y

ou
 m

an
ag

e 
it?

 W
ha

t d
id

 y
ou

 d
o 

in
 o

rd
er

 to
 

de
al

 w
ith

 it
 su

cc
es

sf
ul

ly
? 

(A
CT

IO
N

S)
•	

In
 th

e 
en

d,
 h

ow
 d

id
 y

ou
 fe

el
? 

W
er

e 
yo

u 
tir

ed
? 

Di
d 

it 
in

flu
en

ce
 th

e 
w

ay
 y

ou
 a

ct
ed

 (e
.g

. l
ow

er
ed

 y
ou

r 
att

en
tio

n/
eff

ec
tiv

en
es

s)
? 

W
ou

ld
 y

ou
 d

o 
it 

ag
ai

n?
 C

ou
ld

 
yo

u 
do

 it
 o

n 
a 

re
gu

la
r b

as
is?

 (R
ES

U
LT

S)
YO

U
 C

O
U

LD
 L

IN
K 

TH
IS

 S
KI

LL
 T

O
…

Pr
of

es
sio

na
l s

ki
lls

:
•	

W
ar

eh
ou

se
 m

an
ag

em
en

t (
n°

4)
•	

Ba
sic

 se
lli

ng
 sk

ill
s (

n°
3)

Pe
rs

on
al

 sk
ill

s:
•	

Se
lf-

di
sc

ip
lin

e 
(n

°4
)

•	
Fl

ex
ib

ili
ty

 a
nd

 a
da

pt
ati

on
 (n

°5
)

•	
Ab

ili
ty

 to
 ju

dg
e 

an
d 

id
en

tif
y 

on
e’

s s
tr

en
gt

hs
 a

nd
 

w
ea

kn
es

se
s (

n°
8)

•	
Se

ns
e 

of
 re

sp
on

sib
ili

ty
 (n

°1
6)



PE
RS

O
N

AL
 S

KI
LL

S

N
°3

AU
TO

N
O

M
Y

PERSO
N

AL SKILLS

N
°2

PERSEVERA
N

CE

PROFESSIONAL

PR
OFE

SS
IO

NAL

PE
RS

O
N

AL
 S

KI
LL

S

N
°1

U
N

D
ER

ST
A

N
D

IN
G

 O
F 

O
N

ES
’ O

W
N

 P
RE

FE
RR

ED
 

LE
A

RN
IN

G
 S

TR
AT

EG
IE

S

PERSO
N

AL SKILLS

N
°4

SELF-D
ISCIPLIN

E

PROFESSIONAL

PR
OFE

SS
IO

NAL



W
H

AT YO
U

R CLIEN
T SH

O
U

LD
 BE ABLE TO

 D
O

...
•	

He/she is aw
are that he/she likes som

e w
ays to learn 

m
ore than other ones.

•	
He/she is aw

are of the m
ethods that m

otivate him
/her 

to learn.
•	

He/she understands w
hich type of learning corresponds 

to him
/her (visual, auditory, read and w

rite, 
kinesthetic).

•	
He/she is aw

are of the learning strategies that 
correspond to his/her type of learning (reading, tables, 
w
orking in groups, repeating, explaining, recopying, 

w
riting lists, reform

ulating,…
).

•	
He/she know

s if he/she prefers to learn online, on the 
job, through lessons.

 A Q
U

ESTIO
N

 YO
U

 CO
U

LD
 ASK TO

 H
ELP...

•	
Tell m

e about the last exam
/com

petitive exam
 you 

passed or the last tim
e you have been required to know

 
som

ething perfectly. How
 did you prepare for it?

If your client needs to be guided: 
•	

Tell m
e about the last exam

/com
petitive exam

 you 
passed or the last tim

e you have been required to know
 

som
ething perfectly. W

hat did it require you to know, in 
term

s of content and am
ount of inform

ation? (TASK)
•	

W
hat w

as the specific context in w
hich you had to 

learn it and w
as it on your ow

n/w
ithin a structure that 

supported you? (SITUATIO
N
) 

•	
W
hat did you effectively do in order to learn everything 

you w
ere required to know, did you think of a strategy 

for it? (ACTIO
N
S) 

•	
In the end, how

 did your learning go? Did you learn 
everything you needed to know

? (RESU
LTS)

•	YO
U
 CO

U
LD

 LIN
K TH

IS SKILL TO
…

Personal skills:
•	

Autonom
y (n°3)

•	
Ability to judge and identify one’s strengths and 
w
eaknesses (n°8)

•	
M
otivation and determ

ination to m
eet objectives (n°10)

•	
W
ill to discover and learn (n°14)

W
H

AT
 Y

O
U

R 
CL

IE
N

T 
SH

O
U

LD
 B

E 
AB

LE
 T

O
 D

O
...

•	
Di
ffi
cu
lti
es
 a
nd

 o
bs
ta
cl
es
 d
on

’t 
st
op

 h
im

/h
er
 if
 h
e/
sh
e 

ha
s s

et
 a

 ta
rg

et
.

•	
W
he

n 
he

/s
he

 w
an

ts
 to

 su
cc
ee

d 
in
 so

m
et
hi
ng

 b
ut
 fa

ils
, 

he
/s
he

 g
oe

s o
n 
w
or
ki
ng

 to
 su

cc
ee

d 
th
e 
ne

xt
 ti
m
e 
he

/
sh

e 
w

ill
 tr

y.
•	

He
/s
he

 n
ev
er
 g
iv
es
 u
p 
on

 so
m
et
hi
ng

 h
e/
sh
e 
w
an

ts
 a
nd

 
ke

ep
s o

n 
tr

yi
ng

.
 A 

Q
U

ES
TI

O
N

 Y
O

U
 C

O
U

LD
 A

SK
 T

O
 H

EL
P.

..
•	

Te
ll 
m
e 
ab

ou
t t
he

 la
st
 ti
m
e 
yo
u 
tr
ie
d 
so
m
et
hi
ng

 to
 

re
ac
h 
an

 o
bj
ec
tiv

e 
an

d 
fa
ile
d.
 H
ow

 d
id
 y
ou

 re
ac
t?

If 
yo
ur
 c
lie
nt
 n
ee

ds
 to

 b
e 
gu

id
ed

: 
•	

Te
ll 
m
e 
ab

ou
t t
he

 la
st
 ti
m
e 
yo
u 
tr
ie
d 
so
m
et
hi
ng

 to
 

re
ac
h 
an

 o
bj
ec
tiv

e 
an

d 
fa
ile
d.
 W

ha
t s
ho

ul
d 
yo
u 
ha

ve
 

do
ne

 to
 re

ac
h 
th
is 
ob

je
cti

ve
? 
(T
AS

K)
 

•	
W
ha

t w
as
 th

e 
sp
ec
ifi
c 
co
nt
ex
t i
n 
w
hi
ch
 y
ou

 h
ad

/w
an

te
d 

to
 re

ac
h 
th
is 
ob

je
cti

ve
? 
Di
d 
yo
u 
or
 so

m
eo

ne
 e
lse

 se
t 

th
e 
ta
rg
et
? 
W
as
 it
 th

e 
fir
st
 ti
m
e 
yo
u 
tr
ie
d?

 (S
IT
UA

TI
O
N
) 

•	
W
ha

t d
id
 y
ou

 d
ec
id
e 
to
 d
o 
(w

hi
ch
 a
cti

on
s)
 a
fte

r h
av
in
g 

fa
ile
d 
to
 re

ac
h 
th
e 
ta
rg
et
? 
(A
CT

IO
N
S)
 

•	
In
 th

e 
en

d,
 d
id
 y
ou

 k
ee

p 
on

 tr
yi
ng

? 
Di
d 
yo
u 
m
an

ag
e 
to
 

re
ac
h 
th
e 
ta
rg
et
? 
(R
ES
U
LT
S)

•	 YO
U
 C
O
U
LD

 L
IN
K 
TH

IS
 S
KI
LL
 T
O
…

Pe
rs
on

al
 sk

ill
s:

•	
Se
lf-
di
sc
ip
lin

e 
(n
°4
)

•	
M
oti

va
tio

n 
an

d 
de

te
rm

in
ati

on
 to

 m
ee

t o
bj
ec
tiv

es
 

(n
°1
0)

•	
Pa
tie

nc
e 
(n
°1
8)

•	
Se
lf-
co
nfi

de
nc
e 
(n
°2
0)

•	
Ha

rd
-w

or
ki
ng

 (n
°2
1)

So
ci
al
 sk

ill
s:

•	
Po

siti
vi
ty
 (n

°1
2)

W
H

AT YO
U

R CLIEN
T SH

O
U

LD
 BE ABLE TO

 D
O

...
•	

He/she is able to act relying only on him
/herself.

•	
He/she doesn’t alw

ays ask for som
eone else’s help 

w
hen he/she has a problem

: he/she tries to find the 
solution by him

/herself first.
•	

He/she can m
anage a task w

ithout any outside help, 
even if he/she can m

ake m
istakes.

 A Q
U

ESTIO
N

 YO
U

 CO
U

LD
 ASK TO

 H
ELP...

•	
Tell m

e about a tim
e you faced a diffi

culty at w
ork. 

W
hat did you have to do w

hen this diffi
culty em

erged? 
(TASK) 

If your client needs to be guided: 
•	

Could you tell m
e about a tim

e you faced a diffi
culty at 

w
ork. W

hat w
as the specific context in w

hich you w
ere 

carrying out the task w
hen it em

erged? (SITUATIO
N
) 

•	
W
hich actions did you chose to carry out in order to 

overcom
e it? (ACTIO

N
S) 

•	
In the end, did you m

anage to overcom
e the diffi

culty? 
Did you com

plete your task successfully? (RESU
LTS)

YO
U
 CO

U
LD

 LIN
K TH

IS SKILL TO
…

Personal skills:
•	

Self-discipline (n°4)
•	

Ability 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-w
orking (n°21)

W
H

AT
 Y

O
U

R 
CL

IE
N

T 
SH

O
U

LD
 B

E 
AB

LE
 T

O
 D

O
...

•	
He

/s
he

 c
an

 c
on

tr
ol
 h
is/

he
r w

ill
 a
nd

 re
sis

t t
em

pt
ati

on
s,
 

m
ak
e 
eff

or
ts
 in

 o
rd
er
 to

 re
ac
h 
ob

je
cti

ve
s t
ha

t w
ill
 b
rin

g 
be

ne
fit
s o

n 
th
e 
lo
ng

 m
or
e 
th
an

 th
e 
sh
or
t-t
er
m
.

•	
He

/s
he

 is
 a
bl
e 
to
 c
ar
ry
 o
ut
 w
ha

t h
e/
sh
e 
ha

s s
ta
rt
ed

.
•	

He
/s
he

 is
 a
bl
e 
to
 d
o 
w
ha

t h
e/
sh
e 
ha

s p
la
nn

ed
 in

 ti
m
e.

•	
He

/s
he

 c
an

 o
bl
ig
at
e 
hi
m
/h
er
se
lf 
to
 d
o 
w
ha

t h
e/
sh
e 
is 

re
sp
on

sib
le
 fo

r.
 A 

Q
U

ES
TI

O
N

 Y
O

U
 C

O
U

LD
 A

SK
 T

O
 H

EL
P.

..
•	

Te
ll 
m
e 
ab

ou
t a

 ti
m
e 
yo
u 
ha

ve
 b
ee

n 
en

tr
us
te
d 
w
ith

 
a 

ta
sk

 y
ou

 d
id

 n
ot

 li
ke

 a
t a

ll.
 H

ow
 d

id
 y

ou
 re

ac
t a

nd
 

pr
oc

ee
d?

If 
yo
ur
 c
lie
nt
 n
ee

ds
 to

 b
e 
gu

id
ed

: 
•	

Te
ll 
m
e 
ab

ou
t t
he

 ta
sk
 y
ou

 h
ad

 b
ee

n 
en

tr
us
te
d 
w
ith

 
(T
AS

K)
: 

•	
W
ha

t w
as
 th

e 
sp
ec
ifi
c 
co
nt
ex
t i
n 
w
hi
ch
 y
ou

 h
ad

 b
ee

n 
en

tr
us
te
d 
w
ith

 it
? 
W
as
 it
 a
t w

or
k?
 W

ho
 g
av
e 
yo
u 
th
e 

ta
sk
? 
(S
IT
UA

TI
O
N
) 

•	
Ho

w
 d

id
 y

ou
 c

ho
os

e 
to

 p
ro

ce
ed

 in
 o

rd
er

 to
 c

ar
ry

 o
ut

 th
e 

ta
sk
, w

ha
t d

id
 y
ou

 d
o?

 (A
CT

IO
N
S)
 

•	
In
 th

e 
en

d,
 d
id
 y
ou

 m
an

ag
e 
to
 c
om

pl
et
e 
th
e 
ta
sk
 

su
cc
es
sf
ul
ly
? 
Di
d 
yo
u 
do

 it
 w
ith

ou
t e

xc
ee

di
ng

 th
e 
tim

e 
lim

it?
  (
RE

SU
LT
S)

YO
U
 C
O
U
LD

 L
IN
K 
TH

IS
 S
KI
LL
 T
O
…

Pe
rs
on

al
 sk

ill
s:

•	
Pe

rs
ev
er
an

ce
 (n

°2
)

•	
Ab

ili
ty
 to

 fo
llo

w
 th

e 
ru
le
s/
in
st
ru
cti

on
s (
n°
6)

•	
M
oti

va
tio

n 
an

d 
de

te
rm

in
ati

on
 to

 m
ee

t o
bj
ec
tiv

es
 (n

°1
0)

•	
Be

in
g 
or
ga
ni
se
d 
(n
°1
3)

•	
Se
ns
e 
of
 re

sp
on

sib
ili
ty
 (n

°1
6)

•	
Pr
of
es
sio

na
lis
m
 (n

°1
7)

•	
Ab

ili
ty
 to

 o
bs
er
ve
 a
 sc

he
du

le
 (n

°1
9)

•	
Ha

rd
-w

or
ki
ng

 (n
°2
1)

So
ci
al
 sk

ill
s:

•	
U

nd
er

st
an

di
ng

 o
f t

he
 c

od
es

 o
f c

on
du

ct
 a

nd
 m

an
ne

rs
 

ge
ne

ra
lly
 a
cc
ep

te
d 
in
 d
iff
er
en

t s
oc
ie
tie

s a
nd

 
en

vi
ro
nm

en
ts
 (n

°3
)

•	
Po

lit
en

es
s (
n°
13

)



PE
RS

O
N

AL
 S

KI
LL

S

N
°7

A
BI

LI
TY

 T
O

 C
O

PE
 W

IT
H

 S
TR

ES
S 

A
N

D
 F

RU
ST

RA
TI

O
N

 
A

N
D

 T
O

 E
XP

RE
SS

 T
H

EM
 IN

 A
 C

O
N

ST
RU

CT
IV

E 
W

AY

PERSO
N

AL SKILLS

N
°6

A
BILITY TO

 FO
LLO

W
 RU

LES/IN
STRU

CTIO
N

S

PROFESSIONAL

PR
OFE

SS
IO

NAL

PERSO
N

AL SKILLS

N
°8

A
BILITY TO

 JU
D

G
E A

N
D

 ID
EN

TIFY O
N

E’S STREN
G

TH
S 

A
N

D
 W

EA
KN

ESSES

PE
RS

O
N

AL
 S

KI
LL

S

N
°5

FL
EX

IB
IL

IT
Y 

A
N

D
 A

D
A

PT
AT

IO
N

PROFESSIONAL

PR
OFE

SS
IO

NAL



W
H

AT YO
U

R CLIEN
T SH

O
U

LD
 BE ABLE TO

 D
O

...
•	

W
hen som

ething changes in his/her life or in his/her 
environm

ent, he/she can easily adjust to it. 
•	

He/she feels quickly at ease w
hen changes occur.

•	
He/she accepts and m

anages changes even w
hen 

things are already planned.
•	

He/she stays calm
 in front of changes.

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

A Q
U

ESTIO
N

 YO
U

 CO
U

LD
 ASK TO

 H
ELP...

