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WHAT YOUR CLIENT SHOULD BE ABLE TO DO...

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

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

A QUESTION YOU COULD ASK TO HELP...

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

If your client needs to be guided:

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

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

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

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

YOU COULD LINK THIS SKILL TO...

Social skills:

e Customer service skills (n°15)

e Negotiate and create confidence (n°7)

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

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

Professional skills:

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

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

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

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

A QUESTION YOU COULD ASK TO HELP...

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

If your client needs to be guided:

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

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

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

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

YOU COULD LINK THIS SKILL TO...

Social skills:

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

Personal skills:

e  Flexibility and adaptation (n°5)

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

e Beingontime (n°11)

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

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

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

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

A QUESTION YOU COULD ASK TO HELP...

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

If your client needs to be guided:

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

e In which context did the interaction take place?

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

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

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

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

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

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

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

e Empathy (n°8)

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

e He/sheis good at convincing.

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

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

e He/sheis good at reassuring.

A QUESTION YOU COULD ASK TO HELP..

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

If your client needs to be guided:

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

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

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

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

YOU COULD LINK THIS SKILL TO..

Social skills:

e Customer service skills (n°15)

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

ility to communicate effectively both orally and in

writing (n°1)

Professional skills:

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

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

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

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

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

A QUESTION YOU COULD ASK TO HELP...

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

If your client needs to be guided:

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

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

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

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

PODRIA ENLAZAR ESTA COMPETENCIA A:

Personal skills:

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

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

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

e Empathy (n°8)

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

e He/she accepts compromising.

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

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

A QUESTION YOU COULD ASK TO HELP..

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

If your client needs to be guided:

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

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

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

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

YOU COULD LINK THIS SKILL TO..

Social skills:

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

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

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

e Negotiate and create confidence (n°7)

Personal skills:

e  Acceptance of feedback (n°12)

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

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

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

in order to st I d polit in front of herself clearly.
e clame Y calm and potiie even i front ot anery of e He/she is extremely attentive to the client’s satisfaction.

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

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

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

explain why?

If your client needs to be guided:

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

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

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

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

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

If your client needs to be guided:

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

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

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

e Inthe end, did you manage the situation? Did you keep YOU COULD LINK THIS SKILL TO..
calm and polite? Did it end up with a conflict?(RESULTS) Social skills:
YOU COULD LINK THIS SKILL TO... J >E:.H<HMU nMBBc:mnmﬁm effectively both orally and in
) o writing (n°
Social skills: o * Interest in interaction with others and to establish
° 0:%83.3 service skills (n"15) interpersonal relationships (n°2)
Personal skills: e Negotiate and create confidence (n°7)
e Self-discipline (n°4) e Politeness (n°13)

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

e  Professionalism (n°17)
Professional skills:

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

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

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

she is precise and pays attention to details.

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

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

A QUESTION YOU COULD ASK TO HELP...

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

required you to make something with your hands. How

did you handle it?

If your client needs to be guided:

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

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

e How did you proceed? What were you careful about

while making it? What were the main points to respect

according to you? (ACTIONS)

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

YOU COULD LINK THIS SKILLTO..

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

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

e He/she has good customer service skills.

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

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

e He/sheis able to negotiate if necessary.

A QUESTION YOU COULD ASK TO HELP..

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

If your client needs to be guided:

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

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

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

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

YOU COULD LINK THIS SKILL TO..

Personal skills:

e  Professionalism (n°17)

e  Basic mathematical skills (n°5)

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

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

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

e Negotiate and create confidence (n°7)

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

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

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

A QUESTION YOU COULD ASK TO HELP...

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

If your client needs to be guided:

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

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

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

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

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

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

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

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

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

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

A QUESTION YOU COULD ASK TO HELP...

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

If your client needs to be guided:

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

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

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

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

YOU COULD LINK THIS SKILLTO..

Social skills:

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

e Empathy (n°8)

e  Active listening (n°14)

Personal skills:

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

Accuracy and attention paid to details (n°15)

Sense of responsibility (n°16)

Professionalism (n°17)
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WHAT YOUR CLIENT SHOULD BE ABLE TO DO...

e He/she has a good memory.

