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1. INTRODUCTION 
 
The Intellectual Output 6 (IO6) seeks the elaboration of a training course that is built on the basis of learning 
contents responding to competences units identified for the profile of the practitioner / operator who works 
with refugees and asylum seekers.  
 
So, one of the main objectives of RE.INCLUSION project following the form is the elaboration of a training which 
is the result of the findings of previous Intellectual Outputs (IO), specially IO3 about a training needs analysis and 
IO4 about the competence profile of the practitioner who works with refugees and asylum seekers. 
 
Therefore, the report on the Intellectual Outputs 6 and 7 about “Face to Face training course and in outdoor 
coaching” and the “E-learning Course and Complex Learning Community” has the objective of explaining the 
path followed by the RE.INCLUSION partnership to elaborate the Training Course including the Syllabus and the 
Teacher Manual. 
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2. PREVIOUS STEPS 
 
The IO3 “Report of Training Needs Analysis” compiled the questionnaires and research done by all project 
partners through a questionnaire answered by between 25-30 operators who work with refugees in each 
partner country.  
 
The results of this research showed that the main knowledges for which involved operators in all Partner 
countries have a high training need, and so, the main knowledges on which the partnership should focus our 
attention during the training phase were the following: 
 
1. Knowledge of labour laws 
2. Knowledge of relevant migration and asylum laws 
3. Intercultural knowledge 
4. Knowledge of foreign languages 
 
The IO4 analysed the competences profile of the practitioner who works with refugees and asylum seekers. 

The final report described the Job analysis of all practitioners / operators based, in part, on the partner data 

reports, and, on the other hand, with a particular set of statistical tests realized by the responsible partner. 

This report produced an analysis matrix description establishing some key activities that were considered 

important in the daily work of the operators. It has been considered that the work of an operator when works 

with refugees or asylum seekers is divided into three different phases: preliminary, analysis and final. During 

these phases, there were some key activities that were identified as the most important and frequent: 

- Preliminary phase: first contact and referral, guiding an interview, elaboration of a competence 

mapping, and translation services; 

- Analysis phase: elaboration of the curriculum vitae, preparation of a professional action plan, job search 

assistance, organisation of a language support and legal information; 

- Final phase: monitoring and check of results. 

Considering the results of the analysis in IO3 and IO4, a clear schema of the needed learning contents was issued 

during the 3rd partner meeting in Seville in September 2017. All partners agreed to divide the training into the 

following 6 modules: 

 
1. Legal information 
2. Integration into the school / educational system 
3. Work inclusion 
4. Language 
5. Intercultural competences 
6. Soft skills 
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3. ASSIGNMENT OF TASKS 
 
A module was assigned to each partner in which they needed to prepare a syllabus per Learning Unit. In 
addition, the partnership decided to develop the contents of a part of the training in order to implement the 
testing phase of the activity, that would be structured in a blended way (onsite and online) to respond to the 
objectives of IO6 and IO7.  
 
So, the development of the training to be tested will be focused on: 
 

- Module 5. Intercultural Competences – all learning units for face to face course; 
- Module 3. Work Inclusion – Learning Unit 3.3 Job search assistance for e-learning course. 

 
Therefore, the organisation of the assignment of tasks per partner is reflected in the following table: 
 

MODULE LEARNING UNITS 
RESPONSIBLE 
PARTNER FOR 
THE SYLLABUS 

RESPONSIBLE PARTNER FOR THE 
LEARNING MATERIALS 

1.LEGAL 
INFORMATION 

1.1 First contact and 
referral 

UAB EU Trade No learning materials 1.2 Translation 
services 

1.3 Follow-up 

2. INTEGRATION 
INTO THE SCHOOL 
/ EDUCATIONAL 
SYSTEM 

2.1 Counselling Creative Learning 
Programmes Ltd. 
(CLP) 

No learning materials 2.2 Learning paths 

2.3 Follow-up 

3.WORK 
INCLUSION 

3.1 Personal profile 

Studio Risorse 
S.r.l 

No learning materials 
3.2 Professional plan 
3.3 Job search 
assistance 

Studio Risorse S.r.l (e-learning) 

3.4 Follow-up No learning materials 

4. LANGUAGE 

4.1 Language level 
pre-assessment 

Gemeinsam 
leben und lernen 
in Europa e.V. 
(GLL) 

No learning materials 

4.2 Oral 
communication 
4.3 Teaching 
methodologies 
4.4 Organisation of 
translation services 

5.INTERCULTURAL 
COMPETENCES 

5.1 Intercultural 
awareness and 
adaptation 

INCOMA INCOMA 
5.2 Intercultural 
communication and 
mediation 

5.3 Intercultural 
techniques for work 

Il Sicomoro Soc. 
Coop. Soc. 

5.3.1 Teaching GLL 
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and social inclusion 
of refugees and 
asylum seekers 

5.3.2 Counselling 
legal information 

UAB EU 
Trade 

5.3.3 Counselling: 
work and social 
inclusion 

EELI 

5.3.4 Mediation Il Sicomoro 

5.3.5 Monitoring CLP 

6. SOFT SKILLS 

6.1 Interview 
techniques European 

Education and 
Learning 
Institute (EELI) 

No learning materials 
6.2 Conflict 
management 
6.3 Cope with stress 
6.4 Teamwork 
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4. PILOT TESTING 
 

During the last quarter of 2018 and the first months of 2019, all partners carried out the pilot testing foreseen in 

the project.  

We have gathered the main outcomes and trainers’ comments of the pilot testing carried out in each partner 

country. We reflect the results as follows: 

 

ITALY: 
 

Number of sessions: 2 courses composed of 20 sessions delivered in 4 days 

Dates and places: 24/05 – 13/06 - 05/07 – 09/07 2018 in San Chirico Raparo (PZ) 

                                 25/05 – 06/07 – 09/07 – 14/06 2018 in Matera 

Target groups: practitioners who are working for the integration of political refugees and asylum seekers or 

people who are interested in this field 

Number of people in each session: 25 people in Matera; 10 people in San Chirico Raparo (PZ) 

Contents in each session: Communication, general aspects / Intercultural communication / Verbal and non-

verbal communication / Empathy and active listening / Communication style and assertiveness / “Dos and 

Don’ts” / Teaching / Counselling: Legal information / Counselling: work and social inclusion / Mediation / 

Monitoring / Defining culture / Pluralism, multiculturalism and interculturalism / Understanding ambiguity / 

Understanding cultural standards / Stereotypes and prejudices / Acculturation: concept, models, strategies and 

outcomes / Culture shock: concept and symptoms / U&W Curve Model / Ulysses Syndrome: concept, causes, 

symptoms and prevention 

Feedback of participants: in general, the feedback expressed by the participants was very good. Most of the 

participants were practitioners who are already working at the inclusion of political refugees and asylum 

seekers, so they thought that the course was really useful and easily adaptable to their daily job. 
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GERMANY: 
 

Number of sessions:  9 

Dates and places: 13.08.2018 / 25.09.2018 / 08.10.2018 / 01.10.2018 / 30.07.2018 / 10.09.2018 / 

24.09.2018 / 10.08.2018 / 10.11.2018 

 All tests took place in Passau, Ort 9 

Target groups: 

Voluntary and professional refugee workers 

Number of people in each session: 

Usually around 9, but we’ve reached 28 people all together. 

Contents in each session:  

D.U. 5.1.1.‐ Defining culture 

D.U 5.1.2.‐ Pluralism, Multiculturalism and Interculturalism 

D.U 5.1.3.‐ Understanding Ambiguity + 3 extra tasks 

D.U 5.1.4.‐ Understanding Cultural Standards + 1 extra task 

D.U 5.1.5.‐ Stereotypes and Prejudices + 1 extra task 

D.U 5.1.6.‐ Acculturation: concept, model, strategies and outcomes 

D.U 5.1.7.‐ Culture shock: concept and symptoms + 1 extra task 

D.U 5.1.8.‐ U&W Curve Model 

D.U 5.1.9.‐ Ulysses Syndrome: concept, causes, symptoms and prevention measures 

L.U. 5.2 INTERCULTURAL COMMUNICATION AND MEDIATION 

D.U 5.2.1.‐ Communication, general aspects 

D.U 5.2.2.‐ Intercultural communication + 1 extra task 

D.U 5.2.3.‐ Verbal and non‐verbal communication 

D.U 5.2.4.‐ Empathy and active listening: concept, levels, empathy barriers + 1 extra task 

D.U 5.2.5.‐ Communication styles and assertiveness + 1 extra task 

D.U 5.2.6.‐ Do’s & Don’ts + 1 extra task 

L.U. 5.3 INTERCULTURAL TECHNIQUES FOR WORK AND SOCIAL INCLUSION OF REFUGEES AND ASYLUM SEEKERS 

D.U 5.3.1.‐ Teaching 

D.U 5.3.2.‐ Counselling: legal information 
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D.U 5.3.3.‐ Counselling: work and social inclusion 

D.U 5.3.4.‐ Mediation 

D.U 5.3.5.‐ Monitoring 

 

Other comments: 

We adapted and developed a lot of additional learning to the material as the existing material was too general 

and needed adaption to the national situation. 

Feedback of participants: 

For most of them the existing material, especially on job integration was far too theoretical and was in their eyes 

“useless”. Therefore, we developed a lot of additional material in order to support them more directly and gave 

them more practical material. 

After we changed that people got very happy with the course. 
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UNITED KINGDOM: 
 

Number of sessions: 3 

Dates and places: Session A: 12/09/2018, Session B: 19/09/2018, and Session C: 26/09/2018 all held at Hill 

Street Design House, 3 Hill St, Edinburgh EH2 3JP, UK 

Target groups: Adult Operators and trainers working with migrants, refugees and Asylum-seekers 

Number of people in each session: A:13(*10) B: 12(*11) C:18 (*14) 

Numbers in brackets represent actual number of attendees who showed up on the day; numbers before 

brackets represent the numbers booked to attend the course, some of whom cancelled or simply didn’t show-

up. 

Contents in each session:  

A: Intercultural Awareness and Adaptation:  

Introduction to the Re-inclusion project and the course; 

Introductions and ice-breaker activity; 

Defining culture, Pluralism, Multiculturalism and Interculturalism , Understanding ambiguity; 
three tasks;  

Stereotypes and predjudices (Understanding Cultural standards); Acculturation, Culture shock, 
U and W Curve models, Ullyses Syndrome; Tasks, additional material, discussion; 
Assessment and evaluation 

 
B: Intercultural Teaching and Counselling 

 
Introduction to the Re-inclusion project and the course; 

Introductions and ice-breaker activity; 

Cultural Dimensions; 
Refugees Support Needs; 
Communication; 

Asylum System in the EU; 

Legislative Framework; 

Legal Aid and Refugees’ Rights; 

Assessment and evaluation 
 
C: Intercultural Counselling: Work and Social Inclusion; Mediation; Monitoring 

Introduction to the Re-inclusion project and the course; 

Introductions and ice-breaker activity; 

Mediation; 
Work & Social Inclusion; part 1 
Work & Social Inclusion; part 2 
Evaluation Methods 

Assessment and evaluation 
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Feedback of participants: 

Session A:  

[+] positive: “good pre-planning”; “good practical exercises; inspired further research into topic” 

Neutral/constructive suggestions: “More group work [needed]” 

[-] negative: “small font in powerpoint”; “small font in powerpoint”; “session too long; could have been more 

focussed/concise” 

Session B:  

[+] positive: “Good case studies and personal examples; good discussion initiated; good ice breaker activity”; 

“very interesting, enjoyable”; “it was amazing”; “highly interesting and engaging delivery”; 

Neutral/constructive suggestions: “more time needed for discusión”; “could do with references to take away” 

[-] negative: “not enough time given to cover material”; “not enough time for anything other than Cultural 

dimensions; too much 'teacher talk time'”; “timing not good”; “too much content for time given”; “not enough 

participation”; 

Session C:  

 +positive: “I quite enjoyed it!” “[the trainer]’s personal examples were particularly useful”; “activities fun and 

well-suited to course content;” “Thank you!”; “Overall [the trainer] was excellent though and her personal 

accounts brought the material to life” 

 Neutral/constructive suggestions: “Icebreaker: maybe include 'other' for gender/belief etc.”; “More practical 

exercises; less teacher talking time!” “developing more content in general”; “more interaction [needed] 

amongst participants” 

-negative: “Powerpoint a bit wordy in places; The monitoring unit was so different in style to mediation; it was 

quite boring and like reading out of a text book - this showed in the teacher's delivery - she also looked bored!”; 

“Would have liked more opportunities to interact with other group members; more activities to provide 

evidence and a bit less talking.” ;“more opportunities [needed] for [the] group to share professional 

experiences”; “several spelling/grammar errors in materials”; “parts on work inclusion and monitoring too 

general and too big a topic to be included as they were” 

Other comments: It is worth noting the difficulty in engaging people who work in third sector and on a voluntary 

basis to attend a course even when it is free of charge and perks such as lunch and refreshments are included. In 

every case we had participants who had registered and simply did not show up for their place. The reasons for 

this could be either that: people are less likely to take a free place seriously enough to cancel via official 

channels and that people working in this sector are pushed for both time and finance (i.e. their employers may 

not be in a position to grant time off work to attend or to support the financial ramifications of such time off). 

Some comments reflected that a whole day course was ideal for covering the material but difficult to attend for 

the above reasons. 
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GREECE: 

Number of sessions: 3 

Dates and places: All sessions were held at EELI’s premises at 25 Gerakari, Rethymno  

Session A: 20/10/2018 

Session B: 03/11/2018 

Session C: 10/11/2018 

Target groups: adult Operators and trainers working with migrants, refugees and Asylum-seekers 

Number of people in each session:  A: 8    B: 13    C: 16 

Contents in each session:  

A: L.U. 5.1 and L.U. 5.2 

B: L.U. 5.3.1 and 5.3.2 

C: L.U. 5.3.3; 5.3.4 and 5.3.5 

 

Feedback of participants: 

Session A:  

[+] positive: Trainees’ response to the material was generally positive and warm.  

Neutral/ Constructive suggestions:  

[-] negative:  

 

Session B:  

[+] positive: Trainees’ response to the material was very positive and warm. 

Neutral/constructive suggestions:  

[-] negative: 

 

Session C:  

 +positive: Trainees’ response to the material was generally positive and warm. 

 Neutral/constructive suggestions: 

-negative:  
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Other comments: As previously stated, the trainees’ response to the material was generally positive and warm.  

