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INTRODUCTION
MOOC:
The following interactive model will introduce 5 counceling zones, that collectively will contribute to the integration of MNAR’s into the job market.
Throughout the counselling zones, notice the “Now it’s your turn”, where you will be asked to
actively participate and reflect upon the knowledge presented.
To conclude each chapter, please complete the “check the answer” questions, to make sure that
you have fully comprehended the material.

Target group
The E4I Interactive Model is relevant for all professionals working to support the social and labour inclusion of MNARs including but not limited to:
•
•
•
•
•
•
•
•
•
•
•
•
•

Educators
Human resource professionals
Job councillors
Language teachers
Legal councillors
Pedagogues
Project workers
Psychologists
Social workers
Trainers
Volunteers working with labour inclusions
Volunteers working with social inclusions
And other professionals working with labour- and social inclusion of MNAR

Although all professionals working with MNAR can find all of the following modules relevant,
some modules might be more relevant for some groups of professionals. It is therefore specified
in each module, which target group the module is highly relevant for.

Language
The E4I Interactive Model is available in the following languages: English, Spanisk, French,
Italian, Greek and Danish. Some of the content referred to in the individual MOOCs (original
methodologies, tool, templates, models etc.) might be in the original language and are not
translated due to the limitation of ressourcer in the the E4I project.

3

INDEX:
COUNSELLING ZONE 1:
DESIGNING INTERVENTION

6

COUNSELLING ZONE 2:
TRAINING

25

COUNSELLING ZONE 3:
EMPLOYMENT

39

COUNSELLING ZONE 4:
SYNERGIES FOR SOCIAL PARTICIPATION

71

COUNSELLING ZONE 5:
SOCIAL PARTICIPATION

91

COUNSELLING ZONE 6:
FOLLOW UP

139

4

5

COUNSELLING ZONE 1:
DESIGNING INTERVENTION
Learning Objectives in this Counselling zone
To provide social operators and professionals working with MNAR with the necessary
knowledge, skills and competences to design interventions
Guide operators in designing intervention for MNAR
Extended knowledge on the design and craton of Individualize socio-educational path
Identify necessary competences and skills as well as methodologies to carry out a socio economic inclusion pathways for MNAR
Acquire awareness on cultural differences and barriers and have strategies to overcome them

Relevant and target group of the specific Counselling zone
As seen in the introductory module, this project relevant for the following professionals:
• Educators
• Human resource professionals
• Job counsellor
• Language teachers
• Legal counsellor
• Pedagogues
• Project workers
• Psychologists
• Social workers
• Trainers
• Volunteers working with labour inclusions
• Volunteers working with social inclusions
• And other professionals working with labour- and social inclusion of MNAR
It is however especially relevant for the following professionals, who will be able to use the
tools directly in their everyday work.
• Educators
• Intercultural Mediators
• Project workers
• Social workers
• Trainers
• Volunteers working in welcoming communities and integration project
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Length and effort
Time (hours and minute)
2 hours
1 hour
7 minutes
10 minutes
3 hours 17 minutes

The reading material
The exercises
The video/audio material
The self-assessment
The MOOC in total

Index of the chapters in this counselling-zone
Introduction
Chapter 1: How to plan/schedule effective interventions
1. 1.Some basic premises to get started
2. The intervention areas of professional working with MNAR
3. The features of professional working with MNAR
4. Now it’s your turn
Chapter 2: Cross Cultural competences: Knowledge on culture and intercultural communication
1. Trace of a first interview: some assumptions
2. Management and setting of the interview
3. Analysis of context of origin
4. Now it’s your turn
Chapter 3: Individual Socio-Economic Integration Plan
1. How to support the socio-educational project
2. IEP: different phases of the model
3. Skill balance sheet
4. Develop skills to enter in the labour market
5. Now it’s your turn
Conclusion
Self-assessment test
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INTRODUCTION
Designing and planning with and for MNAR presents completely different characteristics and settings because the needs and the motivational drives of the person are
different. The perception itself of training needs is influenced by contingent problems
of a "primary" nature, often of emergency, related to housing, to finding a job that
guarantees both financial support and the permanence of the requisites necessary for
the renewal of the residence permit. But each type of intervention, independently
from the contingencies and form the inherent diversity of the stories and individualities involved should, in order to be effective, keep a goal fixed, that is: (re)conquering and/or maintaining autonomy.
Therefore, whatever the type of intervention, this must gravitate around the concept
of empowerment1 – as an individual and organized process - through which individuals can reconstruct their ability to choose and to plan and regain the perception of
their own value, of their potential and opportunities.
In planning each intervention, it is also necessary to take into account the person in
their complexity (in terms of rights and duties, expectations, personal characteristics,
personal history, cultural and political context of origin, etc.) and their needs . The
desired type of approach is a holistic one, aimed at taking charge of the single person
in his entirety starting from the identification and enhancement of their individual
resources.
In order for this approach to be pursued, it is necessary that professionals working
with MNAR acquire important skills, as we will learn more about in paragraph 3, in
which we'll draw a proper profile of this professional.
Indeed, setting up effective interventions requires the participation of heterogeneous,
competent and qualified skills and abilities. According to the holistic approach mentioned above, it would be appropriate to provide a multidisciplinary and
interdisciplinary team, with skills, roles and organization methods that can positively respond to the needs of the user in its complexity. In this manner, the answers given to
individual needs become connecting elements of a single path of social inclusion, as
well as of support and rehabilitation in cases of people with specific vulnerabilities.
.

1

The concept of empowerment is meant as the process of gaining freedom and power to do what you
want or to control what happens to you and your life and claiming your rights . It is a matter of giving
someone more confidence and/or strength to do something, often by enabling them to increase their control over their own life or situation.
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CHAPTER 1: HOW TO PLAN/SCHEDULE EFFECTIVE INTERVENTION
1. Some basic premises to get started

In this paragraph we will try to point out some basic premises for those who approach
a job with MNAR, regardless of their role. These premises are the basis of what is
called the “intercultural approach”. Let's see what it is about.
It has been said that in order to design effective interventions, it is necessary to "welcome" the user in his complexity respecting his vision of the world, his system of
values, and his needs, emancipating from any social model, thus creating the conditions for users to define themselves the model best suited to the satisfaction of their
own needs. Let's try to see what the first steps are:
1. Decentralization2: taking distance from oneself, reflecting on oneself, as a subject
that bears a culture and sub-cultures to which professional models and institutional
norms are integrated. The best knowledge of oneself, of one's social and cultural identity is the first step to bring out the necessary relativity of one's points of view.
2. Sift through the implicit premises: by implicit premises we mean a very dense
series of behavioural rules acquired through experience, now accepted as obvious and
taken for granted and no longer the subject of reflection. "It has always been like this"
- we tell ourselves – taking our assumptions for scientific evidence. It's these evidences that we need to sift through the sieve of doubt, when one gets in touch with
different cultures. This necessarily means giving up one's own implicit premises to
slip into those of the other. It is a question of exercising, of training the ability to
manage differences, starting from becoming aware of the nature of the frames with
which we have come into contact and/or in contrast.
Once decentralization has been carried out and our beliefs sifted through, we are finally ready to enter the other's system.
3. Penetration into the system of the other: entering the system of the other implies
an empathic approach and a remarkable aptitude for openness. How to get there?
- I keep myself informed: I collect information on other cultures and on different
systems, not so much to get answers, but to learn how to ask the right questions.
- Listening: a comprehensive listening that with an exploratory attitude shuns immediate interpretations, instead questioning the meaning of the use of all codes – verbal,
non-verbal, symbolic codes.
Therefore, attention should be paid to:
-proxemics,
-the use of space (how people relate to each other),
-physical proximity

2

Cohen-Émérique, M. (1993). L’approche interculturelle dans le processus d’aide. Santé mentale au
Québec, 1993, XVIII, 1, 71-92
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-posture, body movements - tension/relaxation, gestures, nods (reinforcing or not the
verbal content)
-facial expressions (revealing emotions, feelings, laughter, smile, eye movements),
-gaze (an integral part of the overall expression of the face),
-paraverbal aspects of language (voice quality: tone, cadence, temporal characteristics,
speed).
Setting: structuring the listening SPACE based on confidentiality, intimacy and trust.

2. The intervention areas of professionals working with MNAR
1. Emergency area, first and second reception: Hotspots, first and second reception centers for
migrants, refugees and asylum seekers;
2. Administrative area: immigration offices, one-stop shops, public counters of local authorities, OPR, registry office, state offices, home office, National Insurance Institute, various
information desks...
3. Public security area: police headquarters, prefecture, foreign public security offices...
4. Judicial area: (juvenile) courts, (juvenile) prisons, re-education services for minors ...
5. Training, orientation and work area: employment centers, companies and commercial services, municipal career guidance services, trade unions, credit institutions, post offices.
6. Healthcare and assistance area: hospitals (departments of gynaecology and obstetrics, paediatrics, oncology, infectious diseases...), first aid, mortuary, (family, paediatric...) clinics,
social and health services, mental health services, centers for the health of immigrant women
and their children, ethno psychiatry centers...
7. Social area: immigration offices and branches for the public, social services, reception centers and communities, centers for minors, civil protection, street and proximity mediators,
article 18, private social, cooperatives and associations promoting socio-cultural integration
projects, civil defence...
8. Educational and school area: schools of all types and levels, educational and cultural services, centers and cooperatives for street educational and welfare work, Adult Education
Centers
9. Cultural area: public libraries, museums, intercultural centers, cultural associations for the
enhancement of the landscape and environmental heritage ...

3. The features of professional working with MNAR
Regardless of the area of intervention in which the professional is operating, it is
essential that he is in a position to:
- respond in a qualified way to the needs of the beneficiaries
- prepare a schedule of interventions
- interact with the local context – the network of services and as a city community
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But above all, a good professional working with MNAR should be guided in every
intervention by some fundamental elements until they become a real attitude.
By that, we mean: empathy, intentionality, responsibility in a constant attitude for
research that presupposes the refusal of pre-packaged answers that'd be ill-suited to
the uniqueness of both the migratory experience and future expectations.
-

-

-

Empathy: the ability, not only to be open to what the other communicates
(even through the non-verbal) but also to partially identify with his subjective
world without prejudices and closures; it allows an authentic and non-judgmental acceptance that is the prerequisite of every educational act and
corresponds to everyone's need to be welcomed, known and recognized.
Intentionality: an authority to be placed at the service of the user, as an empathic initiative through which the professional is guided in the various
interventions by the needs, expectations and desires of users.
Honesty and Humility: Humility in welcoming the “wealth” that comes from
meeting the other; Honesty not only in compliance with the organizational
rules of each action: everything, from the first interview to subsequent support and guidance interventions, is always inscribed within a relationship of
which, as an operator, I have the responsibility to take care of and look after.
(Salonia, 2013).

11

4. NOW ITS YOUR TURN: ANALYSIS OF THE MOVIE SAMBA
1. Viewing of a scene from the movie “Samba”
Watch Video
2. Based on the viewing of this scene, we'll analyse the dialogue between Samba (applicant) and
Alice (social assistant).
ALICE: Good morning, everything ok?
SAMBA: Yes, thanks. Well, then what?
ALICE: Right. “Then what”. I inquired and I saw that you got an expulsion order, so you won't
be able to apply for a residence permit until one year from now, in the meanwhile we advise you
to be as discreet as you can: you must avoid inspections, avoid train stations, big train stations
like Chatelet...
SAMBA: ...airports, walk on the zebra crossing, pay the metro ticket, I know. I got that. But
where's the solution?
ALICE: Ok, then... the solution is to submit another application. Right...
SAMBA: How long until I can?
ALICE: I told you. Not until one year.
SAMBA: OK. And what can I do within this next year, exactly?
ALICE: Avoid train stations.
SAMBA: You're kidding me?
ALICE: No, I'm not. It is normal to have to go through a period of transition.
SAMBA: Transition? What, you think I can just stay home and stare at the flies? I have to be
scared of a uniform? The other day I was shaking in front of a postman! How can I work? How
the hell am I supposed to pay the rent? There are people depending on me. Are you here to help
me or not? Fuck!
ALICE: Hey, stop it! I forbid you to yell like that! I can raise my voice too! I mean, what d'you
think? That it's easy for me to listen to all your stories, to go through all of your papers? “I'm
missing this, I need that... I live here, oh no wait I live there...”. You need to calm down, got it?
'Cause I'm tired, really tired. Got it? And then again, who the fuck asked you for anything? I'm
fed up with it! Ok? I'm fed up! F**ing f**k! You pissed me off! F**k!
3. Guided reflection
1. What do you think is missing from this scene?
2. How do you judge Alice's answers and ways?
3. What would you change?
4. Do they meet the requirements of Samba?
5. How do you judge Samba's attitude?
6. What would you change?
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CHAPTER 2: CROSS CULTURAL COMPTENCES: KNOWLEDGE ON
CULTURE AND INTERCULTURAL COMMUNICATION
1. Trace of a first interview: some assumptions
In the helping relationship individual interviews with users are one of the most widely used tools.
The individual interview becomes a useful tool only if it is well structured and if it is tailor-made
for its purpose, ensuring the essential elements:

-

setting,

-

approach and context,

-

communication and relationship techniques.

The interview is commonly defined as a technique of observation and study of behaviour that
aims to understand and help the subject. We find two individuals who stage a culture. In fact,
even the professional, themselves a bearer of culture, stages their system of values and norms in
the interaction with the user. The intercultural approach thus implies recognizing that there are
two actors and not just one, who share a common agreement, a final goal to achieve and a climate
to build minute by minute. The first condition that allows us to give voice to this experience is
adaptation and resonance. It is necessary to sacrifice a part of one's own experiences to tune into
the other (adaptation), if both subjects operate this attitude then the resonance is activated, we feel
that we are connected to each other.
The interview is aimed at:

-

reading needs and expectations, reconstructing the person’s biography and experience;

-

defining the assumptions for the construction of the custom project;

-

prepare a personal file, containing the personal data of the beneficiary and any other information and/or documentation that, immediately or later, may be useful to prepare a
personalized intervention plan.

2. Management and setting of the interview

In order for the interview tool to deliver the expected results, it is important to keep in
mind that there are attitudes and methods that risk compromising the relationship of
trust. The professional working with MNAR must ask himself in such a way that the
questions posed never seem like an interrogation, with pauses and interruptions that
allow to collect the thoughts, reflect and tide up ideas; considering the opportunity to
end the interview, to postpone it to a later time. During the interview the position of
listening and attention by the professional is very essential, and in the same way you
have to be careful about comments on what is heard, attitudes, as well as the impulses
of compassion or encouragement that must necessarily be measured and adapted to
the person and the specific moment.
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In setting up an ideal interview structure, three macro-areas can be identified with respect to which
to manage the meeting with the person:

1. presentation of the context and operator;
2. clarity with respect to the objectives of the interview;
3. the return of the interview (understood as the enhancement of what the person told, also
through the choice of supporting words to what was said) and the opening to the future.

The professional working with MNAR must consider the following elements:
4. the biography of migration (the reasons, the past, the experiences, the choice);
5. the journey from the country of origin and any traumatic experiences, also lived in the
country of arrival;

6. family, emotional and friendly relationships in their country of origin;
7. Psycho-social and health aspects in Italy (how and where he lives or has lived in Italy;
the community and the reference knowledge; the emotional state; expectations; needs);

8. prospects for the future.
In order for the interview to provide as many elements as possible to the operator, specific
measures must be taken into account, such as:

9. ensure a protected environment to safeguard the privacy of the person;
10. presence of the mediator (where necessary and chosen in relation to the gender of the
person interviewed) neutral but empathetic;

11. explain the purpose of the interview and how it is conducted;
12. allow the beneficiary to take any breaks or interruptions (at any time) and avoid answering certain questions;

13. In asking questions, choose a rhythm that does not reproduce, mentally, a climate of interrogation;

14. avoid, when possible, to insist on themes or parts of the story that could put the person in
a position to relive a painful and devastating sense of shame in relation to what happened
or that could reproduce a situation of psychological abuse.

There are several cultural and psychological elements that must necessarily be taken
into consideration, in order to produce a climate of reciprocity as a fundamental premise for the progress of the next interviews and for the relationship of trust between the
professional and the beneficiary.
Among the elements of a purely cultural nature:

15. the language;
16. the degree of education. The operator should use a language appropriate to the beneficiary, including in relation to their previous schooling and knowledge of the Italian
language.
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The professional working with MNAR, in fact, may be faced with beneficiaries with very
different histories: from the illiterate person to those who have obtained a degree or postgraduate training in the country of origin and/or transit.
17. religious and political identity.

18. ethnic identity.
The latter element is representative of the culture of a particular group, in which specific meanings
and values of their ethnic identity are shared and with respect to which the very perception of a
traumatic event can take on a different meaning from other cultures.
The setting of the interview:
The setting in the context of a helping relationship is a place that welcomes the relationship in its
space-time deployment, bound by rules that determine the roles and functions of the people involved, positively conditioning their action.
The setting is therefore the physical and emotional place where the relationship with the beneficiary is built. A welcoming environment, which transmits serenity, respect and trust, represents
an irreplaceable element for a positive helping relationship with MNAR. The meetings between
the operator and the beneficiary should be planned and structured according to the different phases
of the reception that follow, but it is also possible to create "informal and improvised spaces",
outside the defined setting. The operator must be able to be flexible and open to look for meeting
spaces outside their room/office. Often from an informal and unplanned meeting can emerge elements that strengthen the relationship of trust and/or content that enrich the personalized project
of integrated reception.
See also best practises 34 - Handling initial meetings with refugees: some guidelines
https://rm.coe.int/tool-34-handling-initial-meetings-with-refugees-some-guidelines-langua/16807171b8

3. Analysis of the context of origin
All operators working in the field of reception and integration, rather than having a thorough
knowledge of the countries of origin of the beneficiaries, must be moved by a constant curiosity in this sense, in order to build, over time, an intercultural competence. It is therefore
necessary to give oneself time, because decentralizing from oneself is a learning process that
requires a progressive maturation time. And it is also necessary to accept that there is always
a part of misunderstandings and approximation of meaning and that these must be considered
as an unavoidable component of the other.
For the purposes of the analysis of the context of origin a minimum of three targeted interviews must be organized
1. On the geographical aspects of the place of origin through the method of geolocation on
Google Earth / Maps / etc., identifying, if possible, the exact place of the beneficiary's home and
starting to acquire specific information at the territorial, social, political etc...;
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2. On the ethnic/anthropological aspect, mainly focused on the characteristics of social life:
hierarchies, economic aspects, social, political, languages, ethno-linguistic groups, social contrasts on the various fields.
3. In-depth family relationships, friendly circle, social, political, religious acquaintances, etc.,
trying to find all the information on social relationships, hierarchies, organizations present on
the territory at the ecclesial, social (NGO), political, military, etc., with whom the family has
relations or of which it knows the existence;
Useful country sheets are available at
https://rm.coe.int/tool-1-the-geopolitical-context-of-migration-language-support-foradul/1680716c0d
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3. NOW IT’S YOUR TURN
Introduction

Cultural shock is the phase in which the individual feels the more or less numerous
cultural differences that will undermine the image of himself, his "basic personality".
The cultural shock refers to phenomena ranging from a simple irritability to a psychological state of panic or crisis. This shock is most evident in the context of a native
culture (second language), while it is minimal in a non-natural context (foreign language). The cultural shock is associated with feelings of alienation, anger, hostility,
indecision, frustration, sadness for the distance from home. This is due to the differences
compared to one's own culture, which are often not understood. Such differences can
lead to to repression, regression isolation and rejection. Some subjects will arrive paradoxically to seek contact only with people from the same cultural background.
Intercultural relationships can often provoke fear and tension in us because it might lead
to questions our beliefs and values. Precisely for this reason, the intercultural relation
might be perceived as a problem, as a source of conflict, and therefore avoided. In this
case, the subject who decides not to interact with the diversity cultural, is more inclined
to analyze the different through the rigid mental categories of one's own culture, thus
producing an image of the other that is subjective, impregnated with prejudices and
stereotypes.
The exercises that are proposed do not aim to teach intercultural competence but to
solicit an aptitude for participating observation of cultural differences
1. Watch the video n.1
2. Watch video n.2
3. Read the "Blow your nose" testimony CRITICAL INCIDENT: "BLOW THE NOSE" [Collected by: Élan Interculturel, France,2012]

Culture of the person who experienced the shock:
French woman, about 20 years old, Work experience in South Korea as a French teacher
in a military school. She has already had teaching experience abroad, particularly in
India, in both urban and rural areas. She loves cultural exchanges and at the time of her
testimony she was writing articles for an English newspaper, where she reported the
gaffes and her experiences of cultural shock while she was living in Korea.
Culture of the person who "caused" the shock:
Young students of the military school. The narrator had no specific information about
the cultural background of the students (at the time of the testimony), but these seemed
to have a great sense of military school. The narrator had no specific information about
the cultural background of the students (at the time of the testimony), but these seemed
to have a great sense of the respect for orders, hierarchies and rules. Although the school
is mostly attended by men, the French class was attended by a fairly homogeneous
number of men and women; the students seemed to show a lot of interest in the French
language.
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Description of the event:
I was working as a French teacher at a military school, in South Korea. It was winter, I
was doing my lesson as usual, when I couldn't help noticing that many of the cadets had
a cold and had a runny nose. None of them, however, tried to blow their noses and all
the time they kept on pulling up with the nose. It bothered me a bit and I couldn't concentrate. In the end, I pulled out a packet of tissues from my pocket and I tried to
distribute them to the students. I was surprised when all those who actually needed it
refused to take it. So I continued my lesson even if their gesture confused me a little.
Later, I went to the Commander (the director of my department) to tell him what happened. He explained to me that in South Korea, it is considered rude to blow your nose
in public. I was very ashamed when I was able to finally understand the reaction of my
students.

1. After watching the videos fill in the table below indicating for each video sensitive zones
tackled during the conversation in the videos and add possible observations
Sensitive Areas

Video 1 Video 2 Blow the nose Notes

Social Organization:
Hierarchies
Gender roles
Authority
Individualism/collectivism
Role of community
Family
Corporeity/Body Gesture:
Role of the physical contact
Hygiene
Taboo
smell
Time concept and Time management:

Linear vs. non-linear
Monochrone vs polychrone
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CHAPTER 3: INDIVIDUAL
INCLUSION

PLAN FOR SOCIAL

AND ECONOMIC

1. How to build an individualized project
When developing a personalised project, it may be useful to ask oneself few questions. What are
the beneficiary's resources (in terms of personality, attitudes, skills and knowledge, resilience,
etc.)? What are their expectations? What needs? What answers can come from the territory? On
which local resources can we rely? What kind of activities/interventions can be put in place to
meet needs and expectations? What are the timeframes for implementation?
In practice, there may not be a single format or a predefined, universal template for drawing up
the personalised project. However, it is useful to have a guide sheet that may be subject to change
if the meeting with the user requires it. What is important is that the tool of the personalized
project brings out synthetically the whole "path" of the user: their starting condition (their past)
and the project that is intended to be pursued in order to reach their well-being and realize their
path of independence. It is therefore advisable to indicate, divided into the different areas of the
provided services, the objectives achieved and those that have been set, the interventions and
actions carried out and those to be implemented, the estimated timescales and the verification of
the achievement of the objectives. There is also a section where comments and considerations
from users or operators themselves can be added. It is also possible to attach to this tool all the
documents containing the decisions taken on the interventions to be made, the summaries of the
considerations emerging from the verification interviews, as well as copies of all the documentation obtained by the user (training booklet, certificates, official requests, etc.). In order to promote
a co-responsible approach, it is important that the actions and tasks attributed to the operator are
clearly defined and those that directly engage the user (for example, the operator's support in
identifying the references for the job search, the user proceeds to deliver/send the curriculum
directly) 3

2. IEP – Individualised Educational Project different model phases
Let's reflect together on the skills: the phase of the collection of personal stories, the analysis
of the origin's context is accompanied by an inevitable reflection on the skills in place. Skills,
however, also need to be contextualized. In other words, there are skills valid for some profiles in
certain countries that may be lacking or insufficient in others. From these analyses, therefore,
needs are determined, especially educational needs.
We reflect together on the needs: they are defined on the basis of individual characteristics and
resources, as well as the possibilities offered by the territory. Therefore, they do not have a "granitic" approach, as they are subject to possible changes over time, based on the possible evolution
of the beneficiary's needs, the results of the shared actions and the territorial context. In fact, some
needs may emerge later, because even the evaluation of one's needs and the mapping of one's
priorities are part of a process that requires time. In this plays an important role the participating
observation of the operator that can bring to the user's consciousness some needs that they themselves were not able to verbalize, perhaps because they were less obvious.

3

Manuale Operativo Sprar 2018

19

We define the objectives: once the needs have been examined, it will be easy to identify objectives
that have an intrinsic or lasting social and educational value;
We identify the activities: starting from the user's resources (in terms of personality, attitudes,
skills and knowledge), their expectations and their real needs based on the responses that may
come from the territory, a series of activities/interventions that must necessarily be shared with
the user is outlined
We give ourselves a time: Like the activities, the timing must also be agreed with the user, always
keeping in mind the principle of the operator’s wilfulness
We track progress and evaluate results with objective evaluation and self-evaluation processes: Through structured and planned meetings we review, on the basis of indicators already
previously illustrated to the user, possible progress or in the case of criticalities, signals of involutions or more simply stalled situations. These moments are fundamental for the renegotiation
of the timing of objectives already set or for the outline of new objectives. Situations change and
people with them, so it is unthinkable that a personalized project remains linear and static because
it is the users who determine it. The operator's task is to accompany them from a step of their
journey to another or, even more so, to monitor the reasons at the base of the problem, if these
changes do not occur, whether the cause is internal or external to the migrant's ability to proceed
towards independence. It is necessary that the personalized project becomes more an instrument
of the user and that he or she perceives themselves as the protagonist of their own change. Discussing it with the operators is functional to track down the areas in which he or she must improve.

3. Skills balance sheet
The skills balance can be managed through the European tool EU Skills Profile Tool for Third
Country Nationals: https://ec.europa.eu/migrantskills/#/
By accessing the link, create a new profile and start compiling with the migrant. You can save,
generate the pdf, and resume the compilation later by importing the original profile.
The skills assessment must be constantly updated on the basis of the new acquired information.
The beneficiary must be in possession of the link and access credentials to their own skills balance
sheet so that he or she can access and modify it autonomously.

4. Develop skills to enter the labour market
After verifying the refugees' competences, it is necessary to consider that a number of factors
could affect their actual willingness to start a job. Those who have suffered trauma may need
support from specialized health and social services before they can accept an employment. Insufficient knowledge of the language of the host country and differences in the competences required
in the origin countries and host countries may lead to the need for refugees to develop certain
skills or improve the existing ones. Refugees should also be aware of the customs of the workplace
in the host country. In cases where refugees have spent long periods without work, their selfconfidence and motivations, as well as their reliability in their employers may be negatively affected.
Language is one of the most critical specific skills to be developed in the host country, for which
refugees need support. It is important that opportunities to improve language skills take into account the peculiarities of refugees with special needs (especially women and/or single parents
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with minor children), different levels of knowledge, and that they are available for all levels of
the refugees' literacy. Once a basic level of knowledge of the language of the host country has
been reached, it should be integrated with professional-oriented language courses. There is evidence that this type of training and support has been particularly effective in helping refugees to
find work, especially when provided in the working environment.
Refugees with previous professional experiences may need information on the specific practices
of the host country in their field of expertise (e.g. procedures and standards, organization of the
working day, specific electronic equipment and computer programs, etc.). To do so, refugees
would need to be given access to specific training programs, possibly in the workplace (such as
internships, apprenticeships, field training).
In addition, refugees should be supported in orientating themselves among the alternatives available on the labour market, close to their skills or useful to start alternative careers, when it is
necessary. In certain areas, the existence of barriers in the access, including the need to hold licenses, permits or authorizations, may result in short-term employment in a less relevant field,
pending the completion of the authorization process.
See attached sheets starting on page 157 of the sprar manual https://www.siproimi.it/wp-content/uploads/2018/08/SPRAR-Manuale-Operativo-2018-08.pdf

For further information you can check the Module 2. Training
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5. NOW ITS YOUR TURN
1. Reading and analysis of the user's brief presentation
Mohamed entered Italy in April 2018 but does not remember precisely where he landed. The
second of three children, he reports that his family was very poor and that subsistence was possible thanks to the help of some local organizations. He escaped from Mali because of some wars
between military groups. The journey that brought him to Italy began in Mali, his home country,
continuing in Algeria, where he stayed for two months, worked as a bricklayer, and then continued in Libya. In Libya he remained in prison for 10 months, during which he suffered various
mistreatment, he was beaten with bricks and metallic belts, in this regard he shows a mark on his
arm, and he was left almost without food. After his release he met a Libyan who took him to his
home, where he stayed for a month. There he was a bricklayer and worked in the countryside, he
waited 3 months before embarking for Europe. He reports that he doesn't have relatives in Europe. Mohamed, as soon as he entered, had difficulty in understanding, he spoke only Bambara
and was illiterate, because of the economic difficulties he couldn't attend school, his desire would
be to study and learn a profession, such as that of bricklayer.
2. With the little information at your disposal set up a draft of the Personalized Project
ACTIVITIE
S

ACTIVITIE
S AREAS *

BENEFICIARY

ACTIVITY
STATUS
AND DATE

TIM
E

*Activities are linked to the following areas: economic, job, education, housing
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PROFESSIONA
LS EMPLOYED

3. For each of the dimensions listed below identify possible indicators of change as in the example
Dimensions

Change indicators

Personal Independence

- self-care (personal hygiene)
- clothing appropriateness
- realization of daily functional activities

Social autonomy
Relational integration
Educational integration
Work integration
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SELF-ASSESMENT TEST
Questions
1. What are the fundamental elements of an intercultural approach?

