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1.1.1.1. IntroductionIntroductionIntroductionIntroduction

The rapid changes on labor
employments requests, ageing population 
and current crises are some of the causes 
that make it necessary to use all available 
knowledge, skills and competencies 
irrespective of where and how they have 
been acquired, and apply it to the job 
developed.  

NewDeal project is focus on retail sector,
a global important sector, which
countries involved on the project mean
percentage of the Gross Domestic 
being around 32% in Lithuania, 24% in 
Spain, 21.50% in France, 20%
Kingdom or 11.5% in Romania. 

In terms of employed people
are in consonance with the described 
above, 13.60% of employed people in 
Romania work in this sector, 12
Lithuania, 10.65% in Spain
United Kingdom and 7.48% in France.

Considering the importance of this se
in our economy, the qualification of 
Human Resources is indeed relevant, even 
more nowadays when the economical crisis 
is beating all the sectors and effecting 
much more trade sector and domestic 
consumption. 

In this way works NewDeal Project
focusing on retail sector, aims 
technological tool able to personalize and 
formalize for each new employee
paths of learning in the workplace
professional development, necessary to 
attain the competences typical of the job 
profile.   

In other words, the technological tool 
define in formal and structured terms, the 
paths of on the job training that the new 
employee has to follow inside the 
enterprise to play the professional role to 
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labor market, new 
ageing population 

are some of the causes 
make it necessary to use all available 

knowledge, skills and competencies 
irrespective of where and how they have 

, and apply it to the job 

n retail sector, 
sector, which in the 

countries involved on the project means a 
omestic Product, 

32% in Lithuania, 24% in 
20% in United 

Romania.  

of employed people, the results 
ce with the described 

60% of employed people in 
in this sector, 12.77% in 
65% in Spain, 10.50% in 

48% in France. 

Considering the importance of this sector 
in our economy, the qualification of 

indeed relevant, even 
more nowadays when the economical crisis 
is beating all the sectors and effecting 
much more trade sector and domestic 

NewDeal Project, 
aims to define a 

able to personalize and 
new employee the 

learning in the workplace and of 
professional development, necessary to 
attain the competences typical of the job 

In other words, the technological tool will 
define in formal and structured terms, the 
paths of on the job training that the new 
employee has to follow inside the 
enterprise to play the professional role to 

which he/she has been assigned.
the assumption of the project is that the 
enterprise and work are
environment, which need to be valorised, 
through the formalization and structuring 
of paths of progressive acquisition of 
competences. 

The interest in validation can be seen as 
closely linked to efforts to create more 
flexible qualification systems 
possible for individuals to build learning 
careers stretching ‘from cradle to grave’. 
Validation of non-formal and informal 
learning is a centerpiece of lifelong 
learning, becoming a priority for national 
and European vocational education and 
training (VET) policies in the last decade.  

More and more European countries focus 
on learning outcomes, regardless of where, 
when and how these have been acquired, 
when devising qualificatio
countries already have well
systems for validation of non
informal learning. Others have recently 
introduced appropriate measures, or are in 
the process of doing so.  

However, before starting
computer tool, it is necessary analyze 
which the situation is concerning 
education, validation of competences on 
the countries involved on the project. As 
well as, take in consideration practices 
done by relevant companies on retail 
sector or developed by other institutio
for the training of new employees and the 
accreditation of competences of workers. 

The objective of this report is to collect, 
analyze, summarize and publish best 
practices in retail in EU m
general and on the partners participants 
countries in particular. This document is a 
collection of national education systems, 

which he/she has been assigned. In fact, 
mption of the project is that the 

are key learning 
environment, which need to be valorised, 
through the formalization and structuring 
of paths of progressive acquisition of 

The interest in validation can be seen as 
linked to efforts to create more 

flexible qualification systems – making it 
possible for individuals to build learning 
careers stretching ‘from cradle to grave’. 

formal and informal 
learning is a centerpiece of lifelong 

a priority for national 
and European vocational education and 
training (VET) policies in the last decade.   

More and more European countries focus 
on learning outcomes, regardless of where, 
when and how these have been acquired, 
when devising qualifications. Some 
countries already have well-established 
systems for validation of non-formal and 
informal learning. Others have recently 
introduced appropriate measures, or are in 

starting to develop this 
t is necessary analyze 

which the situation is concerning 
education, validation of competences on 
the countries involved on the project. As 
well as, take in consideration practices 
done by relevant companies on retail 

or developed by other institutions, 
for the training of new employees and the 
accreditation of competences of workers.  

The objective of this report is to collect, 
analyze, summarize and publish best 

member states in 
general and on the partners participants 

. This document is a 
education systems, 



 

 
 

best practices and aims to present the 
results of the study undertaken by 
different retailers, representing a wide 
range of product categories. 

The Best Practices has been 
purpose to create a pool of meanings, 
methods and tools, for 
commodities. In this way, 
project phases professional profiles will 
described, modular programs 
defined competences will be defined, and
methods for skill assessment 
described, all of which are useful for 

 
In order to explain with more figures the 
importance of sales sector and the 
qualification of its employees, it is 
possible to analyze the table below from 
CEDEFP, where we can see that “
 
 

Analysis of 
Country 
Reports: 
common 
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ELABORATION
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best practices and aims to present the 
results of the study undertaken by 
different retailers, representing a wide 

roduct categories.  

has been selected on 
to create a pool of meanings, 

for developing 
In this way, on the next 
professional profiles will be 

described, modular programs for achieving 
will be defined, and 

skill assessment will be 
all of which are useful for 

organizations in managing 
career. 

Therefore, the aim of sharing best 
practices will result in defining a 
conceptual framework for 
implementation of the process of 
developing skills within the company

This report is in fact a compilation of 
National Reports done in each partner 
country, but adds also a review of the Best 
Practice selected and a categorization of 
them in order to facilitate the work to 
develop during the next project phases. 

In order to explain with more figures the 
importance of sales sector and the 
qualification of its employees, it is 
possible to analyze the table below from 
CEDEFP, where we can see that “Sales and 

services elementary occupations
offer in 2020 7.2 millions of job 
opportunities, where 53.9 % will need a 
medium qualification.   
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Top five occupations most in demand up to 2020, EU_27+ 

ISCO occupation Expansion 
demand

Other associate 
professionals  2.9

Sales and services 
elementary 
occupations  

1.0

Personal and 
protective services 
workers  

0.5

Other professionals  2.0

Corporate managers  1.0

Source: Cedefop.1 

 

                                                
1 Future skills supply and demand in Europe
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Top five occupations most in demand up to 2020, EU_27+ (millions) 

Expansion 
demand 

Replacement 
demand 

Total job 
opportunities 

Share of qualification (%)

High 

2.9 5.8 8.7 44.9 

1.0 6.2 7.2 11.1 

0.5 5.6 6.1 17.9 

2.0 4.0 6.0 77.8 

1.0 4.1 5.1 62.2 

         
Future skills supply and demand in Europe, Forecast 2012. CEDEFOP 

Share of qualification (%) 

Medium Low 

48.0 7.1 

53.9 35.1 

61.8 20.3 

19.9 2.4 

31.8 5.9 



 

 
 

Encouragingly, despite economic setbacks 
and general gloom, European demand for 
labour is expected to increase in the years 
up to 2020. Europe will generate new jobs, 
although not as many as hoped before the 
2008 financial crisis. However the real 
driver of job opportunities in the coming 
years up to 2020 is replacement demand. 
As the post-war baby boom generation 
retires there will be job openings in all 
sectors and for all types of occupations. 
But the jobs they leave for the next 
generation will be different. Jobs are 
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up to 2020. Europe will generate new jobs, 
although not as many as hoped before the 
2008 financial crisis. However the real 

f job opportunities in the coming 
years up to 2020 is replacement demand. 