•	
Tell m

e about your first day at a new
 w
orkplace. How

 
did you m

anage to carry out your first task?
If your client needs to be guided: 
•	

Tell m
e about the first task you had to carry out during 

your first day at a new
 w
orkplace (TASK). W

hat did it 
consist of? 

•	
W
hat w

as the specific context in w
hich you had to do 

it? (SITUATIO
N
) 

•	
W
hat did you effectively do (w

hich actions) in order to 
carry it out? (ACTIO

N
S) 

•	
In the end, did you reach the expected result/w

hat 
results did you reach? (RESU

LTS)
YO

U
 CO

U
LD

 LIN
K TH

IS SKILL TO
…

Personal skills:
•	

Ability to cope w
ith stress and frustration and to 

express them
 in a constructive w

ay (n°7)
•	

Ability to problem
 solve (n°9)

•	
Acceptance of feedback (n°12)

•	
Self-confidence (n°20)

Social skills:
•	

U
nderstanding of the codes of conduct and m

anners 
generally accepted in different societies and 
environm

ents (n°3)
•	

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

•	
N
egotiate and create confidence (n°7)

•	
Ability to w

ork collaboratively in team
 (n°11)

W
H

AT
 Y

O
U

R 
CL

IE
N

T 
SH

O
U

LD
 B

E 
AB

LE
 T

O
 D

O
...

•	
He

/s
he

 is
 a
bl
e 
to
 o
bl
ig
e 
hi
m
/h
er
se
lf 
to
 c
er
ta
in
 

co
ns

tr
ai

nt
s a

nd
 to

 re
in

 w
ha

t i
nf

rin
ge

s t
he

m
.

•	
He

/s
he

 is
 a
bl
e 
to
 a
da

pt
 h
is/

he
r b

eh
av
io
ur
 a
nd

 to
 

co
nt

ro
l h

im
/h

er
se

lf 
ac

co
rd

in
g 

to
 g

en
er

al
 c

on
st

ra
in

ts
.

 A 
Q

U
ES

TI
O

N
 Y

O
U

 C
O

U
LD

 A
SK

 T
O

 H
EL

P.
..

•	
Te
ll 
m
e 
ab

ou
t a

 ta
sk
 y
ou

 h
ad

 to
 c
ar
ry
 o
ut
 fo

llo
w
in
g 

sp
ec
ifi
c 
st
ep

s.
 H
ow

 d
id
 y
ou

 p
ro
ce
ed

 to
 o
ve
rc
om

e 
it?

If 
yo
ur
 c
lie
nt
 n
ee

ds
 to

 b
e 
gu

id
ed

: 
•	

Te
ll 
m
e 
ab

ou
t t
he

 ta
sk
 y
ou

 h
ad

 to
 c
ar
ry
 o
ut
 a
nd

 th
e 

st
ep

s y
ou

 h
ad

 to
 fo

llo
w
 (T
AS

K)
:  

•	
W
ha

t w
as
 th

e 
sp
ec
ifi
c 
co
nt
ex
t i
n 
w
hi
ch
 y
ou

 h
ad

 to
 

ca
rr

y 
it 

ou
t?

 W
as

 it
 a

t w
or

k?
 D

o 
yo

u 
kn

ow
 w

hy
 y

ou
 h

ad
 

to
 fo

llo
w
 th

es
e 
st
ep

s?
 (S

IT
UA

TI
O
N
) 

•	
Ho

w
 d
id
 y
ou

 e
ffe

cti
ve
ly
 p
ro
ce
ed

 to
 c
ar
ry
 o
ut
 th

e 
ta
sk
? 

(A
CT

IO
N
S)
 

•	
In
 th

e 
en

d,
 d
id
 y
ou

 m
an

ag
e 
to
 c
om

pl
et
e 
th
e 
ta
sk
 

su
cc
es
sf
ul
ly
? 
Di
d 
yo
u 
re
sp
ec
t t
he

 st
ep

s r
eq

ui
re
d?

 
(R
ES
U
LT
S)

YO
U
 C
O
U
LD

 L
IN
K 
TH

IS
 S
KI
LL
 T
O
…

Pe
rs
on

al
 sk

ill
s:

•	
Se
lf-
di
sc
ip
lin

e 
(n
°4
)

•	
Be

in
g 
on

 ti
m
e 
(n
°1
1)

•	
Se
ns
e 
of
 re

sp
on

sib
ili
ty
 (n

°1
6)

•	
Pr
of
es
sio

na
lis
m
 (n

°1
7)

So
ci
al
 sk

ill
s:

•	
U

nd
er

st
an

di
ng

 o
f t

he
 c

od
es

 o
f c

on
du

ct
 a

nd
 m

an
ne

rs
 

ge
ne

ra
lly
 a
cc
ep

te
d 
in
 d
iff
er
en

t s
oc
ie
tie

s a
nd

 
en

vi
ro
nm

en
ts
 (n

°3
)

W
H

AT YO
U

R CLIEN
T SH

O
U

LD
 BE ABLE TO

 D
O

...
•	

He/she is able to understand w
hy he/she is stressed.

•	
He/she know

s the strategies to adopt in order to resist 
stress and prevent it from

 having negative effects on 
him

/her.
•	

He/she is able to m
anage his/her stress and use it to 

be m
ore effective.

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

 dow
n.

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

A Q
U

ESTIO
N

 YO
U

 CO
U

LD
 ASK TO

 H
ELP...

•	
Tell m

e about a task you had to carry out w
ithin a very 

tight deadline w
hile having also other things to do. 

How
 did you m

anage it?
If your client needs to be guided: 
•	

Tell m
e about a task you had to carry out w

ithin a very 
tight deadline w

hile having also other things to do. 
W
hat did it consist of? (TASK)  

•	
W
hat w

as the specific context in w
hich you had to 

carry it out? W
as it at w

ork? W
ere the other things 

urgent too? (SITUATIO
N
) 

•	
W
hat did you do in order to carry it out in tim

e? 
(ACTIO

N
S) 

•	
In the end, did you m

anage to com
plete the task 

w
ithout exceeding the deadline? Did you com

plete it 
successfully? (RESU

LTS)

YO
U
 CO

U
LD

 LIN
K TH

IS SKILL TO
…

Personal skills:
•	

Self-discipline (n°4)
•	

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

Positivity (n°12)

W
H

AT
 Y

O
U

R 
CL

IE
N

T 
SH

O
U

LD
 B

E 
AB

LE
 T

O
 D

O
...

•	
He

/s
he

 is
 a
w
ar
e 
of
 w
ha

t h
e/
sh
e 
do

es
 b
es
t a

nd
 w
ha

t 
he

/s
he

 c
ou

ld
 im

pr
ov
e.

•	
He

/s
he

 is
 a
bl
e 
to
 th

in
k 
ab

ou
t a

 si
tu
ati

on
 a
nd

 
un

de
rs

ta
nd

 w
ha

t h
e/

sh
e 

di
d 

w
el

l a
nd

 w
ha

t h
e/

sh
e 

co
ul
d 
ha

ve
 d
on

e 
be

tte
r.

•	
He

/s
he

 is
 a
bl
e 
to
 li
st
en

 a
nd

 a
na

ly
se
 th

e 
ot
he

rs
’ 

fe
ed

ba
ck
 o
n 
hi
s/
he

r w
or
k.

•	
He

/s
he

 u
nd

er
st

an
ds

 w
he

n 
he

/s
he

 m
ak

es
 a

 m
ist

ak
e 

an
d 

he
/s
he

 tr
ie
s t
o 
id
en

tif
y 
w
hy
 h
e/
sh
e 
m
ad

e 
it 
in
 o
rd
er
 to

 
av
oi
d 
it 
in
 th

e 
fu
tu
re
.

A 
Q

U
ES

TI
O

N
 Y

O
U

 C
O

U
LD

 A
SK

 T
O

 H
EL

P.
..

•	
Te
ll 
m
e 
ab

ou
t t
he

 la
st
 ti
m
e 
yo
u 
re
ad

 a
 jo

b 
off

er
. H

ow
 

di
d 

yo
u 

m
an

ag
e 

to
 u

nd
er

st
an

d 
if 

yo
u 

co
ul

d 
co

rr
es

po
nd

 
to
 th

e 
pr
ofi

le
 re

qu
ire

d 
or
 n
ot
?

If 
yo
ur
 c
lie
nt
 n
ee

ds
 to

 b
e 
gu

id
ed

: 
•	

Te
ll 
m
e 
ab

ou
t t
he

 la
st
 ti
m
e 
yo
u 
re
ad

 a
 jo

b 
off

er
. W

ha
t 

w
er
e 
th
e 
co
m
pe

te
nc
es
 a
nd

 q
ua

liti
es
 re

qu
ire

d 
th
at
 y
ou

 
ha

d 
to
 a
ss
es
s?
 (T
AS

K)
•	

W
ha

t d
id
 th

is 
off

er
 c
on

sis
t o

f?
 W

er
e 
yo
u 
ac
tiv

el
y 

lo
ok

in
g 
fo
r a

 jo
b?

 D
id
 y
ou

 fi
nd

 it
 o
n 
yo
ur
 o
w
n 
or
 d
id
 

so
m

eo
ne

 re
co

m
m

en
d 

it 
to

 y
ou

 a
cc

or
di

ng
 to

 y
ou

r 
pr
ofi

le
? 
(S
IT
UA

TI
O
N
) 

•	
W

ha
t d

id
 y

ou
 d

o 
in

 o
rd

er
 to

 c
om

pa
re

 th
e 

sk
ill

s 
re
qu

ire
d 
to
 th

e 
on

es
 y
ou

 h
av
e?
 H
ow

 d
id
 y
ou

 p
ro
ce
ed

 
in
 o
rd
er
 to

 a
ss
es
s y

ou
rs
? 
(A
CT

IO
N
S)
 

•	
In
 th

e 
en

d,
 d
id
 y
ou

 m
an

ag
e 
to
 u
nd

er
st
an

d 
w
he

th
er
 

th
e 
jo
b 
co
ul
d 
co
rr
es
po

nd
 to

 y
ou

r p
ro
fil
e?
 D
id
 y
ou

 
se
nd

 y
ou

r C
V?

 D
id
 y
ou

 re
ce
iv
e 
an

 a
ns
w
er
 fr
om

 th
e 

en
te
rp
ris
e?
 (R

ES
U
LT
S)

YO
U
 C
O
U
LD

 L
IN
K 
TH

IS
 S
KI
LL
 T
O
…

Pe
rs
on

al
 sk

ill
s:

•	
Ac

ce
pt
an

ce
 o
f f
ee

db
ac
k 
(n
°1
2)

•	
W
ill
 to

 d
isc

ov
er
 a
nd

 le
ar
n 
(n
°1
4)



PERSO
N

AL SKILLS

N
°10

M
O

TIVATIO
N

 A
N

D
 D

ETERM
IN

ATIO
N

 TO
 M

EET 
O

BJECTIVES

PE
RS

O
N

AL
 S

KI
LL

S

N
°1

1
BE

IN
G

 O
N

 T
IM

E

PROFESSIONAL

PR
OFE

SS
IO

NAL

PE
RS

O
N

AL
 S

KI
LL

S

N
°9

A
BI

LI
TY

 T
O

 P
RO

BL
EM

 S
O

LV
E

PERSO
N

AL SKILLS

N
°12

A
CCEPTA

N
CE O

F FEED
BA

CK PROFESSIONAL

PR
OFE

SS
IO

NAL



W
H

AT
 Y

O
U

R 
CL

IE
N

T 
SH

O
U

LD
 B

E 
AB

LE
 T

O
 D

O
...

•	
He

/s
he

 c
an

 fo
cu
s h

is/
he

r e
ne

rg
y 
on

 th
e 
co
m
pl
eti

on
 o
f a

 
ta

sk
.

•	
He

/s
he

 c
an

 im
po

se
 ru

le
s u

po
n 

hi
m

/h
er

se
lf 

in
 o

rd
er

 to
 

m
ee

t o
bj
ec
tiv

es
.

•	
He

/s
he

 c
an

 m
ak
e 
eff

or
ts
 to

 re
ac
h 
a 
ta
rg
et
.

•	
Hi
s/
he

r a
ct
s s

tic
k 
to
 h
is/

he
r d

ec
isi
on

s.
•	

He
/s
he

 d
oe

sn
’t 
gi
ve
 u
p 
at
 th

e 
fir
st
 si
gn

 o
f d

iffi
cu
lty
.

A 
Q

U
ES

TI
O

N
 Y

O
U

 C
O

U
LD

 A
SK

 T
O

 H
EL

P.
..

•	
Te
ll 
m
e 
ab

ou
t a

n 
ob

je
cti

ve
 th

at
 w
as
 v
er
y 
im

po
rt
an

t t
o 

yo
u.

 H
ow

 d
id

 y
ou

 p
ro

ce
ed

 in
 o

rd
er

 to
 re

ac
h 

it?
If 
yo
ur
 c
lie
nt
 n
ee

ds
 to

 b
e 
gu

id
ed

: 
•	

Te
ll 
m
e 
ab

ou
t a

n 
ob

je
cti

ve
 th

at
 w
as
 v
er
y 
im

po
rt
an

t 
to

 y
ou

. W
ha

t d
id

 y
ou

 n
ee

d 
to

 d
o 

in
 o

rd
er

 to
 re

ac
h 

it?
 

(T
AS

K)
  

•	
W
ha

t o
bj
ec
tiv

e/
ki
nd

 o
f o

bj
ec
tiv

e 
w
as
 it
? 
W
as
 it
 in

 y
ou

r 
pr
of
es
sio

na
l o

r p
er
so
na

l l
ife

? 
W
er
e 
th
er
e 
ob

st
ac
le
s t
o 

ov
er
co
m
e?
 (S

IT
UA

TI
O
N
) 

•	
W
ha

t d
id
 y
ou

 e
ffe

cti
ve
ly
 d
o 
in
 o
rd
er
 to

 re
ac
h 
it?

 
(A
CT

IO
N
S)
 

•	
In
 th

e 
en

d,
 d
id
 y
ou

 m
an

ag
e 
to
 re

ac
h 
it?

 D
id
 y
ou

 d
o 

ov
er
co
m
e 
al
l o

bs
ta
cl
es
? 
Di
d 
yo
u 
ha

ve
 to

 tr
y 
se
ve
ra
l 

tim
es
? 
Ho

w
 lo

ng
 d
id
 it
 ta

ke
? 
(R
ES
U
LT
S)

YO
U
 C
O
U
LD

 L
IN
K 
TH

IS
 S
KI
LL
 T
O
…

Pe
rs
on

al
 sk

ill
s:

•	
Pe

rs
ev
er
an

ce
 (n

°2
)

•	
Se
lf-
di
sc
ip
lin

e 
(n
°4
)

•	
Ab

ili
ty
 to

 c
op

e 
w
ith

 st
re
ss
 a
nd

 fr
us
tr
ati

on
 a
nd

 to
 

ex
pr
es
s t
he

m
 in

 a
 c
on

st
ru
cti

ve
 w
ay
 (n

°7
)

•	
Se
ns
e 
of
 re

sp
on

sib
ili
ty
 (n

°1
6)

•	
Pr
of
es
sio

na
lis
m
 (n

°1
7)

•	
Ab

ili
ty
 to

 o
bs
er
ve
 a
 sc

he
du

le
 (n

°1
9)

•	
Ha

rd
-w

or
ki
ng

 (n
°2
1)

W
H

AT YO
U

R CLIEN
T SH

O
U

LD
 BE ABLE TO

 D
O

...
•	

It is im
portant for him

/her to alw
ays respect the rules 

about tim
e.

•	
He/she cares about the deadlines.

•	
He/she understands w

hen he/she needs to hurry up in 
order to respect a deadline.

•	
He/she understands that it can be a problem

 for the 
others if he/she is late.

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

A Q
U

ESTIO
N

 YO
U

 CO
U

LD
 ASK TO

 H
ELP...

•	
Tell m

e about the last tim
e you had an appointm

ent. 
How

 did you m
ake sure to rem

em
ber and respect the 

tim
e?

If your client needs to be guided: 
•	

Tell m
e about the last tim

e you had an appointm
ent. 