Letting aside their performance in final evaluation tests (which was remarkably high), in most cases trainees 

explicitly expressed their contentment for acquiring knowledge on the issues examined. In several cases, 

trainees openly communicated surprise at the revelation of their own stereotypes and prejudices. Quite 

commonly, trainees voluntarily tried to reflect deeper in the provided theoretical models by recasting their own 

knowledge and experience in terms of the examined theoretical approaches. The need for more practical advice 

and further information and training was also frequently raised by the participants. 
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LITHUANIA: 
 

Number of sessions: 3 

Dates and places:  

- 22/10/2018 Rukla Refugee Reception Centre;  

- 23/10/2018 Vilnius, University of Educology,  

- 24/10/2018 Vilnius, EU Trade office 

Target groups: specialists working with refugees, volunteers, employment specialists, master sociology students 

Number of people in each session: 14; 18; 12 

Contents in each session:  

Session 1:  

D.U. 5.1.1.‐ Defining culture 

D.U 5.1.2.‐ Pluralism, Multiculturalism and Interculturalism 

D.U 5.1.3.‐ Understanding Ambiguity  

D.U 5.1.4.‐ Understanding Cultural Standards  

D.U 5.1.5.‐ Stereotypes and Prejudices  

D.U 5.1.6.‐ Acculturation: concept, model, strategies and outcomes 

D.U 5.1.7.‐ Culture shock: concept and symptoms  

D.U 5.1.8.‐ U&W Curve Model 

D.U 5.1.9.‐ Ulysses Syndrome: concept, causes, symptoms and prevention measures 

D.U 5.3.1.‐ Teaching 

 

Session 2:  

D.U 5.3.2.‐ Counselling: legal information 

D.U 5.3.3.‐ Counselling: work and social inclusion 

D.U 5.3.5.‐ Monitoring 

 

Session 3: 

D.U 5.2.1.‐ Communication, general aspects 

D.U 5.2.2.‐ Intercultural communication  

D.U 5.2.3.‐ Verbal and non‐verbal communication 
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D.U 5.2.4.‐ Empathy and active listening: concept, levels, empathy barriers task 

D.U 5.2.5.‐ Communication styles and assertiveness  

D.U 5.2.6.‐ Do’s & Don’ts  

D.U 5.3.4.‐ Mediation 

 

Feedback of participants: 

The material is very general and more useful to the operators who have little or no experience in this field than 

to the ones who are experienced in this. The operators are more interested in tackling the actual problems that 

they are encountering. The slides themselves are text heavy which is not very interesting for the audience. 

Moreover, the load of information and the time devoted to deliver this information is not adequate, it is 

impossible to fully develop and discuss these topics in such a short time. 
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SPAIN: 
 

Number of sessions: 3 

Dates and places:  

- Session 1 Red Cross Cáceres (Spain) on 19th January 2019 

- Session 2 Red Cross Cáceres (Spain) on 26th January 2019 

- Session 3 INCOMA Seville (Spain) on 12th February 2019 

Target groups: 

- Sessions 1 and 2: volunteers and workers of Red Cross in Extremadura, more concretely in Cáceres. 

- Session 3: workers of INCOMA in Seville. 

Number of people in each session: 

- Session 1: 22 participants 

- Session 2: 30 participants  

- Session 3: 5 participants 

Contents in each session: 

- Session 1: counselling legal information and teaching 

- Session 2: intercultural awareness and adaptation, intercultural communication and mediation 

- Session 3: work and social inclusion, mediation and monitoring 

Feedback of participants: 

The participants of sessions 1 and 2 considered the learning contents very interesting, as they offered a 

complement to their knowledge. The participants with a more technical profile (Red Cross worked) estimated 

that the training provided another point of view to their daily work; on the other hand, volunteers highlighted 

the importance of having a general training about interculturality. Although the learning contents were adapted 

(or because of the adaptation of contents), most of participants were very satisfied with the training and 

considered that they needed more time to deep in this issue. 

The participants of session 3 considered the length of the training adequate but very theoretical.  
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SUMMARY OF MOST IMPORTANT TRAINERS’ COMMENTS: 
 

After the realisation of the pilot testing, all partners asked the trainers about what they think about the training 

contents in general and divided in the different Learning Units. Here there is a summary of the most common 

findings and contents to be improved or changed: 

 

L.U 5.1 & 5.2: 

- The learning materials must be adapted to the level of participants and the different target groups, so they 

must be more flexible; 

- More practical approach, the contents are too theoretical especially for the operators that have already 

worked in this field; 

- Include gender issues; 

- Put and centre the focus on refugees and not just intercultural issues in general; 

- The length estimated does not match with the real time of development of the training; 

- Lack of originality in the training contents. 

 

L.U 5.3.1: 

- The learning material is very schematic, so it is not enough for the trainer to prepare the training; 

- Participants expected more tools to teach the language to migrants; 

- There are not practical examples. 

 

L.U 5.3.2: 

- Very good contents that reflects the asylum system in the EU, but it must be adapted to the national asylum 

systems; 

- Add more examples of problems that operators are facing and practical cases; 

- Some information is outdated. 

 

L.U 5.3.3: 

- Content very interesting but difficult to present as it is developed in a long reading; 

- Very general contents; 

- It needs to be adapted to make the content more dynamic. 
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L.U 5.3.4: 

- The learning materials presented are adequate for people who have not a big experience; 

- Too long to be developed during the timeframe foreseen; 

- Some of the contents were similar. 

 

L.U 5.3.5: 

- Very general material; 

- Initial level; 

- Most appropriate for online delivery as there are not activities in the contents. 

 

GENERAL COMMENTS: 

- It is important to make the training more dynamic and add more activities; 

- The contents are very complete, and the language is simple and clear; 

- Although there are some repetitions in the contents. 
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5. CASE STUDY 
 

In order to mitigate some of the findings and problems found by the trainers, the partnership has decided to 

include in the training materials some case study. The objective is making the different learning units more 

practical with some real cases related with this field of work. 

Therefore, each partner has developed two case study: 

 

Italy: 

CASE STUDY n. 1 

1. What was the case?  

“You are going to the hospital because you have an appointment with a doctor who wants to make an 

urgent communication to one of your guests. She is a young lady from Ghana and they found her 

positive for HIV …” 

This is a real case happened during the daily work of an operator working with refugees and asylum 

seekers in the sanitary field. HIV is a hot issue for African people and in general it is not accepted by the 

people, as they feel discriminated and rejected by people belonging to their own community. Most of 

the time, those refugees coming from Africa who suffer from HIV tend to deny their situation or they 

blame the host country as the main cause of their disease. As a consequence, talking about these 

problems is never easy and the mediator plays a crucial role, because he/she should create a relaxed 

atmosphere, trying to make the person feel comfortable to talk about his/her thoughts and emotions. 

 

2. Which actions were undertaken?  

It is necessary to review mediation techniques, being aware of the cultural differences in considering the 

disease. Moreover, communication skills and active listening should be also taken into account. 

One strategy could be also to highlight the fact that the person is not abandoned and he/she will not be 

discriminated at all for his/her problem. Furthermore, it could be useful to mention that the host 

country in general gives some special contributions in order to support these particular cases. 

 

3. What was the impact? 

If the mediator succeeds in his/her job, the person will feel accepted and understood and he/she will 

develop a relationship based on trust with the mediator. Moreover, the person will also be able to live 

his/her life without stress, organising his/her daily activities in accordance with the duties related to the 

control of the pathology. 

 

4. What barriers, challenges or points of learning did you identify? 
The refugee learnt:  

- how to deal with his/her problem; 

- to accept his/her personal condition; 

- to combine his/her life with the presence of the pathology. 
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CASE STUDY n.2 

1. What was the case?  

“Two migrants share the same apartment and they cannot find a common solution to organize the turns 

for cleaning. The house is always dirty but, apparently, there is no responsible because they keep on 

blaming each other. They call you to punish the other person.” 

This is a problem that is often happening when people who do not know each other share the same 

apartment. When it comes to refugees, it could also happen that simple problems related to house 

chores represent an excuse to fight with people belonging to a different culture that is perceived as 

“worst” than others. Therefore, these cases could hide bigger issues, like racism, intolerance or a deep 

sense of frustration, which can bring to strong violent reactions. 

 

2. Which actions were undertaken?  

You have to review mediation techniques, being aware of the cultural differences of the contenders. 

Moreover, communication skills, conflict managements skills and problem solving abilities should be 

also taken into account. 

In this case, the mediator should have a meeting with all the people who share the same apartment, 

trying to focus on the concrete problem and propose practical solution, like fixed turns or more controls. 

A punishment addressed to all could also be a good solution for them to feel equally responsible of the 

house. 

Then, in other individual meetings, not related to the house, the mediator will also face the issues about 

racism and intolerance, in a relaxed atmosphere, giving to the person the adequate space to talk freely 

without feeling judged.   

 

3. What was the impact? 

Even if it is a frequent problem, it is not easy to find an effective solution to it. Anyway, if the mediator 

manages to find the right approach, the result could be immediately visible on the conditions of the 

house, while of course the personal approach of each person cannot change immediately but it is a 

developing process that the mediator should follow day by day.  

 

4. What barriers, challenges or points of learning did you identify? 
In this case the refugees learnt: 

- How to cope with personal prejudices; 

- To reflect upon his/her own behaviour; 

- To become more responsible of the house, respecting his turns for cleaning. 
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Germany: 

CASE STUDY N.1 

Exercise: Here you’ll find an example, how a refugee wrote his CV. Support Amjad on how to write a good and 

correct CV.  

CV 

 

Personal details 

  Name: Amjad Ali Alshahab  

  gender: Male 

  Date and place of birth: Jule 6 1989 Aleppo 

country: Palästina   

single 

  Adress : lindental 5/ 94081 Pocking 

  Telefonnumber :0049171623349370  

  E-Mail: amjadalialshahabj@hotmail.com 

 

Studium 

  2008-2011: Technical Institute for Banking and Financial Sciences \ Banking  

  2011-2013: Projects Management (4 Semester) 

 

experiences 

 

Company Position Duration Country 

ALJZARY COMPANY FOR 

TRADING 
accountant (1/1/2011)-(30/11/2013) Syrien 

Acadimos Private school Maths teacher  (1-5-2011)-(30/11/2013) Syrien 

 

mailto:amjadalialshahabj@hotmail.com
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Language skills 

 Arabic : Mother tongue 

 English :C1 

Computer skills 

 Internet 

 Office 2010 
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Exercises for training language at the work place in the intercultural context  

Team meeting 

Explain in simple language what a team meeting is. What happens? What do employees have 

to pay attention to? How do you get involved appropriately? Explain in simple language what 

an agenda and minutes are. 

From your own work experience, think about what the process might look like and what 

concrete suggestions you would make to someone. 

 

Telephone service 

Explain in simple language what telephone service is and what tasks can be involved. How do 

you answer the phone, how do you report correctly?  

Prepare a role play, how such a conversation could take place exemplarily. 

 

Orders 

Explain in simple language what it means to place an order. Above all, explain what important 

information you need to write down.  

Prepare a role-playing game as an example of how to work in an electrical store. 

 

Complaints and claims 

Explain in simple language what is a complaint and what is a complaint. How to deal with it 

appropriately? Also give light examples of good reactions. 

Prepare a role play for the following example:  

- A newly purchased device is broken. 

- A customer reports a wrong telephone number that you have given. 

 

Problems, errors and help, feedback and advice 

Explain in simple language how to deal with problems and errors in German companies and 

how to appropriately ask for help or report it. Also explain what is important to bear in mind 

when giving advice and feedback to other employees. How can conflicts be avoided? 
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Prepare a role play for the following examples:  

- Your colleague has made a mistake for the 10th time: he/she repeatedly causes a paper jam 

in the printer. How do you point this out to him/her? 

- Your colleague always leaves his or her garbage lying around and never cleans up behind him 

or her. How do you adequately complain about this? 

Conflicts 

Explain in simple language how best to deal with workplace conflicts in Germany. Also think 

about how conflicts can arise and how they can be solved or avoided. How can you explain this 

in simple language to prepare someone for such situations? 

 

CASE STUDY n.2: 

Main reasons, why the job integration of refugees can fail?  

A professional refugee worker reports about his experiences: 

1. Residence status:  

Is the person allow to work? (Does he/she have all the necessary permits?) 

2. Currently many refugees are in litigation process 

3. Discretionary decisions of Migration officer   

4. Risk in applying at the job center: different decisions concerning whether 

apprenticeship/work/training is approved by labor officer 

5. limited language skills of host country 

6. at the beginning employers would take someone with language skills at A2 level, but as 

most refugees failed, especially at vocational school, most employers now expect at 

least B2 level, which most don’t have 

7. unrealistic wishes concerning job: for most wishes the necessary education is missing, 

or job situation is difficult for everyone, therefor detailed career guidance is important: 

a. Capturing realistic offers, interests and previous experiences 

b.  To illustrate the advantages of work over study/training 

8. Finances: make clear, how low salary will be during training, explain possibilities for 

top-up opportunities through job center 

9. Working in unqualified job is not always better than training in terms of salary: in the 

long run, good jobs are only possible then having an apprenticeship/degree 

10. Conflicts with Job center: good coordination important (e.g. do not participate in 

German course and start work/apprenticeship at the same time, learning the language 

is priority 

11. Authenticity of job applications vs. corrected version of job application: German 

employers expect an application in correct German, so refugees need support to 

brighten up the applications in order to have a chance for a job interview at all, 

otherwise job applications will be sorted out directly by many employers 
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12. Direct communication in German society is normal, but often problematic for 

refugees, as they are used of indirect language. So they feel offended a lot of time, but 

can’t say it, because of the power position of the employment agency 

13. Most refugees want to avoid conflicts, but that can have bad consequences, if they 

don’t continue the state funded courses/training, when a conflict had arise. This can 

course many problems for the refugee (cut in financial support) but also for training 

provider (loss of funding) 

14. Lots of additional work for employers, if they employ a refugee: a lot of bureaucracy 

(applications, constantly changing laws etc.), mentor necessary in the company... – a 

lot of employers are set back because of this. 

His ideas for avoiding these risks: 

- Before taking on a job, do an internship beforehand (but you need the ok of the Job 

center before! 

- Test competency assessment and sector  

- Important: Make consequences (especially personal consequences for others!) very 

clear in order to increase honesty/strengthen direct communication 

- If employers are not fully informed or sensitized in advance, usually a lot of 

misunderstanding take place. So, informing them can avoid frustration 

- Create dictionary for technical vocabulary at the different work places 

- Plan for tuition, rooms and a lot of time for own learning of refugees 
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United Kingdom: 

CASE STUDY 1  

1. What was the case? 

 

Swedish Muslim woman Farah Alhajeh, 24, was applying for a job as an interpreter when 

she declined to shake the hand of a male interviewer for religious reasons. She placed her 

hand over her heart in greeting instead. Her job interview was ended when she refused 

the handshake. 

The interpreting company in Ms Alhajeh's home town of Uppsala had argued that its staff 

were required to treat men and women equally and could not allow a staff member to 

refuse a handshake based on gender. 

She had complained about her treatment to the discrimination ombudsman's office, which 

said that the "difficult issue" was important enough to go to a court for judgement. 

Context: 

 

Some Muslims avoid physical contact with members of the opposite sex, except for those 

in their immediate family. 

However, handshakes are traditional in some European countries. Additionally, anti-

discrimination legislation may forbid companies and public bodies from treating people 

differently because of their gender. 

The discrimination ombudsman said she had tried to avoid upsetting anyone by placing her 

hand over her heart when greeting both men and women. 

 

2. Which actions were undertaken? 

 

Sweden's labour court found the company was justified in demanding equal treatment for 

both sexes - but not in demanding that it be in the form of a handshake only. 

 

Her refusal to shake hands on religious grounds was protected by the European 

Convention on Human Rights, it said, and the company's policy in demanding a specific 

greeting was detrimental to Muslims. 

 

The court also disagreed with the firm's assertion that Ms Alhajeh's approach to greetings 

would cause a problem for effective communication as an interpreter. 