war baby boom generation 
retires there will be job openings in all 
sectors and for all types of occupations.  
But the jobs they leave for the next 

erent. Jobs are 

changing in terms of sectors, occupations 
and qualification levels.  
The long-term trend in the shift away from 
the primary and manufacturing sectors 
towards services, which will be the main 
area of job growth, will continue. Although 
they remain important sources of jobs, 
some skilled occupations requiring 
medium-level qualifications, are, in terms 
of employment share, in decline across all 
sectors. 

changing in terms of sectors, occupations 
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2.2.2.2. Definition of new employeeDefinition of new employeeDefinition of new employeeDefinition of new employee

FRANCE When a company is recruiting a candidate for a position, the candidate is a NEW 
EMPLOYEE since he signs his labour contract to the end of the trial 
1 month for a
manager. Labour literature calls "JUNIOR", a new employee from the end of trial period 
to 3 years on the position. LEBOTERF says a New employee is a person who has to 
familiarize with the job (
internal rules), he explains that the context of the job is essential to explain the 
success or failure on the position.

ITALY For the purpose of this project, a “new employee” can belong to 
- A young person (18 
a causa mista” (literally “mixed
training; for example, apprenticeship contracts are included in this cate
some training is implied in the training
not an employment contract; for example the so
is a type of internship).

- An individual (young or adult) joining a company with
(either permanent or temporary), who does not yet possess the specific skills or 
expertise of the job for which they are applying.

- An individual (young person or adult) already working in a given position, for whom 
the company wants
higher than his/her current position  (for example, a salesperson who becomes a 
department manager).

LITHUANIA New employee is a person, who has knowledge and skills in a certain professional area 
and seeks to employ (has employed) it in a new company/organization. 
Adaptation and integration processes are required to support a new employee for the 
introduction to 

SPAIN New employee is the person who start to develop a new professional activity, either 
because is the first time who is joining in a company or because is changing function, 
responsibilities or position inside the company where ha
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Definition of new employeeDefinition of new employeeDefinition of new employeeDefinition of new employee    

When a company is recruiting a candidate for a position, the candidate is a NEW 
EMPLOYEE since he signs his labour contract to the end of the trial 
1 month for an employee extensible 2 month, 3 month extensible 6 month for a 
manager. Labour literature calls "JUNIOR", a new employee from the end of trial period 
to 3 years on the position. LEBOTERF says a New employee is a person who has to 
familiarize with the job (activities, process), the culture of the company (management, 
internal rules), he explains that the context of the job is essential to explain the 
success or failure on the position. 

For the purpose of this project, a “new employee” can belong to 
A young person (18 - 29 years old) joining a company through a so
a causa mista” (literally “mixed-type contract”). This contract implies some 
training; for example, apprenticeship contracts are included in this cate
some training is implied in the training-on-the-job programme framework (which is 
not an employment contract; for example the so-called “tirocinio formativo”, which 
is a type of internship). 
An individual (young or adult) joining a company with 
(either permanent or temporary), who does not yet possess the specific skills or 
expertise of the job for which they are applying. 
An individual (young person or adult) already working in a given position, for whom 
the company wants to develop a career path, to prepare him/her for a position 
higher than his/her current position  (for example, a salesperson who becomes a 
department manager). 

New employee is a person, who has knowledge and skills in a certain professional area 
and seeks to employ (has employed) it in a new company/organization. 
Adaptation and integration processes are required to support a new employee for the 
introduction to the new job position. 
New employee is the person who start to develop a new professional activity, either 
because is the first time who is joining in a company or because is changing function, 
responsibilities or position inside the company where has been working. 

When a company is recruiting a candidate for a position, the candidate is a NEW 
EMPLOYEE since he signs his labour contract to the end of the trial period that could be 

employee extensible 2 month, 3 month extensible 6 month for a 
manager. Labour literature calls "JUNIOR", a new employee from the end of trial period 
to 3 years on the position. LEBOTERF says a New employee is a person who has to 

activities, process), the culture of the company (management, 
internal rules), he explains that the context of the job is essential to explain the 

For the purpose of this project, a “new employee” can belong to one of the following: 
29 years old) joining a company through a so-called “contratto 

type contract”). This contract implies some 
training; for example, apprenticeship contracts are included in this category.  Also 

job programme framework (which is 
called “tirocinio formativo”, which 

 an employment contract 
(either permanent or temporary), who does not yet possess the specific skills or 

An individual (young person or adult) already working in a given position, for whom 
to develop a career path, to prepare him/her for a position 

higher than his/her current position  (for example, a salesperson who becomes a 

New employee is a person, who has knowledge and skills in a certain professional area 
and seeks to employ (has employed) it in a new company/organization.  
Adaptation and integration processes are required to support a new employee for the 

New employee is the person who start to develop a new professional activity, either 
because is the first time who is joining in a company or because is changing function, 

s been working.  



 

 
 

UNITED 
KINGDOM 

On the retail sector, new employees need to be:
- A good communicator  
- Able to get on well with people
- Able to work a
- Friendly, polite and helpful 
- Confident and tactful 
- Energetic 
- Reliable and responsible 
- Honest.

Good customer care skills are essential when applying for a job as a sales assistant.
It is helpful if the new employee already has some experience of working with the 
public. 
Good literacy and numeracy skills are also useful, for example for when 
Many stores employ temporary /part
this can be a good way of getting experience that can lead to a permanent job.
New employees may also be able to start this career through an Apprenticeship s
(Adapted from Source
https://nationalcareersservice.direct.gov.uk/advice/planning/jobprofiles/Pages/salesa
ssistant.aspx ) 
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On the retail sector, new employees need to be: 
A good communicator   
Able to get on well with people 
Able to work as part of a team 
Friendly, polite and helpful  
Confident and tactful  
Energetic  
Reliable and responsible  
Honest. 

Good customer care skills are essential when applying for a job as a sales assistant.
It is helpful if the new employee already has some experience of working with the 

Good literacy and numeracy skills are also useful, for example for when 
Many stores employ temporary /part-time staff at busy times such as Christmas, and 
this can be a good way of getting experience that can lead to a permanent job.
New employees may also be able to start this career through an Apprenticeship s
(Adapted from Source  
https://nationalcareersservice.direct.gov.uk/advice/planning/jobprofiles/Pages/salesa 

Good customer care skills are essential when applying for a job as a sales assistant. 
It is helpful if the new employee already has some experience of working with the 

Good literacy and numeracy skills are also useful, for example for when handling cash. 
time staff at busy times such as Christmas, and 

this can be a good way of getting experience that can lead to a permanent job. 
New employees may also be able to start this career through an Apprenticeship scheme. 

https://nationalcareersservice.direct.gov.uk/advice/planning/jobprofiles/Pages/salesa



 

 
 

3.3.3.3. Educational and Educational and Educational and Educational and 

participants’ countriesparticipants’ countriesparticipants’ countriesparticipants’ countries
In this chapter a briefly description of
national system structure 
including also the actual situation in each 
country involved on the project 
validation of non formal and informal 
learning and ECVET system.  
The principal aim of this analysis is to
offer a comparison of the different 
educational realities in order to plan the 
next steps of NewDeal Project

FRANCE (FR) 

French education system has 4 main 
qualification categories: 

M School and university qualifications 
(State Education, University with 
the LMD syst
(bachelor’s/master’s degree and 
doctorate) 

M Ministry of Labour certificates 
(vocational qualifications)