2. Which are the main intervention areas of a professional working with MNAR?

3. Why is it important to pay attention to a first interview?

4. What minimum elements/conditions must be guaranteed for the interview to be conducted in the best possible way and to be effective?

5. What are the steps for the construction of an individualized socio-economic project?
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ANSWERS
1. The main elements of the intercultural approach are:
Decentralization; Sift through the implicit premises and enter the other's system.
This implies also to keep yourself informed and listen in a broader sense., paying attention to all codes – verbal, non-verbal, symbolic codes. See Chapter 1.1.
2. Main intervention areas of a professional working with MNAR are: Emergency
area, first and second reception; Administrative area; Public security area ; Judicial
area; Training, orientation and work area; Healthcare and assistance area; Social
area; Educational and school area; Cultural area. See Chapter 1.2.
3.Cause it helps to build the relations and allow us to observe and study the behaviour in order to better understand and help the subject. It’s a moment where we share
a common agreement, a final goal to achieve and a climate to build minute by minute. It’s also important in terms of: reading needs and expectations, reconstructing
the person’s biography and experience; - defining the assumptions for the construction of the custom project; - prepare a personal file, containing the personal data of
the beneficiary and any other information and/or documentation that, immediately or
later, may be useful to prepare a personalized intervention plan. See Chapter 2.1
4. In setting up an ideal interview structure, three macro-areas can be identified with
respect to which to manage the meeting with the person: - presentation of the context
and professional; - clarity with respect to the objectives of the interview; - the return
of the interview (understood as the enhancement of what the person told, also
through the choice of supporting words to what was said) and the opening to the future.
The professional working with MNAR must consider several elements: - the biography of migration (the reasons, the past, the experiences, the choice);- the journey
from the country of origin and any traumatic experiences, also lived in the country of
arrival; - family, emotional and friendly relationships in their country of origin; - Psycho-social and health aspects of the hosting country (how and where he lives or has
lived in the hosting country; the community and the reference knowledge; the emotional state; expectations; needs); - prospects for the future. In order for the interview
to provide as many elements as possible to the professional, specific measures must
be taken into account, such as: - ensure a protected environment to safeguard the privacy of the person; - presence of the mediator (where necessary and chosen in relation
to the gender of the person interviewed) neutral but empathetic; - explain the purpose
of the interview and how it is conducted; - allow the beneficiary to take any breaks or
interruptions (at any time) and avoid answering certain questions;- avoid, when possible, to insist on themes or parts of the story that could put the person in a position to
relive a painful and devastating sense of shame in relation to what happened or that
could reproduce a situation of psychological abuse. There are also several psychological and cultural elements (i.e. language, education, religion, political and ethnic
identity, etc) that must necessarily be taken into consideration, in order to produce a
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climate of reciprocity as a fundamental premise for the progress of the next interviews
and for the relationship of trust between the professional and the beneficiary. The setting of the interview: The setting is therefore the physical and emotional place where
the relationship with the beneficiary is built. A welcoming environment, which transmits serenity, respect and trust, represents an irreplaceable element for a positive
helping relationship with MNAR. See Chapter 2.2.
5. The main steps for the construction of an Individualized Socio-economic project are:
Reflect together on the skills; reflect together on the needs; identify the activities; give
ourselves a time; track progress and evaluate results with objective evaluation and selfevaluation processes. See Chapter 3.2
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COUNSELLING ZONE 2:
TRAINING
Learning Objectives in this Counselling zone
To promote skills, competences and knowledge of professionals dealing with MNAR
through training activities
Relevant and target group of the specific Counselling zone
As seen in the introductory module, this project relevant for the following professionals:
• Educators
• Human resource professionals
• Job councillors
• Language teachers
• Legal councillors
• Pedagogues
• Project workers
• Psychologists
• Social workers
• Trainers
• Volunteers working with labour inclusions
• Volunteers working with social inclusions
• And other professionals working with labour- and social inclusion of MNAR
It is however especially relevant for the following professionals, who will be able to use the
tools directly in their everyday work.
• Educators
• Job Councillors
• Project workers
• Social workers
• Trainers
• Volunteers working with labour inclusion

27

Length and effort

The reading material
The exercises
The video/audio material
The self assessment
The MOOC in total

Time (hours and minutes)
1 hour 30 minutes
1 hour 00 minutes
0 hours 05 minutes
0 hours 10 minutes
2 hours 45 minutes

Index of the chapters in this counselling zone
Introduction
Chapter 1: Who and why training?
1. Who to train?
2. Model 1: can will
3. Now it’s your turn: Who are ready for training?
4. Why is training important?
Chapter 2: What to train
1. The ABC job plan
2. Exercise 2: Making your own ABC job plan before making one for others
3. Identifying which skills to train
4. Exercise 3: Spot the skills
Chapter 3: Where and how to train
1. Creating and utilizing practical training environments outside the workplace
2. Creating and utilizing practical training environments at the workplace
3. Selecting key employability skills in collabouration with companies
Self-assessment test
1. Questions
2. Answers
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INTRODUCTION
Before starting the training of an MNAR, it is important to be sure that the initiative to start
training, fits with the demands of the MNAR. Therefore, you will start with an introduction to the
can/will model, in which you will train your ability to locate the relevant initiative. In this part,
you will also be introduced to your first reflection exercise.
After assessing which groups of MNARs will benefit from training, we will move on to chapter
2, where we introduce and discuss what skills and competences to train.
In the third chapter, the various training environments are discussed.
In the fourth chapter of this MOOC, you will be introduced to a range of tools and methods on
how to train MNARS.

Finally, this MOOC will sum up the main points from each chapter, and there will be a
test, in which you can check if you have successfully understood the main points.
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CHAPTER 1: WHO AND WHY TO TRAIN?
In the following chapter, you will be introduced to the main advantages MNARs will have from
training before entering the job market, and also how to identify what groups of MNARs that will
mostly benefit from training.

1. WHO TO TRAIN
Before creating the actual training program for an MNAR, it’s important to figure out who will
benefit from training. This can be done by locating the barrier, that is keeping the MNAR from
being a part of the active working force. For this, we use the Can & Will graph. The graph is used
to locate what initiative will benefit the MNAR most on their way to employment. On the vertical
axis, we have “can” which is the unit that implies whether the MNAR in question has the necessary skills for the job. On the horizontal axis is “will”, which is the unit that describes whether the
MNAR has the motivation necessary for employment. This leaves us with 4 different situations
that have 4 different solutions.

2. MODEL 1: CAN/WILL

If the MNAR is low on motivation, and therefore in the low end of the “will” axis, but has the
necessary skill set, they need an initiative that works with motivation. If the MNAR also does not
have the skills necessary, a further clarification of their situation is needed. If the MNAR is motivated, and scores high on the “will” axis, as well as on the “can” axis, they are ready for job
matching. The fourth situation is the one we focus on, in this module. The situation where the
MNAR scores high on the motivational axis “will”, but low on the skill axis “can”, are the main
target group for training, and therefore the target group of this counselling zone. If you are further
interested in the groups of MNARs that are ready for employment and jobmatch, you will learn
more about initiatives relevant for this group under the counselling zone 3. Employment.
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3. NOW IT’S YOUR TURN: WHO IS READY FOR TRAINING
In the following exercise, you will be presented to four MNARs in four different situations. They
are all examples that need different initiatives. Your job is to reflect upon which of the MNARs
are ready for, and will benefit from a training program. We recommend that you draw the can/will
model yourself, and place the four MNARs in the model. The examples have been picked so that
one MNAR will fit into each of the four categories (Motivation, Jobmatch, Clarification and
Training).

Semwit
Semwit is a 24-year-old female MNAR from Eritrea. She is alone with her daughter and has been
helping her brother out in the family shop before fleeing to Europe. Semwit is very motivated for
getting a job and is focusing on cleaning, housekeeping, cooking and kitchen work or in a supermarket. Unfortunately, her language skills are a challenge and her formal experience limited, but
she has a positive attitude and is willing to put in the work.

Mahmoud
Mahmoud is a 58 year old male from Afghanistan. He is living with his wife and three teenage
children. Mahmoud has had a lot of different unskilled jobs during his life in Afghanistan but is
struggling with back severe back pains and anxiety after his and his family’s flight. Mahmoud
would like to be able to support his family, but his health is making him doubt that he is able to
get and obtain one at the moment.
Sarah
Sarah is a 29 years old female from Syria. She is living with her husband and two children of 5
and 8 years. Sarah has a highschool diploma but never had a formal job. She was married right
after graduating and has been taking care of children and the family home since then. Sarah only
wants to work between 10 am. and 3 pm. and is very specific when it comes to potential job
positions, focusing on women fashion stores or beauty parlors, preferable within working distance
of her home.
Ahmad
Ahmad is a 34 year old male from Syria. He lives with his pregnant wife and son of 6 year. Hayan
has been working within both Syria and Egypt, where the family lived for 3 years, and has had a
four year position as a middle manager at a large Nestle warehouse. He speaks a little english, has
a drivers license and truck certificate from the local VET school and is open working both evening
and night.
4. WHY IS TRAINING IMPORTANT?
As exemplified in the exercise above, it’s important to specify the initiative that will move MNAR
from the training zone to the jobmatch zone. Training is a necessary tool when the MNAR has to
be recategorized from the” will but can’t” section of the model above, to the “can and will” section. The model is in that way dynamic, and it is different from the various countries and industries
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in how much training is required before the MNAR will have reached the skill levels required to
qualify for employment. In times and industries with low unemployment, training can be less
important, before applying for a job, since the employer will have a larger demand for workforce
and is therefore more likely to accept a “learning by doing” approach, in order to occupy a vacant
position.
However, in times and industries where unemployability rates are high, training can be a valuable
tool to set the MNAR apart from other candidates, and make sure that they have the skills and
competences required in the chosen position.
Thus far, we have talked about training as a collective initiative. In the following chapters, the
various types of skills that are possible to train, as well as the different training environments will
be further discussed.
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CHAPTER 2: WHAT TO TRAIN
When initiating training activities for MNARs there are three different aspects to take into account:
•
•
•

The needs of the local (and regional) labour market
The existing skills and experiences of the individual MNAR
The wishes and dreams of the individual MNAR.

To ensure successful and especially efficient training activities that lead employment for the individual MNAR, it is important to make sure that these aspects are balanced.
To ensure this balance it is essential that the MNAR understands the needs and expectations of
companies with in different industries, both when it comes to the specific needs for skills with in
different types of positions and occupations as well as the general and local need for workforce
within different industries, e.g. if the job opportunities within the different industry are poor, average or good. This can be done in different ways, e.g. by pulling data for national or collecting
information regional databases on the recruitment situation within specific industries or the job
turn over for specific job types or positions. Arbejdsmarkedsbalance.dk (described under the
Good Practices) is a Danish example for such a database, but similar databases might be available
in other EU member states.

It is also important to make sure that the MNAR chooses an industry as well as type of occupation
on an informed basis. When the MNAR has this information he/she can more easily balance
his/her hopes and dreams against the reality of the local labour market.
Some MNARS have very specific hopes and dreams when it comes to their first job in the host
country. Some have taken formal education and have had a career and a strong professional identity in their home country, some have had different job from day to day primarily focusing on
earning a living while others have been living their life as a “stay at home” parent. Hopes, dreams
and expectations are therefore very different from MNAR to MNAR and the first assignment of
professionals working with training activities are therefore to make sure that the individual
MNAR becomes realistic about his/her opportunities in the host country, whether or not the ambition is to resume a previous career, finishing a prior started education, getting a steady job to
support one's family or trying you hand with a formal job for the first time.
For the group of MNARs who wish to get their former education valorized or to take a formal
education in their new host country, an introduction to the formal educational system will also be
relevant at this point.
Depending on the extent of the financial help MNARs can get in the host country, taking an
education might be a long-term goal, and something focusing on finding a place to live and getting
a steady income is what should be the first goal. Professionals can support the reflections and
decision making of MNARs by using the ABC job plan as described below.

1. THE ABC JOBPLAN
A crucial part of supporting a job-focused conversation with MNARS is making sure that companies’ demand for labour is introduced and highlighted as a key factor when making a plan to
secure the individual MNAR a first job in their new host country.
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Unemployed MNARS looking for only their dream job, regardless of whether that job is realistic
to get at the current moment, is heading straight for failure and extended unemployment.
Therefore, at the very first conversation we recommend you to introduce the ABC job plan, which
helps the unemployed MANR to apply for more, wider and more realistisk jobs. The tool extends
the job search strategy from one to three plans:

Plan A: The dream job
From the start, all unemployed persons will focus on applying for the dream job - i.e. the job that
matches the unemployed wishes, dreams and skills. If the job matches the demands of the labour
market demand, and the chances of getting this job are good, this plan and job focus should remain
first priority.
Plan B: The good and acceptable job
If the unemployed MNAR does not succeed in finding and obtaining his or her dream job, the
focus should be on plan B, find a good and acceptable job. This type of job might not be what the
MNAR was dreaming about, but a job the MNAR can see themselves in, has the skills to contest
and which is in demand at the local og regional labour market.
Plan C: Making a living
If plan A and B fail, for a period of time the only prospect might be Plan C: Finding a job that the
unemployed does not want, but which nevertheless helps provide for the MNAR and his og her
family. This job might be tough, but be a stepping stone for a plan A og B job later on.
Based on the ABC job plan, during the course of the conversation you should motivate the individual MNAR to expand their perception of what a good job is, so that job search can be adjusted
strategically over time.
For example, try to get the MNAR to pinpoint what can provide job satisfaction, and on that basis
help the MNAR to spot otherwise overlooked or unknown jobs apply og train for.
The ABC job plan should be your companion during the course of conversations with the individual MNAR. The ABC job plan can also be used to support the motivation of MNARs for
participating in training activities focusing on building or improving relevant skills for plan A og
plan B jobs. The plan will thus also be a tool for you to ensure progression in the contact process.

2. NOW IT’S YOUR TURN: MAKING YOUR OWN ABC JOB PLAN BEFORE MAKING
ONE FOR OTHERS
Before using the ABC job plan with MNARs try to make your own. Emagine you lost your current
job, and had to make a job strategy. List one or more dream jobs (plan A), good and acceptable
jobs (plan B) and jobs you would take to make a living, paying your rent and being able to put
food on the table for you and your family.
After you have done this, try to do it together with one or more MNARs, taking their wishes,
skills and the demand of the local labour market into consideration. Try to incorporate time frames
in the plan. For how long can the individual MNAR search or train for the dream job before
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starting to focus on plan B jobs. And how long before a plan C job should be the here and now
focus? This depends on the economic situation of the MNAR, the possibility of participating in
training activities, whether or not the MNAR has a family to take care of etc.

3. IDENTIFYING WHICH SKILLS TO TRAIN
Before starting the training activities it is important to identify which skills to train. After categorising the MNAR in the training zones in the can/will model, you know there is a need for training.
You might also have introduced the ABC job plan making the MNAR choose one or more job
positions that would be relevant to train for but have not yet identified the specific skills that need
training before the MNAR is eligible for a job. The focus can be on either:
•
•
•

Hard skills,
Soft skills or
A combination of both

When deciding we revisit the two initial aspect presented in this chapter, which is:
•
•

The needs of the labour market
The existing skills and experiences, wishes and dreams of the individual MNAR.

A rule of thumb is, that if the MNAR has a fair amount of experience with being at a workplace
but not from a specific industry or job position the main focus should be on hard skills. If the
MNAR. If the MNAR has been working within the specific industry and maybe even in a similar
job position the main focus should be on the training of soft skills. And if the MNAR has very
limited or no former work experience the mail focus should be on both types of skills, with an
initial emphasis on soft skills (motivation, self confidence etc.)

4. NOW IT’S YOUR TURN: SPOT THE SKILL
This video has been created for BC Hospitality group in Denmark, and is used as an introduction
to the job as a housekeeper at their hotels.
https://vimeo.com/318452620.
With pen and paper, or in a blank document on your computer, write down all the skills that you
notice in the video above. Which are hard skills such as cleaning tasks, and which behavioural
and softer skills do you notice?
This sort of exercise can also be carried out with an MNAR. It’s an important way to what is
expected of the MNAR when applying for the specific job.
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CHAPTER 3: WHERE AND HOW TO TRAIN
When you have identified that a person from the MNAR target group is in need of training, the
next question that occurs is where and how to train?
First of all you have to determine where the training activities can and should take place, and thus
which types of training environments the MNAR can utilize.
In this chapter we will be focusing on two different types of practical training environments:
1. Practical training environments outside the workplace
2. Practical training environments at the workplace
When initiating practical skill training activities we always recommend training at the workplace.
This will allow you to engage a potential employer in the process mainly due to the company's
own ability to assess what areas that need improvement, when the MNAR is already at the workplace. Training at the workplace is also a way to better align expectations between the MNAR
and employer.
However, it is not always a possibility to train at a workplace. We often see that in times and
industries with high unemployment rates, companies are less likely to engage in a training program at their place of business. In times and industries with low unemployment, companies are
more likely to take in “trainees” in various forms. We will elabourate on this later in this chapter.
There are skills and competences that are easier to train outside the workplace than others. In the
chapter above, we explored the different skills that MNARs can train, and when it is not possible
to train the hard skills at the workplace, it might be worth looking into what softer skills can be
trained outside of the workplace.
In some cases, the MNAR will benefit from a step by step training plan, where the first steps focus
on assuring that some of the softer skills are well trained, before starting a training program within
a workplace, where the harder skills are easier trained. In the next chapter, we will introduce the
“Industry package”, which is an example from the Danish system, where a step by step guide
proved very successful.
1. CREATING AND UTILIZING PRACTIVAL TRAINING ENVIROMENTS OUTSIDE
THE WORKPLACE
If it is not possible to train within a workplace, it’s important to focus on training skills that can
be easily improved outside the workplace, such as, but not limited to:
•
•
•
•

Language training (Formal language classes, language mentors, language apps)
Video introductions to specific industries, companies or job positions
Mock job interviews
introductions to local cultural customs and relevant transversal skills

Language training activities will often be one of the first training and only training activities that
almost all MNAR participates in to improve and learn the language of their new host country,
especially if they do not speak one of the larger european languages. The lack of language skills
are also one of the most prevalent barriers for entering the local job market in a new country.
Even basic language skills in the language of the host country, will help support at more rapid
labour market inclusion, and industry specific language training activities, if possible taught at
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the workplace, is in our minds, one of the most efficient tools in boosting key employability skills
of the MNAR.
When creating a “mock” training environment outside the workplace, a line of creative video and
audio material can be very helpful, to support the understanding of the industry in which the
MNAR is interested in.

2. CREATING AND UTILIZING PRACTICAL TRAINING ENVIROMENTS AT THE
WORKPLACE
If it is possible to initiate training activities at a workplace, this is, as mentioned above, preferred.
There are many ways of structuring on site training activities, e.g. in the form of:
•
•
•
•
•
•

VET courses and modules (labouratories/practical workshops)
Company visits
One day trails
Internships
Salary subsidiary positions
Trainee positions

3. SELECTING KEY EMPLOYABILITY SKILLS IN COLLABOURATION WITH
COMPANIES
When specifying specific skills needed for training we always recommend that you do this in
collabouration with a company within the chosen industry. If the company is in need of labour
now or within the near future, it is even better.
The company might already have a very specific list of skills needed to be eligible for the position
the MNAR is training for, either described in job ads for the specific position, in internal checklists in the individual department or the like. If so, it would be obvious to use these for setting
skills training goals. Some companies even have onboarding evaluations describing in detail what
a new employee should learn within the first day, week, month a/or quarter of employment. If so
use these.
If not, you can develop new industry/company/job specific qualifikation cards in collabouration
with the company. The qualifikation (or skill) card is introduced shortly described in the Good
practices section of the E4I learning Hub but a example on the qualifikation card for detail workers can also be found here:
https://www.foreningen-nydansker.dk/home/dokumenter/branchepakker/193-qualificationcard/file
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4. DEVELOPING INDUSTRY OR COMPANY SPECIFIC QUALIFICATIONS CARDS
When developing the qualification cards it’s overall important to remember to:
•
•
•

Asking the right questions
Focusing on entry level skills and tasks - What will it take to get a first job in the specific
company/industry? Even if it’s just a part time (or less) job?
The industry is always right - so what is it that they say they need?

5. BALANCING EXPECTATIONS AND SETTING GOALS
We recommend that you make sure to have a conversation with the company offering the opportunity to train and the MNAR in training, to make sure that expectations are balanced and that
everybody knows and understands the goals and how the training will be done.

6. THE IMPORTANCE OF ASSESING TRAINING GOALS
Throughout the training process, it’s important that you always look ahead, and that the MNAR
is on a clear path. In counselling zone 6, you can read more about the following up of training, as
well as other initiatives.
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SELF-ASSESMENT TEST
QUESTIONS
Question 1: What defines the MNAR that are suited for training in terms of skill level
and motivation? and why?
Question 2: What are some of the factors that come into play when deciding on an industry for the MNAR to train for?
Question 3: What is an indicator that an MNAR is ready for training hard skills instead
of soft skills?
Question 4: What are some of the benefits from training at the workplace instead of
outside the workplace?
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ANSWERS
Answer 1: MNARs suited for training will typically be low on skills, but highly motivated.
The high level of motivation is necessary to assure dedication throughout the training program.
See more in: “Model 1: Can/will”
Answer 2: Both the needs of the local (and regional) job market, as well as the skills and
wishes of the MNAR is important,
See more in: “Chapter 2: What to train”
Answer 3: As a rule of thumb, if the MNAR has sufficient experience with being at a workplace, and is used to working regularly, they can focus on training hard and industry specific
skills.
See more in: “Identifying which skills to train”

Answer 4: It enables a close corporation with a potential employer, which will allow the
company in question to closely assess which skills need training.

See more in: “Chapter 3: Where and how to train
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COUNSELLING ZONE 3:
EMPLOYMENT
Learning Objectives in this Counselling zone
The objective of the “Employment” counselling zone is to promote knowledge, skills, and resources of professionals to assist MNAR (Migrant, Newcomers, Asylum Seekers and
Refugees) during their access to the employment.
Relevant and target group of the specific Counselling zone
As seen in the introductory module, this project relevant for the following professionals:
• Educators
• Human resource professionals
• Job councillors
• Language teachers
• Legal councillors
• Pedagogues
• Project workers
• Psychologists
• Social workers
• Trainers
• Volunteers working with labour inclusions
• Volunteers working with social inclusions
• And other professionals working with labour- and social inclusion of MNAR
It is however especially relevant for the following professionals, who will be able to use the
tools directly in their everyday work.
• Educators
• Human resource professionals
• Job councillors
• Pedagogues
• Project workers
• Psychologists
• Social workers
• Trainers
• Volunteers working with labour inclusions
• Volunteers working with social inclusions
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Length and effort
Time (hours and minute)
1 hour
1 hour 30 minutes
30 minutes
3 hours

The reading material
The exercises
The video/audio material
The self-assessment
The MOOC in total
Index of the chapters in this counselling zone
Introduction

Chapter 1: Labour orientation process: Phases and Keys for Intervention
1. Labour orientation definition and main phases
a) Reception phase of the MAR
b) Diagnosis and Evaluation
c) Phases of programming tasks and work actions Commitment to action
d) Execution / Action phase
e) Evaluation phase
Chapter 2: Active job search system
1. Self-application
a) Personal presentation
b) Presentation by phone
c) Presentation by letter
2. Internet
Chapter 3: Tools for active job searching
1. Curriculum Vitae
2. The Cover letter
3. Selection techniques
Self-assessment test
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INTRODUCTION
The process of job orientation is fundamental to achieving the social inclusion of Migrants, Newcomers, Asylum Seekers and Refugees in Europe, and all over the world. Through this
“Employment” Counselling Zone, you will learn about different theoretical and practical contents
to improve your professional intervention with this group and promote the employability of the
user / client. For this purpose, we present below 3 chapters with theoretical contents, practical
exercises, tips and recommendations: (Chapter 1).” Labour Orientation process: Phases and Keys
for Intervention”, (Chapter 2) “Active job search systems” and Chapter 3. Tools for Active Job
Searching.
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CHAPTER 1. LABOUR ORIENTATION PROCESS: PHASES AND KEYS FOR
INTERVENTION
Labour Orientation Definition and main phases
a)
b)
c)
d)
e)

Reception phase4
Diagnostic and evaluation phase
Phase of programming tasks and work actions. Commitment to action.
Execution / Action phase
Evaluation phase

1. Labour orientation definition and main phases
"Process" is understood as the "action of going forward", a set of successive phases of a natural
phenomenon or an artificial operation. We also define "orientation" as "action or effect of orienting". We understand the action of orienting as "informing someone, so that they can remain
something, plus the action of directing someone or something towards a specific end”.
With this information, the "process of orientation for employment" is understood as the process
of orientation for employment is the set of phases, steps and actions sequenced in an orderly and
successive way that allows directing a person towards the objectives that are marked within the
labour market, either to access a job, to stay in it, or to develop within it.
The following are the main phases of the orientation process1. As you can see, this process is
circular: in this way we can transfer to MNAR that the professional’s careers are not static, but
dynamic. The needs for flexibility, adaptations to changes or training are permanent demands in
the labour market.

1

Labour orientation process. Five main phases: (1) Reception phase of the MNAR, (2) Diagnostic
and Evaluation phase, (3) Phase of programming tasks and work actions. Commitment to action.

4

For further information, please, see “Counselling Zone 1. Designing Intervention”.
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LABOUR ORIENTATION PHASES:
A. Reception of MNAR
This first phase must be focused on four main aspects:
• To present MNAR the factors and rules that will guide the labour orientation process for
employment.
• To take decisions by the MNAR for accepting the labour orientation process for employment.
• Close the intervention agreement.
• Create and establish the professional relationship with the MNAR.
At the beginning of the intervention, you should do the “reception” of the MNAR who is demanding the employment guidance services. Now you should introduce the service, entity, program.
Also, you should present yourself and the professionals who will be accompanying the person
within the guidance process (training, time of experience…).
NOW IS YOUR TURN! “Complete the following section presented below. Imagine you are
doing the presentation to a newcomer called Mohammed. He is traying to find a job position
in a new country, and you are the first contact of the employment service”.

Hello Mohammed, my name is _______________________, responsible of the employment services of our organization. In this service we help people finding a job position
by
doing
the
following
actions:
_____________________________________________________________
_____________________________________________________________________
_____________________________________________________________________
_____________________________________________________________________
__________________
And please, let me introduce you my colleagues:
___________________________________ Let’s talk about you!
Now is time to build the structure, and to share the rules that will guide the labour orientation
process. This element will help to create a good relationship with the MNAR. This is what we
call: Agreement of Relationship for the Change.
AGREEMENT OF RELATIONSHIP FOR THE CHANGE IN THE LABOUR
ORIENTATION PROCESS FOR EMPLOYMENT.
We understand agreement as a written or spoken agreement, especially one concerning employment, sales, or tenancy, that is intended to be enforceable by law. In this case, we are referring
about an agreement of two persons who will stablish a formal relationship to find a job position:
the user/client and the labour counsellor.
To ensure the quality of the agreement, four conditions must be considered:
CONDITIONS FOR THE AGREEMENT
1. There must be mutual consent
2. Contractual capacity: the MNAR must have the ability to act
3. The content of the agreement must be specific and well defined
4. The agreement must be stablishing in a legal framework
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The MNAR client/user of the employment orientation process must not a “visitor” of the services,
but an active “beneficiary/user/customer” of the program. The Agreement will help you in that
change of perspective.
You must also evaluate the person’s ability to act. He must have a minimum level of skills,
knowledge and conditions established within the program, that will guide the process of job
searching.
The objectives of the agreement must be specific, determined, and possible. It is assumed that the
objectives must be limited, accurate, and should be directly related with the difficulties or with
the problems that the MNAR present.
The objectives of the agreement must be established considering these two key points:
• Must be based on observable conducts.
• Must be possible and achieved (realistic).
How we concrete the agreement?
You should start with a sequenced presentation of information and ending with the decision making of the MNAR. This free decision – as far as possible – of the MNAR, accepts the terms of the
conditions for the development of the actions, sessions and tasks to be carried out within the

The creation of the agreement must be an action made by both agents: the labour
counsellor, and the MNAR. If one of the parts involved do not accept the terms of
the agreement, this will not work.
process of labour orientation.
During the process, you must consider the following values:

FREEDOM

RESPONSIBIL
ITY

COMMITMEN
T

CHANGE

PERSONAL
CAPACITY

It is not pretended to provide a definition of the concept of value, but a set of the values that we
should consider during the orientation process that will favour the adequate mobilization and development of the guiding process.
FREEDOM: is understood as a person’s ability to make decisions about its own reality. Freedom
is the ability to choose objectives and actions to be developed to achieve the objectives.
RESPONSIBILITY: the responsibility of the individual for the results and effects of the decisions taken and objectives achieved.
COMMITMENT: individual and personal commitment with the goals and objectives that are
pretended to be achieved. The MNAR will demonstrate their commitment to the implementation
of the actions directed towards the achievement of the objectives set, with the initiative and intensity of actions it develops.
CHANGE: the objective is to change the situation of the person.
PERSONAL CAPACITY: we understand the person as a dynamic agent, able to grow through
the development of its capacities from the beginning of the process. The person is an active agent
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able to acquire and develop new knowledges, capacities, skills and ways to achieve the goals and
objectives proposed.
Once the set of factors and conditions of the process are presented, the person begins to exercise
responsibility within the orientation program. If the answer if YES, we would immediately start
the diagnostic and evaluation phase. If the answer if NO, we will proceed to know the difficulties
of inconveniences of the person. If you can not find a solution, you must proceed to find new
resources and services, as well as to offer the possibility of being able to contact the user/client
for future possible processes.
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NOW IS YOUR TURN! “Complete the following agreement. This is an example that can be
used in the “Reception phase” of the Labour Orientation Process. (See following page):

AGREEMENT: EXAMPLE
_____________________, as a technician of the employment guidance service, and
_____________________, as a beneficiary of the employment programme, with identity card
_____________.
The personalised insertion itinerary has the aim to promote the labour and social insertion of
people with difficulties in accessing the labour market.
The beneficiary freely declares his / her willingness to participate in the personalized insertion
itinerary.
The technician will evaluate at any time the exclusion of the beneficiary, depending on the nonfulfilment of what has been agreed.
The persons signing this document commit themselves to comply with what has been agreed in
the following actions (these actions will be agreed during the “2. Diagnostic and Evaluation
Phase”. Check out this section, and come back here again):
ACTIONS / ACTIVITIES
Action 1.
Action 2.
Action 3.
Action N.
1.
2.