 

3. What was the impact? 

 

The Swedish labour court ruled the company had discriminated against her and ordered it 

to pay 40,000 kronor ($4,350; £3,420) in compensation. 

 

After the judgement Ms Alhajeh told the BBC she believed it was important to "never give 

in" when convinced that one is in the right, even as a member of a minority group. 

"I believe in God, which is very rare in Sweden... and I should be able to do that and be 

accepted as long as I'm not hurting anyone," she said. 
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"In my country... you cannot treat women and men differently. I respect that. That's why I 

don't have any physical contact with men or with women. I can live by the rules of my religion 

and also at the same time follow the rules of the country that I live in," she added. 

 

4. What barriers, challenges or points of learning did you identify?  

- Humans are naturally motivated to categorise people and objects 

- Social norms can make people or only superficially engage in meaningful and 

honest discussions on topics related to race and religion. 

- As an effective mediator the following skills are essential: Being able to remain 

impartial and have professional boundaries 

- Being able to provide cultural explanations  

- Being rational, responsible and reasonable  

Sweden's discrimination ombudsman's office, which represented 24-year-old Ms Alhajeh, said 

the judgement had taken into account "the employer's interests, the individual's right to bodily 

integrity, and the importance of the state to maintain protection for religious freedom". 

 

Source: BBC News – Online - 16 August 2018 

---------------------------------------------------- 

CASE STUDY 2 

 

1. What was the case? 

Edinburgh & Lothians Regional Equality Council (ELREC)’s use of Life Skills’ Needs 

survey for Immigrants (see below): The purpose of this questionnaire is to determine 

immigrants’ competences and skills with regards to living in the UK. Their answers will 

help service providers such as ELREC to identify the knowledge needs of migrants as 

individuals, as well as communities, in order to plan for the provision of appropriate 

support, including development of training workshops appropriately.   

We have chosen it as a good example of the monitoring techniques suggested in CLP’s 

IO6 5.3.5: Monitoring 

2. Which actions were undertaken? 

Participatory methods of monitoring 

Face to face interviews are the preferred means of monitoring and evaluation 

 

3. What barriers, challenges or points of learning did you identify? 

Identifying questions which were:  

- Specific and clear 

- Unbiased and Independent 

- Conscious of the ordering of words and of and leading words (should, could, have to, 

etc.) 

- Respectful, non-evasive, non-judgemental 

Within the context of: 

- Frequent meetings as close to the service as possible 
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Life Skills’ Needs survey for Immigrants 

Please answer the following questions: 

1) How old are you? 

16-21      21-30   30-40   40-50      50-60      60-70     over 70  

2) Are you; 

Female       Male     Other 

3) How long have you lived in the UK? 

Less than 1 year      1-2 years     2-3 years     3-4 years      4-5 years     5-6 years  6-10 years     

over 10 years  

4) Where were you born? 

North Africa    Mid and south Africa     North America    South America    Asia     Australia    

North & west Europe   South Europe   East Europe     Middle-east     Far-east   UK 

5) What is your mother language? 

 

6) Are you employed? 

Yes   Yes, self-employed     No    No, looking for a job 

7) Did/do you have/had problem finding a job? 

Yes          No          NA 

8) If you are currently employed; does your current job match your skills and training?  

Yes        No, I am over-qualified for my job     No, I need training 

9) What problems have you encountered when looking for work? 

a. Language 

b. Lack of knowledge about the system/process 

c. Temporary contracts 

d. Qualification 

e. Discrimination 

f. No legal job 

g. Personal constrains  

h. Limited right to work 

10) What is the level of your English language? 

Fluent     Advanced learner    upper-intermediate     lower-intermediate      Elementary 

11) Did you have problem learning English? 

No      Yes, I don’t have enough time       Yes, I don’t know how      I am not interested in taking 

lessons 

12)  Please rate your knowledge and confidence in each of the following areas; 10  having extensive 

knowledge and being totally confident and 0 having no understanding and confidence in that 

area.                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                       

A. British culture (including what is ok and what is not ok) 

           0        1        2        3        4        5        6        7        8        9         10 

B. Public transport 

0        1        2        3        4        5        6        7        8        9         10 



 

The European Commission support for the production of this publication does not constitute an endorsement of the contents 
which reflects 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. 

C. Shopping (including using self-checkout in supermarkets) and on-line shopping 

0        1        2        3        4        5        6        7        8        9         10 

D. Mobile phone, phone, TV and broadband and, utility contracts  

0        1        2        3        4        5        6        7        8        9         10 

E. Education system in Scotland 

0        1        2        3        4        5        6        7        8        9         10 

F. Tax system 

0        1        2        3        4        5        6        7        8        9         10 

G. Health system  

0        1        2        3        4        5        6        7        8        9         10 

H. Welfare system 

0        1        2        3        4        5        6        7        8        9         10 

I. Citizens’, Asylum seekers’ and refugees’ rights 

0        1        2        3        4        5        6        7        8        9         10 

J. Legal & illegal in the UK and Scotland  

0        1        2        3        4        5        6        7        8        9         10 

K. Money (bank accounts, loans, grants, mortgage) 

0        1        2        3        4        5        6        7        8        9         10 

L. Advice & support 

0        1        2        3        4        5        6        7        8        9         10 

M. Employment 

0        1        2        3        4        5        6        7        8        9         10 

N. Volunteering 

0        1        2        3        4        5        6        7        8        9         10 

O. Socialising  

0        1        2        3        4        5        6        7        8        9         10 

Thank you 

Please leave your contact details here if you wish to be contacted for free training programs: 

Name:                                                 Tel:                                                  email: 
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Greece: 

CASE STUDY 1 

4. What was the case? 

A day of creativity and storytelling helps migrant children open their hearts and accept 

their differences, adjusting to a new life in Ioannina - in the north-western region of 

Greece. 

ARSIS is one of Oxfam’s partners working with refugees and migrants in Epirus. They 

provide safe spaces for men, women and children, as well as psychosocial activities like 

the ‘Stone Soup’ storytelling session in a café in the centre of town. ARSIS has 

expanded its programs to focus on the engagement between the different migrant 

communities and the local communities, including through activities for children. 

These activities are aimed at empowering both communities, cultivating autonomy 

and socialization, as well as building familiarity for migrants with the societies they live 

in. 

Context:  

The storyteller, an Arabic speaking cultural mediator, and some ARSIS staff starts 

narrating with a warm and theatrical voice to a group pf Greek, Syrian, Kurdish, 

Spanish and English-speaking migrants.  

The story indicates that the audience has to make a “soup of stones” so people really 

try to find stones! Then, the story indicates that the soup needs vegetables. Everyone 

tries to remember the different kinds of vegetables that exist and find suitable 

vegetables for the soup.  They then put the imaginary ingredients in the pot, 

independently of how they call it, for example “carrot”, ” جزر“ or “καρότο” etc. And 

after that, the story indicates that everyone has to help in stirring, as the pot is big and 

full of imaginary soup! And everyone stirs! 

 

5. Which actions were undertaken? 

The narration is not only in Greek, but also in Arabic and English, as the listeners are 

Greek, Syrian, Kurdish, Spanish and English. The fairytale gets livelier and the 

storyteller asks the audience for help and all of them – independent of their nationality 

- are more than eager to help. 

Although migrants face many challenges, such as the language barrier or the different 

cultural background, feedback that ARSIS and Oxfam receive is that these activities 

have a positive impact on both the migrant and local Greek community. On the one 

hand, refugees and migrants are keen on participating and sometimes they even 

propose different activities and, on the other hand, local people tend to be open-

minded and curious to meet and interact with different people. Of course, experience 

with children of different nationalities shows that in childhood, using different kinds of 

communication (e.g. body language) is best-suited. 

 

6. What was the impact? 

When the ‘soup’ is ready, the participants call everyone to “taste” it. The story now 

indicates that everyone is able to open their heart and accept differences, just like the 

soup “accepted” every ingredient, every stir and everyone’s help. 
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The children created and shared arts and crafts with one another. Children of different 

nationalities interacted with each other, using words in English or Greek or even body 

language, teaching us that language is not a barrier if you do not allow it to be. 

Children drawing together, expressing themselves and exchanging their art was a 

reminder that playing is a right of every child, independently of their characteristics 

and background.  

 

7. What barriers, challenges or points of learning did you identify?  

- Trauma and migration and how this is exacerbated by social and economic 

exclusion: 

To leave behind one’s own life, one’s own loved ones, one’s own security, go 

away to a new place, where everything is unknown, unpredictable, potentially 

dangerous, where the person feels different from the others, doesn’t understand 

the language, the life style, the attitudes of people. Migration is a stressful, 

emotional disturbing experience, an experience that questions one’s own identity.  

- Policy Approaches to Exclusion and Cohesion 

- Common Basic Principles for Immigrant Integration Policy in the EU:  

The first and guiding Common Basic Principle –which defines integration as a ‘two-way 

process’ – in national integration policies and action plans. This guiding principle sets 

the EU’s human rights compliant paradigm: not merely expecting compliance with our 

rules and values, but also offering migrants real opportunities to participate in a 

meaningful way in the society they have chosen to live in, treating them equally and 

making them feel part of society rather than tolerated guests. 

 

Source: https://blogs.oxfam.org/en/blogs/17-06-05-helping-migrants-adjust-new-life-

greece published 5 June 2017 

---------------------------------------------------- 

CASE STUDY 2 

 

1. What was the case? 

Multipurpose cash: Starting in 2015, the European Commission has been providing 

funding to support the humanitarian response in Greece through the Emergency 

Support to Integration & Accommodation’ (ESTIA) programme managed by its 

European Union Civil Protection and Humanitarian Aid (ECHO). ESTIA is implemented 

by UNHCR and a wide array of partners to provide a package of assistance that entails 

multipurpose cash assistance to meet basic needs, housing and services to refugees 

and asylum seekers (persons of concern). Multipurpose cash is a dignified and 

appropriate form of assistance in a European country like Greece and is helping 

persons of concern to meet their basic needs, with the bulk of cash spent on food. The 

provision of urban accommodation with bathrooms, running drinking water, washing 

and cooking facilities, utilities and internet – all free of charge – has helped persons of 

concern meet their shelter needs and most of their WASH and energy needs in a 

dignified manner.  

 

 

https://blogs.oxfam.org/en/blogs/17-06-05-helping-migrants-adjust-new-life-greece
https://blogs.oxfam.org/en/blogs/17-06-05-helping-migrants-adjust-new-life-greece
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2. Which actions were undertaken? 

Through the EU-funded ESTIA programme, UNHCR and partners have been providing a 

package of assistance comprising multipurpose cash, urban housing and 

complementary services to eligible persons of concern in towns and cities in Greece. 

 

3. What was the impact?  

Synergistic impacts have been created by the combination of cash assistance and free 

urban accommodation, with positive protection outcomes, such as widespread 

feelings of safety and minimization of particularly harmful coping strategies.  

Negative protection outcomes that multipurpose cash has not been able to redress are 

for instance linked to accommodation in sites on islands, where thousands of persons 

of concern live in overcrowded and in some instances unsafe conditions. The cash 

value was indicated by all persons of concern met and several key informants 

interviewed as insufficient to address multiple 2 household basic needs, including 

food, hygiene items and education costs. Large families with children faced substantial 

additional costs for baby diapers, while persons of concern living away from 

downtown Athens incurred large transport costs. 

Developing a strategy to integrate persons of concern into the social protection 

scheme and clarifying the duration of the cash and housing assistance, are recognized 

by all as critical priorities, and rightfully so. While efforts are directed at developing a 

way forward, there is a pressing need to improve information flows and 

communications and explore ways to put persons of concern on a more explicit path 

towards selfsustainability and integration in Greece 

 

4. What barriers, challenges or points of learning did you identify? 

- Push vs Pull factors for migration 

- Transculturation stress, Social Isolation and suffering of identity: 

The condition of being alone is for migrant a very stressful experience. Many 

come from Countries where one’s own identity is very much entangled with the group 

identity. There is no “I” but there is a “We”.  

Not only are they without their group but also they are in a society where they are 

marginalized. Their sense of belonging is broken and with it their sense of identity is 

lost. 

- Psychological impact of not only trauma of fleeing the home country but the 

culture shock and resultant depression arising from their new situation.  

- Not being allowed to work: 

The right to access the labour market already during the processing of an asylum claim 

might be crucial for speeding up the integration process as inactivity usually 

deteriorates the integration prospects. 

 

Source: https://www.unhcr.org/5b2cfa1f7.pdf published May 2018 by Sara Pavanello 

 

 

  

https://www.unhcr.org/5b2cfa1f7.pdf
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Lithuania: 

CASE STUDY 1: THE REFUGEE RIGHT TO HAVE SUITABLE LIVING CONDITIONS 

1. What was the case? 

The social worker was looking for a flat to rent for a refugee who had to move out of the 

reception centre. The social worker agreed with a landlord to come and take a look together 

with the person who is looking for a flat, she mentioned to the landlord that the person is a 

foreigner, the landlord said there is no problem. However, when they looked around the flat 

and where about to sign the agreement the social worker told that the person was refugee 

and the landlord informed them that suddenly she remembered there is someone else coming 

to see the flat and she needs more time to think if she can rent a flat to this person.  

 

2. Which actions were undertaken? 

The social worker did not tell the landlord anything at that moment but later on she called 

back the landlord and asked her to meet for a cup of tea and told the life story of that young 

refugee. Convincing the landlord that this is a decent and trustworthy person.  

 

3. What was the impact? 

The landlord agreed to rent the flat for the refugee. 

 

4. What barriers, challenges or points of learning did you identify? 

Stereotypies are very strongly rooted in the conscientious of people, so sometimes people 

need to see the situation from another person’s perspective, in order to be able to let go of 

these stereotypes.  
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CASE STUDY 2: THE REFUGEE RECEPTION CENTER IN LITHUANIA IS TREATED AS TRANSITION 

COUNTRY 

1. What was the case? 

The operators working in the reception centre noted that there are many cases when the 

refugees come to the reception centre, stay there for a while and once they are able they 

move to another country in search for a better life: 

„I have been in Lithuania for 28 days, nine people in my family. We get € 500 a month. I will 

not be able to live here because I do not get a job - my eyes are hurt. That's why I'm not going 

to work anywhere. If I don't have a job, I won't be able to live here, ”says Ahmad Abu Ead, a 

Syrian refugee. 

 

“I lost my family during the war. I was told to go to Lithuania in the refugee camp, but I did not 

choose this country from the list. I was told that Lithuania chose me. If Lithuania chose me, I 

had to allocate a house, ”says Ghassan Marouf, a Syrian refugee. 

 

2. Which actions were undertaken? 

There is no actual solution in this case as the EU regulation allows this and the people can use 

this. However, the operators should do their best in order to help the refugees to get 

integrated in the society as well as to motivate the refugees to stay in this country. 
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Spain: 

CASE STUDY 1 

1. What was the case? 

“TEMPLA”, the ship of solidarity.  

On August 16, 1991, a New Zealand merchant ship called Templa sighted and helped 433 

refugees, mostly Afghans, who were traveling abroad an Indonesian barge run by people 

smugglers. The ship, on the verge of tragedy was rejected by several countries and remained 

on the open sea for several weeks.  