M State qualifications from the social 
services (Ministry of Health and 
Social Affairs, Ministry of Youth 
and Sports) 

M Certificates that are recognised 
a specific work sector

Levels of qualification 
The system is organised into different 
levels: 

- 6 (no qualifications) 
- 5 (CAP/BEP - 

training/vocational studies 
certificate)  

- 4 (Baccalaureate and up to 2
year undergraduate) 

- 3 (Bachelor’s degree) 
- 2 (Master’s degree) 
- 1 (Doctorate and Grande Ecole 

engineer) 
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Educational and Educational and Educational and Educational and Training STraining STraining STraining System in ystem in ystem in ystem in 

participants’ countriesparticipants’ countriesparticipants’ countriesparticipants’ countries    
description of 

structure is done, 
the actual situation in each 

involved on the project related to 
validation of non formal and informal 

 
The principal aim of this analysis is to 

the different 
realities in order to plan the 

of NewDeal Project.  

education system has 4 main 

School and university qualifications 
(State Education, University with 
the LMD system 
(bachelor’s/master’s degree and 

Ministry of Labour certificates 
(vocational qualifications) 
State qualifications from the social 
services (Ministry of Health and 
Social Affairs, Ministry of Youth 

ertificates that are recognised in 
a specific work sector (PQC) 

The system is organised into different 

6 (no qualifications)  
 professional 

training/vocational studies 

4 (Baccalaureate and up to 2nd 
year undergraduate)  
3 (Bachelor’s degree)  
2 (Master’s degree)  
1 (Doctorate and Grande Ecole 

All certificates and qualifications are listed 
by level in the RNCP (national directory of 
professional qualifications).
Access to certification 
Initial training, work-
lifelong continuous and vocational 
training, validation of experience.
We can distinguish between two main 
training categories 

- “Work-based” training which does 
not lead to a qualification but to a 
professional certificate. 

- Qualifying training 
qualification. This can be on
training or distance training.

 
Training organisations 
There are two categories of training 
organisation: private and public.  For 
initial training, organisations receive State 
Education approval for teachers (from 
primary school to high school/sixth form).  
Beyond that, both public and private 
training organisations share methods of 
funding according to cert
requirements (Ministry of Research or 
OPCA). 
Employers’ viewpoint 
All employers recognise all 
qualifications, but each has 
opinion as to individuals’ 
on completion of these training courses.
Thus, qualifications are too 
while vocational certificates are more 
professionally oriented but are less 
generally recognised. 
In some professions which defend State 
qualifications, only these are recognised 
by employers (par ex. CAFDES /Masters in 
hospital management) 

ystem in ystem in ystem in ystem in 

All certificates and qualifications are listed 
by level in the RNCP (national directory of 
professional qualifications). 

-based training, 
lifelong continuous and vocational 
training, validation of experience. 
We can distinguish between two main 

training which does 
not lead to a qualification but to a 
professional certificate.  
Qualifying training leading to a 

This can be on-site 
training or distance training. 

There are two categories of training 
private and public.  For 

initial training, organisations receive State 
Education approval for teachers (from 
primary school to high school/sixth form).  
Beyond that, both public and private 
training organisations share methods of 
funding according to certification access 
requirements (Ministry of Research or 

All employers recognise all these 
qualifications, but each has its own 

 true competence 
on completion of these training courses. 

ns are too “theoretical”, 
while vocational certificates are more 
professionally oriented but are less 

In some professions which defend State 
qualifications, only these are recognised 
by employers (par ex. CAFDES /Masters in 



 

 
 

PQC training courses are much more task
and work-oriented and less theoretical 
than the vocational certificates.

 

 

ITALY (IT) 

Educational system 
Education in Italy is state-controlled and 
all schools, both public and private, are 
subject to comply with the curricula and 
teaching methods laid down by the 
Ministry of Public Education (Ministero 
della Pubblica Istruzione). Education is 
compulsory and free of charge for all 
children between the ages of 6 and 14 and 
is segmented into 5 classes at elementary 
level and 3 classes at lower secondary 
level (middle school). Italy, in terms of 
both compulsory and higher education, is 
currently undergoing a period of transition 
through which the basic struc
state system, as a whole, is being 
overhauled. These changes are designed 
not only to bring Italian education in line 
with the rest of the European Union but 
also create a more flexible system, which 
better and more broadly educates those 
choosing to study in Italy.  
The Italian Education system is divided 
into five stages: 

M Infant School or Nursery School 
(scuola per l'infanzia) not 
compulsory (for children from 3 to 
5 years old) 

M Primary School (scuola 
primaria/elementare) compulsory 
(for children from 6 to 10 years 
old) 

M First Level Secondary School or 
Lower Secondary School (scuola 
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PQC training courses are much more task- 
oriented and less theoretical 

than the vocational certificates. 

controlled and 
schools, both public and private, are 

subject to comply with the curricula and 
teaching methods laid down by the 
Ministry of Public Education (Ministero 
della Pubblica Istruzione). Education is 
compulsory and free of charge for all 

es of 6 and 14 and 
is segmented into 5 classes at elementary 
level and 3 classes at lower secondary 

Italy, in terms of 
both compulsory and higher education, is 
currently undergoing a period of transition 
through which the basic structure of the 
state system, as a whole, is being 
overhauled. These changes are designed 
not only to bring Italian education in line 
with the rest of the European Union but 
also create a more flexible system, which 
better and more broadly educates those 

The Italian Education system is divided 

Infant School or Nursery School 
(scuola per l'infanzia) not 
compulsory (for children from 3 to 

Primary School (scuola 
primaria/elementare) compulsory 

en from 6 to 10 years 

First Level Secondary School or 
Lower Secondary School (scuola 

media) compulsory (for children 
from 11 to 14 years old)

M High School or Upper Secondary 
School (scuola superiore) 
compulsory up to 16 (for pupils 
from the age 14 onwa

M University (università
compulsory. 

In general, in Italy school year runs from 
mid-September to mid-June but there can 
be some variations from region to region.
VET & COMPETENCE RECOGNITI
In 2001 the Department for Work 
(Ministero del Lavoro) 
procedure for the launch of a National 
Competence Certification System.
In 2006/7 some of the Regions in Italy 
tested out the Citizen’s Training Booklet 
(Libretto Formativo del Cittadino) which 
acts as a register for 
competences acquired in for
informal training programs.
The 174/2001 decree of the Department 
for Work defined the procedure for the 
launch of a National Competence 
Certification System in vocational 
education to guarantee transparency in 
training programs and to allow the tr
between different education systems.
Certification of entrance credits: allows 
the learner to be exempt from attending 
certain sections of the program.
 Competence Certificate or Competence 
Portfolio: contains the description of the 
completed training program.

media) compulsory (for children 
from 11 to 14 years old) 
High School or Upper Secondary 
School (scuola superiore) 
compulsory up to 16 (for pupils 
from the age 14 onwards) 
University (università) not 

In general, in Italy school year runs from 
June but there can 

be some variations from region to region. 
COMPETENCE RECOGNITION 

In 2001 the Department for Work 
(Ministero del Lavoro) defined the 
procedure for the launch of a National 
Competence Certification System. 
In 2006/7 some of the Regions in Italy 
tested out the Citizen’s Training Booklet 
(Libretto Formativo del Cittadino) which 
acts as a register for 

acquired in formal and 
informal training programs. 
The 174/2001 decree of the Department 
for Work defined the procedure for the 
launch of a National Competence 
Certification System in vocational 
education to guarantee transparency in 
training programs and to allow the transfer 
between different education systems. 
Certification of entrance credits: allows 
the learner to be exempt from attending 
certain sections of the program. 
Competence Certificate or Competence 
Portfolio: contains the description of the 

training program.  It is released 



 

 
 

at the end of the training program and also 
in the case of abandonment, to promote 
the transfer from scholastic programs 
(education) to training programs 
(vocational education) and vice versa.
 The Competence Recognition 
System takes place on the basis of 
the Collection of professional and training 
profiles  declined for competences/skills 
and activities/actions . A final exam which 
will allow for validation is expected.
The objectives are: 

M To validate the experience 
acquired in informal contexts in 
function with the acquisition of 
formal titles (qualification 
acquisition or reintegration of 
formal programs) 

 

 

LITHUANIA (LT) 

Lithuania education system has twelve 
years of comprehensive education, 
vocational education and three cycles of 
higher education. 
M Pre-school education

for children from three to six years 
of age. It is optional and is 
available upon parents
Pre-school education is provided 
both by public and private day 
nurseries, kindergartens, and 
schools-kindergartens.