W
hat did you need to do? W

ere you required to arrive 
in advance? To prepare som

ething before? (TASK)  
•	

W
hat kind of appointm

ent w
as it? W

ith w
hom

? 
(SITUATIO

N
) 

•	
W
hat did you do in order to avoid forgetti

ng it or being 
late? (ACTIO

N
S) 

•	
In the end, did you m

anage to rem
em

ber it? To be 
on tim

e, having ready the potential things you had to 
prepare? (RESU

LTS)
YO

U
 CO

U
LD

 LIN
K TH

IS 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)
Social skills:
•	

U
nderstanding of the codes of conduct and m

anners 
generally accepted in different societies and 
environm

ents (n°3)
•	

Reliability (n°10)

W
H

AT
 Y

O
U

R 
CL

IE
N

T 
SH

O
U

LD
 B

E 
AB

LE
 T

O
 D

O
...

•	
He

/s
he

 is
 a
bl
e 
to
 li
st
en

 to
 th

e 
ot
he

rs
’ o

pi
ni
on

s o
n 
hi
s/

he
r w

or
k.

•	
He

/s
he

 c
on

sid
er
s f
ee

db
ac
k 
fr
om

 m
or
e 
ex
pe

rie
nc
ed

 
pe

op
le
 a
s a

n 
op

po
rt
un

ity
 to

 im
pr
ov
e.

•	
He

/s
he

 p
ay
s a

tte
nti

on
 to

 fe
ed

ba
ck
 a
nd

 tr
ie
s t
o 

in
te
gr
at
e 
th
em

 in
 h
is/

he
r d

ai
ly
 p
ra
cti

ce
.

•	
If 
he

/s
he

 d
oe

sn
’t 
un

de
rs
ta
nd

 o
r d

isa
gr
ee

 w
ith

 a
 

fe
ed

ba
ck
 h
e/
sh
e 
do

es
n’
t g

et
 a
ng

ry
 b
ut
 ta

lk
 p
ea

ce
fu
lly
 

to
 it
s a

ut
ho

r i
n 
or
de

r t
o 
un

de
rs
ta
nd

 it
 a
nd

 a
vo
id
 

fr
us
tr
ati

on
.

A 
Q

U
ES

TI
O

N
 Y

O
U

 C
O

U
LD

 A
SK

 T
O

 H
EL

P.
..

•	
Te
ll 
m
e 
ab

ou
t a

 ti
m
e 
yo
u 
ca
rr
ie
d 
ou

t a
 ta

sk
 a
nd

 y
ou

r 
m
an

ag
er
 a
sk
ed

 y
ou

 to
 c
ha

ng
e 
so
m
e 
th
in
gs
 b
ec
au

se
 

th
ey
 c
ou

ld
 b
e 
do

ne
 b
ett

er
. H

ow
 d
id
 y
ou

 m
an

ag
e 
it?

If 
yo
ur
 c
lie
nt
 n
ee

ds
 to

 b
e 
gu

id
ed

: 
•	

Te
ll 
m
e 
ab

ou
t a

 ti
m
e 
yo
u 
ca
rr
ie
d 
ou

t a
 ta

sk
 a
nd

 y
ou

r 
m

an
ag

er
 a

sk
ed

 y
ou

 to
 c

ha
ng

e 
so

m
e 

th
in

gs
. W

ha
t t

as
k 

w
as
 it
? 
W
ha

t d
id
 y
ou

 n
ee

d 
to
 d
o 
in
 o
rd
er
 to

 sa
tis
fy
 h
is/

he
r r
eq

ue
st
? 
(T
AS

K)
  

•	
W
hy
 w
as
n’
t h

e/
sh
e 
co
m
pl
et
el
y 
sa
tis
fie

d 
w
ith

 y
ou

r j
ob

? 
Di
d 
he

/s
he

 te
ll 
yo
u?

 W
as
 it
 th

e 
fir
st
 ti
m
e 
he

/s
he

 to
ld
 

yo
u 
to
 d
o 
so
? 
(S
IT
UA

TI
O
N
) 

•	
Ho

w
 d
id
 y
ou

 re
ac
t t
o 
hi
s/
he

r f
ee

db
ac
k?
 D
id
 y
ou

 m
od

ify
 

ac
co
rd
in
g 
to
 h
is/

he
r r
eq

ue
st
? 
(A
CT

IO
N
S)
 

•	
In
 th

e 
en

d,
 d
id
 y
ou

 m
an

ag
e 
to
 sa

tis
fy
 h
im

/h
er
? 
Aft

er
 it
, 

di
d 
yo
u 
ta
ke
 h
is/

he
r c

om
m
en

ts
 in

 c
on

sid
er
ati

on
 in

 y
ou

r 
da

ily
 p
ra
cti

ce
? 
(R
ES
U
LT
S)

YO
U
 C
O
U
LD

 L
IN
K 
TH

IS
 S
KI
LL
 T
O
…

Pe
rs
on

al
 sk

ill
s:

•	
Fl
ex
ib
ili
ty
 a
nd

 a
da

pt
ati

on
 (n

°5
)

•	
W
ill
 to

 d
isc

ov
er
 a
nd

 le
ar
n 
(n
°1
4)

•	
Pr
of
es
sio

na
lis
m
  (
n°
17

)
So

ci
al
 sk

ill
s:

•	
Ex
pr
es
s a

nd
 u
nd

er
st
an

d 
di
ffe

re
nt
 p
oi
nt
s o

f v
ie
w
 (n

°6
)

•	
Ab

ili
ty
 to

 w
or
k 
co
lla
bo

ra
tiv

el
y 
in
 te

am
 (n

°1
1)

•	
Po

siti
vi
ty
 (n

°1
2)

W
H

AT YO
U

R CLIEN
T SH

O
U

LD
 BE ABLE TO

 D
O

...
•	

He/she is able to analyse a situation.
•	

He/she is good at searching for solutions.
•	

He/she understands if it falls under his/her 
com

petence to solve a problem
 and if not, he/she is 

able to identify the right person to ask for help.
•	

He/she is able to evaluate the risks that w
ould be 

triggered by the w
ay he/she chooses to solve the 

problem
.

•	
He/she is able to take decisions. 

A Q
U

ESTIO
N

 YO
U

 CO
U

LD
 ASK TO

 H
ELP...

•	
Tell m

e about a problem
 you faced w

hile carrying out a 
task. How

 did you m
anage it?  

If your client needs to be guided: 
•	

Tell m
e about a problem

 you faced w
hile carrying out 

a task. W
hat did the task and the problem

 consist of? 
(TASK)  

•	
W
hat w

as the specific context in w
hich you had to 

carry it out? W
as it at w

ork? W
ere you on your ow

n or 
w
ith other people? (SITUATIO

N
) 

•	
W
hat did you do in order to solve the problem

 and go 
on w

ith your task? (ACTIO
N
S) 

•	
In the end, did you m

anage to solve the problem
/to 

have it solved? Did you do it on your ow
n or not, w

hy? 
How

 long did it take? (RESU
LTS)

YO
U
 CO

U
LD

 LIN
K TH

IS SKILL TO
…

Personal skills:
•	

Autonom
y (n°3)

•	
Ability to follow

 the rules/instructions (n°6)
•	

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

•	
M
otivation and determ

ination to m
eet objectives (n°10)

•	
Sense of responsibility (n°16)

•	
Patience (n°18)

•	
Self-confidence (n°20)



SO
CIAL SKILLS

N
°14

ACTIVE LISTEN
IN

G

PERSO
N

AL SKILLS

N
°14

W
ILL TO

 D
ISCO

VER A
N

D
 LEA

RN

PE
RS

O
N

AL
 S

KI
LL

S

N
°1

5
A

CC
U

RA
CY

 A
N

D
 A

TT
EN

TI
O

N
 P

A
ID

 T
O

 D
ET

A
IL

S

PROFESSIONAL

PR
OFE

SS
IO

NAL

PERSO
N

AL SKILLS

N
°16

SEN
SE O

F RESPO
N

SIBILITY

PE
RS

O
N

AL
 S

KI
LL

S

N
°1

3
BE

IN
G

 O
RG

A
N

IS
ED

PROFESSIONAL

PR
OFE

SS
IO

NAL



W
H

AT YO
U

R CLIEN
T SH

O
U

LD
 BE ABLE TO

 D
O

...
•	

He/she is able to plan.
•	

He/she finishes every task on tim
e.

•	
He/she doesn’t forget his/her tasks, m

eetings or 
deadlines.

•	
He/she is able to prioritise his/her tasks.

•	
He/she invents m

ethods to avoid forgetti
ng things if it 

happens to him
/her (w

ith to-do lists, etc…
).

A Q
U

ESTIO
N

 YO
U

 CO
U

LD
 ASK TO

 H
ELP...

•	
Tell m

e about a tim
e you had m

any tasks to carry out at 
the sam

e tim
e. How

 did you ensure to do everything in 
due tim

e?
If your client needs to be guided: 
•	

Tell m
e about a tim

e you had m
any tasks to carry out 

at the sam
e tim

e. How
 m

any tasks w
ere they and w

hat 
did they consist of? (TASK)  

•	
How

 m
uch tim

e did you have? W
ho gave you the 

tasks? Did you have to carry them
 out on your ow

n? 
(SITUATIO

N
) 

•	
How

 did you proceed in order to ensure having tim
e 

to do everything? Did you use any tool or strategy? 
(ACTIO

N
S) 

•	
In the end, did you m

anage to do everything in due 
tim

e? In hindsight, w
ould you do things differently? 

(RESU
LTS)

YO
U
 CO

U
LD

 LIN
K TH

IS SKILL TO
…

Personal skills:
•	

Autonom
y (n°3)

•	
Self-discipline (n°4)

•	
Sense of responsibility (n°16)

•	
Professionalism

 (n°17)
•	

Ability to observe a schedule (n°19)

W
H

AT
 Y

O
U

R 
CL

IE
N

T 
SH

O
U

LD
 B

E 
AB

LE
 T

O
 D

O
...

•	
He

/s
he

 is
 a
tt
ra
ct
ed

 b
y 
w
ha

t i
s n

ew
 fo

r h
im

/h
er
.

•	
Th

e 
un

kn
ow

n 
do

es
 n

ot
 sc

ar
e 

hi
m

/h
er

.
•	

He
/s
he

 c
on

sid
er
s n

ov
el
ty
 a
s a

n 
op

po
rt
un

ity
 to

 le
ar
n 

an
d 
im

pr
ov
e.

•	
He

/s
he

 c
on

sid
er
s l
ea

rn
in
g 
as
 a
 w
ay
 to

 b
ro
ad

en
 h
is/

he
r 

ho
riz

on
s.

•	
He

/s
he

 is
 m

oti
va
te
d 
to
 le
ar
n 
as
 h
e/
sh
e 
be

lie
ve
s t
ha

t i
t 

is 
an

 o
pp

or
tu
ni
ty
 to

 d
ev
el
op

 h
im

/h
er
se
lf.

A 
Q

U
ES

TI
O

N
 Y

O
U

 C
O

U
LD

 A
SK

 T
O

 H
EL

P.
..

•	
Te
ll 
m
e 
ab

ou
t a

 ti
m
e 
yo
u 
w
er
e 
re
qu

ire
d 
to
 u
se
 a
 

so
ftw

ar
e 
yo
u 
di
dn

’t 
kn

ow
 y
et
. H

ow
 d
id
 y
ou

 m
an

ag
e 
to
 

us
e 

it 
pr

op
er

ly
?

If 
yo
ur
 c
lie
nt
 n
ee

ds
 to

 b
e 
gu

id
ed

: 
•	

Te
ll 
m
e 
ab

ou
t a

 ti
m
e 
yo
u 
w
er
e 
re
qu

ire
d 
to
 u
se
 a
 

so
ftw

ar
e 
yo
u 
di
dn

’t 
kn

ow
 y
et
. W

ha
t d

id
 y
ou

 h
av
e 
to
 d
o 

w
ith

 it
? 
(T
AS

K)
  

•	
W
hy
 w
as
 it
 re

qu
ire

d 
to
 u
se
 a
 so

ftw
ar
e 
in
st
ea

d 
of
 

tr
ad

iti
on

al
 to

ol
s (
pa

pe
r, 
pe

n,
…
)?
 W

as
 it
 a
t w

or
k?
 

(S
IT
UA

TI
O
N
) 

•	
Ho

w
 d

id
 y

ou
 p

ro
ce

ed
 in

 o
rd

er
 to

 le
ar

n 
ho

w
 to

 u
se

 it
? 

Ho
w
 d
id
 y
ou

 fe
el
 a
bo

ut
 it
? 
(A
CT

IO
N
S)
 

•	
In
 th

e 
en

d,
 d
id
 y
ou

 m
an

ag
e 
to
 u
se
 it
 a
t l
ea

st
 e
no

ug
h 
to
 

ca
rr

y 
ou

t y
ou

r t
as

ks
 c

or
re

ct
ly

? 
Di

d 
yo

u 
de

ci
de

 to
 le

ar
n 

m
or
e 
on

 y
ou

r o
w
n?

 D
id
 y
ou

 e
nj
oy
 it
? 
(R
ES
U
LT
S)

YO
U
 C
O
U
LD

 L
IN
K 
TH

IS
 S
KI
LL
 T
O
…

Pe
rs
on

al
 sk

ill
s:

•	
U
nd

er
st
an

di
ng

 o
f o

ne
s’
 o
w
n 
pr
ef
er
re
d 
le
ar
ni
ng

 
st
ra
te
gi
es
 (n

°1
)

•	
Au

to
no

m
y 
(n
°3
)

•	
M
oti

va
tio

n 
an

d 
de

te
rm

in
ati

on
 to

 m
ee

t o
bj
ec
tiv

es
 

(n
°1
0)

•	
Ha

rd
-w

or
ki
ng

 (n
°2
1)
 

Di
gi
ta
l s
ki
lls
:

•	
Ab

ili
ty
 to

 le
ar
n 
ho

w
 to

 u
se
 b
as
ic
 so

ftw
ar
e 
(n
°7
)

W
H

AT YO
U

R CLIEN
T SH

O
U

LD
 BE ABLE TO

 D
O

...
•	

He/she observes a lot people and things around him
/

her.
•	

He/she often notices litt
le changes before the others.

•	
He/she listens carefully to w

hat people tell him
/her.

•	
He/she doesn’t hesitate to provide com

plem
entary 

inform
ation in his/her w

ritten/oral com
m
unications.

•	
He/she doesn’t hesitate to give exam

ples in order to 
precise his/her speech.

A Q
U

ESTIO
N

 YO
U

 CO
U

LD
 ASK TO

 H
ELP...

•	
Tell m

e about a tim
e you had to describe som

ething as 
precisely as possible. How

 did you handle that?
If your client needs to be guided: 
•	

Tell m
e about a tim

e you had to describe som
ething as 

precisely as possible. W
hat did it consist of? (TASK)  

•	
W
hy w

ere you required to describe it? W
hom

 asked 
you to do so? W

as it in a professional context? 
(SITUATIO

N
) 

•	
W
hat did you do in order to be very precise, how

 did 
you proceed? (ACTIO

N
S) 

•	
In the end, did you describe it precisely enough, w

ere 
the people w

ho asked you to do so satisfied? (RESU
LTS)

YO
U
 CO

U
LD

 LIN
K TH

IS SKILL TO
…

Personal skills:
•	

Professionalism
 (n°17)

Social skills:
•	

Active listening (n°14)

W
H

AT
 Y

O
U

R 
CL

IE
N

T 
SH

O
U

LD
 B

E 
AB

LE
 T

O
 D

O
...

•	
He

/s
he

 a
lw
ay
s t
ak
es
 ti
m
e 
to
 th

in
k 
be

fo
re
 a
cti

ng
.

•	
He

/s
he

 a
lw
ay
s a

ss
es
se
s t
he

 c
on

se
qu

en
ce
s o

f h
is/

he
r 

ac
ts
, f
or
 th

e 
ot
he

rs
 a
nd

 h
im

/h
er
se
lf.