The same story happened with the “Aquarius” on 2018.  

 

2. Which actions were undertaken? 

Finally, and after many negotiations and pressure from humanitarian organizations, the ship 

was sent to Nauru, near New Zealand. The captain of the ship was recently awarded the 

honorary prize of the United Nations High Commissioner for Refugees. 

In the case of the ship Aquarius, some European politics forced this rescue ship off the 

Mediterranean:  

https://www.pbs.org/newshour/show/how-anti-immigrant-politics-forced-rescue-ship-

aquarius-off-the-mediterranean.   

 

3. What was the impact? 

Once this news or some others like the “Aquarius” are known, it is necessary to carry out 

activities and think about: 

- Become aware of how national and supranational interests too often interfere with respect 

for human rights. 

- To assume our responsibility in the movements for the defence of human rights as part of the 

collective conscience of humanity. 

 

5. What barriers, challenges or points of learning did you identify? 

 

- How intercultural barriers can interfere with humanitarian actions; 

- How prejudices and national interest can difficult the respect of the Human Rights. 

 

 

 

https://www.pbs.org/newshour/show/how-anti-immigrant-politics-forced-rescue-ship-aquarius-off-the-mediterranean
https://www.pbs.org/newshour/show/how-anti-immigrant-politics-forced-rescue-ship-aquarius-off-the-mediterranean
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INCOMA, CASE STUDY 2 

1. What was the case? 

On November 2009, Switzerland celebrated a referendum in order to ban or keep allowing the 

building of minarets on mosques. A clear majority of 57,5% of people who participated in the 

referendum agreed on ban minarets. 

Some articles to analyse the case: 

- https://www.huffingtonpost.com/daniel-ammann/the-real-reasons-why-

the_b_373947.html?guccounter=1&guce_referrer_us=aHR0cHM6Ly93d3cuZ29vZ2xlLmVzL3Vy

bD9zYT10JnJjdD1qJnE9JmVzcmM9cyZzb3VyY2U9d2ViJmNkPTQmY2FkPXJqYSZ1YWN0PTgmdm

VkPTJhaFVLRXdpdHo2Zlp0LWpnQWhVTTJPQUtIWHZKRERjUUZqQURlZ1FJQnhBQiZ1cmw9aHR

0cHMlM0ElMkYlMkZ3d3cuaHVmZmluZ3RvbnBvc3QuY29tJTJGZGFuaWVsLWFtbWFubiUyRnRoZ

S1yZWFsLXJlYXNvbnMtd2h5LXRoZV9iXzM3Mzk0Ny5odG1sJnVzZz1BT3ZWYXcybGdva2RtLUxaT

281elh5OFFYYTRC&guce_referrer_cs=b-GannOYTFrkwbB1wXS2YA  

- https://www.nytimes.com/2009/11/30/world/europe/30swiss.html  

- https://lenews.ch/2018/01/10/swiss-courts-wrong-on-minaret-ban-speech-case-rules-

european-court/    

 

2. Which actions were undertaken? 

The result of the referendum was added to the Swiss Constitution. 

 

3. What was the impact? 

This decision had a great impact in Europe and there were many debates about this issue. We 

can draw some interesting conclusions to debate around it: 

- How globalisation can imply movements of reaction against the “Other”, the 

“Different”; 

- The need of create debates and strength the ways of communication amongst 

cultures. 

 

8. What barriers, challenges or points of learning did you identify? 

 

- The conception of the “Other” 

- The shock of cultures 

- The need of reinforce the channels of intercultural communication 

  

https://www.huffingtonpost.com/daniel-ammann/the-real-reasons-why-the_b_373947.html?guccounter=1&guce_referrer_us=aHR0cHM6Ly93d3cuZ29vZ2xlLmVzL3VybD9zYT10JnJjdD1qJnE9JmVzcmM9cyZzb3VyY2U9d2ViJmNkPTQmY2FkPXJqYSZ1YWN0PTgmdmVkPTJhaFVLRXdpdHo2Zlp0LWpnQWhVTTJPQUtIWHZKRERjUUZqQURlZ1FJQnhBQiZ1cmw9aHR0cHMlM0ElMkYlMkZ3d3cuaHVmZmluZ3RvbnBvc3QuY29tJTJGZGFuaWVsLWFtbWFubiUyRnRoZS1yZWFsLXJlYXNvbnMtd2h5LXRoZV9iXzM3Mzk0Ny5odG1sJnVzZz1BT3ZWYXcybGdva2RtLUxaT281elh5OFFYYTRC&guce_referrer_cs=b-GannOYTFrkwbB1wXS2YA
https://www.huffingtonpost.com/daniel-ammann/the-real-reasons-why-the_b_373947.html?guccounter=1&guce_referrer_us=aHR0cHM6Ly93d3cuZ29vZ2xlLmVzL3VybD9zYT10JnJjdD1qJnE9JmVzcmM9cyZzb3VyY2U9d2ViJmNkPTQmY2FkPXJqYSZ1YWN0PTgmdmVkPTJhaFVLRXdpdHo2Zlp0LWpnQWhVTTJPQUtIWHZKRERjUUZqQURlZ1FJQnhBQiZ1cmw9aHR0cHMlM0ElMkYlMkZ3d3cuaHVmZmluZ3RvbnBvc3QuY29tJTJGZGFuaWVsLWFtbWFubiUyRnRoZS1yZWFsLXJlYXNvbnMtd2h5LXRoZV9iXzM3Mzk0Ny5odG1sJnVzZz1BT3ZWYXcybGdva2RtLUxaT281elh5OFFYYTRC&guce_referrer_cs=b-GannOYTFrkwbB1wXS2YA
https://www.huffingtonpost.com/daniel-ammann/the-real-reasons-why-the_b_373947.html?guccounter=1&guce_referrer_us=aHR0cHM6Ly93d3cuZ29vZ2xlLmVzL3VybD9zYT10JnJjdD1qJnE9JmVzcmM9cyZzb3VyY2U9d2ViJmNkPTQmY2FkPXJqYSZ1YWN0PTgmdmVkPTJhaFVLRXdpdHo2Zlp0LWpnQWhVTTJPQUtIWHZKRERjUUZqQURlZ1FJQnhBQiZ1cmw9aHR0cHMlM0ElMkYlMkZ3d3cuaHVmZmluZ3RvbnBvc3QuY29tJTJGZGFuaWVsLWFtbWFubiUyRnRoZS1yZWFsLXJlYXNvbnMtd2h5LXRoZV9iXzM3Mzk0Ny5odG1sJnVzZz1BT3ZWYXcybGdva2RtLUxaT281elh5OFFYYTRC&guce_referrer_cs=b-GannOYTFrkwbB1wXS2YA
https://www.huffingtonpost.com/daniel-ammann/the-real-reasons-why-the_b_373947.html?guccounter=1&guce_referrer_us=aHR0cHM6Ly93d3cuZ29vZ2xlLmVzL3VybD9zYT10JnJjdD1qJnE9JmVzcmM9cyZzb3VyY2U9d2ViJmNkPTQmY2FkPXJqYSZ1YWN0PTgmdmVkPTJhaFVLRXdpdHo2Zlp0LWpnQWhVTTJPQUtIWHZKRERjUUZqQURlZ1FJQnhBQiZ1cmw9aHR0cHMlM0ElMkYlMkZ3d3cuaHVmZmluZ3RvbnBvc3QuY29tJTJGZGFuaWVsLWFtbWFubiUyRnRoZS1yZWFsLXJlYXNvbnMtd2h5LXRoZV9iXzM3Mzk0Ny5odG1sJnVzZz1BT3ZWYXcybGdva2RtLUxaT281elh5OFFYYTRC&guce_referrer_cs=b-GannOYTFrkwbB1wXS2YA
https://www.huffingtonpost.com/daniel-ammann/the-real-reasons-why-the_b_373947.html?guccounter=1&guce_referrer_us=aHR0cHM6Ly93d3cuZ29vZ2xlLmVzL3VybD9zYT10JnJjdD1qJnE9JmVzcmM9cyZzb3VyY2U9d2ViJmNkPTQmY2FkPXJqYSZ1YWN0PTgmdmVkPTJhaFVLRXdpdHo2Zlp0LWpnQWhVTTJPQUtIWHZKRERjUUZqQURlZ1FJQnhBQiZ1cmw9aHR0cHMlM0ElMkYlMkZ3d3cuaHVmZmluZ3RvbnBvc3QuY29tJTJGZGFuaWVsLWFtbWFubiUyRnRoZS1yZWFsLXJlYXNvbnMtd2h5LXRoZV9iXzM3Mzk0Ny5odG1sJnVzZz1BT3ZWYXcybGdva2RtLUxaT281elh5OFFYYTRC&guce_referrer_cs=b-GannOYTFrkwbB1wXS2YA
https://www.huffingtonpost.com/daniel-ammann/the-real-reasons-why-the_b_373947.html?guccounter=1&guce_referrer_us=aHR0cHM6Ly93d3cuZ29vZ2xlLmVzL3VybD9zYT10JnJjdD1qJnE9JmVzcmM9cyZzb3VyY2U9d2ViJmNkPTQmY2FkPXJqYSZ1YWN0PTgmdmVkPTJhaFVLRXdpdHo2Zlp0LWpnQWhVTTJPQUtIWHZKRERjUUZqQURlZ1FJQnhBQiZ1cmw9aHR0cHMlM0ElMkYlMkZ3d3cuaHVmZmluZ3RvbnBvc3QuY29tJTJGZGFuaWVsLWFtbWFubiUyRnRoZS1yZWFsLXJlYXNvbnMtd2h5LXRoZV9iXzM3Mzk0Ny5odG1sJnVzZz1BT3ZWYXcybGdva2RtLUxaT281elh5OFFYYTRC&guce_referrer_cs=b-GannOYTFrkwbB1wXS2YA
https://www.huffingtonpost.com/daniel-ammann/the-real-reasons-why-the_b_373947.html?guccounter=1&guce_referrer_us=aHR0cHM6Ly93d3cuZ29vZ2xlLmVzL3VybD9zYT10JnJjdD1qJnE9JmVzcmM9cyZzb3VyY2U9d2ViJmNkPTQmY2FkPXJqYSZ1YWN0PTgmdmVkPTJhaFVLRXdpdHo2Zlp0LWpnQWhVTTJPQUtIWHZKRERjUUZqQURlZ1FJQnhBQiZ1cmw9aHR0cHMlM0ElMkYlMkZ3d3cuaHVmZmluZ3RvbnBvc3QuY29tJTJGZGFuaWVsLWFtbWFubiUyRnRoZS1yZWFsLXJlYXNvbnMtd2h5LXRoZV9iXzM3Mzk0Ny5odG1sJnVzZz1BT3ZWYXcybGdva2RtLUxaT281elh5OFFYYTRC&guce_referrer_cs=b-GannOYTFrkwbB1wXS2YA
https://www.nytimes.com/2009/11/30/world/europe/30swiss.html
https://lenews.ch/2018/01/10/swiss-courts-wrong-on-minaret-ban-speech-case-rules-european-court/
https://lenews.ch/2018/01/10/swiss-courts-wrong-on-minaret-ban-speech-case-rules-european-court/
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6. ANNEXES 
 
 
You will find in the following pages all the documents produced in the Intellectual Output 6: 
 

- Teacher’s Manual 
- Syllabus 
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IO6 FACE TO FACE TRAINING COURSE 

Teacher’s Manual 
 

RE.INCLUSION: 2016-1-IT01-KA202- 005498 

"Guidelines for the work inclusion of the refugees and the 

asylum seekers" 
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INTRO 

 

RE.INCLUSION intends to develop innovative methodologies and tools so that the operators of 
services of social and work insertion of asylum seekers and refugees can operate in an 
effective way with the immigrants taken in charge. 

The project partnership carried out an analysis about the work situation of operators working 
with refugees that revealed that the major criticism was the lack of systematization of the 
reception process to overcome the emergency. Therefore, the project aims to portrait the 
state of the Reception System for Refugees in Europe and suggesting a networking system of 
innovative practices and effective tools gathered and produced by the partnership through 
the comparative system of the services for work insertion of migrants. 

The final aim is the publication of guidelines to improve the technical preparation of the 
practitioners and the efficiency of the services provided. Among the main expected results of 
the project, there is the improvement of competences of the practitioner working with 
refugees in public and private centres of the reception of refugees and asylum seekers and 
who carry out services for the social and economic inclusion of them. 

So, this Teacher’s manual seeks to orientate the trainers on how to provide the training to 
this specific group of professionals in order to give them a suitable and blended training able 
to complete the lack of knowledge about certain topics. 
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COURSE STRUCTURE 
 
The training and learning modules that will be included in the training are the following: 
 

1 LEGAL INFORMATION L.U 1.1 First contact and referral 

L.U 1.2 Translation services 

L.U 1.3 Provision of legal information 

2 INTEGRATION INTO THE SCHOOL / 

EDUCATIONAL SYSTEM 

L.U 2.1 Counselling 

L.U 2.2 Life direction 

L.U 2.3 Follow-up 

3 WORK INCLUSION L.U 3.1 Personal profile 

L.U 3.2 Professional plan 

L.U 3.3 Job search assistance 

L.U 3.4 Follow-up 

4 LANGUAGE L.U 4.1 Language level pre-assessment 

L.U 4.2 Oral communication  

                L.U 4.3 Teaching methodologies 

L.U 4.4 Organisation of translation services 

5 INTERCULTURAL COMPETENCES 
L.U 5.1 Intercultural awareness and adaptation 

L.U 5.2 Intercultural communication and 

mediation 

L.U 5.3 Intercultural techniques for work and social 

inclusion of refuges and asylum seekers 

6 SOFT SKILLS L.U 6.1 Interview techniques 

L.U 6.2 Conflict management 

L.U 6.3 Cope with stress 

L.U 6.4 Teamwork 
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YOUR ROLE 
 
This Teacher’s manual is for you in case you are a trainer that aims to reinforce the skills and 
competences of operators who work with refugees and asylum seekers.  

As trainer, you will be in charge of selecting the learning units in order to design and facilitate 
the whole training for your learners following their training needs. As this is a blended training, 
the contents might differ depending on the priorities and needs of the operators. 
Furthermore, you can adapt them depending on the specific profile of the group you will 
deliver the training. 

There are some specific requirements you must meet to deliver this training. First, you need to 
have at least 2 years of previous experience as professional working in the reception and 
guidance of immigrants, most specifically with refugees and asylum seekers. Secondly, you 
need to have delivered trainings in the field of migration and social integration. 

 

 

METHODOLOGY 

This training is conceived in different modules interlinked but that can be followed in a 
blended way. As the objective of the training is providing operators with a training divided into 
different modules that can be accomplished independently, if an operator needs a deeper 
knowledge about any of the subjects, he/she can do it without completing the other modules. 
 
The only contents conceived to be transversal to all the training are Module 5. “Intercultural 
Competences” and Module 6. “Soft Skills”. 
 
In addition, this training is also conceived to be provided in a traditional face to face course, 
that will intend to be practical, and through e-learning modules.  
 
FACE TO FACE: 
 
The training methodology will be based on the use of active didactic techniques, with the aim 
to simulate real situations. Participant's experience will be enhanced since the beginning of the 
training and will be elaborated as "original" training material. Thanks to the centralization of 
participants' work experience, it will be possible to discover the wide range of skills and 
knowledge that they own.  
 