M Pre-primary education
for six-year olds, or earlier (but 
not earlier than five years) and it 
is also optional. 

M Primary education 
and is provided from seven years 
of age or earlier. The program 
takes four years. 
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at the end of the training program and also 
in the case of abandonment, to promote 
the transfer from scholastic programs 
(education) to training programs 
(vocational education) and vice versa. 
The Competence Recognition 

takes place on the basis of 
Collection of professional and training 

declined for competences/skills 
and activities/actions . A final exam which 
will allow for validation is expected. 

To validate the experience 
ed in informal contexts in 

function with the acquisition of 
formal titles (qualification 

reintegration of 

M To re-orient and re
individuals 

M To promote professional mobility 
in companies  

M To improve the relationship 
between job offer and demand

M To create personalized insertion or 
outplacement programs

The function of the certification of 
competences acquired in informal contexts 
is performed by the Regions that 
autonomously regulate the activation 
procedures. Currently, Four Italian Regions 
have activated the competence 
recognition process. 
The entrance credit certification
the Competence Certification
by training and development agencies.

Lithuania education system has twelve 
years of comprehensive education, 
vocational education and three cycles of 

school education, is offered 
from three to six years 

optional and is 
available upon parents’ request. 

school education is provided 
both by public and private day 
nurseries, kindergartens, and 

kindergartens. 
education is provided 

year olds, or earlier (but 
not earlier than five years) and it 

 is compulsory 
and is provided from seven years 
of age or earlier. The program 

M Basic education is compulsory and 
it takes six years until 16 year old. 
It is provided at basic schools, 
secondary schools, youth schools, 
vocational schools and 
gymnasiums. 
Basic education may be followed 
by further studies in secondary or 
vocational schools. It is also 
possible to follow secondary 
education program in conjunction 
with vocational training program 
thus acquiring the first 
professional qualification.

M Secondary education
takes two years (11
secondary schools and 3
in gymnasiums). Students have 
individual education plans. The 
program may include vocational 
training modules. 

orient and re-motivate 

To promote professional mobility 

To improve the relationship 
tween job offer and demand 

To create personalized insertion or 
outplacement programs 

The function of the certification of 
competences acquired in informal contexts 
is performed by the Regions that 
autonomously regulate the activation 

Four Italian Regions 
have activated the competence 

The entrance credit certification and 
Competence Certification are edited 

by training and development agencies. 

is compulsory and 
it takes six years until 16 year old. 
It is provided at basic schools, 
secondary schools, youth schools, 

ational schools and 

Basic education may be followed 
by further studies in secondary or 
vocational schools. It is also 
possible to follow secondary 
education program in conjunction 
with vocational training program 
thus acquiring the first 

sional qualification. 
Secondary education, usually 
takes two years (11-12th grades in 
secondary schools and 3-4th level 
in gymnasiums). Students have 
individual education plans. The 
program may include vocational 

 



 

 
 

Secondary school educatio
program may be followed in 
secondary, vocational schools and 
gymnasiums. Secondary school 
education completes in Matura 
examinations and it may be 
followed by further studies at 
colleges or universities.

VOCATIONAL EDUCATION AND TRAINING
Vocational training is designed to develop 
professional skills and it is provided at 
vocational schools. 
Apart from vocational training vocational 
schools can provide basic and secondary 
education. Duration of the programs may 
be from two to three years depending on 
whether the program is designed to 
acquire basic or secondary education or it 
is adapted for people with special needs. 
The duration of training for secondary 
school graduates is from 1 to 2 years.
Vocational programs offered by the 
vocational schools are divided into four 
levels according to program content, 
duration and prior education.
Competences may be acquired through 
formal, non-formal learning, as well as 
through one’s professional experience or 
informal learning. After evaluating 
competences, they may be recognised as a 
relevant level qualification or a part of it.
Completion of a VET program is followed 
by qualification examinations and leads to 
a specific qualification. Examinations are 
organized by Competence assessment 
centres (CAC) where compet
assessed by a professional jury.
CAC are accredited centres for assessment 
and certification of I-V level of 
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Secondary school education 
program may be followed in 
secondary, vocational schools and 
gymnasiums. Secondary school 
education completes in Matura 
examinations and it may be 
followed by further studies at 
colleges or universities. 

VOCATIONAL EDUCATION AND TRAINING 
ing is designed to develop 

professional skills and it is provided at 

Apart from vocational training vocational 
schools can provide basic and secondary 
education. Duration of the programs may 
be from two to three years depending on 
whether the program is designed to 
acquire basic or secondary education or it 
is adapted for people with special needs. 
The duration of training for secondary 
school graduates is from 1 to 2 years. 

offered by the 
divided into four 

levels according to program content, 
duration and prior education. 
Competences may be acquired through 

formal learning, as well as 
through one’s professional experience or 
informal learning. After evaluating 

may be recognised as a 
relevant level qualification or a part of it. 
Completion of a VET program is followed 
by qualification examinations and leads to 
a specific qualification. Examinations are 

Competence assessment 
(CAC) where competences are 

assessed by a professional jury. 
CAC are accredited centres for assessment 

V level of 

qualifications. Accreditation of CACs is 
performed by the Qualifications and 
Vocational Education and Training Centre 
based on the Lithuanian Government 
Decree No. 132, February 2012
(http://www3.lrs.lt/pls/inter3/dokpaieska
.showdoc_l?p_id=418020&p_query=&p_tr2=
2). 
Higher education institutions off
entrance points to the best graduates of 
VET schools and those with practical 
experience in the field of the acquired 
qualification. 
 
HIGHER EDUCATION  
Lithuania has binary higher education (HE) 
system, i.e. universities and colleges. 
There are three cycles of HE: first 
(professional) Bachelor, second 
and third – Doctorate. 
Professional bachelor degree programs are 
of applied character and include practice 
placement as part of a program.
Progression to the second level of HE is at 
the university by taking a bridging program 
to Masters degree. 
University colleges are considering 
introduction of level 5 and level 7 
programs in the HE system of Lithuania.
Forms of study are full-
distance and blended learning. Language 
of instruction is Lithuanian. 
Internationalization of the programs and 
mobility of students, teachers and staff 
are encouraged and supported by other EU 
programs and projects, such as Erasmus, 
LdaV, Grundvig and others.

qualifications. Accreditation of CACs is 
performed by the Qualifications and 
Vocational Education and Training Centre 
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programs in the HE system of Lithuania. 
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are encouraged and supported by other EU 
programs and projects, such as Erasmus, 
LdaV, Grundvig and others. 