I agree to carry out all the activities in the action plan.
I agree to guide and accompany the beneficiary through all the actions of the itinerary.

Signature of labour counsellor technician.

Signature of user / client.
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B. Diagnostic and evaluation phase
Once the decision to participate has been made and the user / client has accepted the standard, we
will begin an evaluation that will determine the process to be developed to achieve the objective
proposed after the relevant diagnosis.
The diagnosis-evaluation phase is structured around the formulation and development of three
questions:
Key questions for the diagnostic and evaluation:
What do you want to achieve?
Why don’t you achieve this / these goal(s)?
How can I help you?
a. What do you want to achieve?5
This question relates to the needs of the MNAR regarding to the labour market. With this question
we will have information about its labour and professional situation.
In some cases, you will deal with interventions linked with the promotion of employment for
unemployed people. The labour orientation focused on the proportion and resource mobilization
by pursuing access to a job by the user.
Thank to this question we can also address issues such as improvement of professional qualifications, the development of skills of competencies in order to increase the possibilities of promotion
within a company and above all the maintenance of employment.
We are therefore talking about knowing and considering the different types of needs that a person
presents regarding to its relationship with the labour market in order to define an occupational
diagnosis.
b. Why don’t you achieve this / these goals?
Under this area of analysis, we will structure the variables that define the work situation of the
MNAR, as well as the areas of intervention for determine the work plan for the employment
guidance process.
In this way, each of the variables are going to be analysed in order to identify the deficits, lacks
or absences, that involve the areas of intervention of each of the users / clients.
The keys variables in the employment guidance process are the following:
Key variables
Definition of the objective or career goal
Information about the labour market

Training
Professional Experience

5

Actions
Redefinition of professional objectives
Analysis of the specific professional sector in
which the professional objective of the
MNAR is framed
Professional skills required in the professional
field
Professional Skills required in the target performance

You can also see the “ACB Job Plan” (Counselling Zone 2. Training”).
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Networking
Motivation for the employment
Social skills for the job

Systems and tools for job searching

Social network analysis
Evaluation of the personal motivation for the
achievement of professional objectives
Development of teamwork, interpersonal relationships, responsibility, emotional control,
conflict resolution skills, etc.
Analysis of job search techniques and the corresponding tools.

The variables described are fundamental during the labour orientation process, but not the only
ones for proper assessment and analysis. The following one will be particularly significant, especially with certain groups and/or people:
• Financial, personal and family burdens.
• Legal situation, in the case of MNAR.
• Health and dependency assessment. For people with some degree of disability, substance dependence or any other circumstance linked to the health condition of the MNAR.

c. How can I help you?
Through this question, you can evaluate some of the key issues within the guiding process:
1. Definition of the MNAR regarding the objectives / results to be achieved through the
process.
2. Establish the topics and working areas during the labour orientation process.
3. Continue with the MNAR the decision-making process during the labour orientation service.
You must decide which issues is important to work on within the process. This decision must be
connected to the commitment / agreement made at the beginning of the process.
Therefore, the diagnostic phase contains the following key elements:
1. Investigate and evaluate the set of variables and elements involved in process of access (or
maintenance and development) to the labour market.
2. Elabourate the working hypotheses on which we are going to propose and build an intervention
plan that allows the development of the guiding process.
3. Contrast with the person the work and development proposals of the process.
4. Making decisions about the topics or approaching and programming the intervention plan.
5. Consolidate the commitment/agreement of work.

C. Phase of programming tasks and work actions. Commitment to action
In this working phase you are going to program the set of intervention areas and work proposals
linked to each of the contents identified in the previous phase (Diagnosis). Once the change schedule is exposed, the MNAR will have to decide the actions to carry out. In any case, you must
consider the following conditions:
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1. The MNAR must know clearly what the actions means.
2. You must be able to carry out the actions. The MNAR must have the individual skills and
competences to carry out the actions.
3. You must understand and accept the goals and objectives that are being pursued when they are
the designed actions.
4. All the resources must be considered and evaluated (and assess them in the process) that will
be mobilized in the intervention process, in the itinerary.
Another key element of this phase is the temporalization. It is important to establish the deadlines
for action. This factor will be a generator of expectations and a mobilizer of energies towards the
proposed goal.
The results must be achievable by the MNAR. This means that the user will have to understand,
appreciate and give meaning to the action that is going to be undertaken. In this sense, you must
be the counsellor during the process of goals achievement and mobilize the energy and the person’s motivation.
This objective will be achieved through projection techniques. You can use questions that allow
the person to preview what they will feel when achieving their goals:
What are you going to feel when you achieve these results?
What will the people closest to you think when you achieve them?
What will do when you are situated in that achievement?
During this programming phase, the set of indicators are also designed to evaluate the development of the implementation of the intervention programme. These indicators will be those that
feed significant information into the next phase of work.
D. Execution/Action phase
In the execution phase of the programming, we talk about actions. We talk about a process in
which we pursue several objectives:
• To provide information or knowledge to the MNAR to favour their access to the labour
market, or their autonomous mobility within the labour market.
• To develop their personal and professional skills, abilities and competences facilitating
access to employment or future career development.
• To adopt decisions linked to the insertion and maintenance of a job position.
• To transform personal beliefs and attitudes for the achievement of objectives and goals
proposed towards the labour market.
To achieve these objectives, you must use the following resources:

THE USER

LABOUR
COUNSELLOR

THE PROGRAMME

THE
COMMUNITY

ONLINE
RESOURCES

During the implementation of the actions (especially at the time of starting) it is recommended
that MNAR is accompanied by the counsellor. This is the key to develop an accompaniment to
the person, with the aim of enhancing the security and, thus, the trust to promote the execution of
the actions.
Therefore, the activity of execution of actions of the counsellor can be within the own resource,
or in external actions to the orientation's own institutional resource.
Examples:
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•
•
•

Accompanying during the registration to the Public Employment Service.
Accompanying to a selection interview.
Attendance at a training course.

The development of the actions must have internal coherence in the execution process. A sequencing that responds to the need for evolution and acquisition of skills according to the goals
designed within the program.
E. Evaluation phase
The evaluation phase of the orientation process has several objectives:
1. To compare the results achieved with those expected, defined and planned.
2. Identify and take into consideration those variables that have had an impact on the achievement
of the results. These may have been variable taken into consideration in the process of programming and implementing actions.
3. To be the learning tool for the MNAR.
The evaluation phase must be based on the set of indicators that we have raised in the planning
phase of the process. These indicators are characterised because it allows to identify:
• Behaviours that are observable to the MNAR.
• Behaviours that can be measured from observation.
• Behaviours that can be measured in a quantitative and qualitative way.

The fundamental objective of evaluation is learning. Through this learning the counsellor acquires competences and skills for future interventions, and the MNAR develops the skills that
allow him/her to acquire the autonomy for their mobilisation and development within the labour
market.
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CHAPTER 2. ACTIVE JOB SEARCH SYSTEMS
1. Self-application
Self-application is the most difficult procedure, but also the most effective one. It consists of
contacting companies or recruitment agencies, to offer professionally for a future job on their own
initiative, without waiting for specific labour offer.
For the effectiveness of this active search system, the labour orientation counsellor, together with
MNAR, should analyse the attitude towards the job searching, and train the social skills needed
to achieve the labour goal. These skills that are under the control of the individual and can be
learned, such as: presentation, knowing how to expose their knowledge, skills and interests, prepare hard conversations, know, to self-compensate and to resolve problems.
This technique also requires, in order to obtain good results, a previous work of investigation and
selection of the target companies as well as the name of the company the MNAR is interested in
talking to.
Self-application can work:
• In open centres like small restaurants, construction sites or workshops where the boss is
accessible. Here we can be guaranteed the good treatment and the reception, but not
recruitment.
• With staff from very specific occupations such as the different trades (hostelry, construction...).
• In companies where they hire regularly.
• When someone is going to introduce the MNAR to a certain company.
• It is more difficult but not impossible, in large companies, in companies with own recruitment processes.

To carry out this kind of application, there are different ways of presentation. Now is presented the following ones:

PERSONAL
PRESENTAT
ION

PRESENTAT
ION BY
PHONE

PRESENTAT
ION BY
LETTER

A) PERSONAL PRESENTATION
The objective of introducing we in the company is to get an interview with the person (manager,
owner, boss department) responsible for deciding on possible recruitment, in order to introduce
ourselves and give him/her the curriculum vitae (see chapter 3).
An easier strategy to contact these "key people" is through an information interview. In this information interview we will present ourselves as interested in some professional advice of the
company. For example, if the user is a newcomer, he/she can ask for information for the decision
making about which activity to develop in this new country, to know professional work systems,
etc. This information interview is useful for:
Finding new job offers, that are not published on media (around the 70%).
• Obtaining relevant information of the company: the activities, professionals that are
searching, how to access to the organisation.
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•
•
•

Training for future interviews in selection processes.
Expanding the Contact Network, having the possibility of receiving a formal job proposal.
Obtaining professional advice with experience, in the case of MNAR how are searching
the first job position in the country.

HOW TO PREPARE AN “INFORMATION INTERVIEW”
Here you will find some tips to share with the user, in order to prepare a good “Information
interview”:
BEFORE THE INTERVIEW
Choose the company where you want to achieve your goal/s. Find information about that company: this will help you to create a favourable image, and the organisation could appreciate the
effort by showing interest in the company.
Find out the name of the person you want to talk to (in newspapers, magazines specialized,
conversations with employees, contacts, with a phone call or on the company's website).
Organize the interview by phone call, to ensure they you can have enough time. The best moment: at the beginning of the morning.
Prepare your interview
Find a contact who could introduce you to the responsible of the organization
DURING THE INTERVIEW
Start the conversation introducing yourself, and showing interest about the other person
Show your purpose, and focus on the topic of interest
Be aware of the Nonverbal communication of the other person
Ask, and show interest about his/her job position. Then, ask about the company’s requirement
to be part of the team
Talk about your experience, skills, interest. Make smart questions so your can show your professionality
Put into practice your social skills of communication, active listening and empathy
Use the name and surname of the person
AFTER THE INTERVIEW
Take note of the information you received during the interview: what you liked and what you
need for that job position, what are to strengths and weakness, and your limitations
Evaluate your intervention during the interview, the things you did good and your mistakes, to
consider for future interviews
If you think that the company can offer you a job position, write an e-mail the next day or letter,
indicating that you would like to work in that company or enterprise. Include a CV and express
your interest
Other tips and suggestions:
• Do not show insecurity in any moment when organizing the meeting. When you arrive,
say that you want to talk to…
• Do not say that you are searching a job position: the objective of this interview is to focus
on professional issues.
• Use a positive tone.
• Show your positive side, not the negative one
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NOW IS YOUR TURN! Prepare an interview with another person. Do a role-play about
the moment before, during and after the “information interview”, and follow the roles mentioned below:
Trainer: You are working in the employment services of an NGO. You are a labour orientation
counsellor, and you must help the user to practice the “information interview”.
User: Luis is coming from Venezuela; he is working for his first job position in Spain and is trying
to receive information about a big organization focused in his professional field: mobile phone
salesman. He wants to call to one of the key organizations of the sector, thanks to a good contact
he has.
Please, both together prepare:
a) The previous steps before organizing the interview
b) The information interviews
c) The final steps after the interview

Now, take notes about the strengths and weakness during the role-playing in the following sections, and give some feedback about this exercise.
INFORMATION INTERVIEW
Before the interview
Strengths:

Weakness:

During the interview

Strengths:

Weakness:

After the interview

Strengths:

Weakness:

B) PRESENTATION BY PHONE
The presentation by phone is a direct way to contact an organization. The advantage is that you
don’t waste such time compared with a face to face presentation. The presentation by phone requires great communication skills in order to get attention of the caller: you must be convincing
and show all your skills.
The presentation by phone is good for:
• Getting an information interview or a selection interview.
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•
•
•

Announce that you are going to send your CV.
Contact the organization after sending your self-candidature.
Obtain specific information for your search.
Have a contact within the chosen organization.

Recommendations:
• Choose a good place to make the call. Try to make it a quiet place without noises.
• Select the most appropriate time of day and week to call. In general, the morning is preferable to the afternoon, and it is better in the early morning. The worst days of the week
to call are Mondays and Fridays.
• Never call a manager's home address.
• Prepare in advance what we want to say and have the script in front of us, in a logical
order: presentation, reason for the call, conclusion, expression of gratitude and farewell.
• To have prepared documents that we may need, paper, pen, etc.
• Speak calmly and confidently.
• Speak clearly and only what is necessary.
• Treat our interlocutor with courtesy.
• Explain the purpose of the call briefly.
• Be grateful for the attention and say goodbye in a simple way.

The best way to perform a phone interview is practising. Please, check out the “PHONE
INTERVIEW EXERCISE” showed in the “Social Inclusion Counselling Zone”.

C) PRESENTATION BY LETTER
There are two ways to apply by letter:
• By mailing. It consists of making a wide list of companies that can potentially offer us a
job and send them a letter personalized, but identical in all cases, accompanied by a standard CV. It is a technique based on quantity, so the more letters sent, the more the
possibility of receiving a positive response. However, it is not effective when we do not
have a very distinguished professional background or when we move into fields where
there are few specialists.
• By selective delivery. This procedure is based on selectivity, by which, in addition to the
market study as in the mailing, we will need to carry out a thorough investigation of each
of the "target companies", submitting a clear and reasoned letter different for each company. In these cases, it is advisable to make a phone call to the person we're talking to, a
week after we sent the letter, to try to arrange an interview.
2. INTERNET
Using Internet within our search process of employment it is positive:
• To access to the job advertisements published by certain national and foreign newspapers.
• To draw up a list of companies that can offer work.
• To find out the professional profile of certain jobs.
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•
•
•
•
•
•
•

To find out immediately if a certain company is recruiting in the present time and for
which specific positions.
To instantly send your CV to the company via e-mail.
To hang a page with your CV, available to anyone who wants to consult it.
To receive information about the creation of your company.
To get in touch with temporary employment agencies.
To get information about your possibilities of working in other countries.
Others (access to training courses, see other candidates' CVs).

Some advice about using the Internet in your job search.
• Open several folders in our e-mail to be able to quickly locate the offers and the e-mail
addresses of the companies that we find interesting.
• Delete the messages read or answered to avoid saturation of our mail.
• To have several email accounts, especially if we are within newsgroups or similar.
• Write the messages according to a series of criteria:
o Short and concise, but well written.
o Include in the text a reference to the job offer and the source of information.
o Specify the files to be attached (CV and cover letter). You must have into account
our partner's computer equipment; we will try to send the files in lower versions
or in reading formats that do not give these problems, like pdf.
o If we know the name of the contact person, use it at the beginning of the message.
o If we do not attach a cover letter, we can use the message as letter of introduction.
o Highlight important data in bold.
o Do not use words or phrases in capital letters because they have negative connotations (we would be shouting at our recipient).
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CHAPTER 3. TOOLS FOR ACTIVE JOB SEARCHING
1. CURRICULUM VITAE (CV)
Curriculum literally means "the career of a person's life". It is a document which describes the
training, work experience and main achievements of a person’s professional life through a chronological, functional or mixed criterion. The CV is a very important aspect in the job search
process, it is the first information that company will have.
There are no fixed rules for how to be done, but is important that the CV is clear, concise and
adapted to the position and company we will send. Even if we have a standard format, we will
have to modify it depending on what we want to highlight.
Curriculum Vitae must be:
POSITIVE

CONCRETE

CLEAR

STRUCTURED

TYPES OF CURRICULUM VITAE
The type of CV will depend on our professional experience and our interest. According to our
profile will be recommended to use a type of presentation or another.
a) Depending on the Extension and redaction of the document:
a. Classic CV: it is an extensive document where you must detail all the professional activities performed. The classic CV is used for the Public Administration
and the objective is to receive points for all the activities performed.
b. American: it is a short document where you resume your information in 1 or 2
pages maximum. This is the most used type of CV.
b) Depending on the structure:
a. Chronological: The data are shown in order, from the most recent to the past, or
vice versa, depending on what we want to highlight. There should not be any
“gap” in time.
b. Functional: there is no frame time, and the experiences are grouped based on
chapters or professional sectors, focusing on professional competences and skills.
This functional type of CV is useful to hide the empty periods of the professional
career.

STRUCTURE OF THE CURRICULUM VITAE.
Regarding the way we write the CV and the information that should contain, there is no specific
rules, but it is important to follow a logical structure, considering a series of sections. The way
we organize these sections can be flexible, for example, giving priority to the training/experience
section, or to the academic section, depending on what we want to stand out.

SECTIONS:
PERSONAL DATA
Personal data are essential detail to be in touch with the responsible of a company / organization:
• The full name, as it appears on the DNI/NIE
• Full address, with zip code.
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•
•
•

Telephone number.
E-mail.
ID
Other data, assessing its convenience, depending on the position: date of birth, vehicle,
professional cards, marital status (limited to single, married, widowed, all other qualifications not relevant).

ACADEMIC / TRAINING EXPERIENCE
• Here is included the official regulated training.
• Specify the start and the end date of the studies.
• Centre where the studies have been taken, avoiding acronyms or abbreviations.
• Specify the specialty. If it is worthwhile, indicate the contents related to the position.

PROFESSIONAL EXPERIENCE
• We must include dates, name of the company/organization, position and functions performed. All this helps to define our professional profile.
• If we're looking for our first job position, or have little experience, we can name the
internships we did while studying, collabourations in associations, or unpaid activities
(family assistance, etc.). In this case, it is important to mention the total number of
hours performed.

LANGUAGES
• We include the language we know and the level of conversation and grammar (elementary, medium, high, bilingual knowledge)
• We can specify official degrees obtained, courses taken or if we have been residing in
a foreign country.

IT RESSOURCES
• We specify which programs we handle, at what level and whether we have performed
some course.

FURTHER EDUCATION
• It is the training that is not regulated (seminars, conferences, masters or courses), but
only those related to the position we want to apply.
• We include: the date of completion, the name of the course, the duration in hours (if
they are less than 100, approximately, it is better not to mention the duration), and the
entity or entities through which it was conducted.
• We can also include the data referring to the knowledge and language and IT skills,
although it is always better to open a specific section for this data.

OTHER SECTIONS
They are not essential, but they can provide added value.
• Publications, scholarships, awards, etc. can be included.
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•
•

References.
Hobbies
Personal situation: availability to travel, immediate incorporation, etc.

NOW IS YOUR TURN! Prepare your own CV, based on the distribution mentioned before.
Use the American style.
2. THE COVER LETTER
The cover letter must be attached to the CV, always adapting it to the company and the job we
want to apply, taking care of its content and structure. The aim is to receive the attention and make
a good impression on the person receiving our data. It must be original and indicate why they
should hire us. It must not be a repetition of the cv, but an interpretation and expansion of the
most relevant aspects of it.
We will try to show how we could help the company we are applying. The cover letter will be
necessary when sending the CV in response to a job offer and when we submit our spontaneous
application. It is also a good idea to send a “thank-you” letter when, after an information interview, we see possibilities for a position, or when we have not been selected for the position we
applied for.
Recommendations:
• It must be short, orderly, clear and direct, to encourage them to pay special attention to
the CV we attach.
• The extension must be a single page of the same quality and colour as the cv, and the text
is ordered in 3 or 4 specific and clearly defined paragraphs.
• Margins and spaces between paragraphs must be considered.
• It is better not to staple it to the cv.
• Take care of the writing and spelling.
The following structure can be used to create your own “Cover Letter”:
Letterhead
It is usually placed in the upper left corner, cantered on the start, or at the end in the signature.
Date
It is important for the company to know when we sent our cv, and it is better to reflect it in the
letter than in the cv.
Recipient
Always with the corresponding treatment (Mr., Mrs., Mr., Mrs.). Placed in a visible place (upper right).
First paragraph
In this paragraph we will find the difference between the two most common letter models: if
we are answering to a press announcement, we indicate the name of the source where has published, the day and the reference of the position we want to apply. If it's about self-application,
we'll talk about something you know about the company, for example: "Knowing your company dedicated to the sale of sports products (…)".
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Second paragraph
We must indicate why we are interested in this position or company. We highlight those aspects
of our CV (without repeating the information) that are most related with the company or job.
What we're trying to do is to highlight our strengths justifying why they should hire us. We
offer what we can do for them.
Third paragraph
We mention the documents we sent (usually the CV)).
Closing paragraph
We say clearly what we want from them: hold a job interview, to expand the information, etc.
Better if we give alternatives and a lot availability to make it easier for you.
Farewell
We can use "Looking forward to hearing from you. Best regards / wishes”.
Signature
The letter must always be signed by hand, and our full name must appear on the signature.

NOW IS YOUR TURN! Write your own cover letter, according to the sections mentioned
before, and according to the CV you have already develop. Imagine you want to apply to
the job position of your dreams, or to your current job position.

3. SELECTION TECHNIQUES
The techniques used in selection are chosen according to the skills and attitudes that the employer
want to measure and observe in the candidates and which are essential to perform the job optimally. This is how we intend to predict the future behaviour of the candidate in the company.
According on what we want to evaluate, we can find different techniques:

PROFESSIONAL
TECHNIQUES

GROUP
DYNAMICS

PSYCHOTECHNICAL TEST

SELECTION
INTERVIEW

A. PROFESSIONAL TECHNIQUES
Professional techniques are tools created to evaluate the performance of the candidate when realizing similar tasks that will have to do in the job position. Professional techniques are used to
evaluate specific knowledge in the profession, determine the performance or professional suitability. Some examples of professional test could be language test, solving case studies, testing
computers, answering e-mails, etc.
Recommendations:
• Make sure you know what you are asked to do.
• Do not be afraid to ask.
• Think one minute before you start performing the task in the time given.
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•

Keep in mind that it is important the process (our way of working), not only the final
product.

B. PSYCHO-TECHNICAL TEST
Psycho-technical test are used to evaluate the candidate’s potential through specially designed
test to evaluate aptitudes, abilities of personal traits. In general, the tests are done in groups, although sometimes can be done individually. In group applications, a “battery” is given to
candidates, which is a set of tests that measure relevant factors of the job position.
The aim is to measure the overall ability to solve problems of an abstract nature as it is considered
a performance indicator in the different professional areas.
You can find different types of psycho-technical test:
• Test of Intelligence
• Test of Personality
• Test of Specific Aptitudes

Recommendations:
• Make sure that the instructions of the test are well understood before you start.
• Answer quickly but do not rush.
• In tests that evaluate personality, do not try to give a different image, in many items the
“degree of sincerity” is measured.

GROUP DYNAMICS
These techniques evaluate the behaviour of the candidates within a group. These techniques bring
together a small group of candidates, who are under the control of a supervisor. During these
group dynamics it is suggested to start an open discussion of a raised issue with a time limitation.
This technique is very useful for demonstrating the ability of candidates regarding leadership,
defence of their ideas, ability to convince, persuade, dialogue, etc.
Recommendations:
• Do not consider the rest of the candidates as enemies. Collabourate with them.
• The main objective if to solve a problem, no to eliminate the others.
• You must firmly defend the criteria and fight for them.

SELECTION INTERVIEW
This is the decisive phase in any job search process. It is the time of the personal contact where,
in an individual and direct way, you can demonstrate to the interviewer that we are the most
suitable person for the position. We must prepare the interview as good as possible.
The objectives of the interviewer are to discover whether the person has the required skills for the
job position, has the knowledge and/or experience to perform the job, and if is motivated for the
professional practices.
Types of Interviews according to the structure:
a) Structured: it includes the main topics to be known about the candidates, the interviewer
conducts the interview according to the answers of the candidate towards the most interesting part of the conversation. They are usually short, direct questions. It is advisable to
answer according to the information required.
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b) Non-structured: the interviewer tries to obtain information of the candidate through an
informal conversation, without outlines, few and open questions.

c) Semi-structured: a mix of both interviews mentioned before. It is the most common type
of interview.
Types of Interview according to the “stress degree”:
a) Cordial: is usually relaxed, within a climate of trust. The interviewer tries to eliminate the
anxiety that any candidate feels in a selection process.
b) Hard / Stressful: it is done for highly demanding jobs. One or more interviewers seek to
situate the candidate in a very tense situation using questions deliberately aggressive,
cynical tone, doubting the candidate’s capabilities, etc. Its aim is to check the emotional
control of the candidate in difficult situations.
c) Informal: can be done in a cafe, per example. The questions are scattered and requires
that the candidate do not forget is being part of a selection process.
Types of interview according to the number of persons involved:
Individual: there is only one interviewer and only an applicant. These are the most common types
of interviews.
Group: These individual interviews are used to evaluate a group of candidates at the same time,
and usually participates different interviewers at the same time. The aim is to compare the candidates and evaluate their behaviour in difficult and stressful situations.
Team interview: a group of interviewers performs the interview with one candidate. The team is
usually composed by the staff of different areas of the organizations. These interviews are usually
structured and happens at the very last steps of the process.
Phases of the interview:
Reception phase
It is important to bear in mind that the selection process starts from the moment we walked to
the room we are going to be interviewed, or we asked the receptionist about the contact person.
The waiting period may allow us to observe the pace of the work of the company, look at the
information (brochures, magazines, etc.).
Presentation
During this phase, the interviewer will try to create a good climate that will facilitate the interview. Normally, they will give us a brief summary about the company and the vacant position
and will inform us about the selection process that is taking place. If you want, it is a good
moment to take notes (with the interviewer’s permission), leaving the possible questions for
the final phase of the interview.
Information
The employer will ask questions about the different areas of our professional and personal life.
Take advantage of the open questions (they leave an opportunity to expand on the answer) to
provide additional information. Avoid very short answers with monosyllables. Some of the
questions that could be asked are the following:
Training: Why did you studied X? What are your favourite topics of your studies? When do
you think you will finish your studies?
Experience: what are the activities you performed in your last job position? In what job did you
feel most comfortable in? What was the most problematic situation you faced? How did you
solve it? What was your bigger success? And your bigger failure? Please, describe your relationship with your colleagues.
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Personal sphere: what do you highlight most about yourself, what things would you like to
improve about yourself? Why you are applying to this job position? What are your hobbies and
passions?
Professional field: what is your professional objective in 5 years? What kind of job positions
you are looking for? In what kind of companies would you like to work? What can you bring
to this organization?
Working conditions: would you be willing to travel or move your current residence? What are
the financial conditions you suggest for this position?
Questions to the candidate
Once the interviewer feels that has gathered enough information, will probably ask you if you
have any question. It is a good idea to ask something in this phase, since will denote your
interest, initiative and security.
Despite the questions that could concern us are the salary of the duration of the agreements,
this should not be our only concern, since the interviewer can understand that we are only
interested in money. It is most important to ask about the tasks performed in the position, the
size of the team, if the job position is new or not, in which department is located, etc.
Some inopportune questions: holidays and salary issues, if the interviewer did not give information about this.
Closing
This last step if important to know if the interviewer will contact us in a future, to demonstrate
our interest in the position and to thank the attention given.
Do not forget that, despite we are not hire, if we make a good impression, the interviewer could
consider our application in future selection processes. It is also advisable to send a “thanks
letter”.
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NOW IS YOUR TURN! Perform an interview of an imaginary job position. For this exercise there should be three persons involved: the interviewer, the candidate and an external
evaluator. The external evaluator will provide feedback about the straights and the weakness of each participant during the role playing.
INTERVIEW – ROLE PLAY
Reception phase
Interviewer:
Candidate:
Presentation
Interviewer:
Candidate:
Information
Interviewer:
Candidate:
Questions to the candidate
Interviewer:
Candidate:
Closing
Interviewer:
Candidate:
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SELF ASSESMENT TEST

QUESTIONS

1) Please, mention the five different phases of the labour orientation process.