Each module is elaborated in a different format, so the trainer can develop the contents 
through Power Points presentations, master class, explanations to develop practical trainings, 
etc.  
 
E-LEARNING: 
 
This training methodology will be based on the use of a web platform, specifically created on 
the project website, where participants can access with their username and password. The 
training activity will be realized through the download of didactic materials elaborated and 
uploaded on the platform in a structured and intuitive path that will involve participants, 
motive them, pushing them for the application of previews knowledge, provide them with 
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documents and information according to their possibilities and to the characteristics of 
available tools, offer support and feedback and constantly monitor the learning level of topics.  
 
Clear instructions that explain the use of platform will be provided, as well as an assistance 
system that will allow the solution of problems linked to the download of contents and tools of 
self-evaluation of entrance competences. 
 
The role of the trainer in this methodology is monitoring the training path of the trainees, 
solving doubts and questions and correcting the evaluation, if applicable. 
 
The training contents are elaborated as follows: 
 

1 LEGAL INFORMATION 
Presentation materials, handouts and brochures, examples, 
practical information are the training and learning 
methodologies used in this module. 

2 INTEGRATION INTO THE SCHOOL 

/ EDUCATIONAL SYSTEM 

This module is conceived to be delivered onsite through face 

to face activities. The contents will be acquired thanks to 

practical exercises based on real situations regarding 

counselling strategies, how to work on the refugees work 

paths and how to provide an adequate job search assistance 

and the follow-up of the beneficiaries. 

3 WORK INCLUSION 
Thanks the participants' work experience, it will be possible 
to discover the wide range of informal skills that they own. 
So, "formal" training activity will be realized through the 
traditional Face‐to‐Face lesson, that will be used in order to 
introduce and explain technical and professional topics that 
the participants still don't have, but also through "experience 
methodologies", that will allow the promotion of learning 
through active and direct operators' participation. Among the 
didactic methodologies that will be used, we have: ‐ Face to 
face lesson ‐ Self evaluation analysis of entrance 
competences ‐ Case method: work group for the analysis and 
discussion of a work situation (ex. teacher suggests the 
problem and the group decides the adequate solution) ‐ 
Learning by doing: to transform professionalise experiences 
and activities in concepts or systems ‐ Practical applications 
with individual support ‐ Group discussion.  

4 LANGUAGE 
This module is conceived to be divided into 2 parts: 

Online: access to information and learning content, and 

about teaching methods and contents analysing learners 

needs and demands. 

Offline/ blended: practical implementation on teaching oral 

communication and practising teaching methods. 

5 INTERCULTURAL COMPETENCES 
Presentation materials, examples, practical information, 

exercises and testing of learnings are the training and 

learning methodologies used in this module.  

Even if the module perfectly fits into an online approach, it is 

recommended to create an interactive and face to face 

learning environment supported with group works, 

discussions and role playing whenever possible. 
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6 SOFT SKILLS 
This Module has both theoretical and practical components 

which impact on the choice of relevant teaching methods. 

The content of the module must be kept in close contact to 

the reality of the participants. For this the trainer should 

always try to motivate the participants with integrating 

examples of their working and living background. 

The module includes also role plays. This is an important tool 

in order to understand and reflect the theory. The trainer 

should see that in the role games the situation of the 

participants is reflected. 

 
 
HOW TO PREPARE YOUR LEARNING ACTIVITY 
 
The structure is very easy to manage: 

 RE.INCLUSION training is composed of the 6 MODULES previously mentioned. 

 Each module is composed of several LEARNING UNITS organised in a blended 

structure: onsite and online. 

 Each unit is composed of a variable number of DIDACTICS UNITS proposing different 

activities in order to make the training as practical as possible, including role playing. 

 Each learning module has a “SYLLABUS” document that is giving information about: 

duration, resources needed, expected results, target groups or assessment tools. 

 
Example – Learning Unit 1.3:  

Learning Unit 1.3 PROVISION OF LEGAL INFORMATION 

Expected results 

This learning unit aims at exploring complex EU asylum system and discussing legal 
challenges that operators working with refugees and asylum seekers encounter. It 
is very important for the operators not only to know this information but also to 
be able to present it to refugees and asylum seekers in a simple and 
understandable way.  

After accomplishing this learning unit, learners will be able to: 

- Learn about EU asylum system 

- Learn about rights and duties of refugees 

- Improve networking skills 

- Identify legal challenges 

- Identify main labour laws 

- Identify legal information sources 

Didactic Units 

D.U 1.3.1.- Understanding EU system of asylum 

D.U 1.3.2.- Rights and duties of refugees in Europe 

D.U 1.3.3.- Labour Laws 

D.U 1.3.4.- Legal challenges 
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D.U 1.3.5.- Mapping main legal information sources (online + networking) 

Time frame 5 hours 

Target groups It is focused to operators/mentors working with refugees and asylum seekers. 

Learning 
Methodology 

Presentation materials, examples, practical information are the training and 
learning methodologies used in this module. 

Needed resources 

Laptop/ projector 
Flipchart/ white board/ markers 
Paper/ pen and pencils 

Evaluation tools 
You’ll be able to assess your learning with a multi-choice test. Remember that you 
must get minimum score 50. 

Learn more 
https://ec.europa.eu/home-affairs/what-we-do/policies/asylum  

 
 
* You will always find a link to the resources suggested. 
 

 
 

HOW TO QUALIFY TRAINEES 
 
As this is a very specific training, the trainees will be qualified through the development of the 
practical activities, giving them a feedback about how to improve their working techniques in 
different fields. 
 
It is possible to do a little test at the end of each learning unit, particularly in the case of the 
online training, allowing operators to evaluate their new knowledges through a self-
assessment. 
 
 
 

  

https://ec.europa.eu/home-affairs/what-we-do/policies/asylum
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TRAINING SYLLABUS  
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TRAINING SYLLABUS 

 

Introduction 

RE.INCLUSION is a Erasmus + funded project that intends to develop innovative methodologies 
and tools so that the operators working with refugees and asylum seekers could operate in an 
effective way with the immigrants taken in charge. 

The analysis carried out in the partnership organisations has revealed that the main problem is 
the lack of systematisation in the reception process to overcome the emergency. As a 
consequence, RE.INCLUSION aims at portraying the state of the Reception System for Refugees 
in Europe and suggesting a networking system of innovative practices and effective tools 
gathered and produced by the partnership through the analysis of the service for work 
insertion of migrants.  

The final objective of the project is the definition and publication of guidelines to improve the 
technical preparation of the practitioners and the efficiency of the services provided. These 
guidelines are concretised in this training, which is built on the basis of learning contents 
responding to competences units identified for the profile of the practitioner who work with 
refugees. 

About the training path 

This training is conceived in different modules interlinked but that can be followed in a 
blended way. As the objective of the training is providing operators with a training divided into 
different modules that can be accomplished independently, if an operator needs a deeper 
knowledge about any of the subjects, he/she can do it without completing the other modules.  

The only contents conceived to be transversal to all the training are Module 5. “Intercultural 
Competences” and Module 6. “Soft Skills”. 

Target groups 

The target group of this training is the operator who works with refugees and asylum seekers 

in the public as well as the private sector.  

Time frame /ECVET points 

The approximate total duration after accomplishing all modules is more than 100 hours. It 

could be longer or shorter depending on the learning path of each participant. 

Methodology  

Blended: this training is conceived in a blended way, so there will be some learning units that 
can be followed online, some others that must be accomplished face to face and a specific 
learning unit that is adapted to outdoor coaching. 
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Training & Learning modules 

 

1 LEGAL INFORMATION 
L.U 1.1 First contact and referral 

L.U 1.2 Translation services 

L.U 1.3 Provision of legal information 

2 INTEGRATION INTO THE SCHOOL / 
EDUCATIONAL SYSTEM 

L.U 2.1 Counselling 

L.U 2.2 Life direction 

L.U 2.3 Follow-up 

3 WORK INCLUSION 
L.U 3.1 Personal profile 

L.U 3.2 Professional plan 

L.U 3.3 Job search assistance 

L.U 3.4 Follow-up 

4 LANGUAGE 
L.U 4.1 Language level pre-assessment 

L.U 4.2 Oral communication  

              L.U 4.3 Teaching methodologies 

L.U 4.4 Organisation of translation services 

5 INTERCULTURAL COMPETENCES 
L.U 5.1 Intercultural awareness and adaptation 

L.U 5.2 Intercultural communication and 
mediation 

L.U 5.3 Intercultural techniques for work and social 
inclusion of refuges and asylum seekers 

6 SOFT SKILLS 
L.U 6.1 Interview techniques 

L.U 6.2 Conflict management 

L.U 6.3 Cope with stress 

L.U 6.4 Teamwork 
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Module contents 

MODULE 1: LEGAL INFORMATION 

Learning Unit 1.1 FIRST CONTACT AND REFERRAL 

Expected results 

This learning unit aims at raising awareness on the importance of the first contact 
with migrants, making migrant operators experience how important the first 
contact with refugees and asylum seekers is and what impact it has later on for their 
integration in the society of the host country. After accomplishing this learning unit, 
learners will be able to: 

- Learn about counselling techniques; 

- Learn about the politic, economic, cultural and social environment in the 

host country; 

- Learn about health and education system in the host country: what is 

important for the refugees; 

- Understand accommodation and job market; 

- Raise your awareness on stereotyping and prejudging; 

- Identify organisations working in the field; 

- Ease migrants’ adaptation. 

Didactic Units 

D.U 1.1.1.- Counselling: building trust 

D.U 1.1.2.- Defining political, cultural, economic and social environment in host 
country 

D.U 1.1.3.- Stereotypes and Prejudices 

D.U 1.1.4.- Understanding health system in host country 

D.U 1.1.5.- Understanding education system in host country 

D.U 1.1.6.- Accommodation: finding and renting a flat/house 

D.U 1.1.7.- Job market 

D.U 1.1.8.- Mapping organisations working with migrants 

Time frame 6 hours 

Target groups 
It is focused to operators/mentors working with migrants in general, and with 
refugees and asylum seekers in particular. 

Learning 
Methodology 

Presentation materials, handouts and brochures, examples, practical information 
are the training and learning methodologies used in this module.  

Needed 
resources 

Laptop/ projector 

Flipchart/ white board/ markers 

Paper/ pen and pencils 

Evaluation tools 

You’ll be able to assess your learning with a multi-choice test. You will have to take 
your test at the end of each module. Remember that you must get minimum score 
50. 

Learn more 
- http://reinclusion.eu/local/staticpage/view.php?page=reports 
- http://www.tandfonline.com/doi/full/10.1080/02643944.2010.481307 

 

http://reinclusion.eu/local/staticpage/view.php?page=reports
http://www.tandfonline.com/doi/full/10.1080/02643944.2010.481307
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Learning Unit 1.2 TRANSLATION SERVICES 

Expected results 

Most of the asylum seekers and refugees do not speak host country language so 
communicating with such a person becomes extremely difficult without a proper 
translator. However, finding a translator sometimes can also be challenging, 
especially for the asylum seekers and refugees coming from Arabic countries as 
there are not that many translators knowing this language well enough to help 
deal with rather complicated legal matters and other important issues. Moreover, 
the budget is usually very limited for these services.  

After accomplishing this learning unit, learners will be able to: 

- Identify documents that need to be translated; 
- Learn about online translation services and resources; 
- Improve networking skills; 
- Identify local community resources. 

Didactic Units 

D.U 1.2.1.- Presentation of available online resources 

D.U 1.2.2.- Networking tips 

D.U 1.2.3.- Identifying local community resources 

D.U 1.2.4.- Mapping of documents that need to be translated 

Time frame 3 hours 30 minutes 

Target groups It is focused to operators/mentors working with refugees and asylum seekers. 

Learning 
Methodology 

Presentation materials, examples, practical information are the training and 
learning methodologies used in this module.  

Needed resources 

Laptop/ projector 
Flipchart/ white board/ markers 
Paper/ pen and pencils 

Evaluation tools 

You’ll be able to assess your learning with a multi-choice test. You will have to take 
your test at the end of each module. Remember that you must get minimum score 
50. 

Learn more 

Translators without borders, see: 
https://translatorswithoutborders.org/wp-content/uploads/2017/04/Putting-
language-on-the-map.pdf  
http://bev.berkeley.edu/refugees/translationservices.html  

 

 

  

https://translatorswithoutborders.org/wp-content/uploads/2017/04/Putting-language-on-the-map.pdf
https://translatorswithoutborders.org/wp-content/uploads/2017/04/Putting-language-on-the-map.pdf
http://bev.berkeley.edu/refugees/translationservices.html
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Learning Unit 1.3 PROVISION OF LEGAL INFORMATION 

Expected results 

This learning unit aims at exploring complex EU asylum system and discussing legal 
challenges that operators working with refugees and asylum seekers encounter. It 
is very important for the operators not only to know this information but also to 
be able to present it to refugees and asylum seekers in a simple and 
understandable way.  

After accomplishing this learning unit, learners will be able to: 

- Learn about EU asylum system 
- Learn about rights and duties of refugees 
- Improve networking skills 
- Identify legal challenges 
- Identify main labour laws 
- Identify legal information sources 

Didactic Units 

D.U 1.3.1.- Understanding EU system of asylum 

D.U 1.3.2.- Rights and duties of refugees in Europe 

D.U 1.3.3.- Labour Laws 

D.U 1.3.4.- Legal challenges 

D.U 1.3.5.- Mapping main legal information sources (online + networking) 

Time frame 5 hours 

Target groups It is focused to operators/mentors working with refugees and asylum seekers. 

Learning 
Methodology 

Presentation materials, examples, practical information are the training and 
learning methodologies used in this module. 

Needed resources 

Laptop/ projector 
Flipchart/ white board/ markers 
Paper/ pen and pencils 

Evaluation tools 
You’ll be able to assess your learning with a multi-choice test. Remember that you 
must get minimum score 50. 

Learn more 
https://ec.europa.eu/home-affairs/what-we-do/policies/asylum  
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MODULE 2: INTEGRATION INTO THE SCHOOL/  

EDUCATIONAL SYSTEM 

Learning Unit 2.1 COUNSELLING 

Expected results 

By the end of the activity participants will have: 
 

- identified their personal key characteristics and lifestyle preferences; 
- matched typical behaviours to a range of characteristics; 
- learnt how to use the internet and other resources to find information on   

studies and employment; 
- • begun to identify possible careers that match their preferences. 

Didactic Units 

D.U 2.1.1 Self-awareness:  

Quick fire activities: know yourself; your strengths and personality traits. 
Personality Match; the different personality traits needed in different jobs.  Your 
type of personality. Team activity. Identifying your personality traits. Match skills 
to occupational areas. Positive behaviours. Summary discussion. 

D.U 2.1.2 Choosing routes to a career: 

What routes should I follow? Planning your route to studies or employment. 
Educational resources and where to find them. How to land your dream job. Using 
the internet for studies and job hunting. Summary discussion. 
 
D.U 2.1.3 Building confidence and resilience: 
Facing challenges, building resilience. Assertive behaviour. 