•	
He

/s
he

 a
cc
ep

ts
 a
nd

 re
co
gn

ise
s h

is/
he

r m
ist
ak
es
, h

e/
sh
e 
do

es
n’
t b

la
m
e 
so
m
eo

ne
 e
lse

 fo
r t
he

m
.

•	
He

/s
he

 d
oe

sn
’t 
es
ca
pe

 h
is/

he
r d

uti
es
.

A 
Q

U
ES

TI
O

N
 Y

O
U

 C
O

U
LD

 A
SK

 T
O

 H
EL

P.
..

•	
Te
ll 
m
e 
ab

ou
t a

 ta
sk
 y
ou

 h
ad

 to
 c
ar
ry
 o
ut
 th

at
 e
nt
ai
le
d 

a 
st
ro
ng

 re
sp
on

sib
ili
ty
. H

ow
 d
id
 y
ou

 h
an

dl
e 
th
at
?

If 
yo
ur
 c
lie
nt
 n
ee

ds
 to

 b
e 
gu

id
ed

: 
•	

Te
ll 
m
e 
ab

ou
t a

 ta
sk
 y
ou

 h
ad

 to
 c
ar
ry
 o
ut
 th

at
 e
nt
ai
le
d 

a 
st
ro
ng

 re
sp
on

sib
ili
ty
. W

ha
t d

id
 th

e 
ta
sk
 c
on

sis
t o

f?
 

(T
AS

K)
  

•	
W
hy
 w
as
 th

e 
re
sp
on

sib
ili
ty
 so

 st
ro
ng

? 
W
ha

t w
er
e 
th
e 

ris
ks

 e
nt

ai
le

d?
 W

ho
m

 a
sk

ed
 y

ou
 to

 c
ar

ry
 it

 o
ut

? 
Di

d 
yo
u 
ha

ve
 to

 c
ar
ry
 it
 o
ut
 o
n 
yo
ur
 o
w
n 
or
 w
ith

 o
th
er
 

pe
op

le
? 
(S
IT
UA

TI
O
N
) 

•	
W
ha

t d
id
 y
ou

 d
o 
in
 o
rd
er
 to

 h
an

dl
e 
th
is 
re
sp
on

sib
ili
ty
 

w
hi

le
 c

ar
ry

in
g 

ou
t t

he
 ta

sk
? 

Di
d 

yo
u 

ch
an

ge
 th

e 
w

ay
 

th
at
 y
ou

 d
ec
id
e,
 y
ou

 b
eh

av
e,
 y
ou

 th
in
k?
 (A

CT
IO
N
S)
 

•	
In
 th

e 
en

d,
 d
id
 y
ou

 c
ar
ry
 o
ut
 th

e 
ta
sk
 su

cc
es
sf
ul
ly
? 
Di
d 

yo
u 
w
ith

st
an

d 
th
e 
pr
es
su
re
 li
nk
ed

 to
 re

sp
on

sib
ili
ty
? 

(R
ES
U
LT
S)

YO
U
 C
O
U
LD

 L
IN
K 
TH

IS
 S
KI
LL
 T
O
…

Pe
rs
on

al
 sk

ill
s:

•	
Se
lf-
di
sc
ip
lin

e 
(n
°4
)

•	
Ab

ili
ty
 to

 fo
llo

w
 th

e 
ru
le
s/
in
st
ru
cti

on
s (
n°
6)

•	
Be

in
g 
on

 ti
m
e 
(n
°1
1)

•	
Be

in
g 
or
ga
ni
se
d 
(n
°1
3)

•	
Pr
of
es
sio

na
lis
m
 (n

°1
7)

•	
Ab

ili
ty
 to

 o
bs
er
ve
 a
 sc

he
du

le
 (n

°1
9)

So
ci
al
 sk

ill
s:

•	
Re

lia
bi
lit
y 
(n
°1
0)

•	
Po

lit
en

es
s (
n°
13

)



PERSO
N

AL SKILLS

N
°18

PATIEN
CE

PE
RS

O
N

AL
 S

KI
LL

S

N
°1

9 
A

BI
LI

TY
 T

O
 O

BS
ER

VE
 A

 S
CH

ED
U

LE

PROFESSIONAL

PR
OFE

SS
IO

NAL

PE
RS

O
N

AL
 S

KI
LL

S

N
°1

7
PR

O
FE

SS
IO

N
A

LI
SM

PR
OFE

SS
IO

NAL

PERSO
N

AL SKILLS

N
°20 

SELF-CO
N
FID

EN
CE

PROFESSIONAL



W
H

AT YO
U

R CLIEN
T SH

O
U

LD
 BE ABLE TO

 D
O

...
•	

He/she is w
illing to do his/her job im

peccably.
•	

He/she is able to adapt his/her behaviour to a w
ork 

context.
•	

He/she alw
ays does his/her best to show

 the best im
age 

of him
/herself and of the organisation w

here he/she 
w

orks.
•	

He/she is able to control him
/herself in order to alw

ays 
respect the rules, m

anage his/her em
otions and avoid 

brutal reactions.
A Q

U
ESTIO

N
 YO

U
 CO

U
LD

 ASK TO
 H

ELP...
•	

Tell m
e about a tim

e a client behaved rudely w
ith you 

w
hile you had done nothing w

rong. How
 did you handle 

this situation?
If your client needs to be guided: 
•	

Tell m
e about a tim

e a client behave rudely w
ith you w

hile 
you had done nothing w

rong. W
hat did the person expect 

from
 you to be satisfied? (TASK)  

•	
W
hy w

as this person rude w
ith you? Did he/she have 

any reason to be dissatisfied? W
hat w

as it? W
as anyone 

responsible for his/her dissatisfaction? (SITUATIO
N
) 

•	
W
hat did you decide to do in this situation? Did you 

answ
er positively to the client’s request anyw

ay? Did you 
decide to act differently? (ACTIO

N
S) 

•	
In the end, how

 did you solve the situation? (RESU
LTS)

YO
U
 CO

U
LD

 LIN
K TH

IS SKILL TO
…

Personal skills:
•	

Self-discipline (n°4)
•	

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

•	
Being on tim

e (n°11)
•	

Acceptance of feedback (n°12)
•	

Being organised (n°13)
•	

Sense of responsibility (n°16)
•	

Ability to observe a schedule (n°19)
Social skills:
•	

Understanding of the codes of conduct and m
anners generally 

accepted in different societies and environm
ents (n°3)

•	
Reliability (n°10)

•	
Politeness (n°13)

•	
Custom

er service skills (n°15)

W
H

AT
 Y

O
U

R 
CL

IE
N

T 
SH

O
U

LD
 B

E 
AB

LE
 T

O
 D

O
...

•	
He

/s
he

 d
oe

sn
’t 
ge
t a

ng
ry
 w
he

n 
fa
ci
ng

 d
iffi

cu
lti
es
.

•	
He

/s
he

 c
an

 k
ee

p 
ca
lm

 if
 h
e/
sh
e 
is 
th
e 
vi
cti

m
 o
f a

 
m
ist
ak
e,
 p
ro
bl
em

 o
r i
nc
on

ve
ni
en

ce
.

•	
He

/s
he

 is
 a
bl
e 
to
 g
iv
e 
th
e 
ot
he

rs
 ti
m
e 
to
 c
ar
ry
 o
ut
 th

ei
r 

ta
sk

s.
•	

He
/s
he

 is
 a
bl
e 
to
 w
ai
t i
n 
or
de

r t
o 
re
ac
h 
hi
s/
he

r 
ob

je
cti

ve
s.

A 
Q

U
ES

TI
O

N
 Y

O
U

 C
O

U
LD

 A
SK

 T
O

 H
EL

P.
..

•	
Te
ll 
m
e 
ab

ou
t a

 ti
m
e 
yo
u 
ha

d 
to
 w
ai
t f
or
 so

m
eo

ne
. 

Ho
w

 d
id

 y
ou

 h
an

dl
e 

th
at

?
If 
yo
ur
 c
lie
nt
 n
ee

ds
 to

 b
e 
gu

id
ed

: 
•	

Te
ll 
m
e 
ab

ou
t a

 ti
m
e 
yo
u 
ha

d 
to
 w
ai
t f
or
 so

m
eo

ne
. 

W
ha

t d
id
 y
ou

 h
av
e 
to
 d
o 
w
ith

 th
is 
pe

rs
on

? 
(T
AS

K)
  

•	
W
ho

 w
as
 th

e 
pe

rs
on

 y
ou

 w
er
e 
w
ai
tin

g 
fo
r?
 D
id
 h
e/

sh
e 
to
ld
 y
ou

 h
e/
sh
e 
w
ou

ld
 b
e 
la
te
? 
Di
d 
he

/s
he

 g
iv
e 
a 

re
as
on

? 
W
as
 it
 a
t w

or
k?
 (S

IT
UA

TI
O
N
) 

•	
Ho

w
 d

id
 y

ou
 re

ac
t?

 D
id

 y
ou

 sa
y 

or
 d

o 
an

yt
hi

ng
? 

(A
CT

IO
N
S)
 

•	
In
 th

e 
en

d,
 d
id
 y
ou

 m
an

ag
e 
to
 w
ai
t u

nti
l h

e/
sh
e 

ar
riv

ed
? 
Di
d 
it 
m
ak
e 
yo
u 
ve
ry
 u
ps
et
? 
(R
ES
U
LT
S)

YO
U
 C
O
U
LD

 L
IN
K 
TH

IS
 S
KI
LL
 T
O
…

Pe
rs
on

al
 sk

ill
s:

•	
Pe

rs
ev
er
an

ce
 (n

°2
)

•	
Se
lf-
di
sc
ip
lin

e 
(n
°4
)

•	
M
oti

va
tio

n 
an

d 
de

te
rm

in
ati

on
 to

 m
ee

t o
bj
ec
tiv

es
 (n
°1
0)

•	
Pr
of
es
sio

na
lis
m
 (n

°1
7)

So
ci
al
 sk

ill
s:

•	
Ab

ili
ty
 to

 w
or
k 
co
lla
bo

ra
tiv

el
y 
in
 te

am
 (n

°1
1)

•	
Po

lit
en

es
s (
n°
13

)
•	

Ac
tiv

e 
lis
te
ni
ng
 (n

°1
4)

•	
Cu

st
om

er
 se

rv
ice

 sk
ill
s (
n°
15

)

W
H

AT YO
U

R CLIEN
T SH

O
U

LD
 BE ABLE TO

 D
O

...
•	

He/she is able to m
anage his/her tim

e in order to finish all 
his/her tasks before the deadline.

•	
He/she is not late at w

ork and he/she doesn’t leave 
before the scheduled tim

e.
•	

He/she doesn’t hesitate to record planned appointm
ents 

to avoid forgetti
ng or m

issing them
.

•	
He/she is able to identify the m

ost relevant tools to 
record appointm

ents according to his/her daily practice 
(phone, electronic or paper calendar, etc.).

•	
He/she is able to include last m

inute m
eetings/events in 

his/her schedule. 
A Q

U
ESTIO

N
 YO

U
 CO

U
LD

 ASK TO
 H

ELP...
•	

Tell m
e about a tim

e you had m
any things to do in a short 

period, am
ong w

hich appointm
ents. How

 did you m
anage 

that?
If your client needs to be guided: 
•	

Tell m
e about a tim

e you had m
any things to do in a short 

period, am
ong w

hich appointm
ents. Precise the things 

you had to do. (TASK)  
•	

How
 m

uch tim
e did you have to do everything? W

ho gave 
you all these things to do? W

as it everything at w
ork or 

also in your personal life? (SITUATIO
N
) 

•	
How

 did you organise in order to com
bine everything? Did 

you organise in a specific w
ay? (ACTIO

N
S) 

•	
In the end, did you m

anage to do everything and to be 
punctual? (RESU

LTS)
YO

U
 CO

U
LD

 LIN
K TH

IS SKILL TO
…

Personal skills:
•	

Autonom
y (n°3)

•	
Self-discipline (n°4)

•	
M
otivation and determ

ination to m
eet objectives (n°10)

•	
Being on tim

e (n°11)
•	

Being organised (n°13)
•	

Sense of responsibility (n°16)
•	

Professionalism
 (n°17)

Social skills:
•	

Ability to w
ork collaboratively in team

 (n°11)
•	

U
nderstanding of the codes of conduct and m

anners generally 
accepted in different societies and environm

ents (n°3)
•	

Reliability (n°10)

W
H

AT
 Y

O
U

R 
CL

IE
N

T 
SH

O
U

LD
 B

E 
AB

LE
 T

O
 D

O
...

•	
He

/s
he

 a
lw

ay
s a

ss
um

es
 th

at
 h

e/
sh

e 
ha

s t
he

 c
ap

ac
ity

 to
 

do
 w

ha
t h

e/
sh

e 
is 

as
ke

d 
to

.
•	

He
/s
he

 is
 n
ot
 a
fr
ai
d 
to
 fa

il 
be

ca
us
e 
he

/s
he

 th
in
ks
 h
e/

sh
e 
ha

s o
r c

an
 a
cq
ui
re
 th

e 
re
so
ur
ce
s t
o 
re
ac
h 
hi
s/
he

r 
ob

je
cti

ve
s.
 

•	
He

/s
he

 d
oe

sn
’t 
ex
ce
ss
iv
el
y 
do

ub
t o

r h
es
ita

te
 in

 fr
on

t 
of
 c
ha

lle
ng

es
 o
r n

ov
el
ty
: t
he

y 
do

 n
ot
 p
re
ve
nt
 h
im

/h
er
 

fr
om

 tr
yi

ng
.

•	
Ev
en

 if
 h
e/
sh
e 
is 
no

t a
bl
e 
to
 re

ac
h 
hi
s/
he

r o
bj
ec
tiv

e 
ye
t, 
he

/s
he

 b
el
ie
ve
s t
ha

t i
t w

ill
 c
ha

ng
e 
if 
he

/s
he

 le
ar
ns
 

an
d 

w
or

ks
.

A 
Q

U
ES

TI
O

N
 Y

O
U

 C
O

U
LD

 A
SK

 T
O

 H
EL

P.
..

•	
Te
ll 
m
e 
ab

ou
t a

 ti
m
e 
yo
u 
ha

ve
 b
ee

n 
re
qu

es
te
d 
to
 c
ar
ry
 

ou
t a

 ta
sk
 y
ou

 h
ad

 n
ev
er
 d
on

e 
be

fo
re
. H

ow
 d
id
 y
ou

 
m

an
ag

e 
th

at
?

If 
yo
ur
 c
lie
nt
 n
ee

ds
 to

 b
e 
gu

id
ed

: 
•	

Te
ll 
m
e 
ab

ou
t a

 ti
m
e 
yo
u 
ha

ve
 b
ee

n 
re
qu

es
te
d 
to
 c
ar
ry
 

ou
t a

 ta
sk
 y
ou

 h
ad

 n
ev
er
 d
on

e 
be

fo
re
. E
xp
la
in
 in

 d
et
ai
l 

th
e 
ta
sk
 y
ou

 h
ad

 to
 c
ar
ry
 o
ut
. (
TA

SK
)  

•	
W
as
 th

is 
ta
sk
 a
 b
it 
sim

ila
r t
o 
so
m
et
hi
ng

 y
ou

 h
ad

 
al
re
ad

y 
do

ne
 b
ef
or
e?
 W

as
 it
 c
om

pl
et
el
y 
di
ffe

re
nt
? 
W
ho

 
ga
ve
 y
ou

 th
is 
ta
sk
? 
Do

 y
ou

 k
no

w
 w
hy
? 
(S
IT
UA

TI
O
N
)  

Ho
w

 d
id

 y
ou

 re
ac

t?
 H

ow
 d

id
 y

ou
 d

o 
in

 o
rd

er
 to

 c
ar

ry
 it

 
ou

t s
uc
ce
ss
fu
lly
 a
ny
w
ay
? 
(A
CT

IO
N
S)
 

•	
In
 th

e 
en

d,
 d
id
 y
ou

 m
an

ag
e 
to
 c
om

pl
et
e 
th
e 
ta
sk
 

su
cc
es
sf
ul
ly
? 
(R
ES
U
LT
S)

YO
U
 C
O
U
LD

 L
IN
K 
TH

IS
 S
KI
LL
 T
O
…

Pe
rs
on

al
 sk

ill
s:

•	
Pe

rs
ev
er
an

ce
 (n

°2
)

•	
Au

to
no

m
y 
(n
°3
)

•	
M
oti

va
tio

n 
an

d 
de

te
rm

in
ati

on
 to

 m
ee

t o
bj
ec
tiv

es
 (n
°1
0)

•	
W
ill
 to

 d
isc

ov
er
 a
nd

 le
ar
n 
(n
°1
4)

So
ci
al
 sk

ill
s:

•	
Ab

ili
ty
 to

 w
or
k 
co
lla
bo

ra
tiv

el
y 
in
 te

am
 (n

°1
1)

•	
Po

lit
en

es
s (
n°
13

)
•	

Ac
tiv

e 
lis
te
ni
ng
 (n

°1
4)

•	
Cu

st
om

er
 se

rv
ice

 sk
ill
s (
n°
15

)



PE
RS

O
N

AL
 S

KI
LL

S

N
°2

1
H
A
RD

-W
O
RK

IN
G

PR
OFE

SS
IO

NAL



W
H

AT YO
U

R CLIEN
T SH

O
U

LD
 BE ABLE TO

 D
O

...
•	

He/she can w
ork a lot in order to reach objectives.