2) Please, choose the correct answer according to the key variables in the
employment guidance process
If you want to share with the user information about the labour market, you
should:
1. Evaluate the personal motivation for the achievement of professional objectives.
2. Analyse the specific professional sector in which the MNAR’s professional
objective is framed
3. All are correct
If you want to provide systems and tools for job searching, you should:
1. Redefine the professional objectives
2. Develop the teamwork, interpersonal relationships, responsibility, emotional
control, conflict resolution skills, etc.
3. Analyse job search techniques and corresponding tools.
If you want to help the user during in training process, you should:
1. Check with the user the professional skills required in the professional field
2. Create a CV
3. All are correct
If you want to motivate the user for the employment, you should:
1. Analysis of the specific professional sector in which the MNAR professional
objective is framed
2. Do a social network analysis
3. Evaluate the personal motivation for the achievement of professional objectives

3) Now, you will find different sentences that must be included in the empty boxes
presented below. Please, write each sentence in the correct section:
• If you think that the company can offer you a job position, write an e-mail the
next day or letter, indicating that you would like to work in that company or
enterprise. Include a CV and express your interest
• Use the name and surname of the person
• Find a contact who could introduce you to the responsible of the organization
• Evaluate your intervention during the interview, the things you did good and
your mistakes, to consider for future interviews
• Start the conversation introducing yourself, and showing interest about the other
person
66

•
•
•

•
•
•
•

•
•

•

Put into practice your social skills of communication, active listening and
empathy
Prepare your interview
Take note of the information you received during the interview: what you liked
and what you need for that job position, what are to strengths and weakness, and
your limitations
Talk about your experience, skills, interest. Make smart questions so you can
show your professionality
Organize the interview by phone call, to ensure they/ you have enough time. The
best moment: at the beginning of the morning.
Ask, and show interest about his/her job position. Then, ask about the
company’s requirement to be part of the team
Find out the name of the person you want to talk to (in newspapers, magazines
specialized, conversations with employees, contacts, with a phone call or on the
company's website).
Be aware of the Nonverbal communication of the other person
Choose the company where you want to achieve your goal/s. Find information
about that company: this will help you to create a favourable image, and the
organisation could appreciate the effort by showing interest in the company.
Show your purpose, and focus on the topic of interest
BEFORE THE INTERVIEW

DURING THE INTERVIEW

AFTER THE INTERVIEW
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4) Please, define and highlight the different between the Classic CV, American CV,
Chronological CV and Functional CV

5) Please, mention and provide a brief description of the four different selection
techniques presented during the Module
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ANSWERS

1) Please, mention the five different phases of the labour orientation process
Answer:
1. Reception phase of the MNAR
2. Diagnostic and Evaluation phase
3. Phase of programming tasks and work actions
4. Execution / Action phase
5. Evaluation phase
2) Please, choose the correct answer according to the key variables in the
employment guidance process
If you want to share with the user information about the labour market, you
should:
1. Evaluate the personal motivation for the achievement of professional objectives.
2. Analyse the specific professional sector in which the MNAR’s professional
objective is framed
3. All are correct
If you want to provide systems and tools for job searching, you should:
1. Redefine the professional objectives
2. Develop the teamwork, interpersonal relationships, responsibility, emotional
control, conflict resolution skills, etc.
3. Analyse job search techniques and corresponding tools.
If you want to help the user during in training process, you should:
1. Check with the user the professional skills required in the professional field
2. Create a CV
3. All are correct
If you want to motivate the user for the employment, you should:
1. Analysis of the specific professional sector in which the MNAR professional
objective is framed
2. Do a social network analysis
3. Evaluate the personal motivation for the achievement of professional
objectives
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For further information, here you will find the table with the “key variables” and the
needed “action”.
Key variables
Information about the
labour market
Motivation
for
the
employment
Social skills for the job

Actions
Analysis of the specific professional sector in which the
MNAR professional objective is framed
Evaluation of the personal motivation for the achievement
of professional objectives
Development of teamwork, interpersonal relationships,
responsibility, emotional control, conflict resolution skills,
etc.
Professional Experience Professional Skills required in the target performance
Networking
Social network analysis
Systems and tools for Analysis of job search techniques and the corresponding
job searching
tools.
Training
Professional skills required in the professional field
Definition
of
the Redefinition of professional objectives.
objective or career goal
3) Now, you will find different sentences that must be included in the empty boxes
presented below. Please, write each sentence in the correct section:
•

•
•
•
•
•
•
•

•
•
•
•

•

If you think that the company can offer you a job position, write an e-mail the
next day or letter, indicating that you would like to work in that company or
enterprise. Include a CV and express your interest
Use the name and surname of the person
Find a contact who could introduce you to the responsible of the organization
Evaluate your intervention during the interview, the things you did good and
your mistakes, to consider for future interviews
Start the conversation introducing yourself, and showing interest about the other
person
Put into practice your social skills of communication, active listening and
empathy
Prepare your interview
Take note of the information you received during the interview: what you liked
and what you need for that job position, what are to strengths and weakness, and
your limitations
Talk about your experience, skills, interest. Make smart questions so you can
show your professionality
Organize the interview by phone call, to ensure they/ you have enough time. The
best moment: at the beginning of the morning.
Ask, and show interest about his/her job position. Then, ask about the
company’s requirement to be part of the team
Find out the name of the person you want to talk to (in newspapers, magazines
specialized, conversations with employees, contacts, with a phone call or on the
company's website).
Be aware of the Nonverbal communication of the other person
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•

•

Choose the company where you want to achieve your goal/s. Find information
about that company: this will help you to create a favourable image, and the
organisation could appreciate the effort by showing interest in the company.
Show your purpose, and focus on the topic of interest

BEFORE THE INTERVIEW
Choose the company where you want to achieve your goal/s. Find information about
that company: this will help you to create a favourable image, and the organisation
could appreciate the effort by showing interest in the company.
Find out the name of the person you want to talk to (in newspapers, magazines
specialized, conversations with employees, contacts, with a phone call or on the
company's website).
Organize the interview by phone call, to ensure they/ you have enough time. The best
moment: at the beginning of the morning.
Prepare your interview
Find a contact who could introduce you to the responsible of the organization
DURING THE INTERVIEW
Start the conversation introducing yourself, and showing interest about the other person
Show your purpose, and focus on the topic of interest
Be aware of the Nonverbal communication of the other person
Ask, and show interest about his/her job position. Then, ask about the company’s
requirement to be part of the team
Talk about your experience, skills, interest. Make smart questions so you can show
your professionality
Put into practice your social skills of communication, active listening and empathy
Use the name and surname of the person
AFTER THE INTERVIEW
Take note of the information you received during the interview: what you liked and
what you need for that job position, what are to strengths and weakness, and your
limitations
Evaluate your intervention during the interview, the things you did good and your
mistakes, to consider for future interviews
If you think that the company can offer you a job position, write an e-mail the next day
or letter, indicating that you would like to work in that company or enterprise. Include
a CV and express your interest
4) Please, define and highlight the different between the Classic CV, American CV,
Chronological CV and Functional CV:
1. Depending on the Extension and redaction of the document:
a) Classic CV: it is an extensive document where you must detail all the professional
activities performed. The classic CV is used for the Public Administration and the
objective is to receive points for all the activities performed.
b) American: it is a short document where you resume your information in 1 or 2
pages maximum. This is the most used type of CV.
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2. Depending on the structure:
a) Chronological: The data are shown in order, from the most recent to the past, or
vice versa, depending on what you want to highlight. There should not be any
“gap” in time.
b) Functional: there is no frame time, and the experiences are grouped based on
chapters or professional sectors, focusing on professional competences and skills.
This functional type of CV is useful to hide the empty periods of the professional
career.

5) Please, mention and provide a brief description of the four different selection
techniques presented during the Module:
•

•

•
•

Professional techniques: tools created to evaluate the performance of the
candidate when realizing similar tasks that he/ she will have to do in the job
position.
Psycho-technical test: these techniques are used to evaluate the candidate’s
potential through specially designed test to evaluate aptitudes, abilities of
personal traits.
Group dynamics: techniques used to evaluate the behaviour of the candidates
within a group.
Selection interview: face to face or online process where the candidate can
demonstrate to the interviewer that are the most suitable person for the position.
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COUNSELLING ZONE 4:
SYNERGIES FOR SOCIAL AND LABOUR
INCLUSION
Learning Objectives in this Counselling zone
The objective of the “Synergies for social and labour inclusion” counselling zone is to promote
knowledge, skills and resources of professionals to assist MNARs firstly to understand their
environment but as well to conduct properly their integration in the community or within the
labour market.
Relevant and target group of the specific Counselling zone
As seen in the introductory module, this project relevant for the following professionals:
• Educators
• Human resource professionals
• Job councillors
• Language teachers
• Legal councillors
• Pedagogues
• Project workers
• Psychologists
• Social workers
• Trainers
• Volunteers working with labour inclusions
• Volunteers working with social inclusions
• And other professionals working with labour- and social inclusion of MNAR

It is however especially relevant for the following professionals, who will be able to use the
tools directly in their everyday work.
• Educators
• Human resource professionals
• Job councillors
• Pedagogues
• Project workers
• Psychologists
• Social workers
• Trainers
• Volunteers working with labour inclusions
• Volunteers working with social inclusions
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Length and effort

The reading material
The exercises
The video/audio material
The self-assessment
The MOOC in total

Time (hours and minutes)
1 hour 30 minutes
1 hour 00 minutes
0 hours 05 minutes
0 hours 10 minutes
2 hours 45 minutes

Introduction to counselling zone
Chapter 1: Synergies for social and labour inclusion – Definition and main phases
1. Social inclusion via labour definition
2. Diagnostic of the social context and of main obstacles
3. Identification of resources to overcome difficulties and obstacles
4. 1.3 Individual workplan and commitment to action
5. Execution / Action phase
6. Evaluation phase
Chapter 2: Resources to overcome difficulties and obstacles
1. Knowing the inclusion process combining work and integration: the Matrix “Social/Employment”
2. Identifying new and innovative fields of employment enabling social integration
3. Selecting key actors to mobilize
Chapter 3: Tools for synergies for social and labour integration
1. My study “Around me… a lot of perspectives”
2. “My employment/ integration roadmap”
3. My key-factors for sustainable integration
Self-Assessment test
1. Question
2. Answer
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INTRODUCTION

The Synergies for social and labour inclusion of Migrants, Newcomers, Asylum Seekers and Refugees in Europe, and all over the world. Through this Counselling Zone, you will learn about
different theoretical and practical contents to improve your professional intervention with this
group and promote the social and labour integration of the user/ client within the community and
the labour market. For this purpose, we present below 3 chapters with theoretical contents, practical exercises, tips and recommendations: (Chapter 1).” Synergies for social and labour inclusion
– Definition and main phases”, (Chapter 2) “Resources to overcome difficulties and obstacles”
and (Chapter 3). “Tools for synergies for social and labour integration”.
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CHAPTER 1: SYNERGIES FOR SOCIAL AND LABOUR INCLUSION –
DEFINITION AND MAIN PHASES

1. SOCIAL INCLUSION VIA LABOUR DEFINITION
Social integration through work, as already observed at the end of the 19th century by the sociologist Émile Durkheim, is one of the vectors of social cohesion in modern society (more frequent
contacts, reduced distances between individuals...). In this context, it is the division of labour that
allows the development of interdependencies and cooperation. "Mechanical" solidarity is a more
complex "organic" solidarity. Mechanical solidarity refers to traditional societies where individuals come into contact because of their similarities. Organic solidarity finds its place in modern,
industrial, and urban societies. The link is more utilitarian, all individuals, natives of the country
(young or not so young) and migrants or refugees (MNAR), come into contact because they are
different and need each other.
Thus, the role of the division of labour goes far beyond its economic effects. It is a real socialization process, which has continued until today: the holder of a job is both a working collective
(workshop, corporation), a status (worker, executive, migrant... ) associated with a social, family, trade union or cultural activity, finally of the condition of employee, to which are associated
rights and social protections. Work thus allows individuals to build a professional identity
and a social status.
This identity can be found in the pride of having accomplished a spectacular task (the engineers
of a famous state of the art like a viaduct or a big cruise ship, the workers of the Channel Tunnel,
etc.), belonging to a reputable company (Apple, Canon...) or in the media union struggles (Continental),or in local achievements with social, environmental or solidarity connotations.
Through work, the individual (MNAR) is in principle able to create sufficient interactions to integrate socially in the country he works. To find a house, stabilize and then found or bring his
family, and finally to access a pyramid of social progression (access of rights, such as citizenship,
first probably social assistance, job...).
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As a professional, you have the role of assisting MNAR in understanding the key elements
of synergies between work and social integration, regardless of the level at which the MNAR
is. So, you must present him with the 5 phases above.

NOW IS YOUR TURN to present the circle above and the 5 steps. This presentation is essential
to ensure the practice of knowledge about synergies.

2. DIAGNOSTIC OF THE SOCIAL CONTEXT AND OF MAIN OBSTACLES
The key points of social integration through work are first, first of all to understand the framework and the social context of reception existing (its characteristics, the language of expression,
the values expressed and those not said, codes and uses ...) and, secondly, to identify among all
these elements, what are the obstacles and difficulties to understand and overcome.
Without this phase of understanding, which involves a diagnosis, the work process itself will not
be enough to guarantee social integration. The work will remain only a contractual relationship
work for pay, without any other form of social progression towards recognition, benefits, status,
access to society.
Is work still an integration factor?
The economic crisis and its destructive effects on the social bond built by work have led some
sociologists to question the integrative function of work. On the one hand, work has not always
been and is not always in all societies, the essential activity of individuals: political, cultural and
family activities can also create social bonds. On the other hand, the segmentation of the labour
market and the flexibility of statutes, working conditions and remuneration, allow individuals to
find in their work the stability necessary for their social integration and the construction of their
identity. The proliferation of poor and insecure workers calls into question the centrality of work
in the economic and social life of individuals. Robert Castel refers to the "precariat" society as
the current situation. More than 12% of the working population is in precarious employment and
this is increasing among young people.
Exclusionary unemployment, which affects individuals who do not correspond to the demands
of the labour market, for lack of qualifications or because of social stigma, typical case of
MNAR, illustrates the ambiguous role of work in our society.
On the one hand, work can no longer integrate the entire working-age population, especially with
the current crisis. In Spain, for example, almost one in four people is unemployed!
On the other hand, it remains an irreplaceable condition of social integration, far beyond the economic dimension. The most recent surveys show that the excluded themselves survive socially
by participating in many underground activities, generating relationships and networks: illegal
work, various trafficking... Work, which remains the main factor in obtaining income, is therefore
integration into the consumer society. In addition, unemployed individuals are increasingly seen
as "assisted" and stigmatized, which shows how central employment remains in the integration of
individuals.
Work has thus become, in industrial society, a creator of social ties and one of the main places of
integration. Today, the precariousness and flexibility of employment contracts endanger this role.
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The current crisis amplifies this phenomenon and deprives a significant part of the European labour force of employment.
Should we not develop integration resources that are complementary to employment or that could
be substituted in some cases?
Examples of the 4 negative consequences of not being socially integrated despite having a job:
(source for France: https://www.google.fr/search?q=L%E2%80%99int%C3%A9gration+sociale+par+le+travail&sxsrf=ALeKk03pVFa-mmGgYJ03ZBSAhtQbWb6oQ:1596544619616&source=lnms&tbm=isch&sa=X&ved=2ahUKE
wjt_q2XyIHrAhVD6aQKHTuNCoIQ_AUoAXoECA4QAw&biw=1129&bih=538#imgrc=cVZZlRYeo7WcaM) :
• Loss of solidarity support.
• Loss of sociability (language, exchanges, habits, and customs...)
• Loss of identity
• Loss of social promotion in society (access to citizenship...).

NOW IS YOUR TURN to fix the diagnostic of the MNAR context.
Once the decision to participate has been made to enter into a job & social integration process and
the user/ client has accepted to participate to the module. It's time for you and him to make the
diagnosis using the following tool: “Watch out my environment” (see Tool 3.1).

3. IDENTIFICATION OF RESOURCES TO OVERCOME DIFFICULTIES AND
OBSTACLES
In the previous personal exercise of the MNAR, the "negative aspects" share actually corresponds
to the difficulties to overcome and the obstacles to overcome in order to successfully integrate by
relying on the combination of "social work-insertion".
In this way, the MNAR must find work ideas that combine employment and social integration
(synergy). This type of position can be:
1. A job with a social or environmental utility (of the social and environmental responsibility
dimension), because nowadays, this dimension is increasingly appreciated by the population
in Europe, which sees it as a lasting aspect for the future; moreover, these posts are largely
supported by public and private grants. L’inconvénient est que beaucoup de ces métiers sont
nouveaux ou pas ou peu connus du grand public, et encore moins par des MNAR.
• Necessary condition: Know/ discover the local Social & environmental new jobs.
had really work, so you do not get it wrong:
• How? Get this knowledge on Social & environmental new jobs.
• By whom? RESOURCE CENTRE (Orientation Centre, Local Environmental
Agencies, Social Services...)

2. A job in the surrounding social and territorial authority: in the city, in the neighborhood
or in the local community. These positions often allow for very rapid integration (access to people
and housing), but often
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•
•
•

Necessary condition: LOCAL OR COLLEGUES KNOWLEDGE / INFORMAL
NETWORK
How? communicate around yourself / get help from a MENTOR ready to support,
recommend and accompany you.
By whom? (Resource): MENTOR LOCAL, Social Services.

***
To achieve these objectives, you must use the following resources:

The user: is responsible for her/his own orientation and perspective; it is up to the MNAR what
she/he will decide for the future.
The counsellor: during the implementation of the actions (especially at the time of starting) it is
recommended that MNAR is accompanied by the counsellor. This is the key to develop an accompaniment to the person, with the aim of enhancing the security and, thus, the trust to promote
the execution of the self-diagnostic on the MNAR professional and social context. Examples:
• Accompanying the diagnostic process of the MNAR (preparation, execution and debriefing)
• Accompanying to select some knowledge contents on job opportunities in connexion
with social inclusion…
• Promoting some recommendations and tips to support the MNAR.
Knowledge
To search for such information, you can go to information or orientation centers, libraries, employment office, library. If there is any training center in your neighborhood, you should contact
them as well. You must know that 60% of the job that will exist in 5 years does not exist today,
so you must be openminded and look in directions maybe people have not been yet.
The Community: The local community is the right place to build relationships and develop a
network to integrate through work; it is indeed up to the MNAR to look around him and to gather
a list of contacts to use for his integration project. By community, we mean mainly the local
community (the village or the district) beyond the ethnic or family of the MNAR, because
experience shows that ethnic networks have their limits: MNARs are sometimes used only for
their work, without really social integration beyond the ethnic community.
Example:
• Establishing a list of colleagues, friends, and all acquaintances of the MNAR (this list is
personal).
• Finding local reception resources (migrant reception office, business start-ups, social assistance, etc.).
• Going beyond the boundaries of one's own ethnic community,
Online resources
When translating, please add here add 5 local references, MNAR could/ should use to search
for such information
• Reference 1
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•
•
•
•

Reference 2
Reference 3
Reference 4
Reference 5

4. INDIVIDUAL WORKPLAN AND COMMITMENT TO ACTION
In this working phase you are going to program the set of intervention areas and work proposals
linked to each of the contents identified in the previous phase (Diagnosis). Once the change schedule is exposed, the MNAR will have to decide the actions to carry out. In any case, you must
consider the following conditions:
1. It is up to the MNAR to decide, and then to act.
2. You must be able to support the MNAR.
3. All the resources must be considered and evaluated (and assess them in the process) that will
be mobilized in the intervention process, in the itinerary.
The results must be achievable by the MNAR. This means that the user will have to understand,
appreciate, and give meaning to the action that is going to be undertaken. In this sense, you must
be the counsellor during the process of goals achievement and mobilize the energy and the person’s motivation. But first, you/ he will have to evaluate at which level of the Maslow pyramid,
the user is.
At this stage of the process, it will be important to know what the expectation are and what are
need, the MNAR to fulfil.
1. are we speaking of psychological need?
2. are we speaking of psychological need?
3. Are we speaking of self-fulfilment need?

The answer will determinate the way you will have to accompany him/ her.
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This objective will be achieved through projection techniques. You can use questions that allow
the person to preview what they will feel when achieving their goals:
What are your objectives in terms of social integration: for yourself, for your family? Fix
them in your own objective list.
What will the people closest to you, who can help you to create a network?
After having collected your own data (list of contacts), what will you choose at first?
Why?
What are your difficulties?
How to solve them?
During this programming phase, keep always in mind your objectives list.

5. EXECUTION / ACTION PHASE
In the phase of the process, it is a question of directing the MNAR, on his social and professional
integration process. He should know for sure, what are its expectations and what kind of network
he can use.
Those 4 networks areas are:
- Public network: people from the country, regional, town where you leave, but you don’t really
know them.
- Social network: people with whom you have relations (known person, work colleagues...). you
know them but you do not know if you can trust them.
- Personal network: people with whom you have close relations (friends, close colleagues, …).
You are confident enough to think, they can help you.
- Intimate network: people with whom you have very close relation (family, best friends, boyfriend/ girlfriend. You totally trust them.
(where to apply to be hired and why) - in a fully successful approach of social integration.
• To provide information or knowledge to the MNAR to know the network he can use to
access the labour market.
•

To develop their soft skills, abilities and competences facilitating access to employment
or career development.

•

To adopt decisions linked to socio-Laboural approach.

•

To transform personal beliefs and attitudes for the achievement of objectives and goals
proposed towards the labour market.

6. EVALUATION PHASE
The evaluation phase of the orientation process has several objectives:
1. To compare the results achieved with those expected, defined and planned.
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2. Identify and take into consideration those variables that have had an impact on the achievement
of the results. These may have been variable taken into consideration in the process of programming and implementing actions.
3. To be the learning tool for the MNAR.
The evaluation phase must be based on the list of objectives created at the beginning of the process. This enables a comparison between the list and what is achieved.
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CHAPTER 2: RESSOURCES TO OVERCOME DIFFICULTIES AND
OBSTACLES
3 PARTS:
1. Knowing the inclusion process combining work and integration: the Matrix “Social/Employment”
2. Identifying new and innovative fields of employment enabling social integration
3. Selecting key actors to mobilize
1. KNOWING THE INCLUSION PROCESS COMBINING WORK AND
INTEGRATION: THE MATRIC “SOCIAL/EMPLOYMENT FOR SUSTAINABLE
INCLUSION

The matrix above allows to the MNAR and its coach to understand the principles that underpin
the combination "employment and social integration" in favour of the integration of MNAR in
society.
Sustainable integration is broadly defined as meeting the needs of the MNAR, both for money
(job) and for social inclusion (house, support, family, citizenship…) with a long-term perspective.
Sustainable integration is the result from a combination of positive factors, dealing with a reflective choice for a job with strong incentive towards local social uses and/or with strong
commitments to environmental, social, and economic health for all the community. Sustainability has both individual and institutional applicability and is usually a balancing act.
Corporate social responsibility refers to values voluntarily going beyond what the law requires to
achieve social and environmental objectives during the course of their daily business activities. It
covers a range of areas: Europe 2020 (especially new skills and jobs, youth, local development),
Business and human rights and CSR Reporting, Socially responsible public procurement (personal,
social
and
professional
fulfilment
of
all
citizens
and
sustainable economic prosperity and employability, whilst promoting democratic values, social
cohesion, active citizenship, and intercultural dialogue).
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This matrix allows to classify employment opportunities in the territory that the MNAR must
seek:
1. A priority is a sustainable job, which combines the 3 dimensions: economic, social & environment.
2. Then, jobs combining only 2 of the 3 dimensions: equitable, viable and bearable.

NOW IS YOUR TURN to fix the diagnostic of the MNAR context. Ask the MNAR to take her/his
own list of objectives in terms of job opportunities. Then, split all these job opportunities according the 3 dimensions of the Sustainability MATRIX.

2. IDENTIFYING NEW AND INNOVATIVE FIELS OF EMPLOYMENT ENABLING
SOCIAL INTEGRATION
To help MNAR find ideas and opportunities, examples of good socially integrated employment
practices can accompany reflection. Here are some examples of employment that have led to
synergy towards greater social integration. In these examples, all good practices developed in
the local context and territory of the MNAR are illustrative of an environmental approach (=
match the 3 dimensions of sustainability):
2.1 Example/good practice: river maintenance (source: ec.corsica@gmail.com)
Summary of practice: The NGO « Etudes et Chantiers Corsica » (ECC) is an association created in 1995 with as purpose the development natural areas and socio-professional integration.
Today, the main objective of ECC is as well to strengthen the regional policy of job creation in
the field of social economy and social interest. For instance, an activity dedicated to maintaining
sensitive natural areas and to the restoration of the built heritage. This activity is developed, in
partnership with local authorities, economic, social and solidarity cohesion.
To enable people in difficulty, such as MNAR, this method prepares their return to labour market,
the purpose of it, is to create or re-create personal feeling of usefulness.
- during the training process, activities will allow the acquisition of new skill and a feeling of
usefulness. So that, it can be a support for progress and skills acquisition,
- the implementation of skills validation procedures in partnership with training centres, or national recognition centre should be a real added value
MNAR are also trained in "key skills". The objective of this training is to support people in difficulty in acquiring or consolidating "key skills", to enable them to communicate better, to train, to
manage situations in their professional life and to increase their employability and their inclusion
in the territory (in Corsica, the Community of Communes of Nebbiu, and its Aliso river).
2.2 Example/good practice: Association DEFI/Pollution control and waste management
Summary of practice: The Porto-Vecchio City Hall, in partnership with the integration association DEFI (Développement Environnement Formation Insertion), public organisation in charge
of dusts and recycling of dusts has set up a door-to-door glass collection in the town's cafés, hotels
and restaurants.
This operation is complementary to selective sorting by voluntary contribution and will make it
possible to reduce the collection of household waste by 30 to 40%, thereby reducing the financial
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cost for the community. A meeting to present the scheme to professionals was held at the cultural
centre.
This service was very well received by professionals in the sector during the trial period. Fortynine establishments have already joined the scheme, and specific containers are collected daily.
Collection is currently limited to the city centres, the harbour, the 4 main roads, and the immediate
outskirts of the city but could be extended in the future. Ten tonnes of glass have already been
sent to a recycling factory in few months.
An NGO is acting in the project as part of social and solidarity economy. It is already operating
successfully. Indeed, for the past nine years, this NGO (DEFI) has been involved in several similar
projects. This integration project currently employs five people (five MNAR) who go door-todoor in 180 establishments - hotels, bars, and restaurants - to collect the glass and group it in
containers located near the railway station. The collected glasses are then sent for recycling treatment. Since its existence, the NGO has enabled more than twenty MNAR in difficult to find
short-term employment within this structure, and to integrate themselves in the community. Of
the five people employed, two are on permanent contracts. These contracts give these employees,
who are sometimes far from the world of work, the opportunity to regain their self-confidence
and to feel useful for the community.
2.3 Example/good practice: creation of a resource centre
Summary: To reduce the volume of waste while promoting sustainable development that will
bring progress to the region, it was conducted a technical feasibility study to test various prevention, sorting, and recovery actions.
Favouring the creation of a resource centre to ensure that environmental, social, and economic
concerns were considered. Local decision makers have created a local resource centre with main
purpose the recycling of wastes. This initiative was awarded the 2012 Social Innovation Prize for
its project "Ressours' Innov; innovating for social resourcing" for networking integration players
around the recovery centre project.
The NGO mainly employs MNAR and other people in difficulties to finding a job, has worked in
partnership with the ARACT (Regional Association for Working Conditions) and the CRESS, to
structure, coordinate, train and support the structures of Integration through Economic Activity
in the co-construction of a resource/recycling centre on the territory.
Indeed, this channel for collecting, treating, and managing reusable waste is a sustainable development tool that is built in partnership with local authorities and public authorities, and which
integrates the 3Rs concept (Reduce, Reuse and Recycle waste). The result is a professional channel for the collection, treatment, and management of reusable waste. The NGO has worked to
network the public and private players in the field and mobilise them to develop this activity. The
challenge is to put together the structures and players already present, strengthen and support
them, without adding an additional player to the local fabric. Through this project, it was created
more than 25 jobs leading to social and territorial integration, a real territorial engineering tool.
Its relationship with the users of the waste collection service and its clients allows for social ties
to be forged, solidarity to be created and exchanges to be held on social and environmental concerns.
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3. SELECTING KEY ACTORS TO MOBILIZE
Do MNAR know in the neighbourhood key actors that are acting in favour of promotion of equal
opportunities, sustainability, and social inclusion. You should search the multi-dimensional organisation which aim at creating perfect conditions which enable full and active participation of
every member of the society, in our case MNAR.
This should be in all aspects of life, including civic, social, economic, and political activities, as
well as participation in decision making processes.
Key actors are:
•
•
•
•
•
•

Public authorities
Trade union and syndicate
NGOs
Enterprises
Inhabitants
…

NOW IS YOUR TURN to describe the key actors of your city, district, … Ask the MNAR to take
10 minutes in order to create her/his own list related to its objectives in terms of job opportunities. Then, split all these job opportunities according the possible key actors he should, could
contact.
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CHAPTER 3: TOOLS FOR SYNERGIES FOR SOCIAL AND LABOUR
INCLUSION
3 PARTS:
1. My study “Around me… a lot of perspectives”
2. “My employment/ integration roadmap”
3. My key-factors for sustainable integration

1. MY OWN STUDY “OUT OF MY ENVIRONMENT… AROUND ME… A LOT OF
PERSPECTIVES”
* WATCH OUT OF MY ENVIRONMENT *
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Therefore, the diagnostic phase contains the following key elements:
Step 1: Ask the MNAR to watch INSIDE the job (if the MNAR is employed) or INSIDE his
current situation (if she/he is unemployed): LOOK YOURSELF NOW! Ask the MNAR to
describe his own work environment from the moment (his workstation, her/his skills, her/his experience, and her/his tasks to be performed, from his service, then her/his company ...)
Step 2: Ask the MNAR to watch OUTSIDE the job: Look out the window, what do you see?
Describe it quickly! what does he sees: the street of his company, the city where he works, the
country where he lives? What are the characteristics of what he sees (houses? ways of living,
talking, walking, eating, living every day...). Ask him to describe his full context where he is fit
to integrate.
Step 3: Ask the MNAR to describe, in words, what are the characteristics of her/his context
NOW, in relation with an integration process of the MNAR? List all these ideas in 2 parts on
a paper or a flipchart: what seem positive and easy? and another part with what seem difficult or
negative for the MNAR?
Positive aspects
characteristics
Professional context linked with the welcome country
-

or Negative aspects or
characteristics
-

Social and personal context linked with the welcome country
-

-

Step 4: As professional, now it is your turn, to read what is written. Make your own diagnosis
of the context in which MNAR is found, professionally and socially. Try to identify positive
and negative aspects, in relation with an integration process of the MNAR.
Step 5: Debriefing part: the MNAR and the professional exchange about what they have written.
But it is first up to the MNAR to express itself, then to the professional to complete and help him
to self-analyse, to have a complete diagnosis.
Step 6: Sum up: WRITE YOUR OWN DIAGNOSTIC as MNAR: list the PROs and CONs
(positive aspects, which are key factor for success, and negative aspects which are obstacles, to
be overcome).
Step 7: reflective questions:
- What did you find most interesting on sharing and expressing your thoughts about your
context?
- What did you learn from your environment?
- Do you believe that you have new perspectives?
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2. MY EMPLOYMENT/INTEGRATIONS ROADMAP OF OBJECTIVES
The employment roadmap is graphical, it is an overview of the MNAR project's goals
and deliverables presented on a timeline. Unlike the MNAR project plan where details are fleshed
out, the roadmap should be simple and easy to read. This makes the project roadmap a useful tool
for managing MNAR expectations, as well as for communicating plans and coordinating resources with other people from the team
The project roadmap should contain the following:
• Project goals and objectives
• A timeline indicating the schedule
• Important milestones and deliverables
• Possible risks
• Dependencies
•

NOW IS YOUR TURN to create the MNAR roadmap, … Ask the MNAR to take 10 minutes to
create her/his own roadmap related to its objectives in terms of job opportunities. Then, split
all these job opportunities according the possible key factors he should consider.
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3. MY KEY-FACTORS FOR SUSTAINABLE INTEGRATION

https://www.globalpartnership.org/sites/default/files/full-set.png
Step 1: Ask the MNAR to watch the picture related to the united nation sustainable development
policy. LOOK YOURSELF NOW! Ask the MNAR to describe with his own word what he
understands from this document.
Step 2: Ask the MNAR to list the different topics from its own priority perspective. Look at the
17 key factors and list them again from 1 to 17, what is for your priority n°1 and why?
Describe it quickly!
Step 3: Ask the MNAR to describe, in words, how he could link those key factors with her/his
social and professional integration pathway? List all these ideas on a paper or a flipchart: what
seem positive and obvious? and another part with what seem difficult or difficult to link?
Step 4: As professional, now it is your turn, to read what is written. Make your own diagnosis
of the context in which MNAR is. Try to identify positive and negative aspects, in relation
with a social and professional integration process of the MNAR.
Step 5: Debriefing part: the MNAR and the professional exchange about what they have written.
But it is first up to the MNAR to express itself, then to the professional to complete and help him
to self-analyse, to have a complete diagnosis.
Step 6: Sum up: WRITE YOUR OWN DIAGNOSTIC as MNAR: list the PROs and CONs
(positive aspects, which are key factor for success, and negative aspects which are obstacles, to
be overcome).
Step 7: reflective questions:
- What did you find most interesting on sharing and expressing your thoughts about your
context?
-

What did you learn from this?