Time frame 6 hours 

Target groups 

Young or adult students/trainees, the unemployed, those in search of new career 
paths. It could address the needs of more audiences and easily adapted to 
different needs. 

Age range: Techniques could be applied to a wide age range. 

Learning 
Methodology 

Onsite  

Needed resources 

Presentation Slides 
Printable student Sheets 
Laptop/ projector 
Flipchart/ white board/ markers 
Paper/ pen and pencils 

Evaluation tools 

 
Peer discussion/ Multiple- choice evaluation form/In classroom exercises 

Learn more 

Useful links to relevant institutions and recognition authorities, can be found on 
the website http://reinclusion.eu/  
 
Other useful resources: 

- www.prospects.ac.uk/  
- https://www.careerpathways.co.in/  
- https://www.skillsyouneed.com/learn/counselling-approaches.html  

http://reinclusion.eu/
http://www.prospects.ac.uk/
https://www.careerpathways.co.in/
https://www.skillsyouneed.com/learn/counselling-approaches.html


 

The European Commission support for the production of this publication does not constitute an endorsement of the contents 
which reflects 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. 

 

Learning Unit 2.2 WORK PATHS 

Expected results 

By the end of the activity students will have: 
• identified some possible routes into a sector of their choice 
• identified appropriate activities that will support their CV 
• created a short-term action plan 
• learnt how to use their skills when pursuing a career 

Didactic Units 

D.U 2.2.1 Creating opportunities: 

Searching for opportunities. Finding contacts and networking. Using social 
networks effectively. Building your online reputation. Positive personal 
presentation. 

D.U 2.2.2 Entrepreneurial skills: 

Understanding enterprise; is it for you? What are enterprise skills? How can 
enterprise skills be used? Putting enterprise into action. Start-ups: What you 
should know. Summary Discussion. 
 
D.U 2.2.3 Skills for personal progression: 
What we mean by hard and soft skills. Assessing skills. Using your skills in 
recruitment situations. Problem solving. Successful projects and team’s 
management. Quick-fire activity: Workplace challenge.  

Time frame 6 hours and 30 minutes. 

Target groups All age ranges 

Learning 
Methodology 

Onsite  

Needed resources 

Student Sheets, PowerPoint presentation slides 
Laptop/ projector 
Flipchart/ white board/ markers 
Paper/ pen and pencils 

Evaluation tools Peer discussion/ Multiple- choice evaluation form/In classroom exercises 

Learn more 

Useful links to relevant institutions and recognition authorities, can be found on 
the website http://reinclusion.eu/. 
 

Other useful resources: 
- www.founders4schools.org.uk; 
- https://www.naric.org.uk/cpq/default.aspx. 

 

  

http://reinclusion.eu/
http://www.founders4schools.org.uk/
https://www.naric.org.uk/cpq/default.aspx
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Learning Unit 2.3 FOLLOW-UP 

Expected results 

By the end of the activity trainers will have: 
• learnt how to collect feedback 
• learnt how to create questionnaires and surveys 
• learnt how to conduct follow-up interviews 
• learnt how to use online tools to conduct surveys 

Didactic Units 

D.U 2.3.1 Follow-up activities 

Define your goals. Write your survey questions. Conduct follow-up interviews. Use 
former trainees as mentors. Online survey tools. 

Time frame 2 hours 

Target groups All age ranges 

Learning 
Methodology Online  

Needed resources 
PC/ Laptop 
Paper/ pen and pencils 

Evaluation tools Multiple- choice evaluation form/ Questionnaire/Reports 

Lean more 

Useful links: 
- https://www.surveygizmo.com/ 
- https://www.surveymonkey.com/ 
- https://www.typeform.com/ 
- https://www.google.com/forms/about/ 
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MODULE 3: WORK INCLUSION 

 

Learning Unit 3.1 PERSONAL PROFILE 

Expected results 

The purpose of this learning unit is to train operators, who deal in the field of work 
inclusion of refugees and asylum seekers, about the use of tools of assessment of 
personality traits and skills, interview and coaching techniques. The participation 
to this training activity will allows to operators to help their clients in 
understanding and overcoming personal, social or behavioural problems affecting 
their educational or vocational situations. Furthermore, the scope is to prepare 
operators to recognize the soft, hard and technical skills of refugees and asylum 
seekers and to use assessment tools to find out on which skills their clients have to 
focus in order to find a job. 

At the end of the L.U. 3.1, participants will be able: 

 to know hard and soft skills assessment tools; 

 to know phases and characteristics of employers selection process; 

 to activate Basic Counselling techniques; 

 to adopt ICT skills in order to realize foreseen activities; 

 to adopt techniques and activate actions that ensure the customer focus; 

 to adopt behaviours that ensure Flexibility and Adaptability. 

Didactic Units 

D.U 3.1.1:  

Tools and methods for conducting a first interview with a refugee / asylum seeker 
(Techniques of first interview, Techniques of psyco-social assessment, Techniques 
of coaching)   

D.U 3.1.2:  

Hard and soft skills assessment tools (Theoretical information, Assessment tools, 
Exercises and case study) 

D.U 3.1.3:  

Definition of the personal profile of a refugee / asylum seeker (Tools for collecting 
information, Reporting techniques, Exercises and case study) 
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Time frame 6 hours 

Target groups 
Operators who deal in the field of work inclusion of Refugees and Asylum Seekers 
in specialized reception centres, NGO, public bodies, employment centres etc... 

Learning 
Methodology 

Training methodology will be based on the use of active didactic techniques, with 
the aim to simulate real work situations. Participant's experience will be enhanced 
since the beginning of the training and will be elaborated as "original" training 
material. Thanks the centralization of participants' work experience, it will be 
possible to discover the wide range of informal skills that they own. So, "formal" 
training activity will be realized through the traditional Face-to-Face lesson, that 
will be used in order to introduce and explain technical and professional topics 
that the participants still don't have, but also through "experience 
methodologies", that will allow the promotion of learning through active and 
direct operators' participation. Among the didactic methodologies that will be 
used, we have: - Face to face lesson - Self evaluation analysis of entrance 
competences - Case method: work group for the analysis and discussion of a work 
situation (ex. teacher suggests the problem and the group decides the adequate 
solution) - Learning by doing: to transform professionalise experiences and 
activities in concepts or systems - Practical applications with individual support - 
Group discussion. Finally, training individualization activities are foreseen, through 
the realization of exercises and practical applications, with the aim to develop 
specific competences and in-depth analysis about a specific role. 

Needed resources 

Professional resources: 
Trainer with at least 3 years of experience in the field of skills evaluation, coaching 
and definition of personal profile.  
 
Material resources: 
Laptop/ projector 
White board/ markers 
Paper/ pen and pencils 
 
Didactic resources/Supports: 
Video, Power Point Presentations, Preparation of practical exercises, Preparation 
of role playing, Templates 

Evaluation tools 

 
Evaluation questionnaires 

Learn more 

Articles / video on definition of a personal profile of a refugee/asylum seeker 
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Learning Unit 3.2 PROFESSIONAL PLAN 

Expected results 

The purpose of this learning unit is to make the operators who deal in the field of 
work inclusion of refugees and asylum seekers able to develop the needed 
competences to elaborate their competence mapping in order to create the final 
Professional Plan. The participation to this training activity will allows to operators 
to help their clients in the phase of analysis of skills and ambitions with the aim to 
define their professional goals. 

At the end of the L.U. 3.2, the participant will be able: 

 to know and use needed tools and methodologies to elaborate a 
Competence mapping; 

 to know the Current labour market situation and its trends; 

 to know the Recognition procedures concerning study titles and 
professional qualifications; 

 to know the characteristics of disadvantages groups in the labour market; 

 to use active Job search methodologies; 

 to identify a range of community resources; 

 to motivate and inspire clients; 

 to adopt behaviours that ensure Flexibility and Adaptability. 

Didactic Units 

D.U 3.2.1:  

Tools and methods for elaborating a competence mapping of a refugee / asylum 

seeker (Theoretical information about recognition procedures, Tools for collecting 

information, Exercises and practical examples) 

D.U 3.2.2:  

Definition of professional goals (Interview techniques, Motivation Techniques, 

Labour Market characteristics) 

D.U 3.2.3:  

Definition of the professional plan of a refugee / asylum seeker (Tools and 
templates, Reporting techniques, Exercises and practical example 
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Time frame 6 hours 

Target groups 
Operators who deal in the field of work inclusion of Refugees and Asylum Seekers 
in specialized reception centres, NGO, public bodies, employment centres etc... 

Learning 
Methodology 

Training methodology will be based on the use of active didactic techniques, with 
the aim to simulate real work situations. Participant's experience will be enhanced 
since the beginning of the training and will be elaborated as "original" training 
material. Thanks the centralization of participants' work experience, it will be 
possible to discover the wide range of informal skills that they own. So, "formal" 
training activity will be realized through the traditional Face-to-Face lesson, that 
will be used in order to introduce and explain technical and professional topics 
that the participants still don't have, but also through "experience 
methodologies", that will allow the promotion of learning through active and 
direct operators' participation. Among the didactic methodologies that will be 
used, we have: - Face to face lesson - Self evaluation analysis of entrance 
competences - Case method: work group for the analysis and discussion of a work 
situation (ex. teacher suggests the problem and the group decides the adequate 
solution) - Learning by doing: to transform professionalise experiences and 
activities in concepts or systems - Practical applications with individual support - 
Group discussion. Finally, training individualization activities are foreseen, through 
the realization of exercises and practical applications, with the aim to develop 
specific competences and in-depth analysis about a specific role. 

Needed resources 

Professional resources: 
Trainer with at least 3 years of experience in the field of skills evaluation, coaching 
and definition of personal profile. 
 
Material resources: 
Laptop/ projector 
White board/ markers 
Paper/ pen and pencils 
 
Didactic resources/Supports: 
Video, Power Point Presentations, Preparation of practical exercises, Preparation 
of role playing, Templates 

Evaluation tools Evaluation questionnaires 

Learn more Articles / video on definition of a professional plan of a refugee/asylum seeker 
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Learning Unit 3.3 JOB SEARCH ASSISTANCE 

Expected results 

The purpose of this learning unit is to train operators who deal in the field of work 
inclusion of refugees and asylum seekers about the use of Local networks and 
social services, the Labour laws and the Current labour market situation and 
trends, but also about different phases of selection process and the needed tools 
for matching demand and offer of a job. The participation to this training activity 
will allows to operators help their client in the Active Job search activities. 

At the end of the L.U. 3.3, the participants will be able: 

 to know Local networks and social services; 

 to know Labour laws; 

 to know the Current labour market situation and its trends; 

 to know the characteristics of disadvantages groups in the labour market; 

 to adopt efficient Job matching techniques; 

 to use active Job search methodologies; 

 to adopt ICT skills in order to realize foreseen activities; 

 to identify a range of community resources; 

 to manage conflicts. 

Didactic Units 

D.U 3.3.1:  

Current Labour market situation and trends (New characteristics of Labour 

policies, Local Network and social Services, The future of job) 

D.U 3.3.2:  

Measures and tools to develop the Employability of a refugee/asylum seeker 

(Trends, Growth strategies, Macroeconomic policy environment; Transferability of 

Skills across Economic Sectors) 

D.U 3.3.3: 

Employers selection process (Phases, Advices for job interview, Advices for 

Curriculum Vitae and cover letter, Examples and Template) 
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Time frame 6 hours 

Target groups 
Operators who deal in the field of work inclusion of Refugees and Asylum Seekers 
in specialized reception centres, NGO, public bodies, employment centres etc... 

Learning 
Methodology 

FACE TO FACE: 

Training methodology will be based on the use of active didactic techniques, with 
the aim to simulate real work situations. Participant's experience will be enhanced 
since the beginning of the training and will be elaborated as "original" training 
material. Thanks the centralization of participants' work experience, it will be 
possible to discover the wide range of informal skills that they own. So, "formal" 
training activity will be realized through the traditional Face-to-Face lesson, that 
will be used in order to introduce and explain technical and professional topics 
that the participants still don't have, but also through "experience 
methodologies", that will allow the promotion of learning through active and 
direct operators' participation. Among the didactic methodologies that will be 
used, we have: - Face to face lesson - Self evaluation analysis of entrance 
competences - Case method: work group for the analysis and discussion of a work 
situation (ex. teacher suggests the problem and the group decides the adequate 
solution) - Learning by doing: to transform professionalise experiences and 
activities in concepts or systems - Practical applications with individual support - 
Group discussion. Finally, training individualization activities are foreseen, through 
the realization of exercises and practical applications, with the aim to develop 
specific competences and in-depth analysis about a specific role. 

E-LEARNING: 

Training methodology will be based on the use of a web platform, specifically 
created on the project website, where participants can access with their username 
and password. Training activity will be realized through the download of didactic 
materials realized and uploaded on the platform in a structured and intuitive path 
that will involve participants, motive them, pushing them for the application of 
previews knowledge, provide them documents and information according to their 
possibilities and to the characteristics of available tools, offer support and 
feedback and constantly monitor the learning level of topics. Clear instructions 
that explain the use of platform will be provide, as well as an assistance system 
that will allow the solution of problems linked to the download of contents and 
tools of self-evaluation of entrance competences 

Needed resources 

FACE TO FACE: 

Professional resources: 

Trainer with good knowledge of Labour Market and at least 3 years of experience 

in the field of coaching addressed to active job search.  
Material resources: 

Laptop/ projector 

White board/ markers 

Paper/ pen and pencils 

Didactic resources/Supports: 

Video, Power Point Presentations, Preparation of practical exercises, Preparation 
of role playing, Templates 
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E-LEARNING: 

Professional resources: 

Trainer with good knowledge of Labour Market and at least 3 years of experience 

in the field of coaching addressed to active job search. 

Material resources: 

Laptop/ Internet connection 

Risorse didattiche/Supporti: 

Video, Power Point Presentations, Preparation of role playing, Templates 

Evaluation tools Evaluation questionnaires 

Learn more Articles on line 
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Learning Unit 3.4 FOLLOW-UP 

Expected results 

The purpose of this learning unit is to provide to operators, who deal in the field of 

work inclusion of refugees and asylum seekers, tools and techniques that give 

them the possibility to monitor the status of work inclusion of refugees and 

asylum seekers, their problems, their difficulties and to find with them the 

appropriate solutions in order to solve them. The participation to this training 

activity will allows to operators to manage the phase of follow up their clients' 

professional life..  

At the end of the L.U. 3.4, participants will be able: 

 to know and to use evaluation and monitoring techniques: data 

collecting, interviews etc.. 

 to know and to use techniques and tools of reporting 

 to adopt techniques and activate actions that ensure the customer focus 

to know and to use techniques and methods of analysis, comparison and 
summary. 

Didactic Units 

D.U 3.4.1:  

The monitoring: research tools and reporting techniques (Data collecting methods, 

Reporting techniques, Exercises and practical examples) 

D.U 3.4.2:  

Definition and analysis of anomalies and problems (Interview techniques, Analysis 
techniques) 

D.U 3.4.3:  

Revision of the professional plan of a refugee/asylum seeker (Problem solving 
techniques and Exercises and practical examples) 
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Time frame 6 hours 

Target groups 
Operators who deal in the field of work inclusion of Refugees and Asylum Seekers 
in specialized reception centres, NGO, public bodies, employment centres etc... 