 

 
 

ROMANIA (RO) 

The national pre-university educational 
system includes the following levels:

M Early education (0 
including the ante
level (0-3 years) and
education (3-6 years), which 
includes the little group, the 
medium group and the big group;

M Primary education
includes the preparatory 
grade and 1st – 4th grades

M Secondary education
includes: (i) the lower secondary 
or middle education
includes 5th –9th grades; (ii)
higher or high school
which includes 10th 
high school grades, with the 
following programmes: theoretical 
vocational and technological.

M Training, between 6 months and 2 
years; 

M Tertiary noneducation, which includes post
high school education.

M High-school, vocational and 
technological education, training 
and high-school education are 
organized for specialization and 
qualifications set by the ministry 
of Education, Research, Youth and 
sports, according to the National 
Qualifications Register.

M General compulsory education is 
made up of primary and secondary 
inferior education. 

M Technical education comprises 
grades 12 and 13 of highschool 
education, technological 
programme. 

M The training and technical 
education is made up of: training, 
technical and post high
education. 

M The forms of organization of pre
university education are: daytime 
and evening education. 
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university educational 
includes the following levels: 

(0 – 6 years), 
the ante-preschool 
3 years) and pre-school 

6 years), which 
le group, the 

medium group and the big group; 
rimary education which 

the preparatory 
4th grades; 

econdary education, which 
the lower secondary 

or middle education, which 
9th grades; (ii) the 

high school education, 
which includes 10th – 12th/13th 
high school grades, with the 
following programmes: theoretical 
vocational and technological. 

, between 6 months and 2 

Tertiary non-university 
, which includes post-

ducation. 
, vocational and 

technological education, training 
school education are 

organized for specialization and 
qualifications set by the ministry 
of Education, Research, Youth and 
sports, according to the National 

ister.  
General compulsory education is 
made up of primary and secondary 

Technical education comprises 
grades 12 and 13 of highschool 
education, technological 

The training and technical 
education is made up of: training, 
technical and post high-school 

The forms of organization of pre-
university education are: daytime 
and evening education. 

Compulsory education is a daytime 
type of education.

M The higher education
universities, academies, institutes
higher education schools, and 
other such, named higher 
education institutions or 
universities. 

VET IS ORGANIZED ON THREE LEVELS OF EDUCATION: 
M Lower secondary education (

last two years of study of ISCED 
level 2, part of compulsory 
education) 

M Upper secondary education (ISCED 
3) 

M Post-secondary education (ISCED 4)
In the lower and upper secondary 
education, technical and vocational 
education is organized through two 
training routes: 
The direct route of professionalization, 
also called technological sch
includes: 

- Lower cycle of high school, TVET, 
including the 9th and 
grade, leading to 
certified general skills in three 
fields: natural resources and 
environmental protection, 
technique and service

- Upper secondary education, TV
including the 9th and 
grade, leading to 
level qualification

- Professionalization progressive 
route called professional route 
including: 

- Lower cycle of high school TVET, 
the 9th and the 
and crafts, which allo
official recognition of the 
level 

- The 11th grade
completion, which allows 

Compulsory education is a daytime 
type of education.  
The higher education is ensured by 
universities, academies, institutes, 
higher education schools, and 
other such, named higher 
education institutions or 

THREE LEVELS OF 

Lower secondary education (the 
two years of study of ISCED 

level 2, part of compulsory 

secondary education (ISCED 

secondary education (ISCED 4) 
In the lower and upper secondary 
education, technical and vocational 
education is organized through two 

irect route of professionalization, 
also called technological school, which 

Lower cycle of high school, TVET, 
9th and the 10th 

, leading to achieving 
certified general skills in three 
fields: natural resources and 
environmental protection, 

and services 
Upper secondary education, TVET, 

9th and the 10th 
, leading to achieving third 

level qualification 
Professionalization progressive 
route called professional route and 

Lower cycle of high school TVET, 
 10th grade, arts 

and crafts, which allows obtaining 
official recognition of the first 

grade, year of 
completion, which allows 



 

 
 

obtaining the second
qualification certificate, this class 
is also mandatory for
level of qualification 

- Upper cycle, the 11th
grade, held in technological 
colleges, which allows 
the third level qualification 
certificate and the 
third level ISCED  

VET system also includes post
education: foreman school and post high 
school. 
Both post-secondary school and foremen 
school are specialized training routes, 
lasting for 1 to 3 years, leading to 
achieving a professional skills certificate of  
third level advanced . 

 

 

 

SPAIN (ES) 

Spanish education System is mandatory 
and free from 6 to 16 years old. The 
system is divided in different levels:
Basic Education: 

M Infant education: 
obligatory education, for children 
under 6 years. From 3 to 6 years 
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obtaining the second level 
qualification certificate, this class 

mandatory for the next 
 

11th and the 12th 
, held in technological 

colleges, which allows achieving 
level qualification 
the corresponding  

VET system also includes post-secondary 
school and post high 

secondary school and foremen 
school are specialized training routes, 
lasting for 1 to 3 years, leading to 

professional skills certificate of  

The 3 training profiles are related to the 
fields of study as described below:
 Technical profile: including the fields of 
electronics automation, electrical, energy, 
IT, mechanical, electromechanical, media 
production, printing techniques, transport, 
manufacture of wood, construction, 
installations and public works, buildi
materials, textile and leather industry, 
chemical industry, transportation , 
metallurgy, mining, oil and gas.
 Services profile including the fields of 
tourism, economics, trade, aesthetics and 
hygiene of the human body, health and 
teaching. 
 Natural resources and environmental 
protection profile, including the fields of 
food industry, agriculture, forestry, 
environmental protection.

Spanish education System is mandatory 
to 16 years old. The 

system is divided in different levels: 

 It’s a non-
obligatory education, for children 

From 3 to 6 years 

old it is guaranteed for all the 
children and in some Regions from 
2 to 6.   

M Primary Education:
obligatory, from 6 until 12 years 
old, and is divided in three cycles.

M Compulsory Secondary Education:
Covers the last obligatory 
education and goes until 16 year 
old. 

The 3 training profiles are related to the 
ed below: 

including the fields of 
electronics automation, electrical, energy, 
IT, mechanical, electromechanical, media 
production, printing techniques, transport, 
manufacture of wood, construction, 
installations and public works, building 
materials, textile and leather industry, 
chemical industry, transportation , 
metallurgy, mining, oil and gas.  
Services profile including the fields of 
tourism, economics, trade, aesthetics and 
hygiene of the human body, health and 

resources and environmental 
protection profile, including the fields of 
food industry, agriculture, forestry, 
environmental protection. 

old it is guaranteed for all the 
children and in some Regions from 

ry Education: It’s free and 
obligatory, from 6 until 12 years 
old, and is divided in three cycles. 
Compulsory Secondary Education: 
Covers the last obligatory 
education and goes until 16 year 



 

 
 

Upper Secondary education
mandatory:  

M Baccalaureate: Belongs to the 
post-obligatory education. There 
are different branches of 
knowledge: arts, sciences, social 
studies, technology…
provided in Secondary schools. It 
lasts two academic years, usually 
studied between 16 and 18

M Intermediate Vocational 
VET middle graduate. 
provided in Vocational Training 
integrated institutions and in 
National reference institutions.

Higher Education:  
M University: Necessary to obtain a 

college degree. Students study 
during 4 years and one more for a 
speciality (Master). 
obtaining of Bachelor, Master and 
Doctorate Degrees. 

M Artistic Superior Learning. 
M Advanced Vocational Training (VET superior graduate

It is provided in the same schools 
than in those providing 
Intermediate Vocational Training.