•	
He/she is ready to m

ake efforts if there is a period w
ith 

m
ore w

ork than usual.
A Q

U
ESTIO

N
 YO

U
 CO

U
LD

 ASK TO
 H

ELP...
•	

Tell m
e about a tim

e you have been required to carry 
out a very high am

ount of w
ork. How

 did you handle 
that?

If your client needs to be guided: 
•	

Tell m
e about a tim

e you have been required to carry 
out a very high am

ount of w
ork. Explain in detail w

hat 
this w

ork consisted of. (TASK)  
•	

W
as it som

ething exceptional or regular? W
ere you the 

only person w
ho had to carry out this am

ount of w
ork 

or did everyone have a lot to do? (SITUATIO
N
) 

•	
W
hat did you do in order to be able to carry out all 

your tasks? (ACTIO
N
S) 

•	
In the end, did you m

anage to com
plete all your tasks 

successfully and in due tim
e? (RESU

LTS)
YO

U
 CO

U
LD

 LIN
K TH

IS SKILL TO
…

Personal skills:
•	

U
nderstanding of ones’ ow

n preferred learning 
strategies (n°1)

•	
Perseverance (n°2)

•	
Self-discipline (n°4)

•	
Ability to cope w

ith stress and frustration and to express 
them

 in a constructive w
ay (n°7)

•	
M
otivation and determ

ination to m
eet objectives (n°10)

•	
W
ill to discover and learn (n°14)



H
O

BBIES

N
°2

M
A

N
U

A
L CREATIVE A

N
D

 A
RTISTIC A

CTIVITIES, 
H

A
N

D
ICRA

FTS

H
O

BB
IE

S

N
°3

A
RT

IS
TI

C 
A

CT
IV

IT
IE

S

PROFESSIONAL

PR
OFE

SS
IO

NAL

H
O

BBIES

N
°4

SO
CIA

L N
ETW

O
RKS

PROFESSIONAL

H
O

BB
IE

S

N
°1

SP
O

RT
S/

TE
A

M
 G

A
M

ES

PR
OFE

SS
IO

NAL



W
H

AT YO
U

R CLIEN
T M

AY D
O

...
•	

He/she likes to play in team
 w

ith other people, in a 
club or not.

•	
He/she plays sports/gam

es in w
hich it is necessary to 

w
ork together and trust each other to w

in.
•	

He/she is able to bring his/her contribution to the 
gam

e and to a general positive atm
osphere.

•	
Even if he/she m

ay like com
petition, he/she alw

ays 
rem

ains respectful of the opponent. 
A Q

U
ESTIO

N
 YO

U
 CO

U
LD

 ASK TO
 H

ELP...
•	

Tell m
e about your practice of sports or team

 gam
es. 

W
hat could you say about the w

ay you play and see 
team

 activities?
If your client needs to be guided: 
•	

Tell m
e about a sport or gam

e you practice in a team
. 

W
hat is usually your role in the team

? (TASK)
•	

W
hat is the specific context in w

hich you practice it? 
W
hat sport/gam

e is it? Is it in a club or only for leisure? 
Do you practice it regularly?  (SITUATIO

N
) 

•	
W
hat do you effectively do w

hen you play in team
? 

W
hat are your objectives? W

hat atti
tudes characterise 

you w
hen you play in team

? (ACTIO
N
S) 

•	
In the end, does your behaviour influence the gam

e/
atm

osphere? How
 do you react if you w

in/lose? 
(RESU

LTS)
YO

U
 CO

U
LD

 LIN
K TH

IS SKILL TO
…

Social skills:
•	

Interest in interaction w
ith others and to establish 

interpersonal relationships (n°2)
•	

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

Reliability (n°10)
•	

Ability to w
ork collaboratively in team

 (n°11)
•	

Positivity (n°12)
Personal skills:
•	

Perseverance (n°2)
•	

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

•	
M
otivation and determ

ination to m
eet objective (n°10)

•	
Self-confidence (n°20)

W
H

AT
 Y

O
U

R 
CL

IE
N

T 
M

AY
 D

O
...

•	
He

/s
he

 lo
ve
s t
o 
cr
ea
te
 o
bj
ec
ts
 w
ith

 h
is/

he
r h

an
ds
, t
o 

be
 u
se
d 
or
 o
nl
y 
fo
r d

ec
or
ati

ng
. 

•	
He

/s
he

 h
as
 a
 lo

t o
f i
ns
pi
ra
tio

n 
an

d 
al
w
ay
s n

ew
 id

ea
s t
o 

re
al

ise
.

•	
So

m
eti

m
es
 h
e/
sh
e 
se
lls
 th

in
gs
 th

at
 h
e/
sh
e 
ha

s c
re
at
ed

 
by
 h
is/

he
rs
el
f.

•	
He

/s
he

 is
 v
er
y 
ac
cu
ra
te
 a
nd

 p
ay
s a

tte
nti

on
 to

 d
et
ai
l.

•	
He

/s
he

 h
as
 a
 st
ro
ng

 se
ns
e 
of
 a
es
th
eti

c.

A 
Q

U
ES

TI
O

N
 Y

O
U

 C
O

U
LD

 A
SK

 T
O

 H
EL

P.
..

•	
Te
ll 
m
e 
ab

ou
t y

ou
r p

ra
cti

ce
 o
f a

 m
an

ua
l c
re
ati

ve
 

or
 a
rti
sti
c 
ac
tiv

ity
. W

ha
t c
ou

ld
 y
ou

 sa
y 
ab

ou
t t
he

 
co
nd

iti
on

s i
n 
w
hi
ch
 y
ou

 p
ra
cti

ce
 it
 a
nd

 th
e 
w
ay
 y
ou

 
pr
oc
ee

d?
If 
yo
ur
 c
lie
nt
 n
ee

ds
 to

 b
e 
gu

id
ed

: 
•	

Te
ll 
m
e 
ab

ou
t a

 m
an

ua
l o

r a
rti
sti
c 
ac
tiv

ity
 y
ou

 p
ra
cti

ce
. 

W
ha

t d
oe

s i
t u

su
al
ly
 re

qu
ire

 y
ou

 to
 d
o?

 (T
AS

K)
•	

W
ha

t i
s t
he

 sp
ec
ifi
c 
co
nt
ex
t i
n 
w
hi
ch
 y
ou

 p
ra
cti

ce
 it
? 

W
hi
ch
 a
cti

vi
ty
 is
 it
? 
Is
 it
 in

 a
 c
lu
b 
or
 o
n 
yo
ur
 o
w
n?

 D
o 

yo
u 
pr
ac
tic

e 
it 
re
gu

la
rly

?  
(S

IT
UA

TI
O
N
) 

•	
W
ha

t d
o 
yo
u 
eff

ec
tiv

el
y 
do

 w
he

n 
yo
u 
ar
e 
pr
ac
tic

in
g 

th
is 
ac
tiv

ity
? 
W
ha

t a
re
 y
ou

r o
bj
ec
tiv

es
? 
W
hi
ch
 

el
em

en
ts
 c
ha

ra
ct
er
ise

 y
ou

 w
he

n 
yo
u 
pr
ac
tic

e 
it?

 W
ha

t 
ar
e 
yo
u 
ca
re
fu
l a
bo

ut
? 
(A
CT

IO
N
S)
 

•	
In
 th

e 
en

d,
 w
ha

t t
yp

e 
of
 p
ro
du

ct
s/
ob

je
ct
s a

re
 y
ou

 a
bl
e 

to
 m

ak
e/
cr
ea
te
? 
Ha

ve
 y
ou

 e
ve
r t
rie

d 
to
 se

ll 
th
em

? 
(R
ES
U
LT
S)

YO
U

 C
O

U
LD

 L
IN

K 
TH

IS
 S

KI
LL

 T
O

…
Pr
of
es
sio

na
l s
ki
lls
:

•	
Ge

ne
ra
l m

an
ua

l c
om

pe
te
nc
es
 (n

°1
)

•	
Ba

sic
 se

lli
ng
 sk

ill
s (
n°
3)

Pe
rs
on

al
 sk

ill
s:

•	
Ab

ili
ty
 to

 fo
llo
w
 th

e 
ru
le
s/
in
st
ru
cti
on

s (
n°
6)

•	
Ac

cu
ra
cy
 a
nd

 a
tte

nti
on

 p
ai
d 
to
 d
et
ai
ls 
(n
°1
5)

•	
Pa
tie

nc
e 
(n
°1
8)

W
H

AT YO
U

R CLIEN
T M

AY D
O

...
•	

During his/her spare tim
e, he/she plays m

usic, dances, 
sings, does theatre.

•	
He/she uses dance/m

usic/theatre etc. as a w
ay to 

express his/her em
otions.

A Q
U

ESTIO
N

 YO
U

 CO
U

LD
 ASK TO

 H
ELP...

•	
Tell m

e about your practice of an artistic activity. 
W
hat could you say about the conditions in w

hich you 
practice it?

If your client needs to be guided: 
•	

Tell m
e about an artistic activity you practice. W

hat 
does it usually require you to do? (TASK)

•	
W
hat is the specific context in w

hich you practice it? 
W
hich activity is it? Is it in a club or on your ow

n? Do 
you practice it regularly? Do you practice it only for 
leisure or is it also a w

ay to m
ake m

oney? (SITUATIO
N
) 

•	
W
hat do you effectively do w

hen you are practicing 
this activity? W

hich elem
ents characterise you w

hen 
you practice it? W

hat are you careful about? (ACTIO
N
S) 

•	
In the end, w

hat are you able to do? W
hich level have 

you reached? (RESU
LTS)

YO
U

 CO
U

LD
 LIN

K TH
IS SKILL TO

…
Personal skills:
•	

Understanding of ones’ ow
n preferred learning 

strategies (n°1)
•	

Perseverance (n°2)
•	

M
otivation and determ

ination to m
eet objectives (n°10)

•	
W
ill to discover and learn (n°14)

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

•	
Self-confidence (n°20)

Social skills:
•	

Ability to com
m
unicate effectively both orally and in 

w
riting (n°1)

•	
Ability to w

ork collaboratively in team
 (n°11)

W
H

AT
 Y

O
U

R 
CL

IE
N

T 
M

AY
 D

O
...

•	
In
 h
is/
he

r s
pa

re
 ti
m
e,
 h
e/
sh
e 
sp
en

ds
 ti
m
e 
on

 th
e 
so
cia

l 
ne

tw
or

ks
.

•	
He

/s
he

 u
se

s t
he

 so
cia

l n
et

w
or

ks
 in

 o
rd

er
 to

 ke
ep

 in
 to

uc
h 

w
ith

 th
e 

pe
op

le
 h

e/
sh

e 
al

re
ad

y 
kn

ow
s a

nd
 to

 g
et

 to
 k

no
w

 
ne

w
 p

eo
pl

e.
•	

He
/s
he

 u
se
s s

oc
ia
l m

ed
ia
 to

 sh
ar
e 
an

d 
ge
t i
nf
or
m
ati

on
 

(p
ho

to
s, 
m
es
sa
ge
s e

tc
.) 
w
ith

 o
th
er
 p
eo

pl
e.

•	
He

/s
he

 k
no

w
s h

ow
 to

 u
se
 so

cia
l m

ed
ia
: h

e/
sh
e 
ca
n 
up

lo
ad

 
co

nt
en

t a
s w

el
l a

s a
cc

es
s/

do
w

nl
oa

d 
co

nt
en

t c
re

at
ed

 b
y 

ot
he

rs
.

A 
Q

U
ES

TI
O

N
 Y

O
U

 C
O

U
LD

 A
SK

 T
O

 H
EL

P.
..

•	
Te
ll 
m
e 
ab

ou
t y
ou

r u
se
 o
f s
oc
ia
l n
et
w
or
ks
. W

ha
t c
ou

ld
 y
ou

 
sa
y 
ab

ou
t i
t?

•	
If 
yo
ur
 cl
ie
nt
 n
ee
ds
 to

 b
e 
gu
id
ed

: 
•	

Te
ll 
m
e 
ab

ou
t y
ou

r u
se
 o
f s
oc
ia
l n
et
w
or
ks
. W

ha
t d

o 
yo
u 

us
ua

lly
 n
ee
d 
to
 u
se
 th

em
 fo

r?
 (T
AS

K)
•	

W
ha
t i
s t
he

 sp
ec
ifi
c c

on
te
xt
 in
 w
hi
ch
 y
ou

 u
se
 it
? 
W
hi
ch
 

so
cia

l n
et
w
or
ks
 d
o 
yo
u 
us
e?
 H
ow

 o
fte

n?
 D
o 
yo
u 
us
e 
th
em

 
on

ly
 fo

r l
ei
su
re
 o
r a

re
 th

ey
 a
lso

 a
 w
ay
 to

 m
ak
e 
m
on

ey
 (e

.g
. 

do
 y
ou

 h
av
e 
a 
Yo
uT
ub

e 
ch
an

ne
l e
tc
.)?

 (S
IT
UA

TI
O
N
) 

•	
W
ha
t d

o 
yo
u 
eff

ec
tiv

el
y 
do

 w
ith

 th
em

, w
ha
t t
yp
e 
of
 a
cti
on

s 
do

 y
ou

 ca
rr
y 
ou

t?
 W

hi
ch
 e
le
m
en

ts
 ch

ar
ac
te
ris
e 
th
e 
w
ay
 

yo
u 
us
e 
th
em

? 
(A
CT

IO
N
S)
 

•	
In
 th

e 
en

d,
 w
ha
t a

re
 y
ou

 a
bl
e 
to
 d
o 
w
ith

 th
em

? 
Do

 y
ou

 
re
ac
h 
th
e 
pu

rp
os
e 
yo
u 
us
ed

 th
em

 fo
r?
 (R

ES
UL
TS
)

YO
U

 C
O

U
LD

 L
IN

K 
TH

IS
 S

KI
LL

 T
O

…
Pe

rs
on

al
 sk

ill
s:

•	
W
ill
 to

 d
isc

ov
er
 a
nd

 le
ar
n 
(n
°1
4)

So
ci
al
 sk

ill
s:

•	
Ab

ili
ty
 to

 co
m
m
un

ica
te
 e
ffe

cti
ve
ly
 b
ot
h 
or
al
ly
 a
nd

 in
 

w
riti

ng
 (n

°1
)

•	
Un

de
rs
ta
nd

in
g 
of
 th

e 
co
de

s o
f c
on

du
ct
 a
nd

 m
an

ne
rs
 

ge
ne

ra
lly
 a
cc
ep

te
d 
in
 d
iff
er
en

t s
oc
ie
tie

s a
nd

 e
nv
iro

nm
en

ts
 

(n
°3
)

Di
gi
ta
l s
ki
lls
:

•	
Se
ar
ch
 o
n 
th
e 
In
te
rn
et
 (n

°1
)

•	
U
se
 th

e 
ph

on
e 
(n
°2
)

•	
Us

e 
so
cia

l n
et
w
or
ks
 (n

°4
)

•	
Ba

sic
 u
se
 o
f a

 co
m
pu

te
r (
n°
5)

•	
Ab

ili
ty
 to

 le
ar
n 
ho

w
 to

 u
se
 b
as
ic 
so
ftw

ar
e 
(n
°7
)



H
O

BB
IE

S

N
°7

RE
A

D
IN

G

PERSO
N

AL SKILLS

N
°6

ABILITY TO
 FO

LLO
W

 RU
LES/IN

STRU
CTIO

N
S ADULT

H
O

BBIES

N
°6

A
N

IM
A

L CA
RE A

N
D

 G
A

RD
EN

IN
G

PROFESSIONAL

PR
OFE

SS
IO

NAL

H
O

BB
IE

S

N
°5

IN
TE

RE
ST

 IN
 F

O
RE

IG
N

 L
A

N
G

U
A

G
ES

PR
OFE

SS
IO

NAL

H
O

BBIES

N
°8

CO
O

KIN
G

 A
N

D
 BA

KERY

PROFESSIONAL



W
H

AT YO
U

R CLIEN
T M

AY D
O

...
•	

In his/her spare tim
e, he/she likes to listen to other 

languages (e.g. songs in a foreign language, videos/film
s/

com
puter gam

es w
ith subtitles, etc.).