Learning 
Methodology 

Training methodology will be based on the use of active didactic techniques, with 
the aim to simulate real work situations. Participant's experience will be enhanced 
since the beginning of the training and will be elaborated as "original" training 
material. Thanks the centralization of participants' work experience, it will be 
possible to discover the wide range of informal skills that they own. So, "formal" 
training activity will be realized through the traditional Face-to-Face lesson, that 
will be used in order to introduce and explain technical and professional topics 
that the participants still don't have, but also through "experience 
methodologies", that will allow the promotion of learning through active and 
direct operators' participation. Among the didactic methodologies that will be 
used, we have: - Face to face lesson - Self evaluation analysis of entrance 
competences - Case method: work group for the analysis and discussion of a work 
situation (ex. teacher suggests the problem and the group decides the adequate 
solution) - Learning by doing: to transform professionalise experiences and 
activities in concepts or systems - Practical applications with individual support - 
Group discussion. Finally, training individualization activities are foreseen, through 
the realization of exercises and practical applications, with the aim to develop 
specific competences and in-depth analysis about a specific role. 

Needed resources 

Professional resources: 

Trainer with at least 3 years of experience in the monitoring and problem solving 

activities.  
 

Material resources: 

Laptop/ projector 

White board/ markers 

Paper/ pen and pencils 

 

Didactic resources/Supports: 

Video, Power Point Presentations, Preparation of practical exercises, Preparation 
of role playing, Templates 

Evaluation tools Evaluation questionnaires 

Learn more 
Articles / video on monitoring of work inclusion activities addressed to a 
refugee/asylum seeker 
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MODULE 4: LANGUAGE 

 

Learning Unit 4.1 LANGUAGE LEVEL PRE-ASSESSMENT 

Expected results 

After accomplishing this learning unit, learners will be able to: 

1. Self-reflection: To encourage practitioners of all kinds in the language 
field, to reflect on such questions as:  
• What do we actually do when we speak (or write) to each other? • 
What enables us to act in this way?  
• How much of this do we need to learn when we try to use a new 
language?  
• How do we set our objectives and mark our progress along the path 
from total ignorance to effective mastery?  
• How does language learning take place?  
• What can we do to help ourselves and other people to learn a language 
better? 

2. Understanding the needs, motivations, characteristics and resources of 
learners. This means answering questions such as:  
• What will l earners need to do with the language?  
• What do they need to learn in order to be able to use the language to 
achieve those ends?  
• What makes them want to learn?  
• What sort of people are they (age, sex, social and educational 
background, etc.)  
• What knowledge, skills and experiences do their teachers possess?  
• What access do they have to course books, works of reference 
(dictionaries, grammars, etc.), audio-visual aids, computer hard - and 
software, etc.?  
• How much time can they afford (or are willing, or able) to spend? 

3. Knowing the method of assessing the language level of their learners in 
the four kinds of language activities: reception (listening and reading), 
production (spoken and written), interaction (spoken and written), and 
mediation (translating and interpreting) by using the Common European 
Framework of Reference for Languages  

4. be able to use the pre-assessment tool 
5. be able to plan a curriculum/ learning pathway for their target groups 

based on the results of the pre-assessment 

Didactic Units 

D.U 4.1.1 Reflection about the objectives of language assessment 

D.U 4.1.2 Understanding the needs, motivations, characteristics and resources of 
learners 

D.U 4.1.3 The Common European Framework of Reference for Languages 

D.U 4.1.4 Language Assessment tools 

D.U 4.1.5 Practical usage of CEFR assessment tool 

D.U 4.1.6 Planning of curriculum/ learning pathway for my target group 
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Time frame 6 hours 

Target groups Professional and voluntary language teachers and mentors working with refugees 

Learning 
Methodology 

Face to face course 

Needed resources 
Access to internet 

PC 

Evaluation tools 

Drawing a concept for an assessment tool for their own target group 

Practical usage of following tests: Council of Europe: Common European 

Framework of Reference for Languages, see 

http://www.coe.int/t/dg4/linguistic/Cadre1_en.asp 

EUROPASS: European language levels - Self Assessment Grid, see:  

http://europass.cedefop.europa.eu/resources/european-language-levels-cefr 

http://europass.cedefop.europa.eu/sites/default/files/cefr-en.pdf 

Learn more 

Suggested additional material: 

COMMON EUROPEAN FRAMEWORK OF REFERENCE FOR LANGUAGES: LEARNING, 

TEACHING, ASSESSMENT, see: 

https://www.coe.int/t/dg4/linguistic/source/framework_en.pdf  
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Learning Unit 4.2 ORAL COMMUNICATION 

Expected 
results 

After accomplishing this learning unit, learners will be able to: 

1. Self-reflection: To encourage practitioners of all kinds in the language field, to 
reflect on such questions as:  

2. What actually happens when we communicate with each other? 
3.  What do we actually do when we speak to each other? 
4. Understanding the needs, motivations, characteristics and resources of learners. 

This means answering questions such as:  
5. What will l earners need to do with the language?  
6. What do they need to learn in order to be able to use the language to achieve 

those ends?  
7. What makes them want to learn?  
8. What sort of people are they (age, sex, social and educational background, etc.)  
9. What knowledge, skills and experiences do they possess already? 
10.  What access do they have to course books, works of reference (dictionaries, 

grammars, etc.), audio-visual aids, computer hard - and software, etc.?  
11. How much time can they afford (or are willing, or able) to spend? 
12. Knowing the method of assessing the language level of their learners in the 

following kinds of language activities: reception (listening), production (spoken), 
and interaction (spoken) by using the Common European Framework of Reference 
for Languages  

13. Explain basic methods of teaching 
14. have clear objectives for lessons  
15. have good knowledge and understanding of the subject matter they are teaching. 

They should be prepared to answer questions and keep the material interesting 
for the students 

16. develop pedagogical competencies in teaching their subject field(s) and to support 
active communication of their learners 

17. develop skills to teach in multicultural and multilingual settings 
18. have effective discipline skills and can promote positive behaviors and change in 

the classroom 
19. have good classroom/student behaviour management skills and can ensure good 

student behavior, effective study and work habits, and an overall sense of respect 
in the classroom 

20. develop a strong rapport with students and establishes trusting relationships 

21. Prepare a first meeting 

22. Organise further lessons and work adequately with teaching materials 

23. Fulfil their role as language trainer or mentor 
24. Students will know different methods of assessment of oral communication so 

that they are able to make decisions about the best manner in which to place 
individual learners in instructional sequences and to improve the curriculum. 

Didactic Units 

D.U 4.2.1 Input on communication and the importance of oral communication skills and 
instructions 

D.U 4.2.2 Techniques and models of communication training 

D.U 4.2.3 Six Types of Oral Communication Activities 

D.U 4.2.4 Inspiring content: ideas on training different communication situations 

D.U 4.2.5 Practical implementation 

D.U 4.2.6 Oral communication assessment: instruments and methods 
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Time frame 6 hours 

Target groups Professional and voluntary language trainers and mentors 

Learning 
Methodology 

Online: access to information and learning content 

offline/ blended: practical implementation on teaching oral communication 

Needed 
resources 

Laptop/ projector 

Flipchart/ white board/ markers 

Paper/ pen and pencils 

Moderation board, moderation cards, pins 

Photos 

Supporting communication material (e.g. maps, advertisement brochures, event calendars, 
programs of movie theatre, theatre, museums, time tables of buses, trains etc.) 

Evaluation 
tools 

Grading forms 

Tests that measure learners memory and listening comprehension 

Oral tests on use of the language (e.g. leaded standardized dialogue) 

vocabulary tests 

Learn more 

Council of Europe: Common European Framework of Reference for Languages, see 

http://www.coe.int/t/dg4/linguistic/Cadre1_en.asp 

EUROPASS: European language levels - Self Assessment Grid, see:  

http://europass.cedefop.europa.eu/resources/european-language-levels-cefr  

Or: http://europass.cedefop.europa.eu/sites/default/files/cefr-en.pdf 

Suggested additional material: 

COMMON EUROPEAN FRAMEWORK OF REFERENCE FOR LANGUAGES: LEARNING, 

TEACHING, ASSESSMENT,  

see: http://europass.cedefop.europa.eu/sites/default/files/cefr-en.pdf 

 

National Communication Association: Large Scale Asssessment in oral communication, see:  

http://dev.natcom.org/uploadedFiles/Teaching_and_Learning/Assessment_Resources/PDF-

Large_Scale_Assessment_in_Oral_Communication_3rdEd.pdf  

 

  

http://www.coe.int/t/dg4/linguistic/Cadre1_en.asp
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http://dev.natcom.org/uploadedFiles/Teaching_and_Learning/Assessment_Resources/PDF-Large_Scale_Assessment_in_Oral_Communication_3rdEd.pdf
http://dev.natcom.org/uploadedFiles/Teaching_and_Learning/Assessment_Resources/PDF-Large_Scale_Assessment_in_Oral_Communication_3rdEd.pdf


 

The European Commission support for the production of this publication does not constitute an endorsement of the contents 
which reflects 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. 

Learning Unit 4.3 TEACHING METHODOLOGIES 

Expected results 

After accomplishing this learning unit, learners will be able to: 

1. Self-reflection: To encourage practitioners of all kinds in the language 
field, to reflect on such questions as:  
- What actually happens when we communicate with each other? 
-  What do we actually do when we speak to each other? 
2. Understanding the needs, motivations, characteristics and resources of 
learners. This means answering questions such as:  
- What will l earners need to do with the language?  
- What do they need to learn in order to be able to use the language to 
achieve those ends?  
- What makes them want to learn?  
- What sort of people are they (age, sex, social and educational 
background, etc.)  
- What knowledge, skills and experiences do they possess already? 
-  What access do they have to course books, works of reference 
(dictionaries, grammars, etc.), audio-visual aids, computer hard - and software, 
etc.?  
- How much time can they afford (or are willing, or able) to spend? 
3. Knowing the method of assessing the language level of their learners in 
the four kinds of language activities: reception (listening and reading), production 
(spoken and written), interaction (spoken and written), and mediation (translating 
and interpreting) by using the Common European Framework of Reference for 
Languages  
4.  
5. Explain the basic methods of teaching 
6. have clear objectives for lessons  
7. have knowledge of the relevant curriculum and other standards they 
must uphold in the classroom or face-to-face teaching. They ensure their teaching 
meets those standards 
8. have good knowledge and understanding of the subject matter they are 
teaching. They should be prepared to answer questions and keep the material 
interesting for the students 
9. can use ICT in teaching 
10. develop pedagogical competencies in teaching their subject field(s) and to 
support active communication of their learners 
11. have teaching cross-curricular skills 
12. develop skills to teach in multicultural and multilingual settings 
13. have effective discipline skills and can promote positive behaviors and 
change in the classroom 
14. have good classroom/student behaviour management skills and can 
ensure good student behavior, effective study and work habits, and an overall 
sense of respect in the classroom 
15. develop a strong rapport with students and establishes trusting 
relationships 
16. Prepare a first meeting 
17. Organise further lessons and work adequately with teaching materials 
18. Fulfil their role as language trainer or mentor 
19. Students will know different methods of assessment of oral 
communication so that they are able to make decisions about the best manner in 
which to place individual learners in instructional sequences and to improve the 
curriculum. 
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Didactic Units 

D.U 4.3.1 Model of language acquisition 

D.U 4.3.2 Teaching methods 

D.U 4.3.3 Identifying participants needs and demands 

D.U 4.3.4 Inspiring content: ideas on relevant topics in language acquisition  

D.U 4.3.5 Organising training: language course, language mentoring sessions 

D.U 4.3.6 Planning of curriculum (content, methods) 

D.U 4.3.7 Practice of teaching 

Time frame 6,5 hours 

Target groups Professional and voluntary language trainers and language mentors 

Learning 
Methodology 

- Online: information about teaching methods and content, analysing 
learners needs and demands 

- offline/ blended: practising teaching methods 

Needed resources 

Laptop/ projector 

Flipchart/ white board/ markers 

Paper/ pen and pencils 

Moderation board, moderation cards, pins 

Evaluation tools 

Council of Europe: Common European Framework of Reference for Languages, see 

http://www.coe.int/t/dg4/linguistic/Cadre1_en.asp 

EUROPASS: European language levels - Self Assessment Grid, see:  

http://europass.cedefop.europa.eu/resources/european-language-levels-cefr 

http://europass.cedefop.europa.eu/sites/default/files/cefr-en.pdf 

Learn more 

Suggested additional material: 
COMMON EUROPEAN FRAMEWORK OF REFERENCE FOR LANGUAGES: LEARNING, 
TEACHING, ASSESSMENT, see:  
https://www.coe.int/t/dg4/linguistic/source/framework_en.pdf  
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Learning Unit 4.4 ORGANISATION OF TRANSLATION SERVICES 

Expected results 

After accomplishing this learning unit, learners will be able to: 

- know to do research work online and offline 

- identify translation services available in local community or online and 

describe them in a resource list 

- Name existing local network institutions and online services 

- Gain further information by accessing the local network 

- Have access to local support networks and social services 

- Identify funding opportunities 

- In case of need, set up and maintain a network 

Didactic Units 

D.U 4.4.1 Hints on research work and networking 

D.U 4.4.2 Identify opportunities of translation services 

D.U 4.4.3 How to organise language support and translation 

D.U 4.4.4 Mapping of local networks and services 

Time frame 10 hours 

Target groups 
Practitioners who work with refuges and asylum seekers on a professional or a 
voluntary basis. 

Learning 
Methodology 

Face to face course 

Needed resources 

Access to internet 

Laptop/ printer 

Printed material (e.g. list of translation services and translators) 

Evaluation tools 

Mapping the existing translation services available in local community or online, 
which are describe with contact details and additional information (e.g. prices, 
availability, languages, access to) in a resource list 

Learn more 

Translators without borders, see: 

https://translatorswithoutborders.org/wp- content/uploads/2017/04/Putting-

language-on-the-map.pdf  

http://bev.berkeley.edu/refugees/translationservices.html  
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MODULE 5: INTERCULTURAL COMPETENCES 

 

Learning Unit 5.1 INTERCULTURAL AWARENESS AND ADAPTATION 

Expected results 

This learning unit aims at raising awareness on the importance of an intercultural 
approach towards migrants, making migrant operators experience first-hand how 
apparently “obvious” things can be interpreted in different ways. Later on, it will 
analyse the different stages experienced by the migrant in the process of 
adaptation as a tool for migrant operators to understand migrants’ behaviours.  

After accomplishing this learning unit, learners will be able to: 

- Learn about the concepts of pluralism, multiculturalism and 

interculturalism; 

- Learn about the process of cultural adaptation and its implications; 

- Understand the underlying causes of critical interactions in between 

cultures; 

- Raise your awareness on stereotyping and prejudging; 

- Identify symptoms in culture adaptation and culture shock; 

- Learn strategies and actions to follow to prevent culture shock negative 

outcomes; 

- Ease migrants’ adaptation. 