Other Education: 
Adult Education and Training
different teachings provided by the 
Education and Labour Authorities, studied 
in studies from different natu
teachings leading to the obtaining of 
official degrees of the Education System 
are provided in ordinary schools or specific 
schools for adults. Adult Education and 
Training is aimed at people over 18 and, as 
an exception, to workers over 16 who
cannot attend school in ordinary regime, 
or at high performance athletes.
Apart from these studies, the Spanish 
Education System offers
Education: 

M Language Education
Official Language Schools. Only 
students over 16 can take these 
studies.  

M Artistic Education
Elementary Music and Dance 
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Upper Secondary education, non 

longs to the 
obligatory education. There 

are different branches of 
knowledge: arts, sciences, social 
studies, technology… It is also 
provided in Secondary schools. It 
lasts two academic years, usually 
studied between 16 and 18 
Intermediate Vocational Training: 
VET middle graduate. It is also 
provided in Vocational Training 

institutions and in 
National reference institutions. 

Necessary to obtain a 
college degree. Students study 
during 4 years and one more for a 

 Lead to the 
obtaining of Bachelor, Master and 

Artistic Superior Learning.  
Advanced Vocational 

VET superior graduate). 
is provided in the same schools 

than in those providing 
Intermediate Vocational Training.  

Adult Education and Training covers 
different teachings provided by the 
Education and Labour Authorities, studied 
in studies from different nature. On-site 
teachings leading to the obtaining of 
official degrees of the Education System 
are provided in ordinary schools or specific 

Adult Education and 
Training is aimed at people over 18 and, as 
an exception, to workers over 16 who 
cannot attend school in ordinary regime, 
or at high performance athletes. 
Apart from these studies, the Spanish 
Education System offers Specialised 

Language Education provided at 
Official Language Schools. Only 
students over 16 can take these 

Artistic Education including 
Elementary Music and Dance 

Education, Professional Artistic 
Education and Advanced Artistic 
Education. These studies are 
provided in different specific 
schools, according to every kind 
and level of education.

M Sports Education
Intermediate and Advanced 
Vocational Training cycles and 
provided in the same institutions 
than those providing Vocational 
Training. 

VET SYSTEM IN SPAIN 
Vet has been at the heart of recent 
reforms in Spain’s endeavour to shift a 
knowledge-based society. Traditionally, 
VET had not been highly esteemed. This 
trend is changing, not least as a response 
to the goal crisis and worrying youth 
unemployment. Current policy focuses on:

- Reducing the number of early 
school-leavers without bas
qualifications; 

- Making initial VET an attractive 
and socially recognised path that 
meets labour market needs;

- Developing advanced VET into an 
attractive alternative to university 
studies; 

- Promoting lifelong learning 
through increased permeability 
and recognition of experience 
acquired at work. 

VET in Spain comprises: 
M Initial VET within the education 

system 
M Continuing VET for employment 

and unemployment people 
M VET for young people begins 

predominantly after the end of 
compulsory education at the age of 
16. 

M Intermediate level VET, offers 
1300 to 2000 hours modular 
training in 26 professional sectors 
of the national qualification 
catalogue. Learners acquire 
occupational and transversal skills 
and work experiences 

Education, Professional Artistic 
Education and Advanced Artistic 
Education. These studies are 
provided in different specific 
schools, according to every kind 
and level of education. 

ucation organised in 
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Making initial VET an attractive 
and socially recognised path that 
meets labour market needs; 
Developing advanced VET into an 
attractive alternative to university 

Promoting lifelong learning 
through increased permeability 

cognition of experience 
acquired at work.  

 
Initial VET within the education 

Continuing VET for employment 
and unemployment people  
VET for young people begins 
predominantly after the end of 
compulsory education at the age of 

Intermediate level VET, offers 
1300 to 2000 hours modular 
training in 26 professional sectors 
of the national qualification 
catalogue. Learners acquire 
occupational and transversal skills 
and work experiences 



 

 
 

(mandatory). Completion of all 
modules leads to technician 
diploma in the respective 
occupation. It gives access to the 
labour market, general upper 
secondary certificate and, after an 
exam, to advanced level VET.

M Advanced level VET lasts at least 
2000 hours and is structured like 
intermediate leve
Completion leads to an advanced 
technician diploma. It also access 
to undergraduate 
education.  

M Intermediate level plastic arts and 
design and sports programmes lead 
to a diploma and potentially a 
bachelor. Music and dance 
programmes, which start at the 
age of 12, lead to an intermediate 
level certificate.  

M There are also specific advanced 
level programmes for music, 
dance, dramatic arts, plastic arts 
and design and restoration as well 
as sports.  

 
 
Specific schemes and alternative paths
Programmes for Initial Professional 
Qualification. Introduced in 2008/09, offer 
basic skills and VET modules for young 
people over 16 who have not completed 
compulsory education. They provide level 
one skills of the professional qualifications 
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(mandatory). Completion of all 
s to technician 

diploma in the respective 
occupation. It gives access to the 
labour market, general upper 
secondary certificate and, after an 
exam, to advanced level VET. 
Advanced level VET lasts at least 
2000 hours and is structured like 
intermediate level VET. 
Completion leads to an advanced 
technician diploma. It also access 
to undergraduate University 

Intermediate level plastic arts and 
design and sports programmes lead 
to a diploma and potentially a 
bachelor. Music and dance 
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age of 12, lead to an intermediate 

There are also specific advanced 
level programmes for music, 
dance, dramatic arts, plastic arts 
and design and restoration as well 

Specific schemes and alternative paths 
rogrammes for Initial Professional 
Qualification. Introduced in 2008/09, offer 
basic skills and VET modules for young 
people over 16 who have not completed 
compulsory education. They provide level 
one skills of the professional qualifications 

catalogue, and certify basic skills. A set of 
optional modules leads to the certificate 
of compulsory secondary education. 
Training contracts from 6 to 12 months for 
16 to 21 years-old combine on
theoretical training. Their shares and 
trainee remuneration 
collective agreements. Certificates are 
issued by employers and training centres. 
Workshop schools and crafts centres offer 
alternation training (theory and on
job-training) to help unemployment people 
below 25 to integrate into the labour 
market. Employment workshops are similar 
programmes for those over 25. Learners’ 
wages are included in the training 
contracts. 
Adults can update their knowledge and 
skills, including basic skills, through 
different initiatives. They have access to 
all types and levels of qualifications 
through exams. From 1% to 3% of places at 
universities are open to learners over 45 
and minimum of 2% to learners ov
People in the workforce can receive public 
funding to acquire qualifications which 
may or may not be included in the national 
professional qualifications catalogue. 
These training initiatives are organized by 
companies for their employees and includ
individual training leave. For this purpose, 
companies receive tax incentives. Workers 
and job-seekers are also directly offered 
sectorial and intersector
to improve their skills. These are managed 
by the Public Employment Service and t
Tripartite Foundation for Training in 
Employment. 
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UNITED KINGDOM. NORTH IRELAND
(UK) 

Introduction - The 4 Countries
Education in the United Kingdom is a 
devolved matter with each of the 
countries of the United Kingdom
separate systems under separate 
governments: the UK Government
responsible for England, and the 
Government, the Welsh Government
the Northern Ireland Executive
responsible for Scotland, 
Northern Ireland, respectively. However, 
in each UK country, students follow a very 
similar path. 
UK Education System – Levels
The education system is divided into 
nursery (ages 3–4), primary education
(ages 4–11), secondary education
18) and tertiary education (ages 18+).
Full-time education is compulsory for all 
children aged between 5 and 16 with a 
child usually beginning primary education 
during the school year he or she turns 4 (in 
Northern Ireland) or 5.   
At 16, a student may decide  continue 
their secondary studies for a further two 
years , leading most typically to 
qualifications. Most secondary schools also 
provide a Sixth Form scheme whereby a 
student can choose to attend the school 
for 2 additional years to complete their AS 
and A-levels. 
Vocational Education and Training (VET)
Some students choose to leave secondary 
school at 16 and attend a further 
education college and gain vocational 
qualifications such as Business and 
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Vocational Education and Training (VET) 
Some students choose to leave secondary 
school at 16 and attend a further 
education college and gain vocational 