-

Do you believe that you have new perspectives?
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SELF-ASSESMENT TEST

QUESTIONS
1. Does division of work have effect on social integration, if yes how exactly?
a) Boost the development of interdependencies yes/ no?
b) Encourage social and professional cooperation yes/ no?
c) Create a socialization process yes/ no?
2. Do you think the following state would help you to build a professional identity and
a social status? If not explain.
a) To have accomplished a spectacular task
b) To belong to a reputable company
c) To achieve with social connotations
d) To have activities in environmental or solidarity organisation

3. Among the 6 basic needs in Maslow pyramid, can you give us 3?

4. If you combine social and economic what do you obtain in the matrix
“social/employment for sustainable inclusion, what do you get?
a) Equitable,
b) Viable
c) Bearable
d) Sustainable
5. Could you give key actors that are acting in favour of promotion of equal
opportunities, sustainability, and social inclusion in your place?
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ANSWERS
1. All 3 answer are right (yes) (see page 4)
2. All statements are right, so if you think some are wrong please go back to chapter 1 page
4 and 5.
3. Physiological: food, water, warmth, rest, or Safety: security safety (see page 9)
4. (a) and (d) are right - (b) and (c) are wrong
5. Key actors that can be given are public authorities, Trade union and syndicate, NGOs,
Enterprises, Inhabitants themselves, …

92

COUNSELLING ZONE 5:
SOCIAL PARTICIPATION
Learning Objectives in this Counselling zone
The following information concerns professionals dealing with MNARs. Professionals will be
provided with aspects that are of crucial importance while working with the population in interest and gain knowledge in the following chapters:
• The importance of social inclusion, participation, and empowerment, especially concerning the labour market.
• Basic terminology, principles, and guidelines when dealing with GBV survivors.
• Terminology and specific key points that a professional must know concerning when
working with LGBTQI+ persons.
• Presentation of a specific tool regarding entrepreneurship.
For better understanding, the above is supported by specific tasks at the end of each subchapter.
Relevant and target group of the specific Counselling zone
As seen in the introductory module, this project is relevant for the following professionals:
• Educators
• Human resource professionals
• Job counsellors
• Language teachers
• Legal counsellors
• Pedagogues
• Project workers
• Psychologists
• Social workers
• Trainers
• Volunteers for labour inclusion
• Volunteers for social inclusion
• Other professionals working with labour- and social inclusion of MNAR
• Social scientists working with MNAR
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Length and effort
Time (hours and minute)
60 minutes
50 minutes
25 minutes
2 hours 15 minutes

The reading material
The exercises
The video/audio material
The self-assessment
The MOOC in total

Chapter 1. Social Participation
1. Meaning of social participation
2. 1.2. Civil society and social participation
3. Public sectors and social participation
4. 1.4.Private sectors and social participation
Chapter 2. Social Inclusion
1. What is social inclusion
2. Factors
3. Integration
Chapter 3. GBV
1. GBV Terminology
2. Why does GBV happen
3. Communication & Active listening
4. Communication: Do and Don’t
5. Task 1
6. Task 2
7. Answers
Chapter 4 . LGBTQI+
1. Brief Introduction
2. LGBTQI+ Terminology
3. Task 1
4. LGBTQI+ refugees and migrants
5. Task 2
6. Task 3
7. Answers
Chapter 5. Employment tool for entrepreneurship
1. Brief Introduction
2. Task 1: Τalent Questionnaire
3. Answers
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INTRODUCTION
When working with MNARs, all professionals should familiarize themselves with specific groups
and their vulnerabilities. Primarily taking into consideration MNARs needs, interests are the starting point for appropriate service provision and the beginning of a good secure relationship. The
principal aim is to ensure the ancient idea of seeking to ‘do no harm.’
In the beginning of this MOOC Information regarding social participation/inclusion and integration is provided and all effecting factors and guidelines for professionals involved in the
integration process of MNARs is addressed. Also, the civil society, the public and the private
sectors in the participation process of MNARs is explained.
In the next chapters of this MOOC, some of the most common vulnerable population groups,
"groups at risk" that professionals work with, are presented. The particular content highlights the
need for gaining knowledge of continually evolving specified background scientific information
regarding the peculiarities of the vulnerabilities. This specific information has been chosen due
to the acknowledgment that there is a limited and in many cases no knowledge of these topics
even by first ground professionals.
In order to be able to understand the issues of inclusion, the need for empowerment and in general
the links among the integration procedures and the information provided, we would like to point
out that one should have a more complete understanding of the definitions, meaning and guidelines.
In general, the concept of social/economic inclusion refers to equality of opportunities and making
labour markets more inclusive. The above point out that people, regardless of their gender, age,
education level, socioeconomic status, or geographical location, should be able to have the same
employment opportunities. To prepare the MNARs for the labour market, one must be focused
on social integration, accessible quality services, and opportunities.
Finally, tools and methodology regarding entrepreneurship promotion are presented as an extra
tool to have in case someone wants to focus on something like that.
Specifically, this MOOC is divided into four (5) parts:
1 & 2. Information regarding social participation/inclusion and integration, effecting factors,
guidelines for professionals involved in the integration process of MNARs. Moreover, the role of
civil society , public and private sectors in the participation process of MNARs is being analysed.
3. The meaning of GBV, along with the principles and guidelines when working with survivors
of gender-based violence, tasks providing a better understanding of GBV.
4. Data and updated information which professionals may lack. LGBTQI+ terminology,
LQBTQI+ migrants, tasks increasing understanding
5. A unique tool regarding entrepreneurship that PRAKSIS NGO uses in the Business Coaching
Center (BCC) that helps new businessman and businesswomen identify their skills/talents.
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CHAPTER 1: SOCIAL PARTICIPATION

1 SOCIAL PARTICIPATION
When referring to social participation, one can come across numerous definitions. Social participation is broadly defined as a person’s involvement in activities that provide interaction with
others. It is a real and endogenous experience of and for everyday people, that reduces the differences between experts and community and between mental and manual labour while indicating
an active role of the community.
Furthermore, social participation is a crucial component that should direct policymakers to promote equity concerns of civil society and the empowerment of affected communities to become
active protagonists,for example, shaping policies to advance health equity, strengthen political
will around social determinants of health and strengthen people’s control over the factors that
affect their health.
Social participation can take on a number of different forms.:
• informing people with balanced, objective information;
• consulting, whereby the affected community provides feedback;
• involving, or working directly with communities;
• collabourating by partnering with affected communities in each aspect of the decision including the development of alternatives identification of solutions; and
• empowering, by ensuring that communities retain ultimate control over the key decisions
that affect their wellbeing.
Social participation plays a key role in the integration of refugees and asylum seekers into their
host societies, and is also closely tied to the mental health of the populations. Immigrant participation takes place in a context riddled with complicating factors. European countries have
different governance structures, welfare systems, and state-civil society relations, as well as diverse migration histories. Immigrant populations vary not only from country to country, but also
locally6. Moreover, European societies themselves are in a process of transformation. Education,
volunteer work, political parties, family life, religions and other mechanisms and institutions are
changing under the influence of rapid socio-economic change. Rather than integrating into static
societies, immigrants and refugees in Europe engage with the fluid social arrangements that surround them7.
A brochure on the UNESCO-UN Habitat Creating Better Cities for Migrants; Urban policies and
practices presents an overview of challenges for and responses by cities in the reception and participation of migrants. It features eight key principles for successful approaches for city
government, identified from study cases and research. This agenda emphasizes principles of rights
protection, participation, diversity and social cohesion:
1. Protect and promote the rights of migrants;

6

European Commision- Directorate-General Justice, Freedom and Security (2007)Handbook on
Integration for policy-makers and practitioners, https://ec.europa.eu/migrantintegration/librarydoc/handbook-on-integration-for-policy-makers-and-practitioners-2nd-edition
7
Ahokas, L.(2010), Promoting immigrants’ democratic participation and integration,
Tamperene:Juvenes Print.
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2.
3.
4.
5.
6.

Provide access to services and ensure equal opportunities for all;
Representative democracy through participation of all communities;
Celebrate cultural diversity as a source of exchange and dialogue;
Foster tolerance and fight against discrimination and racism;
Mitigate ethnic, cultural and religious tensions and conflicts of interest within urban communities;
7. Foster social cohesion and shared belonging;
8. Urban planning towards cities as common goods.
Concerning immigrant social and political participation, the most central Common Basic Principle is that8 a variety of measures are adopted by the Member States to foster integration as a twoway process. However, to put this principle into practice in a meaningful way is a long-term
challenge that requires further effort. Structural initiatives targeting the host population in order
to reinforce its ability to adjust to diversity are still underrepresented in national strategies.
Moreover, specific things should be taken into consideration. These are described below.
Most Member States consider basic knowledge of the host society language an essential component of integration. Many countries focus their integration strategies on introduction programs,
including language and civic orientation courses for the newly arrived. A growing number of
Member States increase the flexibility of courses in terms of targeting specific needs. Only a few
Member States carry out an in-depth evaluation of these activities.
Most Member States have improved their capacity to mainstream integration into all relevant
policies, while also developing targeted measures. However, effective information sharing, coordinating with all tiers of government and stakeholders, and paying due attention to the
mainstreaming of gender equality and to the specific needs of immigrant youth and children, are
still major challenges.
Member States increasingly perceive the need to enhance the capacity to collect, analyze and
communicate integration-related information, including gender-disaggregated statistics, in a more
systematic way. More detailed data helps avoid confusion and render the contribution of immigrants to the host society's development more visible. Further progress is necessary to monitor
and evaluate integration policies and programs and to identify specific indicators.

2. CIVIL SOCIETY AND SOCIAL PARTICIPATION
Member States should step up their efforts to achieve more structured cooperation between Civil
Society Organizations and government authorities so as to create synergies and make better use
of the knowledge and resources available on both sides. Greater use must be made of the expertise
of the practitioners when designing integration strategies and measures to increase their efficiency.

8

Stephen Dobson , Gabriella Agrusti , and Marta Pint (2019) , Supporting the inclusion of refugees: policies, theories and actions, INTERNATIONAL JOURNAL OF INCLUSIVE EDUCATION2021, VOL. 25, NO. 1, 16, New Zealand https://doi.org/10.1080/13603116.2019.1678804
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More generally, Member States should apply a multi-stakeholder approach involving local and
regional authorities, employers, trade unions and civil society organizations when developing integration policies to ensure that they correspond to actual needs and circumstances and benefit
migrants and refugees in an optimal way. Member States should strive to reduce the administrative obstacles to entering the labour market and establish structures providing clear and
comprehensive information accessible to migrants and refugees as well as employers. Clear administrative procedures ensuring legal certainty and transparency are needed. The EU and
Member States should invest in sharing good practices and reducing complexity9.
3. PUBLIC SECTOR AND SOCIAL PARTICIPATION
Social participation involving vulnerable and excluded groups should seek empowerment, increasing their effective control over decisions that influence their health and life quality and their
access and use of health services. Ministries of Health cannot create participation, but they can
create spaces that enable and encourage participation.
When immigrants settle in a new society, they begin to participate in a variety of institutions in
that society, such as schools, trade unions, health care, or sports clubs. In addition, they may also
set up new institutions that did not exist previously, such as cultural or religious associations or
schools for mother tongue teaching. Some of these new institutions may have links with similar
institutions in the immigrants’ countries of origin.
Citizenship is the most common entitlement for an individual in a democracy to exert full membership rights and to take part in the political process. Many immigrants are not citizens of the
country of settlement, and therefore may not be entitled to political participation. This does not
mean that they have no rights at all. Most industrial rights are also linked to residence rather than
to citizenship, and therefore apply to immigrants as well as to the native population10.

4. PRIVATE SECTORS AND SOCIAL PARTICIPATION11
Private sector actors in various sectors have started own and self-regulating initiatives to apply
ethical standards to improve rights and treatment of migrants in their sector, e.g. in the area of
recruitment and migrant employment. As part of their corporate social responsibility private-sector actors may also contribute to humanitarian services in order to help migrants (including
refugees) build sustainable livelihoods (e.g. by providing basic services to vulnerable migrants
and in cases of displacement). Some of these services include legal aid, health care, career counselling and business counselling. Through investment and entrepreneurship opportunities created

9

EESC Study Group on Immigration and Integration (2020) , The role of civil society organisations in ensuring the integration of migrants and refugees https://www.eesc.europa.eu/sites/default/files/files/qe01-20-525-en-n.pdf
10
Directorate of Social and Economic Affairs Council of Europe Publishing (1999), POLITICAL AND
SOCIAL PARTICIPATION OF IMMIGRANTS THROUGH CONSULTATIVE
BODIES,https://www.coe.int/t/dg3/migration/archives/Documentation/Series_Community_Relations/Parti
cipation_public_life_report_en.pdf
11

ECDPM(2020), Mapping private sector engagement along the migration cycle, https://ecdpm.org/publications/mapping-private-sector-engagement-migration-cycle/
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in partnership with private-sector foundations and charities, migrants (including refugees) are
given opportunities to create sustainable livelihoods for themselves.
Private-sector actors adopt at least five (5) roles in relation to migrants:
1. Private-sector actors provide goods and services to refugees and migrants.
2. Private-sector actors provide services to governments in support of migration governance and, in some cases, act on behalf of the government.
3. The private sector acts as an employer and is engaged in job creation for refugees and
migrants (including prospective migrants and migrant hosting societies).
4. The private sector is engaged in lobbying to influence migration policies and legislation,
thus contributing to how the governance of migration and mobility is shaped.
5. The private sector is also a consumer or buyer of goods and services produced by migrants. Private-sector actors play these roles in different thematic areas providing
functions for migrants at various stages of the migration cycle, as shown in Figure 5. The
role of the private sector as a consumer or buyer of services often overlaps with the role
of job creation and is thus discussed in this context.
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CHAPTER 2: SOCIAL INCLUSION

1. WHAT IS SOCIAL INCLUSION?
Social inclusion is the process of improving the terms of participation in society for people who
are disadvantaged based on age, sex, disability, race, ethnicity, origin, religion, or economic or
another status, through enhanced opportunities, access to resources, voice, and respect of rights12.
When referring to MNARs, social inclusion is defined as the process of “interaction and mutual
adaptation of migrants, asylum seekers, and beneficiaries of international protection as well as
of the host society. The goal is to create societies with strong cohesion and achieve coexistence
in terms of peace and mutual understanding. The integration of MNARs is a specific area and an
integral part of the migration policy and the wider social policy of a state for its entire population”13. The above depends directly on immigration management policy. It requires targeted and
positive actions for the population concerned to be re-socialized in its country of hospitality and/or
establishment.
It is vital to empower and promote the social, economic, and political inclusion of all, irrespective
as it was mentioned above, of age, sex, disability, race, ethnicity, origin, religion, or financial or
other status as increasing attention devoted to inclusion is a consequence of liberalization, and
democratization.
Refugees’ integration is a complex and multidimensional construct, referring to integration into
the economic, health, educational, and social contexts. “Multiple factors contribute to how smooth
refugees’ integration occurs, including their experiences, their physical and mental health, or
social support”14. In general, a lack of understanding of the diversity and the range of experiences
refugees bring with them is an obstacle to their smooth integration into society. Protective factors
that can support MNARs social integration include key resilience characteristics such as personal
agency, beliefs that life has meaning, goal direction, a sense of purpose, and motivation. Refugees’ integration is a two-way process depending on how resourceful the individual is and how
open the society is15.
The integration process concerns a complex “education” process, which firstly includes essential
goods (reception, housing, access to health, education, social services and insurance, vocational
reorientation, training, and adaptation to new professional conditions and requirements). Secondly, the integration concerns the gradual familiarity with attitudes, behaviors, and exchanges
with the host country's citizens. It thus, goes as far as the most advanced stages of social integration, such as the redefinition of cultural identity, the change of lifestyle, the consumer model and

12

Ministry of Integration Policy (2018). Greece’ National Strategy for Integration. 2018
Coley, J., Godin, M., Morrice, L., Phillimore, J., Tah, C., (2019). Integrating refugees: What works?
What can work? What does not work? A summary of the evidence. London: Home Office
14
Ministry of Integration Policy (2018). Greece’ National Strategy for Integration. 2018
15
Robila M., Refugees and Social Integration in Europe (dissertation).New York: City University of New
York ;2018
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the building of family and social relations, public participation, and the political life of a country
other than that of origin16.
In the case of the new entrant population, which has been granted international protection status,
integration aims at “a smooth transition from the applicant's protection regime to entry into the
host society, through programs that combine their temporary accommodation with the provision
of financial assistance, language courses, the possibility of entering the labour market, etc”17.
Similarly, in the migrant population, integration aims to speed up and more effectively ensure
their non-discriminatory access to health, insurance, work, and education, improve the services
provided to them, and ensure their public participation.

2. FACTORS
Research suggests that third-country nationals continue to face barriers in the education system,
the labour market, and accessing decent housing. “They are more at risk of poverty or social
exclusion compared to host-country nationals, even when they are in employment”18. MNARs
level of integration and adaptation depends on several factors, including pre-migration experiences, the departure process, the post-arrival experiences, and the environment. “Many refugees
and asylum seekers have experienced severe pre-migration trauma, including mental and physical torture, mass violence and genocide, witnessing the killings of family members and friends,
sexual abuse, kidnap of children, destruction, and looting of personal property, starvation and
lack of water and shelter. The departure is also a complex endeavor, many times associated with
life-threatening risks. Although arrival in a safe place provides initial relief, frustration sometimes develops as new problems emerge, such as family separation, language barriers, legal
status, unemployment, homelessness, or lack of access to education and healthcare “19.
Studies on obstacles to refugee integration in the European Union indicate that some of the significant impediments to integration experienced are racism and ignorance experienced at both
personal and institutional levels.
Working with refugees needs a multi-professional approach and an accurate assessment of physical, emotional, social, and legal aspects. Professionals like health professionals must familiarize
themselves with the cultural background and gain an understanding of the refugee communities.
The mental health professional's task and the assistance offered must focus on helping the patients
achieve their goals, overcome difficulties, etc. as part of a more comprehensive multi-sector collabouration with social workers, refugee organizations, housing, and employment agencies20.

16

Ministry of Integration Policy (2018). Greece’ National Strategy for Integration. 2018
OECD (2018), Working Together for Local Integration of Migrants and Refugees, OECD Publishing,
Paris. http://dx.doi.org/10.1787/9789264085350-en
18
European Commission (2016). Action Plan on the integration of third country nationals. Strasbourg.
19
European Commission (2016). Action Plan on the integration of third country nationals. Strasbourg.
17

20

Robila M.(2018), Refugees and Social Integration in Europe (dissertation). New York: City University
of New York
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3. INTEGRATION
Successful integration is a process that happens over time, but most importantly, across many
different policy areas. Refugee integration is a process that requires sincere efforts from thirdcountry nationals to become self-sufficient and give back to their host society. Following are some
of the most critical aspects that need to be taken under consideration regarding the inclusion of
MNARs:
▪ Cultural orientation
▪ Language skills are intrinsic to refugee integration and wellbeing
▪ High-quality social connections
▪ Partnerships between migrant and refugee community organizations
▪ Effective/practical integration projects are tailored to the needs of refugees and involve longterm investment
▪ Recognizing the needs of different migrant groups
▪ Adaptable projects, developed from best practice, co-designed, co-delivered, and effectively
evaluated
▪ Focusing on the community

According to the European Commission, integration policies work best, when they “are designed
to ensure coherent systems that facilitate participation and empowerment for everyone in society
– third-country nationals and the communities into which they settle.” This means that integration
should go beyond participation in the labour market and master the host country's language: integration is most effective when it is anchored in what it means to live in diverse European societies.
Integration is not just about learning the language, finding a house, or getting a job. Playing an
active role in one's local, regional and national community, developing and sustaining real peopleto-people contacts through social, cultural, and sports activities and even political engagement21
as sufficient national reception conditions and policies and high standards treatment have profound implications for MNARs successful integration.

21

European Commission (2016). Action Plan on the integration of third country nationals. Strasbourg.
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CHAPTER 3: GBV

1. GBV TERMINOLOGY
Gender-Based Violence (GBV) is a phenomenon deeply rooted in gender inequality and continues
to be one of the most notable human rights violations within the societies. From early Millennium,
humanitarian partners use the term ‘gender-based violence’ instead of SGBV in order to clarify
that sexual violence is a component of GBV rather than a separate issue. Gender-based violence
is violence directed against a person because of their gender that affects persons of a particular
gender disproportionately. Both women, girls and men experience gender-based violence as well
as persons from the LGBTQI+ community.
The majority of victims are women and girls22. Violence against women is understood as a violation of human rights and a form of discrimination against women and shall mean all acts of
gender-based violence that result in, or are likely to result in:
▪ Physical harm
Physical abuse is the most prominent kind of gender-based violence. It is the intentional
infliction of pain or injury by slapping, shoving, punching, strangling, kicking, burning,
stabbing and/or shooting; using a weapon or other objects to threaten, hurt or kill; abducting a woman or keeping her imprisoned23.
▪ Sexual harm
“Sexual violence includes any act that undermines an individual’s sexual or gender integrity. Forced prostitution, forced marriage (especially of minors), forced cohabitation,
forced adoption of a gender role that does not conform to an individual’s identity, trafficking for the purposes of sexual exploitation also come under this category. Some hate
crimes and the more loosely defined “hate incidents” such as those directed at women,
lesbian, gay, bisexual, transgender, intersex, and queer individuals are also sexual violence.24
▪ Psychological abuse
Includes psychologically abusive behaviours, such as controlling, coercion, economic violence, blackmail, humiliation, and confinement. As a result of emotional abuse, a woman
lives her life in fear and repeatedly alters her thoughts, feelings, and behaviours, and denies her needs, to avoid further abuse. Emotional abuse is the most significant predictor
of physical violence.”25
▪ Socio-Economic harm

22

European Institute for gender Equality (2015) https://eige.europa.eu/gender-based-violence/what-isgender-based-violence
23
[1] Luke’s Place. (n.d.) What is woman abuse. Retrieved from: https://lukesplace.ca/resources/whatis-woman-abuse
24
Center for Research and Education on Violence against Women and Children (2017).
http://www.vawlearningnetwork.ca/our-work/glossary/LearningNetwork-GBV-Glossary.pdf
25
Ontario government’s Domestic Violence Action Plan (2017) Emotional Abuse Assessment Guide –
Springtide Resources https://www.springtideresources.org/sites/all/files/Educators_Guide_to_Woman_Abuse.pdf
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▪

Discrimination and/or denial of opportunities/services, social exclusion/ostracism based
on sexual orientation, obstructive legislative practice26
or suffering

GBV includes violence against women, men, LGBTQI+ and children. Although women and girls
are the primary victims of GBV, it also causes severe harm to families and communities27. The
term gender-based violence reflects the idea that violence often serves to maintain structural gender inequalities, and includes the victimization of women, girls, men, boys, adolescents, and
lesbian, gay, transgender, and gender non-conforming people. Gender-based violence is largely
male-patterned violence and influences or is influenced by gender relations28.
Migrant and refugee women are subject to the same types of violence as non-migrant women.
However, the specificity of their positions as migrants and refugees may, in some cases, increase
their vulnerability to certain forms of violence, and may limit the forms of protection and redress
to which they have access.
Moreover, migrant and refugee women may be more vulnerable than migrant and refugee men to
violence because of gendered inequalities within the migratory process in their countries of origin
and host countries. Migrant and refugee women may find themselves in a situation where they
are “doubly” vulnerable to violence – as migrants/refugees and as women29.
2. WHY DOES GBV HAPPEN?
The overall purpose is to increase professionals’ knowledge and understanding of the concept of
gender, and gender-based violence, sexuality, and rights as well as core principles for a code of
conduct, reporting mechanisms, and developing a programmatic response. To achieve the above,
one should understand why GBV happens.
The “Abuse of Power” is the root cause of GBV. Norms granting men control over female behaviour, acceptance of violence as a way to resolve conflict, notion of masculinity linked to
dominance, honour and aggression, rigid gender roles are society based. More contributing factors
to acts of GBV as on community, society, and individual levels are:
▪ Gender roles where women have unequal power
▪ A desire for power or control
▪ Politics or national policies
▪ The collapse of traditional society and family support
▪ Harmful religious or cultural beliefs
▪ Poverty
▪ Substance abuse
26

Solidarity in Women with Distress, (2019) GENDER-BASED VIOLENCE AGAINST REFUGEE & ASYLUMSEEKING WOMEN- A TRAINING
TOOLhttps://www.heuni.fi/material/attachments/heuni/reports/vADANr9rD/training_manual_ccmgbv_en_1.pdf
27
European Commission (2017 ) https://ec.europa.eu/info/policies/justice-and-fundamentalrights/gender-equality/gender-based-violence/what-gender-based-violence_en
28
Asian Pacific Institute on Gender-Based Violence (API GBV) https://www.api-gbv.org/aboutgbv/types-of-gbv/
29
European Commission (2017 ) https://ec.europa.eu/info/policies/justice-and-fundamentalrights/gender-equality/gender-based-violence/what-gender-based-violence_en
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▪
▪
▪
▪
▪
▪
▪
▪

War and displacement
Corruption
Harmful traditions
Design or social structure of a camp
Limited availability of resources, such as food, water, fuel, and wood
Lack of police protection or other security
General lawlessness
Community lack of awareness

3. COMMUNICATION AND ACTIVE LISTENING
It is crucial while working with GBV survivors or other minority groups such as LGBTQI+ people
for caseworkers or other professionals involved to possess a full set of good communicational
skills such as active listening, respect, confidentiality, and non-discrimination. Additionally, professionals should master a response of three base principles that will guide those working to
prevent and respond to acts of gender-based violence.
Respect
✔
All actors' actions must be guided by a fundamental respect, wishes, rights, and survivor's
dignity.
✔
REMEMBER: Respecting a survivor means respecting the survivors’ choices.
✔
ALWAYS be guided by the best interests of the survivor.
✔
Always ensure that your actions and behavior are guided by what the survivor wants,
NOT what you think is appropriate or the best course of action.
✔
The survivor has rights, and as a GBV caseworker, you must respect these rights.
Confidentiality
✔
At all times, the confidentiality of the survivor (or survivors), his or her family must be
respected. This means that information is to be shared only with others who need to know
about the case to provide assistance and intervention, as requested and agreed to by the survivor. If confidentiality is breached, it could bring grave consequences for the survivor, mainly
if adequate protection is not in place. It also may discourage other survivors from coming
forward.
✔
Strict confidentiality is essential and MUST be maintained at all times, except when the
survivor or the caseworker faces an imminent risk to her or his wellbeing, safety, and security.
✔
Confidentiality can be TOTAL if the survivor insists that no action must be taken.
✔
A survivor’s anonymity should be maintained.
✔
All written information about the survivor must be kept locked and secure from others
(following also GDPR Regulation).
Safety and security
✔
At all times, professionals MUST make sure the survivor's safety. This point is of great
importance as the survivor may be frightened and may need assurance that she or he is safe.
In all cases, ensure that the survivor is not placed at risk of further harm by the assailant. If
necessary, ask for assistance from camp security, police, field officers, protection officers, or
others.
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✔
You can keep yourself and the survivor safe and secure by:
o Remaining aware and informed (always provide information on what is available). For
example, receiving quality medical care within seventy-two (72) hours can prevent transmission of sexually transmitted infections (STIs), and within one hundred and twenty (120)
hours can prevent unwanted pregnancy etc.
o Do not make assumptions, for example, if a man or boy is raped, it does not mean he is gay
or bisexual. Gender-based violence, as it was mentioned above, is based on power, not
someone’s sexuality.
o Moving the survivor to another location if her or his security is threatened.
✔
Keeping all information confidential.