•	
He/she likes to m

eet people w
ho speak another language 

and he/she tries to com
m

unicate w
ith them

.
•	

He/she has follow
ed or he/she is interested in follow

ing 
foreign languages lessons.

•	
Foreign languages fascinate him

/her.
A Q

U
ESTIO

N
 YO

U
 CO

U
LD

 ASK TO
 H

ELP...
•	

Tell m
e about your interest in foreign languages. W

hat could 
you say about it?

If your client needs to be guided: 
•	

Tell m
e about your interest in foreign languages. W

hat 
w

ould you need to do so that this interest can result in 
concrete actions? (TASK)

•	
Is there a specific reason w

hy you are interested in them
? 

W
hich languages are you particularly interested in? 

(SITUATIO
N
) 

•	
W
hat does this interest result in in term

s of actions? Did 
you try to learn them

? How
 do you proceed? W

hy do you 
choose to learn them

 the w
ay you do? (ACTIO

N
S) 

•	
In the end, w

hat languages are you able to speak/
understand? Are you able to speak/understand/read/w

rite? 
(RESULTS)

YO
U

 CO
U

LD
 LIN

K TH
IS SKILL TO

…
Personal skills:
•	

U
nderstanding of ones’ ow

n preferred learning strategies 
(n°1)

•	
Perseverance (n°2)

•	
Autonom

y (n°3)
•	

Self-discipline (n°4)
•	

M
otivation and determ

ination to m
eet objectives (n°10)

•	
W
ill to discover and learn (n°14)

•	
Self-confidence (n°20)

Social skills:
•	

Ability to com
m
unicate effectively both orally and in w

riting 
(n°1)

•	
Interest in interaction w

ith others and to establish 
interpersonal relationships (n°2)

W
H

AT
 Y

O
U

R 
CL

IE
N

T 
M

AY
 D

O
...

•	
He

/s
he

 h
as
 p
la
nt
s a

t h
om

e 
an

d 
he

/s
he

 c
an

 sp
en

d 
tim

e 
to
 p
re
ve
nt
 th

em
 fr
om

 d
yi
ng

.
•	

If 
hi
s/
he

r p
la
nt
s s

ee
m
 in

 a
 b
ad

 sh
ap

e,
 h
e/
sh
e 
tr
ie
s t
o 

un
de

rs
ta

nd
 w

ha
t i

s w
ro

ng
 a

nd
 to

 d
o 

th
e 

ne
ce

ss
ar

y 
to

 
cu

re
 th

em
.

•	
He

/s
he

 h
as

 p
et

s/
an

im
al

s a
t h

om
e 

an
d 

he
/s

he
 sp

en
ds

 
tim

e 
an

d 
en

er
gy
 to

 lo
ok

 a
fte

r t
he

m
 a
nd

 e
ns
ur
e 
th
ei
r 

he
al
th
 a
nd

 w
el
l-b

ei
ng

.
•	

If 
hi
s/
he

r p
et
s/
an

im
al
s a

re
 si
ck
, h

e/
sh
e 
tr
ie
s t
o 

un
de

rs
ta

nd
 w

ha
t i

s w
ro

ng
; h

e/
sh

e 
m

ay
 b

rin
g 

th
em

 to
 

th
e 
ve
t i
f n

ec
es
sa
ry
 a
nd

 g
iv
e 
th
em

 m
ed

ic
in
e 
ev
en

 if
 it
 

ta
ke
s ti

m
e.

•	
If 
he

/s
he

 m
ee

ts
 a
n 
an

im
al
 in

 a
 b
ad

 sh
ap

e 
in
 th

e 
st
re
et
, 

he
/s

he
 tr

ie
s t

o 
he

lp
 it

.
A 

Q
U

ES
TI

O
N

 Y
O

U
 C

O
U

LD
 A

SK
 T

O
 H

EL
P.

..
•	

Te
ll 
m
e 
ab

ou
t a

 ti
m
e 
yo
u 
ha

d 
to
 c
ar
e 
of
 a
n 
an

im
al
/

pl
an

ts
. W

ha
t c
ou

ld
 y
ou

 sa
y 
ab

ou
t i
t?

If 
yo
ur
 c
lie
nt
 n
ee

ds
 to

 b
e 
gu

id
ed

: 
•	

Te
ll 
m
e 
ab

ou
t a

 ti
m
e 
yo
u 
ha

d 
to
 c
ar
e 
of
 a
n 
an

im
al
/

pl
an

ts
. W

ha
t d

id
 y
ou

 p
re
ci
se
ly
 n
ee

d 
to
 d
o?

 (T
AS

K)
•	

In
 w
hi
ch
 c
on

te
xt
 d
id
 y
ou

 h
av
e 
to
 c
ar
e 
of
 th

em
? 
W
ho

se
 

w
er
e 
th
ey
? 
W
er
e 
yo
u 
pa

id
 fo

r i
t?
 (S

IT
UA

TI
O
N
) 

•	
W
ha

t d
id
 y
ou

 e
ffe

cti
ve
ly
 d
o 
in
 o
rd
er
 to

 c
ar
e 
of
 th

em
? 

Di
d 

th
ey

 g
et

 in
 a

 b
ad

 sh
ap

e/
sic

k 
at

 a
ny

 m
om

en
t o

r d
id

 
yo
u 
fa
ce
 a
ny
 d
iffi

cu
lty

? 
If 
ye
s,
 h
ow

 d
id
 y
ou

 d
ea

l w
ith

 it
? 

(A
CT

IO
N
S)
 

•	
In
 th

e 
en

d,
 d
id
 y
ou

 m
an

ag
e 
to
 ta

ke
 c
ar
e 
of
 th

em
? 

(R
ES
U
LT
S)

YO
U

 C
O

U
LD

 L
IN

K 
TH

IS
 S

KI
LL

 T
O

…
Pe

rs
on

al
 sk

ill
s:

•	
M
oti

va
tio

n 
an

d 
de

te
rm

in
ati

on
 to

 m
ee
t o

bj
ec
tiv

es
 (n

°1
0)

•	
Ab

ili
ty
 to

 fo
llo
w
 th

e 
ru
le
s/
in
st
ru
cti
on

s (
n°
6)

•	
Ab

ili
ty
 to

 p
ro
bl
em

 so
lv
e 
(n
°9
)

•	
Ac

cu
ra
cy
 a
nd

 a
tte

nti
on

 p
ai
d 
to
 d
et
ai
ls 
(n
°1
5)

•	
Pa
tie

nc
e 
(n
°1
8)

So
ci
al
 sk

ill
s:

•	
Em

pa
th
y 
(n
°8
)

W
H

AT YO
U

R CLIEN
T M

AY D
O

...
•	

He/she loves to read one or m
ore types of m

aterials.
•	

He/she is able to concentrate on w
hat he/she is 

reading for a w
hile.

•	
It m

ay happen that he/she tries to read in different 
languages/bilingual books.

A Q
U

ESTIO
N

 YO
U

 CO
U

LD
 ASK TO

 H
ELP...

•	
Tell m

e about the last m
aterial you read. W

hat could 
you say about it and w

hat characterises you as a 
reader?

If your client needs to be guided: 
•	

Tell m
e about the last m

aterial you read. (TASK)
•	

In w
hich context did you read it? W

ere you required 
to read it or w

as it your ow
n choice? W

hat type of 
m
aterial w

as it? (SITUATIO
N
) 

•	
How

 do you proceed in order to read effectively? Could 
you tell m

e w
hat characterises you as a reader? How

 
often do you read? (ACTIO

N
S) 

•	
In the end, did you m

anage to finish reading the 
m
aterial? How

 long did it take you? (RESU
LTS)

YO
U

 CO
U

LD
 LIN

K TH
IS SKILL TO

…
Personal skills:
•	

W
ill to discover and learn (n°14)

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

Social skills:
•	

Ability to com
m
unicate effectively both orally and in 

w
riting (n°1)

W
H

AT
 Y

O
U

R 
CL

IE
N

T 
M

AY
 D

O
...

•	
He

/s
he

 li
ke
s t
o 
co
ok

 a
nd

/o
r b

ak
e 
in
 h
is/

he
r e

ve
ry
da

y 
lif
e.

•	
He

/s
he

 li
ke
s t
o 
fo
llo

w
 re

ci
pe

s b
ut
 a
lso

 to
 in
ve
nt
 n
ew

 
on

es
.

•	
U

su
al

ly,
 p

eo
pl

e 
lik

e 
w

ha
t h

e/
sh

e 
co

ok
s o

r h
is/

he
r 

cu
lin

ar
y 
in
no

va
tio

ns
.

A 
Q

U
ES

TI
O

N
 Y

O
U

 C
O

U
LD

 A
SK

 T
O

 H
EL

P.
..

•	
Te
ll 
m
e 
ab

ou
t a

 ti
m
e 
yo
u 
co
ok
ed

 fo
r m

an
y 
pe

op
le
. W

ha
t 

co
ul
d 
yo
u 
sa
y 
ab

ou
t i
t?

If 
yo
ur
 c
lie
nt
 n
ee

ds
 to

 b
e 
gu

id
ed

: 
•	

Te
ll 
m
e 
ab

ou
t a

 ti
m
e 
yo
u 
co
ok
ed

 fo
r m

an
y 
pe

op
le
. (
TA

SK
)

•	
In
 w
hi
ch
 c
on

te
xt
 w
as
 it
? 
W
as
 it
 in

 a
 p
ro
fe
ss
io
na

l c
on

te
xt
, 

at
 h
om

e 
or
 fo

r l
ei
su
re
? 
Fo
r h

ow
 m

an
y 
pe

op
le
 d
id
 y
ou

 
ne

ed
 to

 c
oo

k 
fo
r?
 D
id
 y
ou

 a
tte

nd
 a
ny
 tr
ai
ni
ng

? 
Ha

ve
 

yo
u 
ev
er
 p
ra
cti

ce
d 
it 
in
 a
 c
lu
b,
 w
ith

 o
th
er
 p
eo

pl
e?
 

(S
IT
UA

TI
O
N
) 

•	
Ho

w
 d
id
 y
ou

 p
ro
ce
ed

 in
 o
rd
er
 to

 b
e 
su
cc
es
sf
ul
? 
Co

ul
d 

yo
u 
te
ll 
m
e 
w
ha

t c
ha

ra
ct
er
ise

s y
ou

 a
s a

 c
oo

k?
 H
ow

 o
fte

n 
do

 y
ou

 c
oo

k 
in
 y
ou

r d
ai
ly
 li
fe
? 
W
ha

t t
yp

e 
of
 p
ro
du

ct
s d

o 
yo
u 
us
ua

lly
 c
oo

k?
 (A

CT
IO
N
S)
 

•	
In
 th

e 
en

d,
 d
id
 y
ou

 m
an

ag
e 
to
 c
oo

k 
fo
r a

ll 
th
es
e 
pe

op
le
? 

W
er
e 
th
ey
 a
nd

 y
ou

rs
el
f s
ati

sfi
ed

 w
ith

 th
e 
re
su
lt?

 H
av
e 

yo
u 
ev
er
 u
se
d 
yo
ur
 ta

le
nt
s f
or
 c
oo

ki
ng

 in
 o
rd
er
 to

 e
ar
n 

m
on

ey
?  
(R

ES
U
LT
S)

YO
U

 C
O

U
LD

 L
IN

K 
TH

IS
 S

KI
LL

 T
O

…
Pe

rs
on

al
 sk

ill
s:

•	
Ab

ili
ty
 to

 fo
llo
w
 th

e 
ru
le
s/
in
st
ru
cti
on

s (
n°
6)

•	
W
ill
 to

 d
isc

ov
er
 a
nd

 le
ar
n 
(n
°1
4)
 

•	
Ac

cu
ra
cy
 a
nd

 a
tte

nti
on

 p
ai
d 
to
 d
et
ai
ls 
(n
°1
5)

So
ci
al
 sk

ill
s:

•	
Cu

st
om

er
 se

rv
ice

 sk
ill
s (
n°
15

)
Pr
of
es
sio

na
l s
ki
lls

: 
•	

Ge
ne

ra
l m

an
ua

l c
om

pe
te
nc
es
 (n

°1
)

•	
Ba

sic
 se

lli
ng
 sk

ill
s (
n°
3)

•	
Ba

sic
 m

at
he

m
ati

ca
l s
ki
lls
 (n

°5
)

•	
Kn

ow
le
dg
e 
of
 th

e 
m
ai
n 
hy
gi
en

e 
an

d 
al
im

en
ta
ry
 n
or
m
s 

(n
°6
)



H
O

BBIES

N
°10

CO
M

PU
TER G

A
M

ES

H
O

BB
IE

S

N
°1

1
SO

CI
A

L 
G

A
M

ES

PROFESSIONAL

PR
OFE

SS
IO

NAL

H
O

BB
IE

S

N
°9

VO
LU

N
TE

ER
IN

G

PR
OFE

SS
IO

NAL

H
O

BBIES

N
°12

 A
CTIVITIES IN

 N
ATU

RE (SEA
SID

E, M
O

U
N

TA
IN

)

PROFESSIONAL



W
H

AT YO
U

R CLIEN
T M

AY D
O

...
•	

He/she can give tim
e for things in w

hich he/she 
believes/to act in line w

ith his/her convictions.
•	

He/she has already been involved in an association/
given tim

e for specific causes that are im
portant to him

/
her.

A Q
U

ESTIO
N

 YO
U

 CO
U

LD
 ASK TO

 H
ELP...

•	
Tell m

e about a tim
e you volunteered. W

hat could you say 
about it?

If your client needs to be guided: 
•	

Tell m
e about a tim

e you volunteered. W
hat activities did 

you have to carry out as a volunteer? (TASK)
•	

In w
hich context w

as it? In w
hich organisation? W

hy did you 
decide to start volunteering w

ith that specific organisation? 
For how

 long did you volunteer for? (SITUATIO
N
) 

•	
How

 did you proceed in order to carry out your activities? 
Could you tell m

e w
hat behaviours characterise you as a 

volunteer? (ACTIO
N
S) 

•	
In the end, did you m

anage to carry out your activities? Did 
this experience influence you? W

hat did the people say 
about you in that organisation? (RESULTS)

YO
U

 CO
U

LD
 LIN

K TH
IS SKILL TO

…
Personal skills:
•	

M
otivation and determ

ination to m
eet objectives (n°10)

•	
Sense of responsibility (n°16)

•	
Self-confidence (n°20)

•	
Hard-w

orking (n°21)	
Social skills:
•	

Ability to com
m
unicate effectively both orally and in w

riting 
(n°1)

•	
Interest in interaction w

ith others and to establish 
interpersonal relationships (n°2)

•	
Aw

areness of basic concepts relating to individuals, groups, 
w
ork organizations, gender equality, non-discrim

ination, 
society, culture (n°4)

•	
Tolerance (n°5)

•	
Em

pathy (n°8)
•	

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

Reliability (n°10)
•	

Ability to w
ork collaboratively in team

 (n°11)
•	

Positivity (n°12)

W
H

AT
 Y

O
U

R 
CL

IE
N

T 
M

AY
 D

O
...