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

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

A QUESTION YOU COULD ASK TO HELP...

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

If your client needs to be guided:

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

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

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

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

YOU COULD LINK THIS SKILL TO...

Professional skills:

e Warehouse management (n°4)

e  Basic selling skills (n°3)

Personal skills:

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

e  Professionalism (n°17)

e Patience (n°18)

Social skills:

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

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

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

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

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

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

A QUESTION YOU COULD ASK TO HELP...

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

If your client needs to be guided:

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

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

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

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

YOU COULD LINK THIS SKILLTO...

Personal skills:

e Autonomy (n°3)

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

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

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

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

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

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

A QUESTION YOU COULD ASK TO HELP...

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

If your client needs to be guided:

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

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

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

YOU COULD LINK THIS SKILL TO...

Personal skills:

Self-discipline (n°4)

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

Sense of responsibility (n°16)

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

Hard-working (n°21)
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WHAT YOUR CLIENT SHOULD BE ABLE TO DO...

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

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

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

e He/she stays calm in front of changes.

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

A QUESTION YOU COULD ASK TO HELP...

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

If your client needs to be guided:

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

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

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

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

YOU COULD LINK THIS SKILL TO..

Personal skills:

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

e Ability to problem solve (n°9)

e Acceptance of feedback (n°12)

e Self-confidence (n°20)

Social skills:

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

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

¢ Negotiate and create confidence (n°7)

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

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

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

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

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

A QUESTION YOU COULD ASK TO HELP..

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

If your client needs to be guided:

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

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

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

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

YOU COULD LINK THIS SKILL TO...

Personal skills:

e Self-discipline (n°4)

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

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

e He/she is good at searching for solutions.

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

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

e He/sheis able to take decisions.

A QUESTION YOU COULD ASK TO HELP..

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

If your client needs to be guided:

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

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

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

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

YOU COULD LINK THIS SKILL TO..

Personal skills:

e Autonomy (n°3)

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

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

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

Patience (n°18)

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

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

e He/she cares about the deadlines.

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

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

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

A QUESTION YOU COULD ASK TO HELP..

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

If your client needs to be guided:

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

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

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

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

YOU COULD LINK THIS SKILL TO..

Personal skills:

Self-discipline (n°4)

Flexibility and adaptation (n°5)

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

Being organised (n°13)

Sense of responsibility (n°16)

Professionalism (n°17)

Ability to observe a schedule (n°19)

mon_ skills:

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

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

e He/she finishes every task on time.

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

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

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

A QUESTION YOU COULD ASK TO HELP..

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

If your client needs to be guided:

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

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

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

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

YOU COULD LINK THIS SKILL TO..

Personal skills:

e Autonomy (n°3)

Self-discipline (n°4)

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

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

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

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

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

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

A QUESTION YOU COULD ASK TO HELP..

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

If your client needs to be guided:

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

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

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

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

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

e  Professionalism (n°17)

Social skills:

e Active listening (n°14)
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<<I>.ﬁ YOUR CLIENT SHOULD BE ABLE TO DO...
He/she is willing to do his/her job impeccably.

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

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

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

A QUESTION YOU COULD ASK TO HELP...

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

If your client needs to be guided:

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

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

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

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

YOU COULD LINK THIS SKILL TO..

Personal skills:

e Self-discipline (n°4)

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

Being on time (n°11)

Acceptance of feedback (n°12)

Being organised (n°13)

Sense of responsibility (n°16)

e Ability to observe a schedule (n°19)

Social skills:

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

e Reliability (n°10)

e Politeness (n°13)

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

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

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

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

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

A QUESTION YOU COULD ASK TO HELP...

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

If your client needs to be guided:

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

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

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

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

YOU COULD LINK THIS SKILL TO..

Personal skills:

Autonomy (n°3)

Self-discipline (n°4)

Motivation and determination to meet objectives (n°10)

Being on time (n°11)

Being organised (n°13)

Sense of responsibility (n°16)

Professionalism (n°17)

Social skills:

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

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

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

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

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

A QUESTION YOU COULD ASK TO HELP...

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

If your client needs to be guided:

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

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

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

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

YOU COULD LINK THIS SKILLTO...