4. COMMUNICATION: DO AND DON’T
Things To Do
Verbal communication
▪ Concentrate on what is being said
▪ Skillful listening is more than just paying attention to what is said. It is essential to be responsive and communicate that you follow what the other person says (nod, affirm).
▪ Paraphrase what was said to ensure understanding (“what I hear you saying is…”)
▪ Avoid expressions of disapproval of actions or feelings
▪ Use clarifying questions and statements
▪ Listen and look for feelings, display empathy (“I am sorry this happened to you. It wasn’t your
fault”)
▪ Acknowledge and reflect back: “it sounds like this was very stressful for you…”
▪ Acknowledge the person’s strengths and self-efficacy. “It’s really great how you made your
own shelter…. you are very resourceful.”
Non-verbal communication
Non-verbal communication varies markedly from culture to culture. The following are issues to
consider, but these should be discussed and adapted in your context:
▪ Ensure that your non-verbal communication reflects and supports your verbal communication.
▪ Face the survivor, but do not do so in a way that will crowd her space or make her feel uncomfortable (it can help to sit in an L shape/kitty-corner).
▪ Display an open posture, avoid crossing arms in front of your body.
▪ Stay near the person, but keep an appropriate distance.
▪ Consider the appropriate level of eye-contact in your context. You want to make sure the
survivor knows that you are engaged and listening, but that she does not feel uncomfortable.
Things Not to Do
▪ Make false promises; (“everything’s going to be OK”).
▪ Tell survivors you think their experiences were terrible (“you are so unlucky”, “what else can
happen to you?”).
▪ Blame (“you were not following religion, so it is a curse from God”).
▪ Touch the person if not appropriate.
▪ Dress/behave in ways that are culturally offensive (dress modestly).
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▪
▪
▪
▪
▪
▪

Rush the person (look at your watch or speak fast).
Feel you have to solve the person’s problems.
Take away the person’s strength and sense of being able to care for themselves.
Expose people to media (e.g., photography of people without permission).
Use language or words that are difficult to understand (use their language as much as possible).
Stare at people (maintain usual eye contact).

Caseworkers, as well as all other professionals involved in the case management of GBV survivors’ people, should be aware at all times of the most recent updates in the legislation.
Caseworkers should always have updated information concerning existing services at local, regional, and national levels, i.e., updated mapping. Here it is important to note that the survivor
must decide for themselves if she/he wants to access them.
Always explore whether the person of interest is being supported by other civil society organizations and/or Public Sector so that on one hand, to avoid duplication and, on the other hand, to
stress the importance of cooperation learning process.
5. NOW IT’S YOUR TURN – TASK 1 30
In the following activity answer the questions with yes or no
1. Women sometimes make up stories to get attention or to get someone in trouble.
YES ____
NO ____
2. There are times when a man can use violence to discipline his wife, for example if she is a bad
mother.
YES ____
NO ____
3. A woman should tolerate violence in her marriage in order to keep her family together.
YES ____
NO ____
4. Men and women are equally violent to each other.
YES ____
NO ____
5. It’s okay for an adolescent girl to get married as long as her parents agree to it.
YES ____
NO ____
6. Men cannot be raped.
YES ____
NO ____
7. A woman has the right to say no to sex even in her marriage.
YES ____
NO ____
8. Only poor desperate people have violent marriages. It does not happen if you have good education.
YES ____
NO ____
9.Alcohol and drug abuse causes domestic violence
YES ____
NO ____
10. A person chooses to be a homosexual. It is sometimes because of a bad childhood.
YES ____
NO ____

30

Exercise from UNFPA trainings https://www.unfpa.org/
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6. NOW IT’S YOUR TURN: TASK 231
Answer the following questions. The questions vary between True or False, Multiple Choice,
Blank Filling and Pairing.

Question
1.

Which of the following is the most accurate A. Violence against children
and complete definition of GBV? Choose B. Harmful acts against a person’s will that are
only one answer.
based on gender differences between males and
females
C. Harmful acts that occur within the privacy of
home
D. Violence between people of the same gender

2.

Which of the following is an example of A. Parents using physical discipline with their chil“power over”? Choose all the correct andren
swers.
B. A woman choosing for herself when and how to
leave the home
C. Police using their position of authority to exploit
someone
D. A boy deciding what type of fruit to eat
E. A man deciding how his wife’s income will be
spent

3.

How can the ecological model help us un- A. It shows us that the individual is to blame for
derstand GBV? Choose only one answer.
GBV occurring
B. It shows us that GBV is isolated within different
social status
C. It shows us that GBV occurs as part of a larger
system of behavior, norms and culture.
D. It shows us that society is the only reason violence occurs

4.

The consequences of GBV are the same for A. True
everyone
B. False

5.

When GBV occurs, who experiences the A. The survivor
most negative impacts?
B. The community
C. The family
D. The perpetrator

6.

Consequences of GBV for a survivor can A. Physical
be:
B. Emotional/Psychological
C. Social
D. All of the above

7.

Alcohol and drug abuse are the primary A. True
causes of GBV
B. False

8.

What impacts do conflict and natural disas- A. Women and girls have to travel further to get
ter have on GBV? Please choose all the
necessary resources and are therefore exposed
correct answers.
to violence

31

Exercise from UNFPA trainings https://www.unfpa.org/
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B. Militarization leads to more violence
C. There are more opportunities for sexual exploi-

tation
D. Social and support structures breakdown which
makes everyone more vulnerable
9.

Please label the following phrases as T A. It is not okay for a husband to beat his wife
(true) or F (false).
under any circumstances.
B. Women who have been raped are responsible for
the incident if they were not dressed properly.
C. Husbands can have sex with their wives any time
they want to.
D. It is okay for men to decide how to use the
household's money without consulting their wives.
E. If a 14-year-old girl or boy consents to having
sex with an adult in return for material favors, this
is considered GBV

10.

Which of the following are survivor-cen- A. Women who stay in abusive relationships are
tered attitudes? Choose all that apply.
consenting to the violence from their abuser.
B. People have the right to live a life free from violence.
C. Survivors are not at fault or to blame for the violence they experience.
D. In order to protect a survivor, a service provider
should always report a case of intimate partner
violence or sexual violence to the police.
E. Survivors have the right to make their own decisions about their care and about their lives.

11.

Which of the following statements refer to
the influence of the women’s movement on
GBV case management? Choose all the
correct answers.

12.

What is the goal of survivor-centered case A. Establish a relationship with the survivor
management? Choose one answer.
B. Promote the survivor’s emotional and physical
safety
C. Build trust
D. Helps the survivor restore some control over her
life
E. All of the above

13.

What are the four guiding principles of A. Right to be happy
GBV case management? Please choose B. Right to dignity and self-determination
four answers.
C. Mandatory reporting
D. Right to confidentiality
E. Non-discrimination
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A. It allows a survivor to express emotions, including anger about her experiences and the broader
social restrictions
B. It recognizes that individuals’ experience of violence is separate from living in a patriarchal society.
C. It recognizes the centrality of empowerment to
the healing and recovery process
D. It recognizes that acts of violence against women
are disempowering to individuals
E. It suggests that survivors should not feel angry
because it is an unhealthy emotion

F. Legal information
G. Right to safety
14.

Which of the following are ways to main- A. Conducting an interview in a public space
tain confidentiality? Choose all the correct B. Sharing information whenever requested
answers.
C. When making a referral, only details relevant
are shared, and only with the permission of the
survivor
D. Case information is stored securely

15.

The case worker’s primary role is as a guide A. True
or facilitator of a process that involves the B. False
survivor’s disclosure, learning, decisionmaking, action and personal transformation

16.

Fill in the blank: _________ relationships
empower survivors to feel cared for & respected by the service provider

17.

Pair the example to the correct communica- 1. Active Listening
tion strategy.
2. Effective questioning
3. Validate feelings
A. Paraphrase and summarize
B. Tell the survivor that their feelings are normal
C. Use open-ended questions

18.

Which of the following are examples of A. Thank you for telling me.
healing statements? Choose all the correct B. Women should cover themselves for protection.
answers.
C. I believe you
D. This has happened for a reason.

19.

Silence is not useful during case manage- A. True
ment.
B. False

20.

Put the case management steps in the cor- A. Assessment
rect order.
B. Case follow up
C. Introduction and engagement
D. Case action planning
E. Case closure
F. Action plan implementation

21.

Which of the following helps to create a A. Physical space is private
comfortable, safe and private environment? B. Be warm, calm and open
Choose all the correct answers.
C. Introduce yourself and explain who you are
D. All of the above

22.

A good way to explain case management is A. True
to explain the caseworker’s role.
B. False

23.

Which of the following present possible sit- A. The survivor threatens to hurt themselves
uations in which a caseworker may have to B. The survivor’s husband comes to the clinic and
break confidentiality? Choose all the corasks if his wife has been there
rect answers.
C. The survivor is 11 years old
D. The survivor missed the last case management
appointment
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24.

It is not necessary to ask the survivor’s per- A. True
mission to begin working with them.
B. False

25.

A survivor comes to case management be- A. Medical
cause her husband has hit her. She wants B. Psychosocial
someone to talk to but she does not want to C. Legal
go to the police or the doctor. What need
would you prioritize with the survivor?

26.

Case management, even if implemented in A. True
a supportive and survivor-friendly way, is B. False
not a psychosocial intervention.

27.

Which of the following types of violence A. Physical
can be defined as a form of intimate partner B. Emotional
violence? Choose all that apply
C. Sexual
D. Economic
E. Spiritual
F. All of the above

28.

What are the reasons that perpetrators of in- A. Because they have issues with drugs or alcohol
timate partner violence abuse? Choose all B. Because they choose to abuse their power
that apply.
C. Because they are stressed
D. Because they want to exert control over their
partner

29.

A survivor of intimate partner violence may A. True
not desire or be able to leave their partner. B. False

30.

Caseworkers help a survivor of intimate A. True
partner violence develop a safety plan be- B. False
cause they are able to stop the violence in
their lives.

31.

Sexual violence includes: (choose all that
apply)

A.
B.
C.
D.
E.

32.

Some health needs of sexual violence survivors are time-sensitive

A. True
B. False

33.

What is an early marriage? Choose one.

Rape
Unwanted sexual touching
Attempted rape
Asking for sex in return for food
All of the above

A. An informal union after the age of 19
B. A formal union before the age of 21
C. A marriage or informal union before the age of

18
D. A marriage against the will of a person
34.

Survivors of early marriage are more at risk A. True
of intimate partner violence
B. False

35.

Which of the following might be barriers to A. Fear of being “outed”
care for an LGBTI survivor of violence? B. Safety
Choose all that apply.
C. Self-blame
D. Lack of a support network
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E. All of the above
36.

Providing good care to an LGBTI survivor A. Using language carefully
includes: (Choose all that apply).
B. Assuming the gender or sexual orientation of
the client
C. Telling other staff members about the client’s
sexual orientation
D. Reassure the survivor that their reactions are
normal

37.

38. Safety is very important in case man- A. LGBTI individuals may be at high risk for sui-

agement with LGBTI survivors
cide
because: (choose all that apply)
B. Negative social norms and certain laws may put
them in increased danger
C. LGBTI people have large support networks
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7. ANSWERS
For task 1:
1.No
2.No
3.No
(Every woman or girl has the right to safety, dignity, and a life free of violence. Every woman
survivor of GBV has the right of self-determination- she can decide to stay with her abusive partner or to leave him and either way she is entitled to support and protection from the state. The
argument that women should stay in an abusive relationship is often justified for the well-being
of the children. However, it is well established that the safety and health of children are negatively
affected when children experience or witness domestic violence. State support for perpetrator
programs teaching violent men to adopt non-violent behaviour in interpersonal relationships is
key for preventing further violence and changing violent behavioural patterns (Article 16 Istanbul
Convention). This is of particular importance in situations where women are not willing or able
to leave a violent relationship, for instance, due to economic dependence and risk of stigmatization by the community, particularly in rural areas. At the same time, perpetrator interventions
should supplement, but not replace, or withdraw resources from, the work of women-specific
support services).
4.No
5.No
6.No
7.Yes
(Rape is defined by an action and not by the identity of the perpetrator or the survivor. Accordingly, any forced sexual intercourse is rape, irrespective of whether the woman survivor is
married to the perpetrator or not. This statement is also grounded in international human rights
law definitions, which encompasses all forms of physical, sexual, psychological or economic violence against women, no matter if they are committed in the family or in public. Even though
international human rights law obliges states to criminalize and prosecute rape, not all jurisdictions recognize marital rape as a criminal offence, resulting in impunity of rape committed by
intimate partners).
8.No
(GBV is a global problem of pandemic proportions. While a number of factors may increase the
risk of women experiencing GBV, domestic violence affects all women, irrespective of socio-economic status, educational achievements, ethnic origin, religion or sexual orientation (IGWG
undated). While some studies have found that women living in poverty are disproportionately
affected by intimate partner violence and sexual violence, it has not been clearly established
whether it is poverty as such that increases the risk of violence or rather other factors accompanying poverty).
9.No
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[While substance abuse is strongly correlated with many domestic violence cases and may lower
inhibitions, it is a contributing factor, not the cause of violence. Neither should alcohol or drug
abuse be used to justify violence (IGWG undated). Not all perpetrators of violence use drugs or
alcohol, and not all those who use drugs or alcohol are violent (Roberts 1984, cited in Hagemeister et al 2003)].
10.No
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For task 2:
Answers
1

B

2

A, C, and E

3

C

4

B

5

A

6

D

7

B

8

All answers are correct (A, B, C, and D)

9

A. True
B. False
A. False
B. False
C. True

10

B, C, and E

11

A, C, and D

12

E

13

B, D, E, and G

14

C and D

15

A

16

“helping” or “healing”

17

1.A
2.C
3.B

18

A and C

19

B

20

A. Introduction and engagement
B. Assessment
C. Case action planning
D. Action plan implementation
E. Case follow up
F. Case closure

21

D
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22

A

23

A and C

24

B

25

B

26

B

27

F

28

B and D.

29

A

30

B

31

E

32

A

33

C

34

A

35

E

36

A and D.

37

A and B
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CHAPTER 4: LGBTQI+ INDIVIDUALS

1. BRIEF INTRODUCTION
LGBTQI+ persons are also considered of a high-risk group to be victims of GBV. Moreover,
LGBTQI+ MNARs population may face violence against themselves due to prejudice and stigmatization. Across the globe, sexism, misogyny, homophobia and transphobia lead to violence
against LGBTQI+ women, ranging from bullying, harassment and violence in families and communities to sexual assault and brutal extrajudicial killings32. GBV against LGBTQI+ people are
exacerbated by the existence and legacy of colonial-era so-called buggery laws, which not only
criminalize same-sex relations, but perpetuate negative societal attitudes towards LGBTQI+ people, and result in LGBTQI victims of GBV not reporting or seeking help for fear of outing, or
even imprisonment33. Evidence from Austria, Russia, Serbia, South Africa, and other contexts
show the link between antipathy toward LGBTQI+ individuals and the desire to see them punished can be strong. Social stigma and antipathy are linked to sexual assault, rape, and even
murder34.
2. LGBTQI+ TERMINOLOGY
In order to be able to facilitate LGBTQI+ people in the best and most appropriate way, the first
thing is that one must be familiar with the understanding of basic concepts and terms. LGBTQI+
is an acronym for lesbian, gay, bisexual, transgender, queer (or questioning) and intersex. These
terms are used to describe a person’s sexual orientation or gender identity. Moreover, before presenting what LGBTQI+ stands for, it is necessary to understand the basic differences between
Sex and Gender.
Gender VS Sex
Sex and gender are terms that are often used interchangeably. According to WHO (World Health
Organization) gender is used to describe the characteristics of women and men that are socially
constructed, while sex refers to those that are biologically determined. People are born female or
male, but learn to be girls and boys who grow into women and men. This learned behaviour makes
up gender identity and determines gender roles35.
Sex is referring to the biological aspects of an individual as determined by their anatomy, which
is produced by their chromosomes, hormones and their interactions36.
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Gender: social construction relating to behaviours and attributes based on labels of masculinity
and femininity gender identity is a personal, internal perception of oneself and so the gender category someone identifies with may not match the sex they were assigned at birth37.
Gender expression: The outward manner in which an individual expresses or displays their gender. This may include choices in clothing and hairstyle, or speech and mannerisms. Gender
identity and gender expression may differ; for example, a woman (transgender or nontransgender) may have an androgynous appearance, or a man (transgender or non-transgender)
may have a feminine form of self-expression38.
Sexual orientation: Describes sexual attraction only, and is not directly related to gender identity.
The sexual orientation of transgender people should be defined by the individual. It is often described based on the lived gender; a transgender woman attracted to other women would be a
lesbian, and a transgender man attracted to other men would be a gay man39.
LGBTQI+ acronym terminology
Inclusive language is a way of acknowledging and respecting the diversity of bodies, genders and
relationships. People express their gender and sexuality in different ways. People can have different biological sex characteristics. Inclusive language ensures we don’t leave people out of our
conversations or our work. This includes both when we are communicating directly with someone, and when describing someone who isn’t present. Inclusive language acknowledges the
diversity of people we work with and serve.
(L) Lesbian
Term used to describe female-¬identified people attracted romantically, erotically, and/or emotionally to other female-¬identified people. The term lesbian is derived from the name of the
Greek island of Lesbos and as such is sometimes considered a Eurocentric category that does not
necessarily represent the identities of African-¬Americans and other non-¬European ethnic
groups. This being said, individual female-¬identified people from diverse ethnic groups, including African-¬Americans, embrace the term ‘lesbian’ as an identity label40.
(G) Gay
1. Term used in some cultural settings to represent males who are attracted to males in a romantic,
erotic and/or emotional sense. Not all men who engage in “homosexual behaviour” identify as
gay, and as such, this label should be used with caution41.
2. Term used to refer to the LGBTQI community as a whole, or as an individual identity label
for anyone who does not identify as heterosexual42.
(B) Bisexual
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A person who experiences romantic and/or sexual attraction to people of two or more genders. It
is often used as an umbrella term to describe various forms of polysexuality.
(T) Transgender
People who have a gender identity which is different to the gender assigned at birth, and those
people who wish to express their gender identity in a different way to the gender assigned at birth.
A person who lives as a member of a gender other than that expected based on anatomical sex.
Sexual orientation varies and is not dependent on gender identity43.
(Q) Queer
Used as an umbrella term to describe individuals who don’t identify as straight. Also used to
describe people who have non-normative gender identity or as a political affiliation. Due to its
historical use as a derogatory term, it is not embraced or used by all members of the LGBTQ
community. The term queer can often be used interchangeably with LGBTQ44.
(Q) Questioning
an individual who or when someone is unsure about or is exploring their own sexual orientation
or gender identity45.
(I) Intersex
Someone whose combination of chromosomes, gonads, hormones, internal sex organs, and genitals differs from the two expected patterns of male or female. In the medical care of infants, the
initialism DSD (“Differing/Disorders of Sex Development”). Formerly known as hermaphrodite
(or hermaphroditic), but these terms are now considered outdated and derogatory46. ‘Intersex’ is
an umbrella-term and stands for the spectrum of variations of sex characteristics that naturally
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occur within the human species. Intersex people can have any sexual orientation, gender identity
and gender expression47.
3. NOW IT’S YOUR TURN: TASK 148
Before proceeding with the rest of the MOOC, take a few minutes to match the following terms
with their definitions.
a. Bisexual
b. Gay
c. Lesbian
d. LGBTQI
e. Intersex
f. Stereotype
g. Queer
h. Transition
i. Non-binary
j. Gender expression
k. Transphobia
1. term used to describe female-¬identified people attracted romantically, erotically, and/or emotionally to other female-¬identified people.
2. someone whose combination of chromosomes, gonads, hormones, internal sex organs, and
genitals differs from the two expected patterns of male or female
3. For transgender people, this refers to the process of coming to recognize, accept, and express
one’s gender identity. Most often, this refers to the period when a person makes social, legal,
and/or medical changes, such as changing their clothing, name, sex designation, and using medical interventions. Sometimes referred to as gender affirmation process.
4. an oversimplified generalization about a group of people without regard to their individual
differences
5. a person who experiences romantic and/or sexual attraction to people of two or more genders.
It is often used as an umbrella term to describe various forms of polysexuality
6. transgender or gender non-conforming person who identifies as neither male nor female
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7. the fear or hatred of transgender people or people who do not meet society’s gender role expectations
8. people’s manifestation of their gender identity, and the one that is perceived by others
9. term used in some cultural settings to represent males who are attracted to males in a romantic,
erotic and/or emotional sense.
10. acronym for lesbian, gay, bisexual, transgender, queer (or questioning) and intersex. These
terms are used to describe a person’s sexual orientation or gender identity
11. used as an umbrella term to describe individuals who don’t identify as straight. Also used to
describe people who have a non-normative gender identity or as a political affiliation
There are many terms used to understand sex, gender, sexuality, and identity. Please note that
each person who uses any a term does so in a unique way.
When reading this glossary, do have in mind:
1) Definitions vary across communities; not all of your LGBTQI+ beneficiaries will agree with
all of these definitions, so please defer to the terms they use to describe themselves;
2) There are many terms not included on this list; we tried to keep the list as concise and relevant
as possible;
3) Terms and definitions change frequently.
Pansexual: A person who experiences romantic and/or sexual attraction to people of all gender
identities. These people often state that a person’s gender identity is not an important aspect in
defining whether they will experience attraction towards that person. Alternatively, they may use
the term “gender blind”, meaning that they are “blind” when it comes to gender49.
Asexual: having a lack of (or low level of) sexual attraction to others and/or a lack of interest or
desire for sex or sexual partners. Asexuality exists on a spectrum from people who experience no
sexual attraction or have any desire for sex to those who experience low levels and only after
significant amounts of time, many of these different places on the spectrum have their own identity labels. Another term used within the asexual community is “ace,” meaning someone who is
asexual.50
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Straight - Heterosexual: A person who experiences romantic and/or sexual attraction to people
of the “other” gender. The term is based on the notion that gender is a binary, which is why the
component “hetero-” is used.51
Gender binary: The belief that there are only two genders: man and woman. According to this
theory, there are no people that identify with fluid or non-binary genders. As a model, it is mainly- a product of Western civilization. Other civilizations use more or less different models
to categorize genders. Under the gender binary umbrella, the term Nonbinary is also comprehended. Nonbinary is a transgender or gender-nonconforming person who identifies as neither
male nor female52.
Ally: Someone who confronts heterosexism, homophobia, biphobia, transphobia, heterosexual
and gender-straight privilege in themselves and others; a concern for the well-being of lesbian,
gay, bisexual, trans, and intersex people; and a belief that heterosexism, homophobia, biphobia
and transphobia are social justice issues.53
Intergender: A person whose gender identity is between genders or a combination of genders
Cisgender: Someone whose gender identity is the same as the gender that was assigned to them
at birth54. The term is used as the opposite of the term Trans.
Stereotype: An oversimplified generalization about a group of people without regard to their
individual differences. Some stereotypes can be positive; however, they can have a negative impact, simply because they involve broad generalizations that ignore individual realities55.
Transphobia: The fear or hatred of transgender people or people who do not meet society’s gender role expectations.56
Transition: For transgender people, this refers to the process of coming to recognize, accept, and
express one’s gender identity. Most often, this refers to the period when a person makes social,
legal, and/or medical changes, such as changing their clothing, name, sex designation, and using
medical interventions. Sometimes referred to as gender affirmation process57. Additionally, a
trans or gender diverse person takes steps to socially and/or physically feel more aligned with
their gender. There is a wide range of ways this process differs between people. Some people may
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change how they interact with others, and others may change their appearance or seek medical
assistance to better express their gender.58
Gender Expression: People’s manifestation of their gender identity, and the one that is perceived
by others.59 An individual’s physical characteristics, behaviours and presentation that are linked
traditionally, to either masculinity or femininity, such as: appearance, dress, mannerisms, speech
patterns and social interactions. 60

4. LGBTQI+ REFUGEES AND MIGRANTS
The persecution of people because of their sexual orientation and gender identity is not a new
phenomenon. In the recent years, the number of asylum claims made by lesbian, gay, bisexual,
transgender and intersex (LGBTQI+) individuals has increased and is continuously growing,
many refugees and asylum seekers face discrimination, even on arrival in Europe. This has necessitated greater awareness among decision-makers of the specific experiences of LGBTQI+
asylum-seekers and a deeper examination of the legal questions involved61. LGBTQI+ individuals
frequently keep aspects and sometimes large parts of their lives secret. Many will not have lived
openly as LGBTQI+ in their country of origin and some may not have had any intimate relationships. Many suppress their sexual orientation and/or gender identity to avoid the severe
consequences of discovery, including the risk of incurring harsh criminal penalties, arbitrary
house raids, discrimination, societal disapproval, or family exclusion62.
The migrant transgender population is characterized by specific needs for the very condition of
being a migrant or a refugee as a result of discrimination of sexual identity that hold a distinct
help request, deserving of an appropriate response. It denotes a double vulnerability, which results
in doubling exposure to discrimination: those linked to migration or asylum-seeking stigmas and
those linked to one's sexual identity. These discriminations can be perpetrated both by the host
community and by that of other asylum seekers and refugees63.
It is important to mention that there is a growing literature on how to work with and protect the
individuals affected.
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5. NOW IT’S YOUR TURN: TASK 264
The following activity will help you demarcate the difference between gender and sex. For each
question, identify whether the difference between men and women is based on sex (biological) or
on gender (a difference constructed by society). Choose the correct answer.
GENDER QUIZ
1.Women give birth to babies, men don’t.
Sex
Gender
2.Little girls are gentle, little boys are tough.
Sex
Gender
3.Boys do better in science and math; girls do better in art and literature.
Sex
Gender
4.Amongst agricultural workers, women are paid only 40-60 percent of the male wage.
Sex
Gender
5.Women can breastfeed babies, men can bottle-feed babies.
Sex
Gender
6.In ancient Egypt men stayed at home and did weaving. Women handled family business.
Women inherited property and men did not.
Sex
Gender
7.Men’s voices change at puberty, women’s do not.
Sex
Gender
8.In one study of 224 cultures, there were 5 in which men did all the cooking and 36 in which
women did all the house building.
Sex
Gender
9.According to UN statistics, women do 67 percent of the world’s work, yet their earnings for its
amount to only 10 percent of the world’s income.
Sex
Gender
10.According to statistics from the Inter-Parliamentary Union, only 20 percent of parliamentarians worldwide are women despite the fact that women represent roughly 50 percent of the
population.
Sex
Gender

6. NOW IT’S YOUR TURN. TASK 365
This is a blunt tool, and may seem very simplistic to some of you. It is useful to help remain aware
of the assumptions that others may carry, and which we may have to confront or challenge from
64
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time to time. For others it might be the first time you’ ve ever had to think to about some of these
ideas, or been presented with them in a systemic way. How you react to the statements will help
you to see where problem ideas have sunk in, and perhaps what you might have to change or work
against. This task does not have the correct or wrong answers.
Respond to the following statements with True or False.
1. I am comfortable around queer people, unless they flaunt their lifestyle.
2. I would feel uncomfortable if I found out that my adult son feels he is actually a woman.
3. LGBTQ teachers should not be ‘out’ to their students at school.
4. It would disturb me to find out that my doctor is a lesbian/gay man.
5. I would feel uncomfortable knowing that my son’s male teacher is gay.
6. I would feel uncomfortable to see a person I assumed to be trans (TS or TG) in the same public
washroom I was in.
7. I would feel uncomfortable knowing that my neighbour is a transsexual.
8. I would be disturbed if I found out that my sister’s husband likes to dress in women’s clothing.
9. I would be insulted if someone mistook me for a gay, bisexual or lesbian person.
10. I would be surprised to meet a Muslim lesbian wearing a hijab.
11. I’m okay with same-sex marriage, but it bothers me that queer couples are allowed to adopt.
12. I would be confused if I saw a queer (LGB) friend of mine with a heterosexual partner.
13. I would be very upset if I saw my child’s day-care worker kissing their same sex partner
before work.
14. I would feel uncomfortable seeing two lesbians/gay men holding hands at my gym.
15. I feel outraged that Sexual Reassignment Surgery is covered by OHIP.
16. I would be upset if my child told me that they were lesbian, gay or bisexual.
17. I would feel offended if someone mistook me for a trans person.
18. I feel uncomfortable if my co-worker divulges information about his same-sex relationship.
19. I feel scandalized when a colleague invites me to go the Pride parade with them and their
friends.
20. I would be surprised to meet a Black trans person or lesbian.
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21. One would expect a child raised by LGBTQI+ parents to be queer also.
22. I would be upset to find out that my child is learning about LGBTQI+ identities/communities/families as part of the school curriculum.
23. I would be uncomfortable if I learned that my church, temple or other religious group was
welcoming to people with LGBTI identities.
24. I would be upset if my child brought home an openly gay/lesbian/bisexual friend.
25. I would not expect a man using a wheelchair to be gay.
26. I would feel uncomfortable if someone of the same gender expressed a romantic interest in
me.
27. If I saw two women communicating in sign language, I would be surprised to learn that they
are lesbians.
28. I would feel comfortable working with clients/patients who identify as LGBTQI+.
29. I feel knowledgeable about LGBTQI+ issues as they pertain to my area of work.
30. I get upset and speak up if someone tells a homophobic joke.
31. It bothers me when people say “That’s so gay!”
32. I do/have done research on LGBTQI+ issues to educate myself.
33. I use gender-neutral language to describe my own sexual partner/ relationship status, e.g.
partner vs. wife/boyfriend, etc
34. I am comfortable working with colleagues of all sexual orientations and gender identities.
35. I encourage education about sexual orientation and gender identity in my workplace.
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7. ANSWERS
For Task 1
1. Sex
2. Gender
3. Gender
4. Gender
5. Sex
For Task 2
a.5
b.9
c.1
d.10
e.2
f.4

6. Gender
7. Sex
8. Gender
9. Gender
10. Gender

g.11
h.3
i.6
j. 8
k.7

127

CHAPTER 5: EMPLOYMENT TOOL FOR ENTREPRENUERSHIP

1. BRIEF INTRODUCTION
Considering that E4I project focuses on social and labour inclusion of MNARs, a good practice
was to integrate entrepreneurship tool into the MOOC. More specifically, the entrepreneurship
tool is NOT RELATED AT ALL and it was not chosen in relation to the previous chapters.
It is another chapter dedicated to entrepreneurship, and we consider it as a very good tool to used
also for MNARs as well as any other person who is interested in using it for their benefit. Professionals helping MNARs integrate into the labour market can use this questionnaire together with
the beneficiaries. The goal is to identify personal strengths and talents.