•	
He

/s
he

 li
ke
s t
o 
pl
ay
 co

m
pu

te
r g

am
es
 in
 h
is/
he

r s
pa

re
 ti
m
e.

•	
He

/s
he

 p
la
ys
 g
am

es
 th

at
 a
re
 p
la
ye
d 
on

lin
e 
in
 co

lla
bo

ra
tio

n 
w

ith
 o

th
er

 p
eo

pl
e.

•	
He

/s
he

 p
la
ys
 g
am

es
 th

at
 re

qu
ire

 to
 a
dm

in
ist
ra
te
 a
va
ila
bl
e 

re
so

ur
ce

s.
•	

He
/s
he

 p
la
ys
 g
am

es
 th

at
 re

qu
ire

 h
im

/h
er
 to

 n
eg
oti

at
e 
w
ith

 
ot

he
rs

.
•	

He
/s
he

 li
ke
s g

am
es
 th

at
 re

qu
ire

 to
 b
ui
ld
 a
 st
ra
te
gy
/t
o 
so
lv
e 
a 

pr
ob

le
m
ati

c s
itu

ati
on

 to
 w
in
.

A 
Q

U
ES

TI
O

N
 Y

O
U

 C
O

U
LD

 A
SK

 T
O

 H
EL

P.
..

•	
Te
ll 
m
e 
ab

ou
t t
he

 la
st
 ti
m
e 
yo
u 
pl
ay
ed

 a
 co

m
pu

te
r g

am
e.
 W

ha
t 

co
ul
d 
yo
u 
sa
y 
ab

ou
t i
t?

If 
yo
ur
 cl
ie
nt
 n
ee
ds
 to

 b
e 
gu
id
ed

: 
•	

Te
ll 
m
e 
ab

ou
t t
he

 la
st
 ti
m
e 
yo
u 
pl
ay
ed

 a
 co

m
pu

te
r g

am
e.
 W

ha
t 

w
er
e 
th
e 
m
ai
n 
ta
sk
s y

ou
 h
ad

 to
 ca

rr
y 
ou

t i
n 
th
at
 g
am

e?
 (T
AS

K)
•	

W
ha
t t
yp
e 
of
 g
am

e 
w
as
 it
? 
W
hy
 d
id
 y
ou

 li
ke
 th

is 
ga
m
e?
 D
id
 

yo
u 
pl
ay
 w
ith

 o
th
er
 p
eo

pl
e 
or
 o
n 
yo
ur
 o
w
n?
 In
 y
ou

r d
ai
ly
 li
fe
, 

ho
w
 o
fte

n 
do

 y
ou

 p
la
y 
co
m
pu

te
r g

am
es
? 
(S
IT
UA

TI
O
N
) 

•	
Ho

w
 d

id
 y

ou
 p

ro
ce

ed
 in

 o
rd

er
 to

 ca
rr

y 
ou

t t
he

se
 m

ai
n 

ta
sk

s 
eff

ec
tiv

el
y?
 W

hi
ch
 w
or
ds
 co

ul
d 
ch
ar
ac
te
ris
e 
th
e 
w
ay
 y
ou

 
pl
ay
ed

? 
(A
CT

IO
N
S)
 

•	
In
 th

e 
en

d,
 d
id
 y
ou

 m
an

ag
e 
to
 ca

rr
y 
th
em

 o
ut
 e
ffe

cti
ve
ly
? 

W
hi
ch
 w
or
ds
 co

ul
d 
ch
ar
ac
te
ris
e 
th
e 
w
ay
 y
ou

 p
la
ye
d?

 
(R
ES
UL
TS
)

YO
U

 C
O

U
LD

 L
IN

K 
TH

IS
 S

KI
LL

 T
O

…
Pe

rs
on

al
 sk

ill
s:

•	
Pe
rs
ev
er
an

ce
 (n

°2
)

•	
Ab

ili
ty
 to

 fo
llo
w
 th

e 
ru
le
s/
in
st
ru
cti
on

s (
n°
6)

•	
Ab

ili
ty
 to

 p
ro
bl
em

 so
lv
e 
(n
°9
)

•	
M
oti

va
tio

n 
an

d 
de

te
rm

in
ati

on
 to

 m
ee
t o

bj
ec
tiv

es
 (n

°1
0)

•	
Pa
tie

nc
e 
(n
°1
8)

	
So

ci
al
 sk

ill
s:

•	
Ab

ili
ty
 to

 co
m
m
un

ica
te
 e
ffe

cti
ve
ly
 b
ot
h 
or
al
ly
 a
nd

 in
 w
riti

ng
 

(n
°1
)

•	
Re

lia
bi
lit
y 
(n
°1
0)

•	
Ab

ili
ty
 to

 w
or
k 
co
lla
bo

ra
tiv

el
y 
in
 te

am
 (n

°1
1)
 

Di
gi
ta
l s
ki
lls
:

•	
Se
ar
ch
 o
n 
th
e 
In
te
rn
et
 (n

°1
)

•	
Ba

sic
 u
se
 o
f a

 co
m
pu

te
r (
n°
5)

•	
Ab

ili
ty
 to

 le
ar
n 
ho

w
 to

 u
se
 b
as
ic 
so
ftw

ar
e 
(n
°7
)

W
H

AT YO
U

R CLIEN
T M

AY D
O

...
•	

He/she likes to play gam
es that require interaction, 

collaboration, com
m
unication w

ith other people.
•	

He/she likes m
ultiplayer gam

es that im
ply to m

anage (e.g. 
m
anage tim

e or m
oney), to guess (e.g. try to understand/

com
m
unicate the right inform

ation), etc.
•	

He/she plays gam
es that require developing strategies and/or 

anticipating w
hat his/her opponent w

ill do in order to w
in.

A Q
U

ESTIO
N

 YO
U

 CO
U

LD
 ASK TO

 H
ELP...

•	
Tell m

e about the last tim
e you played a social gam

e. W
hat 

could you say about it?
If your client needs to be guided: 
•	

Tell m
e about the last tim

e you played a social gam
e. W

hat 
did this gam

e require you to do? (TASK)
•	

In w
hich context w

as it? W
ith w

hom
 did you play? W

hat 
gam

e w
as it? Did you propose to play or w

as it som
eone 

else? W
as it a gam

e to be played in team
 or individually? 

W
hat w

ere the m
ain rules and objectives to m

eet in order to 
w
in? In your daily life, how

 often do you play social gam
es? 

(SITUATIO
N
) 

•	
How

 did you proceed in order to be successful? W
hich w

ords 
could characterise the w

ay you played? (ACTIO
N
S) 

•	
In the end, did you m

anage to carry out the activities 
required by the gam

e? W
hich w

ords could characterise the 
w
ay you played?  (RESU

LTS)
YO

U
 CO

U
LD

 LIN
K TH

IS SKILL TO
…

Personal skills:
•	

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

•	
Ability to problem

 solve (n°9)
•	

M
otivation and determ

ination to m
eet objectives (n°10)

Professional skills: 
•	

General m
anual com

petences (n°1)
•	

Basic selling skills (n°3)
•	

Basic m
athem

atical skills (n°5)
•	

Know
ledge of the m

ain hygiene and alim
entary norm

s (n°6)
Social skills:
•	

Ability to com
m
unicate effectively both orally and in w

riting (n°1)
•	

Interest in interaction w
ith others and to establish interpersonal 

relationships (n°2)
•	

Ability to w
ork collaboratively in team

 (n°11)
•	

Positivity (n°12)

W
H

AT
 Y

O
U

R 
CL

IE
N

T 
M

AY
 D

O
...

•	
He

/s
he

 h
as
 p
ra
cti

ce
d 
se
as
id
e 
ac
tiv

iti
es
/s
po

rt
s t
ha

t h
el
pe

d 
hi

m
/h

er
 a

cq
ui

re
 te

ch
ni

ca
l k

no
w

le
dg

e 
an

d 
sk

ill
s.

•	
He

/s
he

 is
 u
se
d 
to
 d
oi
ng

 sp
or
t/
ac
tiv

iti
es
 in

 th
e 
m
ou

nt
ai
n 

th
at
 a
llo

w
ed

 h
im

/h
er
 to

 d
ev
el
op

 h
is/

he
r k

no
w
le
dg

e 
on

 it
 

(e
.g
. n

ic
e 
pl
ac
es
 to

 se
e,
 w
he

re
 to

 g
o 
fo
r t
re
kk
in
g,
 n
am

es
 

of
 th

e 
pl
an

ts
 a
nd

 a
ni
m
al
s,
 e
tc
.).

A 
Q

U
ES

TI
O

N
 Y

O
U

 C
O

U
LD

 A
SK

 T
O

 H
EL

P.
..

•	
Te
ll 
m
e 
ab

ou
t y

ou
r m

os
t s
ig
ni
fic
an

t e
xp
er
ie
nc
e 
w
ith

 
na

tu
re
 a
cti

vi
tie

s.
 W

ha
t c
ou

ld
 y
ou

 sa
y 
ab

ou
t i
t?

If 
yo
ur
 c
lie
nt
 n
ee

ds
 to

 b
e 
gu

id
ed

: 
•	

Te
ll 
m
e 
ab

ou
t y

ou
r m

os
t s
ig
ni
fic
an

t e
xp
er
ie
nc
e 
w
ith

 
na

tu
re
 a
cti

vi
tie

s.
 (T
AS

K)
•	

W
ha

t a
cti

vi
ty
 w
as
 it
? 
In
 w
hi
ch
 c
on

te
xt
 w
as
 it
? 
W
as
 it
 in

 a
 

pr
of
es
sio

na
l c
on

te
xt
 o
r f
or
 le
isu

re
? 
Di
d 
yo
u 
pr
ac
tic

e 
it 
on

 
yo
ur
 o
w
n 
or
 w
ith

 o
th
er
 p
eo

pl
e?
 H
av
e 
yo
u 
ev
er
 p
ra
cti

ce
d 

it 
in
 a
 c
lu
b 
or
 fo

llo
w
ed

 a
 tr
ai
ni
ng

? 
Ho

w
 o
fte

n 
do

 y
ou

 
pr
ac
tic

e 
it 
in
 y
ou

r d
ai
ly
 li
fe
? 
(S
IT
UA

TI
O
N
) 

•	
Ho

w
 d
id
 y
ou

 p
ro
ce
ed

 in
 o
rd
er
 to

 b
e 
su
cc
es
sf
ul
 w
ith

 th
is 

ac
tiv

ity
? 
W
er
e 
th
er
e 
pa

rti
cu
la
r t
ec
hn

iq
ue

s o
r k

no
w
le
dg

e 
yo
u 
ne

ed
ed

 to
 a
pp

ly
? 
Di
d 
yo
u 
ha

ve
 a
ny
 g
oa

ls 
to
 re

ac
h?

 
(A
CT

IO
N
S)
 

•	
In

 th
e 

en
d,

 d
id

 y
ou

 m
an

ag
e 

to
 d

o 
w

ha
t y

ou
 w

an
te

d 
to

 
do

 (t
o 
re
ac
h 
pa

rti
cu
la
r o

bj
ec
tiv

es
, t
o 
ap

pl
y 
pa

rti
cu
la
r 

te
ch
ni
qu

es
/k
no

w
le
dg

e 
et
c.
)?
 (R

ES
U
LT
S)

YO
U

 C
O

U
LD

 L
IN

K 
TH

IS
 S

KI
LL

 T
O

…
Pe

rs
on

al
 sk

ill
s:

•	
Pe
rs
ev
er
an

ce
 (n

°2
)

•	
Au

to
no

m
y 
(n
°3
)

•	
Ab

ili
ty
 to

 fo
llo
w
 th

e 
ru
le
s/
in
st
ru
cti
on

s (
n°
6)

•	
Ab

ili
ty
 to

 p
ro
bl
em

 so
lv
e 
(n
°9
)

•	
M
oti

va
tio

n 
an

d 
de

te
rm

in
ati

on
 to

 m
ee
t o

bj
ec
tiv

es
 (n

°1
0)

•	
W
ill
 to

 d
isc

ov
er
 a
nd

 le
ar
n 
(n
°1
4)

•	
Ac

cu
ra
cy
 a
nd

 a
tte

nti
on

 p
ai
d 
to
 d
et
ai
ls 
(n
°1
5)

•	
Se
ns
e 
of
 re

sp
on

sib
ili
ty
 (n

°1
6)

•	
Se
lf-
co
nfi

de
nc
e 
(n
°2
0)

So
ci
al
 sk

ill
s (
if 
in
 c
ol
la
bo

ra
tio

n 
w
ith

 o
th
er
s)
:

•	
Ab

ili
ty
 to

 co
m
m
un

ica
te
 e
ffe

cti
ve
ly
 b
ot
h 
or
al
ly
 a
nd

 in
 w
riti

ng
 

(n
°1
)

•	
Re

lia
bi
lit
y 
(n
°1
0)

•	
Ab

ili
ty
 to

 w
or
k 
co
lla
bo

ra
tiv

el
y 
in
 te

am
 (n

°1
1)



D
IG

ITAL SKILLS

N
°2 

U
SE TH

E PH
O

N
E

D
IG

IT
AL

 S
KI

LL
S

N
°3

U
SE

 A
 M

A
IL

BO
X

PROFESSIONAL

PR
OFE

SS
IO

NAL

D
IG

IT
AL

 S
KI

LL
S

N
°1

 
SE

A
RC

H
 O

N
 T

H
E 

IN
TE

RN
ET

D
IG

ITAL SKILLS

N
°4

U
SE SO

CIA
L N

ETW
O

RKS

PR
OFE

SS
IO

NAL

PROFESSIONAL



W
H

AT YO
U

R CLIEN
T SH

O
U

LD
 BE ABLE TO

 D
O

...
•	

He/she is able to use a keyboard.
•	

He/she is able to check w
hether he/she has an Internet 

connection.
•	

He/she know
s the different search engines.

•	
He/she is able to identify the key w

ords to type in order 
to get relevant results.

•	
He/she is able to select the type of m

aterial he/she 
needs (textual inform

ation, im
ages, videos, books, etc.). 

 A Q
U

ESTIO
N

 YO
U

 CO
U

LD
 ASK TO

 H
ELP...

•	
Tell m

e about a tim
e you have needed to search for 

inform
ation on the Internet. How

 did you handle it?
If your client needs to be guided: 
•	

Tell m
e about a tim

e you have needed to search for 
inform

ation on the Internet. Can you explain precisely 
w
hat you had to do? (TASK) 

•	
W
hat w

as the specific context? W
hat kind of 

inform
ation w

as it? (SITUATIO
N
) 

•	
How

 did you proceed in order to find the inform
ation 

you needed? (ACTIO
N
S) 

•	
In the end, did you find it? If not, w

hy? (RESU
LTS) 

YO
U

 CO
U

LD
 LIN

K TH
IS SKILL TO

…
Digital skills:
•	

U
se a m

ailbox (n°3)
•	

U
se social netw

orks (n°4)
•	

Basic use of a com
puter (n°5)

•	
M
ake a CV (n°6)

W
H

AT
 Y

O
U

R 
CL

IE
N

T 
SH

O
U

LD
 B

E 
AB

LE
 T

O
 D

O
...

•	
He

/s
he

 is
 a
bl
e 
to
 c
al
l w

ith
 a
 sm

ar
tp
ho

ne
. 

•	
He

/s
he

 is
 a
bl
e 
to
 te

xt
 a
nd

 to
 a
cc
es
s t
he

 m
es
sa
ge
s h

e/
sh
e 
re
ce
iv
es
.

•	
He

/s
he

 is
 a
bl
e 
to
 li
st
en

 to
 th

e 
vo
ca
l m

es
sa
ge
s p

eo
pl
e 

le
av
e 
hi
m
/h
er

. 
 A 

Q
U

ES
TI

O
N

 Y
O

U
 C

O
U

LD
 A

SK
 T

O
 H

EL
P.