Business and 

Technology Education Council
qualifications. Further education is 
provided for post 16 students who wish to 
take a more vocational route
secondary school, it can lead to higher 
education. Further education can be at 
any level above compulsory secondary 
education, from basic skills training to 
higher vocational education. Some 
students also choose to undertake 
vocational training i
organisations. 
Further Education in Northern Ireland
Northern Ireland's Department for 
Employment and Learning
responsibility for providing (Further 
Education) FE in the province. Further 
Education in Northern Ireland is provided 
for post 16 students through six multi
campus colleges. 

1. Belfast Metropolitan College
2. North West Regional College
3. Northern Regional College
4. South Eastern Regional College
5. South West College
6. Southern Regional College

For more information see:
- Primary education, 

http://en.wikipedia.org/wiki/Prim
ary_education#United_Kingdom

- DEL http://www.delni.gov.uk/
 

- Further education, 
http://en.wikipedia.org/wiki/Furt
her_education 

- Vocational Education and  Training 
in the UK 
http://www.cedefop.europa.eu/E
N/Files/5159_en.pdf

Technology Education Council (BTEC) 
qualifications. Further education is 
provided for post 16 students who wish to 
take a more vocational route but like 
secondary school, it can lead to higher 
education. Further education can be at 
any level above compulsory secondary 
education, from basic skills training to 
higher vocational education. Some 
students also choose to undertake 
vocational training in training 

Further Education in Northern Ireland 
Department for 

Employment and Learning has the 
responsibility for providing (Further 
Education) FE in the province. Further 
Education in Northern Ireland is provided 
for post 16 students through six multi-

Belfast Metropolitan College 
North West Regional College 
Northern Regional College 
South Eastern Regional College 
South West College 
Southern Regional College 

For more information see: 
Primary education, 
http://en.wikipedia.org/wiki/Prim
ary_education#United_Kingdom 

http://www.delni.gov.uk/ 

Further education, 
http://en.wikipedia.org/wiki/Furt

Vocational Education and  Training 

http://www.cedefop.europa.eu/E
N/Files/5159_en.pdf 



 

 
 

4. 4. 4. 4. Synthesis: ECVET in each partner countrySynthesis: ECVET in each partner countrySynthesis: ECVET in each partner countrySynthesis: ECVET in each partner country

 
 Leading organizations

SPAIN  Ministry of Education and the Ministry 
of Labour and Immigration

FRANCE  

The Ministry of Education (leader of 
the MENECVET project and member 
of the ECVET Users Group). Each 
awarding body, as far as its 
qualifications are concerned by the 
MENECVET project. 

ITALY  
Ministry of Labour, Ministry of 
Education and University and regional 
authorities  

LITHUANIA  
The Ministry of Education and Science 
and the Qualifications and Vocational 
Education and Training Development 
Centre (QVETDC) 

ROMANIA  
Ministry of Education, Research, 
Youth and Sports, Ministry of Labour, 
Family and Social Protection, Ministry 
of Culture and National Authority for 
Qualifications (Law on Education). 

UNITED KINGDOM  
Northern Ireland: Council for the 
Curriculum, Examinations and 
Assessment (CCEA) 
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Synthesis: ECVET in each partner countrySynthesis: ECVET in each partner countrySynthesis: ECVET in each partner countrySynthesis: ECVET in each partner country

Leading organizations The ECVET management structure

Ministry of Education and the Ministry 
of Labour and Immigration. 

Ministry of Education and Regional Ministries 
of Education are in charge of ECVET 
management. However its implementation in 
Spain is in process in this moment, and others 
stakeholders are should be involved. 

The Ministry of Education (leader of 
the MENECVET project and member 
of the ECVET Users Group). Each 
awarding body, as far as its 
qualifications are concerned by the 
MENECVET project.  

Many stakeholders are engaged in ECVET at 
their respective levels of responsibility and 
legal remits. Information is circulating via the 
members of the ECVET Users Group, including 
the Ministry of Education which is also a 
member of the CNCEP. Regular orga
information and follow
instance for ministries creating 
qualifications).  

Ministry of Labour, Ministry of 
Education and University and regional 

The activities are not yet structured as work. 
The Institute for the Development of 
Vocational Training for Workers (Isfol) is 
substantially involved in ECVET processes. 
Social partners and sector representatives are 
usually involved following their remits. 

The Ministry of Education and Science 
and the Qualifications and Vocational 
Education and Training Development 
Centre (QVETDC)  

The QVETDC runs central professional 
committees (Ministry, employers, employees, 
VET and HE providers), and is going to 
establish sectoral professional committees 
(social partners). The central committees are 
strategic decision-maker for qualifications and 
credit systems at all E&T levels, including 
economic stakeholders, social partners, main 
ministries, and training providers. 

Ministry of Education, Research, 
Youth and Sports, Ministry of Labour, 
Family and Social Protection, Ministry 
of Culture and National Authority for 
Qualifications (Law on Education).  

The National Authority for Qualifications leads 
a national working group. It gathers training 
providers, teachers, 
group of stakeholders per domain (map of 
qualifications and occupational standards). 
The agency is positioned in
of education and ministry of labour. 

Northern Ireland: Council for the 
Curriculum, Examinations and 
Assessment (CCEA)  

UK-Europe coordination group has the remit to 
coordinate all EU-related education activities. 
In addition, ECORYS (the Leonardo Agency for 
the UK) has submitted a proposal for ECVET 
experts. All national contact points will work 
closely with these experts 

Synthesis: ECVET in each partner countrySynthesis: ECVET in each partner countrySynthesis: ECVET in each partner countrySynthesis: ECVET in each partner country    

The ECVET management structure 
Ministry of Education and Regional Ministries 
of Education are in charge of ECVET 

However its implementation in 
Spain is in process in this moment, and others 
stakeholders are should be involved.  
Many stakeholders are engaged in ECVET at 
their respective levels of responsibility and 
legal remits. Information is circulating via the 
members of the ECVET Users Group, including 
the Ministry of Education which is also a 
member of the CNCEP. Regular organisation of 
information and follow-up sessions (for 
instance for ministries creating 

The activities are not yet structured as work. 
for the Development of 

Vocational Training for Workers (Isfol) is 
substantially involved in ECVET processes. 
Social partners and sector representatives are 
usually involved following their remits.  
The QVETDC runs central professional 
committees (Ministry, employers, employees, 
VET and HE providers), and is going to 

h sectoral professional committees 
(social partners). The central committees are 

maker for qualifications and 
credit systems at all E&T levels, including 
economic stakeholders, social partners, main 
ministries, and training providers.  
The National Authority for Qualifications leads 
a national working group. It gathers training 
providers, teachers, sectorial committees, 
group of stakeholders per domain (map of 
qualifications and occupational standards). 
The agency is positioned in-between Ministry 
of education and ministry of labour.  

Europe coordination group has the remit to 
related education activities. 

In addition, ECORYS (the Leonardo Agency for 
the UK) has submitted a proposal for ECVET 
experts. All national contact points will work 
closely with these experts and ECORYS.  