Didactic Units 

D.U. 5.1.1.- Defining culture 

D.U 5.1.2.- Pluralism, Multiculturalism and Interculturalism 

D.U 5.1.3.- Understanding Ambiguity + 3 extra tasks 

D.U 5.1.4.- Understanding Cultural Standards + 1 extra task 

D.U 5.1.5.- Stereotypes and Prejudices + 1 extra task 

D.U 5.1.6.- Acculturation: concept, model, strategies and outcomes 

D.U 5.1.7.- Culture shock: concept and symptoms + 1 extra task 

D.U 5.1.8.- U&W Curve Model 

D.U 5.1.9.- Ulysses Syndrome: concept, causes, symptoms and prevention 
measures 
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Time frame 

Basic course:  3 hours 

Extra tasks:  2 hours 

Total: 5 hours 

Target groups 
It is focused to operators working with migrants in general, and with refugees and 
asylum seekers in particular. 

Learning 
Methodology 

Presentation materials, examples, practical information, exercises and testing of 
learnings are the training and learning methodologies used in this module.  

Even if the module perfectly fits into an online approach, it is recommended to 
create an interactive and face to face learning environment supported with group 
works, discussions and role playing whenever possible. 

Needed resources 

Laptop/ projector 

Flipchart/ white board/ markers 

Paper/ pen and pencils 

Evaluation tools 

You’ll be able to assess your learning with a multi-choice test. You will have to take 
your test at the end of each module. Remember that you must get minimum score 
50. 

Learn more 

- EU laws and regulation 

- www.intermove.eu 
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Learning Unit 5.2 INTERCULTURAL COMMUNICATION AND MEDIATION 

Expected results 

This learning unit examines best practices in communication skills, that will help 
them preventing or minimizing the culture shock, and it will provide do´s and 
don’ts upon migrant’s arrival. The training will finish with a case study in which 
operators will be able to understand how a proper intercultural behaviour fosters 
the migrant wellbeing and his/ her evolution into society.   

After accomplishing this learning unit, learners will be able to: 

- Understand the power of communication, both verbal and non- verbal; 

- Learn and implement Intercultural communication strategies; 

- Develop skills in active listening, empathy and assertiveness; 

- Experience the danger of miscommunication through case studies; 

Learn and discover do´s and dont´s in migrant integration. 

Didactic Units 

D.U 5.2.1.- Communication, general aspects 

D.U 5.2.2.- Intercultural communication + 1 extra task 

D.U 5.2.3.- Verbal and non-verbal communication 

D.U 5.2.4.- Empathy and active listening: concept, levels, empathy barriers + 1 
extra task 

D.U 5.2.5.- Communication styles and assertiveness + 1 extra task 

D.U 5.2.6.- Do’s & Don’ts + 1 extra task 

Time frame 
Basic course: 2 hours and 15 minutes  

Extra tasks: 45 minutes 

Total: 3 hours 

Target groups 
It is focused to operators working with migrants in general, and with refugees and 
asylum seekers in particular. 

Learning 
Methodology 

Presentation materials, examples, practical information, exercises and testing of 
learnings are the training and learning methodologies used in this module.  

Even if the module perfectly fits into an online approach, it is recommended to 
create an interactive and face to face learning environment supported with group 
works, discussions and role playing whenever possible. 

Needed resources 

Laptop/ projector 

Flipchart/ white board/ markers 

Paper/ pen and pencils 

Evaluation tools 
You’ll be able to assess your learning throughout a “Case study” about 
intercultural communication that will take 1 hour. 

Learn more 

- www.ll2ii.eu  

- www.projetocinco.eu 

 

http://www.ll2ii.eu/
http://www.projetocinco.eu/
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Learning Unit 
5.3 INTERCULTURAL TECHNIQUES FOR WORK AND SOCIAL INCLUSION OF 
REFUGEES AND ASYLUM SEEKERS 

Expected results 

1. Knowledge of adequate teaching approaches;  

2. Capability to successfully transfer useful information;  

3. Awareness of cultural differences and capability to mediate;  

4. Capability to evaluate and solve problems  

Didactic Units 

D.U 5.3.1.- Teaching: thanks to examples of real lessons, the trainees will 
experiment themselves the different pedagogical approaches and starting from 
practice, they will be able to define the theory. 

D.U 5.3.2.- Counselling: legal information: it’s basic for asylum seekers and 
refugees that someone explain them what their rights and duties in the EU are. In 
addition, they can receive some guidance about the legal step they must follow to 
achieve their objectives.  

D.U 5.3.3.- Counselling: work and social inclusion: this unit will mainly focus on the 
approach to use when dealing with foreigners. 

D.U 5.3.4.- Mediation: thanks to empathy and active listening, a mediator is able 
to build relationships based on trust and compliance. Moreover, the knowledge of 
verbal and no verbal communication codes could be an important support in the 
teamwork in order to understand invisible issues and activate adequate conflict 
management techniques. 

D.U 5.3.5.- Monitoring: Evaluations keep track of key outcomes and impacts 
related to the different project components, assessing whether the objectives, 
aims and goals are being achieved. 

Time frame The duration will be different for each activity (3-4 hours) 

Target groups Those who have completed modules 1-4 of this training.  

Learning 
Methodology 

The methodology is mostly face to face, even if also online resources will be 
available 

Needed resources 

Laptop/ projector 

Flipchart/ white board/ markers 

Paper/ pens and pencils 

Evaluation tools Assessment will be organised differently for each unit. 

Learn more 

5.3.1. Teaching: 

- Shaw J, Dowsett G (1986) The Evaluation Process in the Adult Migrant Education 

Program. Adelaide: Adult Migrant Education Program; 

- Van Lier L (2009) Action-based teaching, autonomy and identity. Innovation in 

Language Teaching and Learning 1(1): 1–19; 

- Wenger E (1998) Communities of Practice: Learning, Meaning and Identity. New 

York: Cambridge University Press; 
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- Wier CJ (1990) Communicative Language Testing. New York: Prentice Hall. 

 

5.3.2 and 3. Counselling: 

-Huey, W. C. (1987). Ethical standards for school counselors: Test your knowledge. 

The School Counselor, 34, 331-335; -Corey, G., Corey, M., & Callahan, P. (2003). 

Issues and ethics in the helping professions. Pacific Grove, CA: Brooks/Cole; 

- Vacc, N. A., & Loesch, L. C. (2000). Professional orientation to counseling. 

Philadelphia: Taylor & Francis; 

-Forester, H., & Davis, T. (1996). A practitioner’s guide to ethical decision making. 

Alexandria, VA: American Counseling Association. 

 

5.3.4. Mediation: 

- Crossing Borders in Community Interpreting: Definitions and dilemmas. Eds. 

Carmen Valero-Garcés and Anne Martin. 2008, Benjamins 

- Intercultural competences in social services: Constructing an effective 

institutional culture - Methodological guide. 2011, Council of Europe Publishing. 

Also available in French. 

- Intercultural Communication in Contexts, 5th Edition. Martin, J., & Nakayama, T. 

2007, McGraw Hill. 

 

5.3.5. Monitoring: 

- UNEG, ‘Ethical Guidelines for Evaluation’, June 2008. Available at 

http://www.uneval.org/ search/index.jsp?q=ethical+guidelines; 

- World Bank (2004). Monitoring and Evaluation: Some Tools, Methods and 

Approaches. http://www.worldbank.org/oed/oed_approach.html;  

- United Nations development programme evaluation office - Handbook on 

Monitoring and Evaluating for Results. 

http://web.undp.org/evaluation/documents/handbook/me-handbook.pdf 
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MODULE 6: SOFT SKILLS 

 

Learning Unit 6.1 INTERVIEW TECHNIQUES 

Expected results 

The purpose of this learning unit is (a) to define the required skill sets; pre-
interview preparation; developing questions and their value; interview techniques 
that get specific, behaviour-based examples, and (b) to provide techniques and 
train skills on interview techniques. 

After accomplishing this learning unit, learners will be able to: 

- Verbal and non-verbal Communication skills  
- Knowledge of interview techniques   
- Empathy and active listening  
- Flexibility and adaptability  
- Ability to activate basic counselling techniques 

Didactic Units 

D.U 6.1.1: Interviewers skills (communication, listening, non-verbal language, 
controlling the flow of the interview and evaluating the information. 

D.U 6.1.2: Types of Interview 

D.U 6.1.3: Preparation of Interview (Case familiarization, questions preparation, 
practical arrangements, etc.) 

D.U 6.1.4: Conducting interview; Stages of an Interview (Opening the interview, 
Interview schedule, Substance of the application, Closing the Interview) 

D.U 6.1.5: Concluding the Interview/ Evaluating data and information/ Reaching a 
Decision 
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Time frame 3 hours and 20 minutes 

Target groups 
Managers/ Practitioners/ administrative/ advisory staff of NGOs/ public/ private 
entities, social workers. 

Learning 
Methodology 

The Learning Unit 6.1 - Interview Techniques has both theoretical and practical 
components which impact on the choice of relevant teaching methods. In order to 
retain the participants’ attention during the trainings consider the followings: 

a) Using Audio-Visuals for the delivery of the presentations (PowerPoint 
presentations with sounds, pictures, short clips, etc.) 

b) Demonstrating through role plays (either in pairs or group, you can emulate 
interviewing case scenarios); 

c) Practicing through active learning (ask questions, check for understanding, ask 
from the participants to explain what they have learned from a specific training 
session, encourage them to learn from one another); 

d) Using diverse learning styles (try to energetically combine lecturing through 
audio-visuals with groups and pair discussions, role plays, review and feedback 
request from the trainees); 

e) Revising the length of the training sessions as per the needs of the participants 
and their ability to remain focused; 

f) Asking questions such as: What do you know? What do you want to know? 
What have you learned?  

Needed resources 

Laptop/ projector 

White board/ markers 

Paper/ pen and pencils 

Evaluation tools 

 
Evaluation questionnaires 

Learn more Bibliography, articles/ video on interview techniques 
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Learning Unit 6.2 CONFLICT MANAGEMENT 

Expected results 

The purpose of this learning unit is twofold: a) to introduce to the participants and 
help them identify and understand what conflict is and what are its sources, and b) 
to provide techniques and train skills on effective communication and conflict 
solution. 

After accomplishing this learning unit, learners will be able to develop: 

 Communication skills, 

 Conflict management skills 

Didactic Units 

D.U 6.2.1: What conflict is? 

D.U 6.2.2: Introduction to Communication Skills 

D.U 6.2.3: Introduction to Negotiation and Mediation Skills 

D.U 6.2.4: Conflict management  

D.U 6.2.5: Application of skills/ practical exercises  

D.U 6.2.6: Lessons Learned/ Evaluation 

Time frame 3,5 hours. 

Target groups 
Managers, trainers, educators, practitioners/ advisory/ administrative staff of 
NGOs/ public/ private entities, social workers  

Learning 
Methodology 

The Learning Unit 6.2 - Conflict management has both theoretical and practical 
components which impact on the choice of relevant teaching methods. These 
components should be closely linked in the course of the training in order to avoid 
lengthy PPT presentations or lectures. 

The content of the module must be kept in close contact to the reality of the 
participants. For this the trainer should always try to motivate the participants 
with integrating examples of their working and living background. 

The module includes also role plays. This is an important tool in order to 
understand and reflect the theory. The trainer should see that in the role games 
the situation of the participants is reflected.  

This Unit is developed like an introduction in the field of communication and 
conflict. Both aspects interfere in processes of migrant inclusion.  

Needed resources 

Laptop/ projector 

White board/ markers 

Paper/ pen and pencils 

Evaluation tools Writing impressions on role-playing exercise’s/ evaluation questionnaires 

Learn more Bibliography, module on conflict management 
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Learning Unit 6.3 COPE WITH STRESS 

Expected results 

The purpose of this learning unit is to support participants to develop their ability 
to cope with stress. It provides information and strategies for use by trainees, for a 
better awareness and understanding of stress. Furthermore, it is designed to 
provide coping strategies for avoiding distress and to promote better adjustment 
to social life and work. 

By successfully completing this course, students will be able to:  

 Define and identify stress and stressors. 

 Describe methods and techniques for preventing stress. 

 Develop coping skills. 

 Describe stress and the workplace and how to overcome it. 

 Demonstrate stress reducing exercises. 

Didactic Units 

D.U 6.3.1: Definition and Model 

D.U 6.3.2: Optimal Level of Stress 

D.U 6.3.3: Signs or symptoms of stress (Physical and Behavioural, Cognitive, 
Emotional) 

D.U 6.3.4: Demands and Resources of Stress 

D.U 6.3.5: Managing Stress Coping with Stress (Types of Coping, Coping Resources, 
Cognitive Coping Strategies, Behavioural Coping Strategies) 

D.U 6.3.6: Stress Reducing Exercises 

Time frame 4 hours 

Target groups 
Managers, trainers, educators, practitioners/ advisory/ administrative staff of 
NGOs/ public/ private entities, social workers  

Learning 
Methodology 

The Learning Unit 6.3 - Cope with stress has both theoretical and practical 
components that impact on the choice of relevant teaching methods.  

The content of the Unit must be kept in close contact to the reality of the 
participants. For this the trainer should always try to motivate the participants 
with integrating examples of their working and living background. 

The module includes also role plays. This is an important tool in order to 
understand and reflect the theory.  

This Unit is developed like an introduction in the field of stress management. Both 
aspects interfere in processes of migrants’ inclusion.  

Needed resources 

Laptop/ projector 

white board/ markers 

Paper/ pen and pencils 

Evaluation tools Evaluation questionnaires 

Learn more Bibliography, module on stress management  
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Learning Unit 6.4 TEAMWORK 

Expected results 

The purpose of this learning unit is designed to introduce to participants the 
power of teamwork. During this unit, trainer and trainees will discuss why teams 
are essential to success and underline requirements of becoming an effective 
team member. 

On successful completion of the Learning Unit 6.4 learners are expected to: 

 Explain the principles of teamwork. 

 Identify the benefits of teamwork as being a group member. 

 Explain the characteristics of effective teams  

 Describe the stages of team development 

Didactic Units 

D.U 6.4.1: Team structure and characteristics  

D.U 6.4.2: Characteristics of effective teams  

D.U 6.4.3: The role of leadership in teamwork - teamwork monitoring 

D.U 6.4.4: Group Dynamics 

D.U 6.4.5: Collaborative Communication 

D.U 6.4.6: Decision-Making Problems  

D.U 6.4.7: Dealing with Conflict 

D.U 6.4.8: Practical examples/ Exercises 

Time frame 4 hours 

Target groups 
Managers, trainers, educators, practitioners/ advisory/ administrative staff of 
NGOs/ public/ private entities, social workers  

Learning 
Methodology 

The Learning Unit 6.4 - Teamwork has both theoretical and practical components 
that impact on the choice of relevant teaching methods. It includes suggested 
activities and procedures, materials necessary and time estimates.  

The content of the Unit must be kept in close contact to the reality of the 
participants. For this the trainer should always try to motivate the participants 
with integrating examples of their working and living background. 

The unit includes also role plays. This is an important tool in order to understand 
and reflect the theory. The trainer should see that in the role games the situation 
of the participants is reflected.  

This Unit is developed like an introduction in the field of teamwork. Both aspects 
interfere in processes of migrants’ inclusion.  

Needed resources 

Laptop/ projector 

White board/ markers 

Paper/ pen and pencils 

Evaluation tools Evaluation questionnaires 

Learn more Bibliography, module on teamwork, module on power of group  

 