Personal skills:

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

e  Perseverance (n°2)

e Self-discipline (n°4)

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

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

e Will to discover and learn (n°14)




N°2
MANUAL CREATIVE AND ARTISTIC ACTIVITIES, SOCIAL NETWORKS
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WHAT YOUR CLIENT MAY DO..
e He/she likes to play in team with other people,
club or not.

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

work together and trust each other to win.

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

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

A QUESTION YOU COULD ASK TO HELP...

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

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

If your client needs to be guided:

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

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

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

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

What are your objectives? What attitudes characterise

you when you play in team? (ACTIONS)

e Inthe end, does your behaviour influence the game/

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

YOU COULD LINK THIS SKILLTO...

Social skills:

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

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

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

Personal skills:

e  Perseverance (n°2)

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

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

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

A QUESTION YOU COULD ASK TO HELP...

Tell me about your practice of an artistic activity.

What could you say about the conditions in which you

practice it?

If your client needs to be guided:

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

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

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

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

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

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

YOU COULD LINK THIS SKILL TO..

Personal ski

S

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

Motivation and determination to meet objectives (n°10)

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

ocial skills:
Ability to communicate effectively both orally and in
writing (n°1)
Ability to work collaboratively in team (n°11)
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N°6
ANIMAL CARE AND GARDENING COOKING AND BAKERY
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<<I>._. YOUR CLIENT MAY DO...
In his/her spare time, he/she ___Amm to listen to other
languages (e.g. songs in a foreign language, videos/films/
computer games with subtitles, etc.).

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

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

e  Foreign languages fascinate him/her.

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

If your client needs to be guided:

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

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

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

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

YOU COULD LINK THIS SKILL TO...

Personal skills:

e Understanding of ones’ own preferred learning strategies

(n°1)

Perseverance (n°2)

Autonomy (n°3)

Self-discipline (n°4)

Motivation and determination to meet objectives (n°10)

Will to discover and learn (n°14)

Self-confidence (n°20)

Social skills:

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

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

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

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

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

A QUESTION YOU COULD ASK TO HELP...

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

If your client needs to be guided:

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

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

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

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

YOU COULD LINK THIS SKILL TO...

Personal skills:

e  Will to discover and learn (n°14)

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

Social skills:

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

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

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

A QUESTION YOU COULD ASK TO HELP...

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

If your client needs to be guided:

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

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

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

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

YOU COULD LINK THIS SKILL TO...

Personal skills:

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

e Sense of responsibility (n°16)

e  Self-confidence (n°20)

e Hard-working (n°21)

Social skills:

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

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

e Awareness of basic concepts relating to individuals, groups,

work organizations, gender equality, non-discrimination,

society, culture (n°4)

Tolerance (n°5)

Empathy (n°8)

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

Reliability (n°10)

Ability to work collaboratively in team (n°11)

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

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

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

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

A QUESTION YOU COULD ASK TO HELP...

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

If your client needs to be guided:

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

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

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

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

YOU COULD LINK THIS SKILL TO...

Personal skills:

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

e Ability to problem solve (n°9)

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

Professional skills:

e General manual competences (n°1)

e Basic selling skills (n°3)

e  Basic mathematical skills (n°5)

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

Social ski

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

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

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

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

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

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

e He/sheis able to use a keyboard.

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

e He/she knows the different search engines.

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

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

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

If your client needs to be guided:

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

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

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

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

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

If your client needs to be guided:

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

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

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

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

Digital skills:

e  Search on the Internet (n°1)

e  Use social networks (n°4)

e  Basic use of a computer (n°5)

Social skills:

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

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

Digital skills:

e Use a mailbox (n°3)

e Use social networks (n°4)

e  Basic use of a computer (n°5)
e Make aCV (n°6)

(z.u) sdiysuone|as jeuosisadiaul
ysi|qe1se 03 pue SI9Y10 YUM UOLIDRIDIUI Ul ISAUDU| e
(Tou) Sunum
ul pue Ajjeso y1oq AjaA0a4 91ed1UNWIWOD 01 ALY e
:S||13S |e120S
(g.u) JoIndwod e Jo dsnaiseg e
(z.u)suoyd ayrasn e