2. NOW IT’s YOUR TURN: TALENTS QUESTIONNAIRE
The following questionnaire contains 68 statements that refer to 34 talents.
These statements are intended to help you identify your talents, which are defined as "the natural
and repetitive way of thinking, feeling or behaviour" and belong to four categories: Relationships,
Influence, Motivation and Way of Thinking.
These talents may not yet be your strengths, but knowing them will enable you to realize what
you are doing naturally and in which areas you have the potential to grow the most, so that you
have both personal and professional benefits.
There are no correct or wrong answers. Please select spontaneously the answer that expresses you
the most66.
The questionnaire takes about 15 minutes to complete.
1. « I inspire people because I can describe my ideas very vividly with images and examples. »
Strongly agree = 5

Agree = 4 Neutral = 3 Disagree = 2 Strongly Disagree = 1

2. « I can see the world through other people's eyes and share their point of view, even if I don't
agree. »
Strongly agree = 5

Agree = 4 Neutral = 3 Disagree = 2 Strongly Disagree = 1

3. « I try to find common ground in order to agree with people who have different views than
mine to avoid conflict. »
Strongly agree = 5

Agree = 4 Neutral = 3 Disagree = 2 Strongly Disagree = 1
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4. « When working in a group, I do everything I can so that no one feels isolated. »
Strongly agree = 5 Agree = 4 Neutral = 3 Disagree = 2 Strongly Disagree = 1

5. « I'm fascinated by people's uniqueness and I focus on it. »
Strongly agree = 5 Agree = 4 Neutral = 3 Disagree = 2 Strongly Disagree = 1

6. « I feel great pleasure and strength when I'm with people I know well. »
Strongly agree = 5 Agree = 4 Neutral = 3 Disagree = 2 Strongly Disagree = 1

7. « I always keep the promises I make to others and myself. »
Strongly agree = 5 Agree = 4 Neutral = 3 Disagree = 2 Strongly Disagree = 1

8. « When I set a goal, I want others to accept it. »
Strongly agree = 5 Agree = 4 Neutral = 3 Disagree = 2 Strongly Disagree = 1

9. « A success is important to me, only if I receive the best assessment from everyone else involved or part in this situation. »
Strongly agree = 5 Agree = 4 Neutral = 3 Disagree = 2 Strongly Disagree = 1

10. « A person is constantly evolving and has many possibilities for personal and professional
development. »
Strongly agree = 5 Agree = 4 Neutral = 3 Disagree = 2 Strongly Disagree = 1

11. « I get excited when I turn something powerful into something wonderful (e.g. a talent of mine
in a strong spot), despite the great effort I need to make. »
Strongly agree = 5 Agree = 4 Neutral = 3 Disagree = 2 Strongly Disagree = 1

12. « I praise others generously; I smile quickly and often and always see the beautiful side of
life. »
Strongly agree = 5 Agree = 4 Neutral = 3 Disagree = 2 Strongly Disagree = 1

13. « I like to meet new people, start a conversation and cultivate a relationship with them»
Strongly agree = 5 Agree = 4 Neutral = 3 Disagree = 2 Strongly Disagree = 1

14. « I need to set goals and achieve them in order to feel good about myself. »
Strongly agree = 5 Agree = 4 Neutral = 3 Disagree = 2 Strongly Disagree = 1
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15. « I would rather implement my ideas than discuss them without making them work. »
Strongly agree = 5 Agree = 4 Neutral = 3 Disagree = 2 Strongly Disagree = 1

16. « I respond willingly and effectively to the sudden demands that may exist in a situation, even
if this might distract me from my program or plans. »
Strongly agree = 5 Agree = 4 Neutral = 3 Disagree = 2 Strongly Disagree = 1

17. « I have core values that don't change, and I serve them in every situation or event in my life.
»
Strongly agree = 5 Agree = 4 Neutral = 3 Disagree = 2 Strongly Disagree = 1

18. «I need my life (my environment) to be predictable, to be organized and in order, so that I can
feel that I have control. »
Strongly agree = 5 Agree = 4 Neutral = 3 Disagree = 2 Strongly Disagree = 1

19. « I need to have a clear goal that will act as a compass for my decisions and actions. »
Strongly agree = 5 Agree = 4 Neutral = 3 Disagree = 2 Strongly Disagree = 1
20. « I have the ability to effectively manage a problem or challenge that I face. »
Strongly agree = 5 Agree = 4 Neutral = 3 Disagree = 2 Strongly Disagree = 1

21. « When necessary, I take the risk and face the challenges to achieve my goals. »
Strongly agree = 5 Agree = 4 Neutral = 3 Disagree = 2 Strongly Disagree = 1

22. « In a situation or event, I want others to recognize my strengths and my contribution to the
positive results. »
Strongly agree = 5 Agree = 4 Neutral = 3 Disagree = 2 Strongly Disagree = 1

23. « I only make a decision when I've gathered and evaluated all the data and information I need.
»
Strongly agree = 5 Agree = 4 Neutral = 3 Disagree = 2 Strongly Disagree = 1

24. « I always want to find the best and most effective way to complete an obligation I have
undertaken. »
Strongly agree = 5 Agree = 4 Neutral = 3 Disagree = 2 Strongly Disagree = 1

25. « I believe that all events and situations in life happen for a reason and are connected to each
other. »
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Strongly agree = 5

Agree = 4 Neutral = 3 Disagree = 2 Strongly Disagree = 1

26. « I understand what's going on in the present by looking and analysing past similar situations.
»
Strongly agree = 5 Agree = 4 Neutral = 3 Disagree = 2 Strongly Disagree = 1

27. « I always operate on a plan so I can predict and deal with something that might go wrong. »
Strongly agree = 5 Agree = 4 Neutral = 3 Disagree = 2 Strongly Disagree = 1

28. « I treat all people as equals regardless of who they are (occupation, social status, and economic situation). »
Strongly agree = 5 Agree = 4 Neutral = 3 Disagree = 2 Strongly Disagree = 1

29. « I am inspired by the opportunities and prospects of the future and I look forward to them
with optimism. »
Strongly agree = 5 Agree = 4 Neutral = 3 Disagree = 2 Strongly Disagree = 1
30. « I get excited when I discover new ways to explain a challenge I'm facing, no matter how
difficult or unprecedented it is. »
Strongly agree = 5 Agree = 4 Neutral = 3 Disagree = 2 Strongly Disagree = 1

31. « I maintain my spiritual clarity, and I satisfy my curiosity by gathering information on a
subject that interests me. »
Strongly agree = 5 Agree = 4 Neutral = 3 Disagree = 2 Strongly Disagree = 1

32. « I enjoy the time when I'm alone because it gives me the opportunity to think about my life
or an issue that concerns me. »
Strongly agree = 5 Agree = 4 Neutral = 3 Disagree = 2 Strongly Disagree = 1

33. « I get excited when I learn something new regardless of the subject. »
Strongly agree = 5 Agree = 4 Neutral = 3 Disagree = 2 Strongly Disagree = 1

34. « I can tell how the data relates to each other in a situation, and I always think about alternative
scenarios and possibilities before I make a decision. »
Strongly agree = 5 Agree = 4 Neutral = 3 Disagree = 2 Strongly Disagree = 1

35. « There are times when I feel like I deserve a little rest even if I haven't completed an obligation I've undertaken. »
Strongly agree = 5 Agree = 4 Neutral = 3 Disagree = 2 Strongly Disagree = 1
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36. « I believe that the value of a man can be seen even if he doesn’t follow clear rules and
instructions. »
Strongly agree = 5 Agree = 4 Neutral = 3 Disagree = 2 Strongly Disagree = 1

37. « I can manage uncertainty in a situation I'm facing (e.g. when I don't have all the information
I need). »
Strongly agree = 5 Agree = 4 Neutral = 3 Disagree = 2 Strongly Disagree = 1

38. « Before I implement my idea, I first want to gather and evaluate all the information I think I
need. »
Strongly agree = 5 Agree = 4 Neutral = 3 Disagree = 2 Strongly Disagree = 1

39. « There's a chance I'm going to take part in a competition, not because I necessarily want to
win, but because I think it is important to make an effort. »
Strongly agree = 5 Agree = 4 Neutral = 3 Disagree = 2 Strongly Disagree = 1

40. « I derive the same satisfaction from all the tasks I undertake, no matter how important they
are (for me or for others, for achieving a goal or for the desired result). »
Strongly agree = 5 Agree = 4 Neutral = 3 Disagree = 2 Strongly Disagree = 1

41. « I don't consider myself part of the global community or the world. »
Strongly agree = 5 Agree = 4 Neutral = 3 Disagree = 2 Strongly Disagree = 1

42. « I usually insist on my point of view. »
Strongly agree = 5 Agree = 4 Neutral = 3 Disagree = 2 Strongly Disagree = 1

43. « I rarely feel proud of a positive feat or success of mine. »
Strongly agree = 5 Agree = 4 Neutral = 3 Disagree = 2 Strongly Disagree = 1

44. « I usually trust my intuition more than the facts of a situation because I think that it helps me
understand it better before I make a decision in relation to it. »
Strongly agree = 5 Agree = 4 Neutral = 3 Disagree = 2 Strongly Disagree = 1

45. « I focus more on the present and rarely dream or plan for the future. »
Strongly agree = 5 Agree = 4 Neutral = 3 Disagree = 2 Strongly Disagree = 1
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46. « I don't keep anything (e.g. an object or information) unless I know it might be useful in the
future. »
Strongly agree = 5 Agree = 4 Neutral = 3 Disagree = 2 Strongly Disagree = 1

47. « It rarely pleases me to learn anything new when I don't see how it's going to be useful for a
certain result that I want to achieve. »
Strongly agree = 5 Agree = 4 Neutral = 3 Disagree = 2 Strongly Disagree = 1

48. « I do not change my plans, not even in emergencies that I didn't foresee. »
Strongly agree = 5 Agree = 4 Neutral = 3 Disagree = 2 Strongly Disagree = 1

49. « I find it more effective to manage an obstacle in a situation when and as it arises, instead of
schedule and planning in advance what I will do if it occurs. »
Strongly agree = 5 Agree = 4 Neutral = 3 Disagree = 2 Strongly Disagree = 1

50. « When I can't complete an obligation I've made; I apologize and have the ability to make
reasonable excuses»
Strongly agree = 5 Agree = 4 Neutral = 3 Disagree = 2 Strongly Disagree = 1

51. « I can rarely gain control in a situation (e.g. personal or professional) that I face. »
Strongly agree = 5 Agree = 4 Neutral = 3 Disagree = 2 Strongly Disagree = 1

52. « I believe I can flourish professionally if I improve my weak points. »
Strongly agree = 5 Agree = 4 Neutral = 3 Disagree = 2 Strongly Disagree = 1

53. « I am attracted to a person (e.g. to discuss or spend time with him) who I already know more
than a stranger. »
Strongly agree = 5 Agree = 4 Neutral = 3 Disagree = 2 Strongly Disagree = 1

54. «I'm rarely satisfied if I see a slight change in myself or someone else, and I always expect to
see a big improvement in order to feel satisfied. »
Strongly agree = 5 Agree = 4 Neutral = 3 Disagree = 2 Strongly Disagree = 1

55. « I do not consider all people to be equally important (e.g. I evaluate them on the basis of their
social position, professional qualification, the importance of their work, etc.). »
Strongly agree = 5 Agree = 4 Neutral = 3 Disagree = 2 Strongly Disagree = 1
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56. « Intimacy in a relationship makes me uncomfortable and I want to keep distance from other
people. »
Strongly agree = 5 Agree = 4 Neutral = 3 Disagree = 2 Strongly Disagree = 1

57. « I rarely feel I can be wiser about the future by analysing the past. »
Strongly agree = 5 Agree = 4 Neutral = 3 Disagree = 2 Strongly Disagree = 1

58. « I don't think it's good for me to take the time to discover an idea that would explain a situation
or an event. »
Strongly agree = 5 Agree = 4 Neutral = 3 Disagree = 2 Strongly Disagree = 1

59. « I'd rather discuss my ideas, questions or concerns with others than think about them myself.
»
Strongly agree = 5 Agree = 4 Neutral = 3 Disagree = 2 Strongly Disagree = 1

60. « I rarely think about the impact of my plans or actions on the outcome I want to achieve. »
Strongly agree = 5 Agree = 4 Neutral = 3 Disagree = 2 Strongly Disagree = 1

61. « I always assess a situation I'm facing and redefine my priorities so I can achieve my goals.
»
Strongly agree = 5 Agree = 4 Neutral = 3 Disagree = 2 Strongly Disagree = 1

62. « I don't need a schedule, or specific deadlines, to implement my plan. »
Strongly agree = 5 Agree = 4 Neutral = 3 Disagree = 2 Strongly Disagree = 1

63. « I have the ability to effectively solve a problem that is familiar to me. »
Strongly agree = 5 Agree = 4 Neutral = 3 Disagree = 2 Strongly Disagree = 1
64. « I rarely attract and retain, the attention and interest of others when I speak. »
Strongly agree = 5 Agree = 4 Neutral = 3 Disagree = 2 Strongly Disagree = 1

65. « I am influenced by the views and arguments put forward by someone else and I easily change
my mind. »
Strongly agree = 5 Agree = 4 Neutral = 3 Disagree = 2 Strongly Disagree = 1

66. « I've already thought and planned what I want to achieve five years from now. »
Strongly agree = 5 Agree = 4 Neutral = 3 Disagree = 2 Strongly Disagree = 1
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67. « I rarely understand and comprehend the needs of someone else. »
Strongly agree = 5 Agree = 4 Neutral = 3 Disagree = 2 Strongly Disagree = 1

68. « I am of the opinion that clear procedures are more important for an effective team than the
strengths of the members who constitute the team. »
Strongly agree = 5 Agree = 4 Neutral = 3 Disagree = 2 Strongly Disagree = 1= 1
3 ANSWERS
The following 68 statements refer to 34 business talents, which belong to four categories:
1. Relationships, 2. Influence, 3. Motivation, 4. Way of Thinking
Write down the score for each of your talents, by adding your answers on each category (e.g. for
Communication add statements 1 and 64). Then you can see the description of the talents.

TALENT

SCORE

NO
1.
2.
3.
4.
5.
6.
7.

RELATIONSHIPS - Working with others
Communication (1+ 64)
Empathy (2+ 67)
Harmony (3+ 42)
Inclusion (4+ 55)
Individuality (5+68)
Relationship cultivation (6+ 56)
Responsibility (7+ 50)

8.
9.
10.
11.
12.
13.

INFLUENCE- Desired behaviour
Control (8+ 51)
Competitiveness (9+ 39)
Development of Others (10+ 54)
Empowerment (11+ 52)
Positiveness (12+ 43)
Building new relationships (13+ 53)

14.
15.
16.
17.
18.
19.
20.
21.
22.

MOTIVATION- Desired Results
Effectiveness (14+ 35)
Motivation (15+ 38)
Adaptability (16+ 66)
Faith in Achievement(17+ 61)
Discipline (18+ 62)
Focusing (19+ 37)
Problem Solving ( 20+ 63)
Self confidence (21+ 65)
Significancy (22+ 40)
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23.
24.
25.
26.
27.
28.
29.
30.
31.
32.
33.
34.

WAY OF THINKING- Efficient (smarter) performance
Ability to analyze (23+ 44)
Flexibility (24+ 48)
Correlation (25+ 41)
Flashback (26+ 57)
Foresight ( 27+ 49)
Consistency (28 + 36)
Vision for the future (29 + 45)
Abstract thinking (30 + 58)
Collection (31+ 46)
Contemplation (32+ 59)
Love for Learning (33+ 47)
Strategic Thinking (34+ 60)

RELATIONSHIPS
- Talents in the category of Relationships explain how you work with other
Working with others
people. They explain who you trust, who you build relationships with, who
you conflict with, and who you ignore. Are you interested in knowing new
people or are you only comfortable with your friends and acquaintances?
Do you easily trust others or do you believe trust should be earned?
If you have a talent in:
1. Communication
In general, it is easy for you to express your thoughts through spoken or
written speech. You are good interlocutors and presenters and you inspire
others when you talk.
2. Empathy
You understand other people's feelings and you can imagine yourself
in their place. That doesn't mean you share the same feelings.
3. Harmony
You're looking for unanimity. You don't like conflict and you want
to find and cultivate common ground to agree with another person.
4. Inclusion
You accept others. You are aware when someone may feel cut off and
you are trying to integrate them into the group.
5. Individuality
You are interested in the unique characteristics that a person has. You
have the gift of nurturing productive cooperation between different
people.
6. Relationship cultiva- You derive pleasure from relationships with other people and great
tion
satisfaction when you work with friends towards achieving a goal.
7. Responsibility
You keep your promises and commit to what you say you will do. You
have firm values like honesty and loyalty.
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INFLUENCEDesired behaviors

Talents in Influence explain how you affect others, whether you like to be
in control of a situation, or if you want to make others feel comfortable in
a situation. In your interpersonal relationships, are you competitive or you
feel the need to help others grow?

If you have a talent in:
8. Control
You have a presence. You can take control of a situation and make decisions effectively when needed.
9. Competitiveness
You measure your performance compared to the performance of others.
You always try to win and win the first place in a contest.
10. Others Development You recognize and cultivate the potential of others. You can identify the
signs of the smallest improvement and draw satisfaction from this improvement.
11. Empowerment
You focus on the strengths because you believe this is the way for maximum team and personal performance. You want to turn something
strong into something perfect.
12. Positiveness
Your enthusiasm is contagious. You can excite others for an idea you
want to implement.
13. Building relation- It's a challenge for you to meet new people and win them over. You get
ships
satisfaction when you "break the ice" and start a relationship with another person.
MOTIVATIONDesired Results

14. Effectiveness
15. Motivation
16. Adaptability

17. Faith in Achieving
18. Discipline
19. Focus

20. Problem Solving
21. Self Confidence
22. Significancy

Talents in Motivation explain why you work hard. They explain why you
get out of bed every day, why you want to try even harder. You are motivated by the desire to stand out. Do you want others to consider you
competent, or do you want to be accepted?
If you have a talent in:
You have great stamina and you work hard. You get a lot of satisfaction
when you're busy and productive.
You have the ability to implement ideas, to put them into practice. You
draw motivation from your thoughts, feelings or decisions.
You prefer to go with the "flow". You have the tendency to think only of
the present, you accept situations as they happen and discover the future
one day at a time.
You have certain values that don't change. You create a specific goal
for your life through these values.
You like routine and structure. You keep everything in order and this represents your way of living.
You can set a course, follow it and make any adjustments necessary
in order to stay on it. You prioritize and then implement the appropriate actions towards your goal.
You have the ability to solve problems, even the ones that occur for the
first time. You can find out what's wrong and deal with it successfully.
You have faith in your ability to manage your life. You have an internal
compass that gives you the feeling that your decisions are right.
You want to have a big impact. You are independent and choose tasks, or
projects, based on the influence they will have on the world and others
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around you.

WAY
OF
THINKING- Efficient
(smarter)
performance

23. Ability to analyze
24. Flexibility

25. Correlation

26. Flashback
27. Foresight
28. Consistency
29. Vision for the future
30. Abstract thinking
31. Love for collections
32. Contemplation

33. Love for learning
34. Strategic thinking

Talents in the category Way of Thinking explain what makes you work
smarter. They explain how you think, how you evaluate the alternatives at
your disposal, how you make decisions. Do you have the ability to focus or
do you prefer to leave your options open? Are you disciplined or do you
like surprises? Do you have practical thinking or think strategically and
evaluate alternative scenarios?
If you have a talent in:
You are looking for the causes of an event. You have the ability to think
about all the factors that may affect a situation.
You can organize, but you also have the flexibility that complements that
ability. You like to match all the resources at your disposal for maximum
productivity.
You think all things are connected. You believe that there are few coincidences and that for each event there is a cause.
You enjoy thinking about the past. You understand the present by investigating its story.
You are characterized by the attention with which you take decisions and
make choices. You expect obstacles and are prepared in advance for them.
You are aware of the need to treat people as equals. You try to treat everyone with consistence, by setting clear expectations and keeping them.
You are inspired by the future and all that might happen. You inspire others with your vision for the future.
Your ideas excite you. You have the ability to discover correlations
between seemingly unconnected situations and events.
You have the need to collect and archive. You can collect information,
ideas, stories, even relationships.
You are characterized by spiritual activity. You reflect a lot and appreciate
spiritual discussions.
You have a great desire to learn and you want to constantly improve.
What excites you is the process of learning despite its result.
You create alternative ways to make progress towards your goal. In a
situation/event that you experience, you can quickly recognize the relevant topics and patterns.

138

SELF-ASSESMENT TEST

QUESTIONS
1. In your words, describe what social inclusion means?
2. What are the most important factors that professionals need to take under consideration
when involved in MNARs integration procedures?
3. Please name at least five (5) terms used under LGBTQI+ umbrella and describe their
meaning.
4. When dealing with a GBV survivor what are, in your opinion, the first steps and set of
questions you need to do?
5. Describe at least three (3) reasons why GBV occurs?
6. Name five (5) “Not to do” things that professionals must have in mind when dealing
with GBV survivors
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ANSWERS
1. See chapter 1 (1.1, 1.2)
2. See chapter 1 (1.2, 1.3)
3. See chapter 3 (3.2)
4. See chapter 2 (2.3)
5. See chapter 2 (2.2)
6. See chapter 2 (2.4)
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COUNSELLING ZONE 6:
FOLLOW-UP ON MNAR
Learning Objectives in this Counselling zone
The counselling zone 6 is conceived as a transversal phase all along the intervention, but also
as a way of keeping the contact once the MNAR finds a job.
Mutual for all of the previous counselling zones are the importance of following up. In one of
the counselling zones, a continuous follow up throughout the process might be best, while it in
other cases might be enough to follow up after the initiative has enden.
In this module, you will be introduced to how to follow up within all the initiatives presented
in the previous counselling zones.

Relevant and target group of the specific Counselling zone
As seen in the introductory module, this project is relevant for the following professionals:
1. Educators
2. Human resource professionals
3. Job counsellors
4. Language teachers
5. Legal counsellors
6. Pedagogues
7. Project workers
8. Psychologists
9. Social workers
10. Trainers
11. Volunteers for labour inclusion
12. Volunteers for social inclusion
13. Other professionals working with labour- and social inclusion of MNAR
14. Social scientists working with MNAR
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Length and effort
Time (hours and minute)
1 hour 30 minutes
1 hour 00 minutes
0 hours 05 minutes
0 hours 10 minutes
2 hours 45 minutes

The reading material
The exercises
The video/audio material
The self-assessment
The MOOC in total

Index of the chapters in this counselling zone
Chapter 1: Follow up on designing intervention
Chapter 2: Follow up on training
Chapter 3: Follow up on employment
Chapter 4: Follow up on synergies for social and labour inclusion
Chapter 5: Follow up on social participation
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CHAPTER 1: FOLLOW UP ON DESIGNING INTERVENTION

This module will illustrate the main follow-up tools for the procedures described in module 1
Designing Intervention. In chapter 1, more than talking about procedures, we focused on the profile of the operator and on some fundamental moments of his work of taking charge of the MNRA,
such as the interview and the drafting of the Individualized Educational Project (IEP).
We will therefore analyze some of the strategies that allow us to monitor, verify if the intervention
process and therefore the individual path defined is in accordance with the initial objectives proposed or if there have been changes to take into account to remodel the individualized socioeducational plan. We will as well define the specifics of the approach and methodology of choice
in this phase of the intervention designing.
In a second moment we will instead focus on the figure of the operator, on his centrality and the
importance of providing containment, training and support tools for this figure.
1. The Individualized educational plan – modifications in retrospect
Some changes to the Individualized Educational Plan, as presented in the Chapter 1.3 of the
MOOC, might be made in relation to a certain progression of the migrant’s situation, in terms of
their needs, hopes, aims and role in the society. We have underlined the flexible nature of this
tool, a necessary characteristic that makes it updateable by the very time significant changes occur
in the life of the migrant. This flexibility and updateability is structural, that is: the very structure
of our tools is subject to substantial changes.
Some fundamental parameter that we, as professionals working with migrants, should constantly
bear in mind when structuring interventions with the aforementioned, are the following:
●

The holistic approach, which makes it desirable, for instance, that a single professional
figure with the necessary pedagogical equipment, takes care and is considered liable of
the migrant’s progress and of their adherence to the arranged plan. It is implicit in this
type of approach that the adult of reference – usually a qualified educator – is going to
cover all the different aspects of the migrant’s life, making themself bearer of meanings
and a privileged guide. The multidisciplinary equipe, with their specific and necessary
competence (some of which will be out of reach for our professional of reference, ie:
medical, legal competences, etc.) will be summoned by the aforementioned when necessary: the adult of reference for our migrant will thus act as an intermediary between the
migrant and the professional figure. This approach includes yet another approach:

●

The informal approach: the adult as a point of reference is going to “endear” the young
beneficiary through presenting themselves as both a confidential playmate and a stable
figure that’s pre-occupied of them, which leads us directly to yet another important keyword:

●

Devotion, in its original meaning of “loyalty, fealty, allegiance”, “profound dedication;
consecration”. The relationship of proximity must be maintained in order to promptly
acknowledge and solve any problems. When the connection in effective, the loyalty constant, the dedication profound, we will be able to prevent the risk of not acknowledging
risks and letting them become proper issues. The concept of ‘devotion’ is thus deeply
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●

●

related to that of ‘time’, a key-word that has already beeng explored in 1.3 of the
MOOC. This concept is also key to yet another approach of reference for the professional
working with migrants:
The
humanistic
affective approach
and
the relative concept of affective
filter (S. Krashen, 1985). That said:
A pragmatic approach must always be the outcome of such theoretical basis acquired
through training and mutual exchange.

In regard to this last point: it is often neglected how important it is to acquire tools that are practical and not just theoretical. For instance, periodical meetings aimed to assess the achievement
of the objectives depicted in the plan, should never be conceived and conducted as a merely theoretical tool, but as an efficient way to positively obtain a series of concrete results.
The plan’s entries concerning specific points mustn’t be intended as abstract objectives, but they
must be practical and easy objectives, made minimal through a process of reduction, and easily
declinable into short and concrete actions. Such actions must be detailed in terms of time, space,
mode of development. For example: we shouldn’t formulate an objective in terms of “improving
self-esteem”, rather than “participation to public events” - also specifying which public events,
with all the due when-and-how - and similar actions specifically designed for our MNRA based
on their personality.
The trimestral plan will be signed by our beneficiary in order to officialize their participation in
its drafting.
Through its constant revision, some structural modification can be carried out, in agreement with
our beneficiary.

2. AN EXAMPLE OF EDITING OF THE PLAN
Let’s give an example of positive editing in the structure and content of the individualized plan.
After a peculiar MNAR has been followed through a few months in his path, the following questions have arisen: is there anything to change? The answer being yes: what’s to change? Is there
something to subtract? something to add? something to edit? Let’s give an example of an addition
to the plan:
SPIRITUAL LIFE
OBJECTIVES

TOOLS

TIME

REACHED RESULTS (WITH DATE OF COMPILATION)

The team in exam, through the feedbacks of the MNARs and of the respective professionals of
reference, has come to the conclusion that the spiritual life, and the routine tied to it, had to be
included as a point per se in the Plan for that peculiar group of MNAR, far from being a minor
theme to be spoken of only tangentially (and it often is, due to a false “ecumenical laical approach”
which is often just an easy way out of a complex problem).
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In accordance to our pragmatic approach, specific points of spiritual life and religion need to be
analysed together with the migrant and renegotiated with them, ie: which medication to avoid due
to religious rules; which substances to avoid handling in the workplace (ie: alcohol); which rituals
must be respected and when/where/how; etc. (these are all crucial aspects that all professionals
must necessarily have knowledge of and master). All of this should take the form of a graphic
schedule (see above for an example), and thus be treated in the same way as the other aspects, in
terms of aims, time, tools, results.
To satisfy all of the aforementioned requirements, the plan should be made user-friendly, supplied
with a graphic element (for instance: a drawing of a flower to paint progressively as the objectives
are achieved).
The MNRA will sign the Plan in order to officialize all modifications apported to it.
The convergence of the MNRA about the objectives must be total. Frequent surveys on key places
(for instance: workplace) may be fundamental in order to clarify the aims.