..
•	

Te
ll 
m
e 
ab

ou
t a

 ti
m
e 
yo
u 
ha

ve
 b
ee

n 
re
qu

ire
d 
to
 se

nd
 a
 

m
es
sa
ge
 to

 so
m
eo

ne
. H

ow
 d
id
 y
ou

 h
an

dl
e 
it?

If 
yo
ur
 c
lie
nt
 n
ee

ds
 to

 b
e 
gu

id
ed

:
•	

Te
ll 
m
e 
ab

ou
t a

 ti
m
e 
yo
u 
ha

ve
 b
ee

n 
re
qu

ire
d 
to
 se

nd
 a
 

m
es
sa
ge
 to

 so
m
eo

ne
. (
TA

SK
) 

•	
W
ha

t w
as
 th

e 
sp
ec
ifi
c 
co
nt
ex
t?
 D
id
 y
ou

 h
av
e 
to
 se

nd
 it
 

th
ro
ug

h 
a 
pa

rti
cu
la
r a

pp
lic
ati

on
? 
(S
IT
UA

TI
O
N
) 

•	
Ho

w
 d
id
 y
ou

 p
ro
ce
ed

 in
 o
rd
er
 to

 se
nd

 it
? 
Di
d 
yo
u 

do
w
nl
oa

d 
an

 a
pp

lic
ati

on
 fo

r t
ha

t?
 (A

CT
IO
N
S)
 

•	
In
 th

e 
en

d,
 d
id
 y
ou

 m
an

ag
e 
to
 se

nd
 it
? 
If 
no

t, 
w
hy
? 

(R
ES
U
LT
S)

YO
U

 C
O

U
LD

 L
IN

K 
TH

IS
 S

KI
LL

 T
O

…
Di
gi
ta
l s
ki
lls
:

•	
U
se
 so

ci
al
 n
et
w
or
ks
 (n

°4
)

So
ci
al
 sk

ill
s:

•	
Ab

ili
ty
 to

 c
om

m
un

ic
at
e 
eff

ec
tiv

el
y 
bo

th
 o
ra
lly
 a
nd

 in
 

w
riti

ng
 (n

°1
)

W
H

AT YO
U

R CLIEN
T SH

O
U

LD
 BE ABLE TO

 D
O

...
•	

He/she is able to create an e-m
ail address (on his/her 

ow
n or w

ith som
eone else’s help).

•	
He/she know

s how
 to send an e-m

ail and how
 to attach 

a docum
ent.

•	
He/she can use the basic functions of a m

ailbox: he/she 
is able to read the e-m

ails he/she received, to check 
the ones he/she sent, to register drafts and to m

anage 
the spam

. 
 A Q

U
ESTIO

N
 YO

U
 CO

U
LD

 ASK TO
 H

ELP...
•	

Tell m
e about a tim

e you had to send an e-m
ail w

ith a 
file attached. How

 did you handle it?
If your client needs to be guided: 
•	

Tell m
e about a tim

e you had to send an e-m
ail w

ith a 
file attached. (TASK) 

•	
W
hat w

as the specific context? W
as it for w

ork? 
(SITUATIO

N
) 

•	
How

 did you proceed in order to attach the file and 
send it? (ACTIO

N
S) 

•	
In the end, did you m

anage to do it on your ow
n? Did 

you need to ask for help? (RESU
LTS)

YO
U

 CO
U

LD
 LIN

K TH
IS SKILL TO

…
Digital skills:
•	

Search on the Internet (n°1)
•	

U
se social netw

orks (n°4)
•	

Basic use of a com
puter (n°5)

Social skills:
•	

Ability to com
m
unicate effectively both orally and in 

w
riting (n°1)

•	
U
nderstanding of the codes of conduct and m

anners 
generally accepted in different societies and 
environm

ents (n°3)

W
H

AT
 Y

O
U

R 
CL

IE
N

T 
SH

O
U

LD
 B

E 
AB

LE
 T

O
 D

O
...

•	
He

/s
he

 is
 a
bl
e 
to
 u
se
 c
om

m
on

 a
pp

lic
ati

on
s (
W
ha

ts
Ap

p,
 

Te
le
gr
am

, M
es
se
ng

er
, F
ac
eb

oo
k,
 L
in
ke
dI
n,
 e
tc
.).

•	
He

/s
he

 is
 a
w
ar
e 
of
 th

e 
ris
ks
 th

at
 c
an

 b
e 
lin

ke
d 
to
 

th
e 
us
e 
of
 so

ci
al
 n
et
w
or
ks
 a
nd

 h
e/
sh
e 
kn

ow
s h

ow
 to

 
pr
ot
ec
t h

is/
he

r p
er
so
na

l d
at
a.

•	
He

/s
he

 is
 a
w
ar
e 
of
 th

e 
be

ne
fit
s h

e/
sh
e 
ca
n 
ge
t f
ro
m
 th

e 
uti

lis
ati

on
 o
f s
oc
ia
l m

ed
ia
 (a

cc
es
s t
ar
ge
te
d 
in
fo
rm

ati
on

, 
fin

d 
a 
jo
b,
 e
tc
.).

 A 
Q

U
ES

TI
O

N
 Y

O
U

 C
O

U
LD

 A
SK

 T
O

 H
EL

P.
..

•	
Te
ll 
m
e 
ab

ou
t a

 ti
m
e 
yo
u 
ha

ve
 b
ee

n 
re
qu

ire
d 
to
 d
o 

so
m
et
hi
ng

 o
n 
a 
so
ci
al
 n
et
w
or
k.
 H
ow

 d
id
 y
ou

 m
an

ag
e 

it?
If 
yo
ur
 c
lie
nt
 n
ee

ds
 to

 b
e 
gu

id
ed

: 
•	

Te
ll 
m
e 
ab

ou
t a

 ti
m
e 
yo
u 
ha

ve
 b
ee

n 
re
qu

ire
d 
to
 d
o 

so
m
et
hi
ng

 o
n 
a 
so
ci
al
 n
et
w
or
k.
 W

ha
t d

id
 y
ou

 p
re
ci
se
ly
 

ne
ed

 to
 d
o?

 (T
AS

K)
 

•	
W
ha

t w
as
 th

e 
sp
ec
ifi
c 
co
nt
ex
t?
 W

as
 it
 fo

r w
or
k 
or
 in

 
yo
ur
 p
er
so
na

l l
ife

? 
Di
d 
yo
u 
al
re
ad

y 
us
e 
th
at
 so

ci
al
 

ne
tw

or
k?
 (S

IT
UA

TI
O
N
) 

•	
Ho

w
 d
id
 y
ou

 p
ro
ce
ed

 in
 o
rd
er
 to

 d
o 
w
ha

t y
ou

 w
er
e 

re
qu

ire
d 
to
? 
(A
CT

IO
N
S)
 

•	
In
 th

e 
en

d,
 d
id
 y
ou

 m
an

ag
e 
to
 d
o 
w
ha

t y
ou

 w
er
e 

re
qu

ire
d 
to
? 
Di
d 
yo
u 
do

 it
 o
n 
yo
ur
 o
w
n 
or
 n
ee

d 
to
 a
sk
 

fo
r h

el
p?

 (R
ES
U
LT
S)

•	 YO
U

 C
O

U
LD

 L
IN

K 
TH

IS
 S

KI
LL

 T
O

…
Di
gi
ta
l s
ki
lls
:

•	
Se
ar
ch
 o
n 
th
e 
In
te
rn
et
 (n

°1
)

•	
U
se
 th

e 
ph

on
e 
(n
°2
)

•	
Ba

sic
 u
se
 o
f a

 c
om

pu
te
r (
n°
5)

So
ci
al
 sk

ill
s:

•	
Ab

ili
ty
 to

 c
om

m
un

ic
at
e 
eff

ec
tiv

el
y 
bo

th
 o
ra
lly
 a
nd

 in
 

w
riti

ng
 (n

°1
)

•	
In
te
re
st
 in

 in
te
ra
cti

on
 w
ith

 o
th
er
s a

nd
 to

 e
st
ab

lis
h 

in
te
rp
er
so
na

l r
el
ati

on
sh
ip
s (
n°
2)



D
IG

ITAL SKILLS

N
°6

M
A

KE A CV

D
IG

IT
AL

 S
KI

LL
S

N
°7

A
BI

LI
TY

 T
O

 L
EA

RN
 H

O
W

 T
O

 U
SE

 B
A

SI
C 

SO
FT

W
A

RE

PROFESSIONAL

PR
OFE

SS
IO

NAL

D
IG

IT
AL

 S
KI

LL
S

N
°5

BA
SI

C 
U

SE
 O

F 
A 

CO
M

PU
TE

RPR
OFE

SS
IO

NAL



W
H

AT YO
U

R CLIEN
T SH

O
U

LD
 BE ABLE TO

 D
O

...

•	
He/she is able to use a keyboard.

•	
He/she know

s how
 to use basic program

m
es: he/she 

can w
rite a text in a w

ord processing program
m
e, save 

and stam
p a docum

ent, etc.
•	

He/she can find the docum
ents, im

ages, audios he/she 
saved in the com

puter.
•	

He/she know
s how

 to surf on the Internet. 
 A Q

U
ESTIO

N
 YO

U
 CO

U
LD

 ASK TO
 H

ELP...
	•	

Tell m
e about a tim

e you have been required to w
rite, 

save and stam
p a docum

ent on the com
puter. How

 did 
you handle it?

If your client needs to be guided: 
•	

Tell m
e about a tim

e you have been required to w
rite, 

save and stam
p a docum

ent on the com
puter. W

hat did 
you precisely need to do? (TASK) 

•	
W
hat w

as the specific context? W
as it for w

ork or in 
your personal life? (SITUATIO

N
) 

•	
How

 did you proceed in order to do w
hat you w

ere 
required to? (ACTIO

N
S) 

•	
In the end, did you m

anage to do everything? Did you 
do it on your ow

n or did you need to ask for help at 
least for one thing? (RESU

LTS)

YO
U

 CO
U

LD
 LIN

K TH
IS SKILL TO

…

Digital skills:
•	

Search on the Internet (n°1)
•	

U
se a m

ailbox (n°3)
•	

U
se social netw

orks (n°4)
Social skills:
•	

Parts catalogue know
ledge (n°9)

W
H

AT
 Y

O
U

R 
CL

IE
N

T 
SH

O
U

LD
 B

E 
AB

LE
 T

O
 D

O
...

•	
He

/s
he

 k
no

w
s w

ha
t i
nf
or
m
ati

on
 is
 to

 b
e 
in
cl
ud

ed
 in

 a
 

CV
.

•	
He

/s
he

 is
 a
w
ar
e 
of
 th

e 
to
ol
s t
ha

t e
xi
st
 in

 o
rd
er
 to

 h
el
p 

hi
m
/h
er
 m

ak
e 
hi
s/
he

r C
V 
(e
.g
. E
ur
op

as
s)
.

•	
He

/s
he

 is
 a
bl
e 
to
 u
pd

at
e 
hi
s/
he

r C
V 
by
 u
pl
oa

di
ng

 th
e 

fil
e 
on

 a
 sp

ec
ia
liz
ed

 to
ol
 li
ke
 E
ur
op

as
s o

r o
pe

ni
ng

 it
 in

 a
 

w
or
d 
pr
oc
es
sin

g 
pr
og

ra
m
m
e.

•	
He

/s
he

 is
 a
bl
e 
to
 a
da

pt
 h
is/

he
r C

V 
ac
co
rd
in
g 
to
 e
ac
h 

jo
b 
off

er
.

 A 
Q

U
ES

TI
O

N
 Y

O
U

 C
O

U
LD

 A
SK

 T
O

 H
EL

P.
..

•	
Te
ll 
m
e 
ab

ou
t a

 ti
m
e 
yo
u 
ha

ve
 n
ee

de
d 
to
 w
rit
e 
yo
ur
 C
V.
 

Ho
w
 d
id
 y
ou

 h
an

dl
e 
it?

If 
yo
ur
 c
lie
nt
 n
ee

ds
 to

 b
e 
gu

id
ed

: 
•	

Te
ll 
m
e 
ab

ou
t a

 ti
m
e 
yo
u 
ha

ve
 n
ee

de
d 
to
 w
rit
e 
yo
ur
 C
V.
 

(T
AS

K)
 

•	
W
ha

t w
as
 th

e 
sp
ec
ifi
c 
co
nt
ex
t?
 W

as
 it
 fo

r a
 sp

ec
ifi
c 

jo
b 
off

er
? 
W
as
 it
 th

e 
fir
st
 ti
m
e 
yo
u 
ha

d 
to
 w
rit
e 
it?

 
(S
IT
UA

TI
O
N
) 

•	
Ho

w
 d
id
 y
ou

 p
ro
ce
ed

 in
 o
rd
er
 to

 w
rit
e 
an

d 
fo
rm

at
 it
? 

(A
CT

IO
N
S)
 

•	
In
 th

e 
en

d,
 d
id
 y
ou

 m
an

ag
e 
to
 m

ak
e 
it?

 W
er
e 
yo
u 

sa
tis
fie

d 
w
ith

 w
ha

t i
t l
oo

ke
d 
lik
e?
 D
id
 y
ou

 d
o 
it 
on

 y
ou

r 
ow

n 
or
 n
ee

d 
to
 a
sk
 fo

r h
el
p?

 (R
ES
U
LT
S)

•	 YO
U

 C
O

U
LD

 L
IN

K 
TH

IS
 S

KI
LL

 T
O

…
Di
gi
ta
l s
ki
lls
:

•	
Se
ar
ch
 o
n 
th
e 
In
te
rn
et
 (n

°1
)

•	
Ba

sic
 u
se
 o
f a

 c
om

pu
te
r (
n°
5)

So
ci
al
 sk

ill
s:

•	
Ab

ili
ty
 to

 c
om

m
un

ic
at
e 
eff

ec
tiv

el
y 
bo

th
 o
ra
lly
 a
nd

 in
 

w
riti

ng
 (n

°1
)

Pe
rs
on

al
 sk

ill
s:

•	
Au

to
no

m
y 
(n
°3
)

•	
Ab

ili
ty
 to

 ju
dg

e 
an

d 
id
en

tif
y 
on

e’
s s

tr
en

gt
hs
 a
nd

 
w
ea

kn
es
se
s (
n°
8)
”

W
H

AT YO
U

R CLIEN
T SH

O
U

LD
 BE ABLE TO

 D
O

...

•	
He/she is interested in technology and he/she is alw

ays 
w
illing to learn m

ore about how
 to use it.

•	
He/she is not afraid of using new

 tools.
•	

He/she believes that technological devices can help 
him

/her be m
ore effective in his/her w

ork and m
ake 

him
/her save tim

e.
 A Q

U
ESTIO

N
 YO

U
 CO

U
LD

 ASK TO
 H

ELP...
	•	

Tell m
e about a tim

e you have been required to use a 
softw

are you did not know
. How

 did you handle it?
If your client needs to be guided: 
•	

Tell m
e about a tim

e you have been required to use a 
softw

are you did not know
. (TASK) 

•	
W
hat w

as the specific context? W
hat softw

are w
as 

it? W
as it at w

ork? W
hy did you need to use it? 

(SITUATIO
N
) 

•	
How

 did you feel and react in front of this requirem
ent? 

How
 did you proceed in order to use it effectively? 

(ACTIO
N
S) 

•	
In the end, did you m

anage to use it? (RESU
LTS)

•	YO
U

 CO
U

LD
 LIN

K TH
IS SKILL TO

…

Personal skills:
•	

U
nderstanding of ones’ ow

n preferred learning 
strategies (n°1)

•	
Flexibility and adaptation (n°5)

•	
W
ill to discover and learn (n°14)

•	
Self-confidence (n°20)





PARTNERS

Co-funded by the 
Creative Europe Programme 
of the European Union

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.

COORDINATORE

FUNDACIÓN COREMSA
www.fundacioncoremsa.org

ACE-ES
www.ace-economiesociala.ro

EUROPERSONAL
www.skolenievzv.eu

INOVA
www.inovaconsult.com

CESIE
cesie.org


	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