(T,u) Buplm (T,U) 19UJ21U] BYI UO yoJeas e

ul pue AjjeJo yioq AjaAoaya aiedjunwiwod 03 Ajjiqy e

's||fs [eudia
*S|[1XS [eldoS
(o,u) SuOMIBU [BIDOS BS  °
:s||»js [eusig (S11NS3Y) édjay Joy
3SEe 01 PaaU JO UMO JnoA uo 31 op noA piq ¢03 paJinbau
3Jom noA 1eym op 03 adeuew noA pIp ‘pus ayirul e
(SNOLLDV) ¢03 palinbal
(s11nS3y) 9J9M NOA 1eYyM Op 0} J9PJO Ul Pa320Jd NOA pIp MOH e

(NOILVNLIS) é3iomiau
|e120s 1eyy asn Apeadje noA piq ¢3)l| |euostad JnoA

Ul JO JOM JOJ I SBAA $IX21U0D dY109dS 9yl SeM 1BYA\ o

(MSVL) éop 01 paau

Aj9s1231d nOA pIp 18y 40MIBU |BID0S B UO SUlyIDWOS
op 03 pasinbas usaq aney noA swl enOgE AW ||3) e
:papInd 9q 01 SPIdU JUBI[D JNOA J|

&

93euew NOA pIp MOH "}J0M3}3U |eI20S B U0 3ulylawos
op 03 pasinbas usaq aney noA swl enOgE W ||3) e

¢Aym “ou §| 11 puas 01 a3euew NOA pIp ‘pus ayru| e
(SNOILIV) é1eyy Joj uonedidde ue peojumop
NnoA pi1g ¢} puas 01 JOPJO Ul pa3204d NOA pIp MOH o
(NOILYNLIS) ¢uonedijdde sejnanJed e ysnosyy
11 puds 0} 9AeY NOA pIQ §IX93U0D dY129ds Sy} Sem Jeyp e
(MSVL) ‘suoawos 03 a3essaw
e puas 0} paJinbaJ uaaq aney NOA swiy B NOge SW |31 e
:papInd 9q 03 SPa3U JUSI|I JNOA §|
é3 9|puey noA pip MOH ‘suoswos 0} 8essaw
e puas 0} paJinbaJ uaaq aney NOA swil e NOge SW |31 e
‘(212 ‘qof e puy
‘uolew 04Ul pPa31a3.ie] SSIIJR) BIPAW |BID0S JO UOKES|IN
931 woJj 193 ued ays/ay siyauad 9yl JO aIeme S| 3YS/oH e
"ejep |euossad Jay/s1y 199104d
01 MOY SMOU3 8YS/ay pue S3J0M1au [e120S JO 3sn ay}
01 payUul| 99 UBD 1BY] SHYSI 9] JO 2IBME SIBYS/OH e
*(*219 ‘ujpauI Yo0ogade4 U93UaSSIAIA ‘Weu3d|aL
‘ddysieym) suonesrjdde uowwod asn 01 9|ge sI 8Ys/oH e

"Iay/wiy anea|
9|doad sa8essaw |eJ0A BY] 0} UDISI| 01 d|Ge SI BYS/BH e
*SOAIDI4 9YS
/3y so3essaw ay] SS90 0} pue 1x3) 0} 3|ge SI dYS/aH e
‘auoydpews e ylim [|ed 01 3|e SIdYS/oH e

U U R R U R U



STIDISAVLIIONd

HILNdIANOIY 10 3SN DISvd Ol MOH NYdV31 Ol ALITIEY
SoN LN

", ,erﬁ.ﬁuz, o, FINISNTON
\&, \,,, »4.
w &
«o& n.t «o& n.w




e He/sheis able to use a keyboard.

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

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

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

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

If your client needs to be guided:

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

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

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

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

Digital skills:

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

e  Use social networks (n°4)

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

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

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

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

If your client needs to be guided:

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

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

(SITUATION)

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

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

Personal skills:

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

e  Flexibility and adaptation (n°5)

e  Will to discover and learn (n°14)

e Self-confidence (n°20)
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