3. THE LIMITS OF TRANSCULTURALITY IN DESIGNING NEW INTERVENTIONS
It’s important to give the MNRA the means to have a clear cognition of target culture, in order to
give coherent interpretations of the actions and reactions of their new neighbours. An overly
transcultural approach has been proven inefficient in this regard: taken for granted the full and
utter respect of all rituals inherent to the source culture, it’s also fundamental to transmit to the
MNRA the target culture, in order to build virtuous and fructuous representations of all the expressions of said culture.
In designing new interventions with the MNRA, we shouldn’t “culturalize” the MNAR, meaning
that we shouldn’t confer an excessive weight to culture itself, ascribing them aspects of the source
culture which may be stale and rather marginal in their personality; we should, instead, focus on
the evolutionary aspect of culture. In fact, they may present (as almost always do) many aspects
that aren’t really inherent to the source culture. A good example of this, is the generational aspects
of the culture: some expressions and representations may be relatable to equals in age but not to
fellow citizens. Let’s not forget, furthermore, than the very fact of leaving the country of origin,
and integrating in the social and cultural fabric of a new country, implies a great deal of openness
to the target culture.
An overly cultural relativism is not the best approach for the professional working with MNARs
to adopt, since it implies a block of cultural emancipation which is a key process for the MNAR,
being a way to radicalize culture, which may trigger in the MNAR the need to cling to well-known
aspects of the source culture - and this is already a frequent process in those people whose identity
is still fragile, renegotiable and compromised to both the young age and the traumas endured.
Therefore, we shouldn’t, leaning on this kind of cultural relativism, obstruct this process, thus
reinforcing a static idea of culture which is also a wrong one, as evolution is inherent to culture.
4. SUPERVISION as a tool to support professionals working with MNAR
After asking ourselves about the monitoring, verification and support tools at our disposal, we
answered that the centrality of the operator, of his balance, passes through a tool of containment,
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continuous training, support and possibly care. This tool is supervision, understood not only as a
form of maintenance for operators, but also as a tool for preventing burnout and improving services.
Let's see what it consists of. It is a real monitoring, through a series of meetings in the presence
of a supervisor, both of group work and of the performance of the individual, with respect to the
ability to welcome, collabourate and manage stress factors.
The elements that characterize it are essentially the focus of the intervention on the single person
and on the group placed in the specific context attention to the concrete facts brought by the
supervisors the focus on the definition of roles and tasks and on the sharing of objectives and the
results that are aimed at the enhancement of relational skills, promoting the definition of the professional self stress reduction and burnout prevention acquisition of micro skills and alternative
strategies.
However, it is an instrument on whose practice it is worth making a critical reflection that invests
both its functioning and its dysfunction. in fact it often happens that the paths do not hesitate in
evolutionary changes, that there is no evidence of the usefulness of the device, that is, the time
and energy used do not always find a positive response.
The main limitation of this tool is experienced when the supervision becomes an extension of any
team meeting whose focus is once again the beneficiaries and not the operators in relation to them.
Supervision is not the supervision of the "operator dynamics". These dynamics obviously exist
but are also taken into consideration not "as such" but exclusively to the extent that they cross the
relationships of the operators with their users. Supervision thus understood differs from the many
possible forms of "group experiences" that can be activated for educational or therapeutic purposes. It is a supervision that concerns the "waste" of the relationship: by "waste" we mean
anything that, at the end of an exchange, poses a problem of "meaning" to the operator. Scraps
are brought to supervision not to be "liquidated" (with the risk of transforming supervision into a
substitute for confession, both religious and secular) but to be "worked" in the direction of a search
for meaning that is not only aware of psychic economy of the operator but also of the user involved at that moment in the relationship with him.
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CHAPTER 2: FOLLOW UP ON TRAINING
This chapter focuses on the follow-up of training initiatives. We will be referring to understandings and tools introduced in counselling zone 2: Training and therefore recommend that the reader
has completed this MOOC before reading this chapter.

1. CASE EXAMPLE: ELISA
We have built the chapter around the imaginative MNAR Elisa. Elisa was born in Syria but arrived
in Denmark as a refugee 2 years ago with her husband and to children of 3 and 5 years.
Since their arrival Elisa has been taking care of her children, making sure they have been enrolled
in the local kindergarten and have settled in alright. Elisa has also had the introductory course
“New in Denmark” facilitated by the local Jobcenter and has been following the mandatory Danish classes at the local language school and is half way through her formal Danish language
education. Elisas husband has found a job working at a warehousing company securing the family
one steady income and now the time has come for Elisa to find a job of her own. Elisa has no
formal work experience from her home country. She has a high school degree and worked in her
brother's café for 1 ½ years until she was married, got pregnant and became a stay at home mom.

2. SETTING INITIAL JOB GOALS
Together with her job counsellor at the local Jobcenter Elisa has been working on her ABC job
plan focusing on getting a job within hospitality (see counselling zone 2 for in depth explanation
of the job plan):
A: Receptionist
B: Waiter (untrained)
C: Housekeeping assistant
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Elisa and her job counselor also uses the road map (Vejviseren) for setting her first goal. The start
by focusing on her dream job as a receptionist. But due to the fact that Elisa has formal education
and limited work experience from her home country and the fact that ‘receptionist’ is a three year
vocational education in Denmark the decide to that this goal (mål) is further into the future. They
then talk discuss working as a waiter, but due to the fact that Elisa is still only half way through
her Danish education and the fact that she is a bit shy and has not been practiced her Danish
language skills outside of language school, the language requirement for working as a waiter
seems to be a bit too much for Elisa at this point in time.
Therefore they decide that Elisa will focus on getting her first job within the hospitality industry
in housekeeping, where the demand for Danish language skills are lower and where Elisa can
utilize her experience with cleaning, tidying and making beds from her everyday work as a stay
at home mom. After watching a video of housekeeping assignments at one of the larger hotel
chains, Elisa feels quite confident that she will be able handle a job as a housekeeping assistant.
Elisa and her job counselor also talk about housekeeping being Elisas first but not last job.
After a year or to working within housekeeping assistant, finishing her Danish classes and getting
more comfortable talking Danish (and a little English) she can then apply for a job as a unskilled
waiter or even look into the prerequisites for starting a vocational education to as become a receptionist and the options of becoming a receptionist trainee at the hotel where she has been
working as a housekeeping assistant.

3. SETTING TRAINING GOALS AND BECOMING A HOUSEKEEPING ASSISTANT
Elisa starts by applying for jobs as a housekeeping assistant but due to her lack of relevant working
experience and limited professional network within the industry she does not receive any call
backs. Therefore, Elisa and her job counselor decides that Elisa should start in an internship training for relevant hard and soft skills, that she has yet not been able to convince an employer that
she already has. They reach out to one of larger hotels in the city where the housekeeping manager
is willing to meet with Elisa to discuss the training purpose and time frame of the internship.
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At the meeting, after Elisa’s has presented herself and explained why she would like to train for
a position as a housekeeping assistant, her job counsellor asks the housekeeping manager to define
the hard and soft skills needed to qualify for the position as a housekeeping assistant as well as
the natural order in which these skills would be trained. The job counselor also asks the housekeeping manager if there would be an open position for Elisa if she acquires these skills during
the internship and the housekeeping manager confirms that they will be needing assistance and
that she would be able to offer Elisa a part time position if she reaches her training goals. Elisa
would be happy with a part time position, because that will leave time for her to continue har
Danish classes and still add to the family’s collective income.

4. HOW TO DEVELOP THE QUALIFICATION CARD67
The qualification card is an assessment and follow-up tool for assessing skills and qualifications
before, during and after an internship or other at-work training activity.
To follow up on the exact at-work training activity, it is important that the qualification-card is
specified to the job in question. If there is no qualification card specifically available already, it
is easy for the job counsellor to develop in cooperation with the closest supervisor. In the case
with Elisa, that would be the housekeeping manager. When developing the qualification card,
divide the card into two sections; 1) preliminary checklist for basic demands and conditions and
personal skills, and 2) practical skills. The first section refers to assessment of expectations at the
workplace and softer non job-specific skills, such as language, out-going personality etc. The
second section refers to job-specific skills, in the case of housekeeping this would be skills such
as making the bed, cleaning the bathroom etc.
The scale on which the skills are measured does not necessarily have to be numeric, but the highest point on the scale should indicate that the skill is completely achieved in line with what is
expected from a housekeeper.
It is always a good idea to assess the job posting when developing the qualification card, thus
those tend to include checklists on what points are wanted and expected for the position.

Follow-up on at-work training with the Qualification Card
It is highly beneficial to use the qualification card before the training activity, and for following
up during and after the training activity.
Before Elisa begins her internship at the hotel, she has an introductory meeting with her closest
supervisor at the hotel. The supervisor has printed out a copy of the qualification card with Elisas
name on. Together they go over the questions and put exes on the qualifications where they already know what Elisas skills are. They plan a follow up session three weeks into the internship,
to make sure that Elisa is progressing, and also knows where to focus her training.

67

Example available for download from the Assosiation New Dane website: https://www.foreningennydansker.dk/home/dokumenter/branchepakker/193-qualificationcard/file

149

After three weeks, the supervisor and Elisa assess the qualification card, first individually, and
then together. They agree that it is clear that Elisa has already bettered many of the practical skills
from when she started, and she almost makes the beds and cleans the rooms as fast as the regular
staff. Elisa thinks she is also improving her language skills, but both she and the supervisor agrees
that she still has a bit to go before she is completely “good to go” when it comes to talking and
understanding the guests and colleagues. The supervisor and Elisa agrees that Elisa should focus
on improving her language skills and her small talk with guests and colleagues until their next
follow up session in three weeks.
After the internship, Elisa and the supervisor have had 3 follow up sessions, all with a jump off
from the qualification cards. At the final follow up session, after the entire internship, they compare the first x’es they made, and are both happy to see that Elisa has improved many personal
and practical skills. Elisa still needs to work on her language skills, but she is offered the position
as a housekeeper at the hotel.

5. NOW IT’S YOUR TURN
Reflection exercise: Follow-up on and setting new training goals
Second goal: Plan for getting a position as a receptionist
Now that Elisa has achieved the necessary skills for housekeeping and is employed, new training
goals should be set, to keep progressing towards receptionists.
Imagine you are the profesional following up with Elisa after the training for the housekeeping.
-

What skills have Elisa learned throughout this internship, and what does she need to train
further?

-

What are the next training steps for Elisa?

Task: Draw a quick roadmap, with a “Start” and a “Goal”, the Goal being Receptionist, what
training activity would be on the road to becoming a receptionist? Plot them in on your drawing.
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CHAPTER 3: FOLLOW UP ON EMPLOYMENT

This chapter focuses on follow-up initiatives for employment. To understand the chapter, reference will be made to concepts and tools referred in Counselling Zone 3 (Employment), as well as
tools introduced in Counselling Zone 2 (Training).

1. CHECK OUT THE OBJECTIVES
In order to do a good follow-up with your user, first, you will have to agree on the objectives you
are pursuing in the field of employment. To consider these objectives, you can use the ABC model
(see Counselling Zone 2, Chapter 2 “What to train”), or the questions proposed in Counselling
Zone 3 (see Counselling Zone 3, 1.2 “Diagnostic and Evaluation Phase”). It is important that the
goals are realistic, achievable, and can be supported by the professional dealing with the MNAR.
If any of these premises are not met, then it is important that we redefine the objectives together
with the client, before continuing with the intervention.

2. FOLLOW-UP OF THE OBJECTIVES DURING THE PROCESS OF CAREER
GUIDANCE
The follow-up of the users begins from the moment they decide to achieve specific objectives.
This evaluation and monitoring of objectives will be made operational through the different activities that we will define together with the user (see example of Agreement in section 1.1. of the
Employment Counselling Zone: "Labour Orientation Phases: Reception phase of the MNAR").
You can establish a "check list" mechanism with the user to see if the proposed actions are being
carried out, as well as to evaluate the frequency and degree of compliance with the actions to
achieve the different objectives set. Look at the following example:
Rebeca is currently looking for a job. Her objective is "To find a job related to the sale of technological products and customer service". In order to achieve this objective, considering Rebeca's
previous experience, the employment counsellor agreed with Rebeca to carry out the following
actions:
•
•
•
•
•
•

Enrol in training courses to improve sales techniques.
Create a CV adapted to the demands of companies that sales IT products.
Create a standard letter of motivation that can be sent to the different companies that
commercialise technological products.
Create a profile to search for jobs through meta-search engines such as "InfoJobs" or
"LinkedIn".
Carry out simulations of "job interviews" with the employment counsellor.
Register in job offers for "Technology products sales" positions.

To assess the degree of compliance with the proposed actions, the counsellor can use a "check
list" like the one below:
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✓/ x

Actions

Comments:

Enrol in training courses to improve sales techniques.

Create a CV adapted to the demands of companies
that sales IT products.

Create a standard letter of motivation that can be sent
to the different companies that commercialise technological products.

Create a profile to search for jobs through metasearch engines such as "InfoJobs" or "LinkedIn".

Carry out simulations of "job interviews" with the employment counsellor.

Register in job offers for "Technology products sales"
positions.

…

It is important that this monitoring can be done on a weekly basis, so that the user can directly
observe their progress and be aware of it. Weekly monitoring together with the user can help to
motivate him/her to continue carrying out the actions that will allow the achievement of the expected results. It is important that the goals defined initially are not too complex or difficult to
achieve, so that the user has the feeling that he or she is meeting objectives and is not demotivated
in the long term. Remember that the situation of unemployment can sometimes be frustrating and
stressful; for this reason, it is important to motivate the user by using resources such as the one
presented above. On the other hand, it is important to mention that during the process of labour
orientation, events can occur that modify the objectives or possible actions proposed by the user
(For example, Rebeca may have received a new job opportunity that does not have to do with the
commercialisation of technological products; she may have discovered a new professional interest; or she may want to change actions due to her personal situation). All this must be considered,
and that is why it is important to carry out a joint follow-up of the actions and objectives proposed
within the labour intervention programme.
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3. FOLLOW UP AFTER FULFILLING THE LABOUR OBJECTIVE
The process of employment guidance does not end once the person has achieved his or her objective. We must carry out continuous monitoring to assess the degree of satisfaction of the user in
his or her employment situation. On many occasions, MNARs may be exposed to situations of
labour exploitation, low pay jobs, lack of rights as a worker, etc. The monitoring of the person in
their workplace is a fundamental task in order to know the working conditions, the relationship
with their colleagues in the workplace, and the satisfaction of the user. To carry out this monitoring, it is advisable to make use of evaluation techniques such as "semi-structured interviews"
through telematic follow-up. Some of the questions you can ask are the following:
•
•
•
•
•
•

Are you satisfied with your current job?
Do you think you have fulfilled the objective initially set out in the agreement?
What are your working conditions in the company?
What kind of contract have you signed?
Would you like to continue to be part of the employment programme despite having found
a job?
What would you like to change from your current job?

Finally, it is important to provide the user with an assessment questionnaire of the employment
programme. This evaluation will allow us to know the degree of satisfaction of the user with our
service as counsellors, as well as to improve future interventions that the following users will
attend. See an example of assessment questionnaire below:

4. QUESTIONNAIRE OF THE EMPLOYMENT SERVICES:

Sociodemographic data

Gender: ð Female ð Male ð Other
Age: ___
Nationality: ___________
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Evaluation:
Please, mark with an “X” the box you consider, being “1” = “Nothing” and “5” = “A lot”.

Has the career guidance service been helpful in achieving
your career goals?

Has the counsellor been helpful during the career guidance process?

Do you consider that you have the tools and resources
necessary to achieve your career objectives?

Does the career guidance team have the right equipment
to help you to achieving your career objectives?

Has the content worked on during the career guidance
process enabled you to achieve your career objectives?

…

Other comments:
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1

2

3

4

5

(Noth
ing)

(A
little)

(Normal)

(Qui (A
te a lot)
lot)

CHAPTER 4: FOLLOW UP ON SYNERGIES
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CHAPTER 5: FOLLOW UP ON SOCIAL PARTICIPATION

Social participation, as we have seen in counselling zone 4, is a process that covers different topics, closely related to the previous modules: Designing intervention, Training, Employment, and
Synergies of the social and labour inclusion. In this sense, through this last section, we intend to
offer general recommendations on "follow-up" that can favor any of these areas, and that will
consequently imply a promotion in the participation-processes of the MNAR. Thanks to the contents below, the reader will be provided with a global vision of recommendations, guides, and
tools, in order to facilitate monitoring processes of social participation from a general point of
view.

1. FOLLOW UP OR BENEFICIARY REASSESSMENT
Case management model
Case management is a model used for health-related fields, job counsellors, and many other professionals. Case management is a process to plan, seek, advocate for, and monitor services from
different social services or health care organizations in order to support a beneficiary. Well trained
professionals develop and improve supporting systems (including service delivery systems, resources, opportunities, and naturally occurring social supports) that advance the well-being of
individuals, families, and communities.

The Follow up
Follow-up or beneficiary reassessment is an essential part of the case management protocol. As
the term implies, follow-up means collecting information or data about beneficiaries or making
contact with them after the needs’ address provision has been concluded. 68 It is executed throughout the intervention stage and is crucial to determine whether goals have been met. Evaluations
and follow-ups can take the forms of a questionnaire, a one on one meeting where the social staff
can receive feedback from the beneficiary about the process, a goal attainment scale which the
beneficiary fills out, and many other ways. The hope is that the goals are met and the beneficiary
begins to feel better and takes steps to independently continue to work on the discussed issues
among the two parties. However, sometimes it is necessary to begin the assessment and implementation stages over if the beneficiary feels that specific issues were not adequately addressed. It
is vital to the process to ensure that long-term services provided to beneficiaries are appropriate,
effective, and timely managed in helping beneficiaries achieve their goals.

68

Seth Isaiah Rubin (2013), The Importance of Follow-Up, San Francisco https://sirseth.net/the-importance-of-follow-up/
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The outcomes
Furthermore, outcomes from follow-up and evaluations are used for practice standards, goal setting, risk management, and many other aspects in the field. Like other aspects of case management
practice, the beneficiary’s involvement in this process is essential. It recognizes and reorganizes
benefiary's strengths and needs, provides services appropriate to the current benefiary's circumstances, prepares the beneficiary, other family system members, and service providers for
transitions when services are discontinued or transferred etc. The caseworker reaches out to the
beneficiary to make sure they are still following their goals, using their skills, ensuring they are
doing well, if their needs are being met or if there are any updates on that matter. At a minimum,
caseworkers must follow-up and have contact with their benefiaries on a monthly basis. Contact
can occur in face-to-face and non-face to face formats, with at least one face to face each month
for most beneficiaries. In addition, a more extensive follow-up must occur, via face-to-face every
six (6) months.

Information
The information must be collected and recorded for each beneficiary. Also, case notes, care plans,
and referral tabs must be updated. A beneficiary’s Case Action Plan will be updated at each visit,
as goals are accomplished and new ones established. The follow up may not always be possible
due to different situations such as death, relocation, and change in contact information, etc. In this
case, the actions made by the caseworker must also be included in the file of the beneficiary.

Purpose
The purpose of the follow-up is to:
▪

Ensure adequate support for optimal outcomes and implementation of the plan.

▪

Ensure that beneficiaries have services, referrals and linkage to meet their needs.

▪

Assess regularly the beneficiary’s level of functioning to ensure enrollment in the correct level of care.

▪

Keep the beneficiary motivated in their overall care.

▪

Ensure that the care plan remains relevant and appropriate to the beneficiary’s changing
needs or situations, and monitor the step-by-step completion of the goals outlined in the
Plan.

▪

Update key beneficiary information and ensure that the beneficiary still meets the eligibility criteria for services.

▪

Ensure coordinated care with system providers.

▪

Reduce duplication of services.

▪

Maintain accurate records for reporting.

157

▪

Support and show that there is still a way of communication even at the completion of a
process, so that the beneficiary will know that there is someone that can still support
and help in case of a need that might occur and he/ she cannot address that by him/herself only.

Timeplan
Follow-up varies according to the case and the demand(s). It usually begins when the basic
claim(s) is (are) accomplished. It refers to the period when the beneficiary becomes independent
through an assessment of the taken actions and the results of the professional relationship. The
professional should "educate" the person on how to manage and satisfy their needs as well as how
to cope with any relationship (interpersonal-professional etc.) The progress depends a lot on the
degree of confidence and trust developed in the beneficiary- social scientist's relationship. It also
depends on the preparation by the professional for the "separation" stage69. Specifically, a case
manager should make follow up with each case at a specific already decided period of time. This
might differ, but in many cases, it can be as follows: after 1 month; after 3 months; after 6 months;
after 9 months; after 12 months.

On occasions, when there is a need for an extension, one can add one more period (e.g., after 3
more months). Usually, every trimester might have a different objective, resulting in different
management needs. Irrespective of new claims, during the two first trimesters, the case manager
aims at ensuring smooth acceptance of the new situation and an adequate adaptation. The next
two trimesters are characterized by sporadic communication, aiming at clarifying the wellbeing
of the beneficiary, staying discretely supportive if necessary.

Result and progress
Effective follow-up is divided into two (2) categories. The first refers to follow up on the beneficiary regarding monitoring each beneficiary's needs, and the other one refers to follow up as
organized contact with the beneficiary to make sure that the goals made are being followed.

The progress of the beneficiary can be divided in three (3) stages: upward; stable; relapse. The
relapse is referred to, when a beneficiary seems to return to his previous condition. For example,

69

Manual on Case Management Action Plan, PRAKSIS (Deliverable of the Project by the Community Initiative
EQUAL, Axis 5: “Asylum Seekers”, Module 5.1: “Asylum Seekers’ Social and Occupational Integration Support” and
co-funded by the European Community Fund and the Ministry of Employment and Social Protection, via the D.P. “Ithaca”; PRAKSIS was a partner at the project).
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a beneficiary trained in searching for work through job counseling relapses when during the follow-up expects the professional to show him/her again how to find a job70.

The actions taken vary according to the demand or his situation at the moment. An action may
refer to a session, a phone-call, providing information, accompany, cooperation-reference, etc.
The result might be either via comments-description and/ or via a sum of sessions71.

The professional should pay attention to the appreciation of the follow-up objectives. The beneficiary might not stop bringing in new demands. It is not rare to experience him/her as particularly
vulnerable as a defensive mechanism due to the professional separation72.

Every claim and each reaction of the beneficiary are recommended to be exploited as an opportunity to prepare the beneficiary for his/ her independence. For example, we are not interested
here in just educating the person to resolve the conflicts in his/her working environment, but our
main objective is to reveal reasons why he did not utilize the knowledge he/she has acquired
during the main phase of his relationship with the professional.

Monitoring
To ensure effective service delivery, the case manager must monitor the basic functions discussed
so far (assessment, planning, and intervention). The planning phase is an important time for the
case manager to identify the indicators that will monitor the benefiacy’s progress in achieving the
goals outlined in a decided plan. As part of monitoring, the case manager must also review others'
progress in the implementation of service delivery, such as social and professional network members. The professional needs to determine whether services have been delivered to beneficiaries
in an appropriate and timely manner. When the monitoring function of case management is carried out, the following should be tracked:
▪

Whether the plan is being implemented in an appropriate and timely manner

▪

How the beneficiary is doing in meeting goals and objectives identified in the plan

70

Manual on Case Management Action Plan, PRAKSIS (Deliverable of the Project by the Community Initiative
EQUAL, Axis 5: “Asylum Seekers”, Module 5.1: “Asylum Seekers’ Social and Occupational Integration Support” and
co-funded by the European Community Fund and the Ministry of Employment and Social Protection, via the D.P. “Ithaca”; PRAKSIS was a partner at the project).
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Manual on Case Management Action Plan, PRAKSIS (Deliverable of the Project by the Community Initiative
EQUAL, Axis 5: “Asylum Seekers”, Module 5.1: “Asylum Seekers’ Social and Occupational Integration Support” and
co-funded by the European Community Fund and the Ministry of Employment and Social Protection, via the D.P. “Ithaca”; PRAKSIS was a partner at the project).
72

Manual on Case Management Action Plan, PRAKSIS (Deliverable of the Project by the Community Initiative
EQUAL, Axis 5: “Asylum Seekers”, Module 5.1: “Asylum Seekers’ Social and Occupational Integration Support” and
co-funded by the European Community Fund and the Ministry of Employment and Social Protection, via the D.P. “Ithaca”; PRAKSIS was a partner at the project).
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▪

What services have been provided to the beneficiary and how the services have been
delivered in order to address their needs (this tracking should allow for revision and redirection to improve the helping process)

▪

The service outcomes (these results, tracked over time, may show a need to revise the
plan)

▪

Additional needs, which, if identified, will require changes within the plan73 .

Disengagement
The procedure of disengagement goes step-by-step and should be accomplished in a balanced
way. Every depending relationship should be avoided. At this stage, the professional appreciates
the beneficiary's acquired ability to respond to his/her needs practically and effectively with little
or no guidance or support74.

2. NOW IT’S YOUR TURN: FOLLOW-UP IMPLEMENTATION EXERCISE
Follow-up questions that may be used during the follow-up session. These questions are an example:
Mood check

•

How are you doing? It has been a month since we had our last meeting. Are things
working out well?

Review the last session goals and how had the beneficiary responded
•

In our last session, we have talked about setting some goals regarding finding a job. Are
there any news on that? Have you used any tools you have learned?

Current or future expectation/situations
•

So, currently, have you made any progress regarding the issue or the goal you have set?

73

Department of Migration and Refugee Services (2011) , Case Management Manual-The Application of Social
Work Principles, Ethics, and the
Case Management Approach in Service Delivery to Refugees, Washington, DC https://www.ritaresources.org/wpcontent/uploads/2018/04/USCCB-RMS-Refugee-Resettlement-Case-Management-Manual.pdf
74

Manual on Case Management Action Plan, PRAKSIS (Deliverable of the Project by the Community Initiative
EQUAL, Axis 5: “Asylum Seekers”, Module 5.1: “Asylum Seekers’ Social and Occupational Integration Support” and
co-funded by the European Community Fund and the Ministry of Employment and Social Protection, via the D.P. “Ithaca”; PRAKSIS was a partner at the project).
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•

Have you thought about this problem you are facing and ways to solve it?

•

Is there anything you can think of that might get in a way for you to accomplish your goal
until our next meeting? And if there are, please tell me so we can see together how I may
be of help?

•

Would you like us to elabourate?

It is particularly important for the follow-up sessions to have a plan of the follow-up procedure
that identifies the areas of focus based on the beneficiary's needs. Both parties should reach an
agreement, and the caseworker must follow the beneficiary's lead as the beneficiary is the one
who decides what he/she needs.
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SELF ASSESMENT TEST
QUESTIONS
Question for chapter 1:
What is the supervision

Question for chapter 2:
When developing the qualification card for following up on training activities, it is recommended
to divide the card into two sections. What should the two sections include?

Question for chapter 3:
When you are carrying out a career guidance process, please, mention the key elements to focus
on, in order to follow up during the intervention.

Question for chapter 4:
Synergies for Social and Labour inclusion

Question for chapter 5:
In your opinion, why the follow up process is important in the case management procedure?

162

ANSWERS
Answer 1:
Is a tool for preventing burnout of operators and improving services. It is a real monitoring,
through a series of meetings in the presence of a supervisor, both of group work and of the performance of the individual, with respect to the ability to welcome, collabourate and manage
stress factors.
Answer 2:
When developing the qualification card, divide the card into two sections; 1) preliminary checklist for basic demands and conditions and personal skills, and 2) practical skills.
The first section refers to assessment of expectations at the workplace and softer non job-specific skills, such as language, out-going personality etc. The second section refers to jobspecific skills, in the case of housekeeping this would be skills such as making the bed, cleaning
the bathroom etc.
Answer 3:
It is important to focus on the objectives in the first place. The employment objectives of the
MNAR may change throughout the intervention process. This is important, as the monitoring and
- consequently - the intervention will be adapted based on the new objectives or changes during
the job search process. In order to check whether the objectives have been achieved, it is important
to transform them into operational activities. You can check that the proposed activities have been
carried out by using tools such as the "check list": in this way you can evaluate the frequency or
the degree of compliance of the actions proposed.

Answer 4:

Answer 5:
Follow-up or beneficiary reassessment is an essential part of the case management protocol. As
the term implies, follow-up means collecting information or data about beneficiaries or making
contact with them after the needs’ address provision has been concluded. Evaluations and followups can take the forms of a questionnaire, a one on one meeting where the social staff can receive
feedback from the beneficiary about the process, a goal attainment scale which the beneficiary
fills out, and many other ways. The hope is that the goals are met and the beneficiary begins to
feel better and takes steps to independently continue to work on the discussed issues among the
two parties. It is vital to the process to ensure that long-term services provided to beneficiaries
are appropriate, effective, and timely managed in helping beneficiaries achieve their goals. Furthermore, outcomes from follow-up and evaluations are used for practice standards, goal setting,
risk management, and many other aspects in the field. Like other aspects of case management
practice, the beneficiary’s involvement in this process is essential
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