 

 
 

5.5.5.5. Best PracticesBest PracticesBest PracticesBest Practices

Following Cambridge dictionary
Practices is a working method, or set of 
working methods, which is officially 
accepted as being the best to use in a 
particular business or industry, usually 
described formally and in detail.
Adapted to retail sector, a good practice is 
an initiative, policy or successf
model that improves sales and retailers 
profit. Moreover the innovative character 
of good practice is complemented by its 
effectiveness. In this context, commercial 
innovation goes far beyond the mere 
production of novelty; it must demonstrate 
its effectiveness and replicability. 

In this chapter a collection of best 
practices selected among the best 
practices collected by each partner 
involved on the project is presented. 

 
FR IT 

Assessment of entry level competences
Leroy  Merlin. COMETE 
Sephora Carrefour 

COMPUTIL 
ETRA 

Definition of career pathways and description of progression routes to acquire the expected 

   ETRA 
Design and implementation of blended training curricula
LA HALLE COMPUTIL 

Validation of learning outcomes and personal portfolio
  VARCO 
Use of electronic tools 
Leroy  Merlin. COMETE  
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Best PracticesBest PracticesBest PracticesBest Practices    

Following Cambridge dictionary a Best 
working method, or set of 

working methods, which is officially 
accepted as being the best to use in a 
particular business or industry, usually 
described formally and in detail. 

, a good practice is 
an initiative, policy or successful action 
model that improves sales and retailers 

he innovative character 
of good practice is complemented by its 
effectiveness. In this context, commercial 
innovation goes far beyond the mere 

it must demonstrate 
s effectiveness and replicability.  

In this chapter a collection of best 
practices selected among the best 
practices collected by each partner 
involved on the project is presented. 

According with the 5 areas of interest 
detected, the Best practices have be
gathered.  

The areas of interest selected are: 
- Assessment of entry level 

competences 
- Definition of career pathways and 

description of progression routes 
to acquire the expected 
competences 

- Design and implementation of 
blended training curricula

- Validation of learning outcomes 
and personal portfolio

- Use of electronic tools 

Some BP are part of different areas of 
interest, on the following synoptic chart it 
is possible to see the distribution of BP per 
interest area and per country. 

LT RO ES
Assessment of entry level competences 

ACHEMA SC  

Definition of career pathways and description of progression routes to acquire the expected 

 SC El Corte Ingles
Kiabi 

Design and implementation of blended training curricula 
ACHEMA SC   

Validation of learning outcomes and personal portfolio 
ACHEMA   Red Creac

      

According with the 5 areas of interest 
detected, the Best practices have been 

The areas of interest selected are:  
Assessment of entry level 

Definition of career pathways and 
description of progression routes 
to acquire the expected 

Design and implementation of 
blended training curricula 
Validation of learning outcomes 
and personal portfolio 
Use of electronic tools  

Some BP are part of different areas of 
interest, on the following synoptic chart it 
is possible to see the distribution of BP per 
interest area and per country.  

ES UK 

 

Definition of career pathways and description of progression routes to acquire the expected competences 
El Corte Ingles F. Degree  

Marks and 
Spencer 

F. Degree  

Creac F.Degree  
WorldHost Retail 

F. Degree 
WorldHost Retail 



 

 
 

FRANCE (FR) 
1. TRAINING AND INTEGRATION 

PROCEDURE FOR NEW STLEROY MERLIN (COMETE
Each year, Leroy Merlin welcomes around 
2000 new members of staff. For this, the 
company has official integration and 
competence monitoring procedures. 
Whatever the job, the integration period is 
as follows: 
• Getting to know the work 

environment:  
The new employee spends a few day
each department and/o
going to work in. This period is known 
as the PLM (Leroy Merlin Pilot) and lasts 
2 months. 
This distributor is organised as a 
network. The idea is to provide an 
overall view of inter
relationships. The theory behind this 
practice is that, by understanding job 
expectations and the work of 
colleagues, the new employee will have 
a better understanding of his own 
position and role. 
• Getting to know the work
On his arrival and during the first year, 
the employee is trained to undertake 
tasks (integration period).
During this period, he gets to know the 
company and follows a training course 
adapted to his knowledge and skills.

This training course comprises
- Basic training on the product 

within the LM Developme
Institute 

- Supplier training 
- Training in LM sales techniques

These courses are organised into 
progressive training cycles (including the 
entire sales curriculum, from client 
relations to more in-depth sales courses)
In order to monitor the acquisition 
development of skills and knowledge, LM 
conducts an annual business interview 
(Development and Progress Interview).
During this interview, the manager makes 
an individual assessment of the employee’s 

20 

TION 
PROCEDURE FOR NEW STAFF AT LEROY MERLIN (COMETE) 

welcomes around 
2000 new members of staff. For this, the 
company has official integration and 
competence monitoring procedures. 
Whatever the job, the integration period is 

Getting to know the work 

he new employee spends a few days in 
r shop he is 

This period is known 
as the PLM (Leroy Merlin Pilot) and lasts 

tor is organised as a 
The idea is to provide an 

nter-department 
theory behind this 

practice is that, by understanding job 
expectations and the work of 
colleagues, the new employee will have 
a better understanding of his own 

Getting to know the work: 
On his arrival and during the first year, 

yee is trained to undertake 
tasks (integration period). 
During this period, he gets to know the 
company and follows a training course 
adapted to his knowledge and skills. 

This training course comprises: 
Basic training on the product 
within the LM Development 

Training in LM sales techniques 
These courses are organised into 
progressive training cycles (including the 

, from client 
depth sales courses) 

In order to monitor the acquisition and 
development of skills and knowledge, LM 
conducts an annual business interview 
(Development and Progress Interview). 
During this interview, the manager makes 
an individual assessment of the employee’s 

performance and knowledge.
The manager follows the c
competency reference frame and grades 
the employee’s level of 
accomplishment”, that is, his level of 
knowledge, on a 4-level scale 
novice to expert. 
Depending on the employee’s status, this 
knowledge and competence reference 
frame is associated with a training 
reference frame divided into two parts: 
aptitude and competence, comparable 
with the DOME reference frame.
An exchange follows between employee 
and manager, to place the career plan in a 
3 year perspective. 
The employee is usually accompanie
tutor (a colleague doing a similar job who 
is recognised for his compe
trained as a tutor). The tutor helps the 
employee to become familiar with the 
basics and the tricks of the trade.
The tutor intervenes most during t
(2 months).  Once the employee is 
integrated and his position confirmed, the 
manager takes over the assessment of 
competences.  
The tutor takes care of the practical part, 
while the curriculum 
theoretical content. 
The human resources departments of each 
shop are in charge of this integration.
Monthly meetings per sector help to 
harmonise practices. Ideally, the aim is to 
bring together every month manager, 
tutor, HR and the employee.
The company has an online 
and distance-learning) system for the 
acquisition of knowledge to back up on
site training, as well as inter
transverse “safety” courses.
There is an “integration booklet
targets and different stages of acquisition. 
This tool enables skills charting 
job and provides a central theme 
throughout the integration process.
Other aids like “product exploration 
booklets” provide basic knowledge of the 
products on which the acquisition of new 
knowledge will be based. For department 
managers, groups of new recruits are 
formed to follow a specific curriculum 
combining the development of personal 

performance and knowledge. 
The manager follows the company’s 
competency reference frame and grades 
the employee’s level of “mission 

, that is, his level of 
level scale ranging from 

Depending on the employee’s status, this 
knowledge and competence reference 
frame is associated with a training 
reference frame divided into two parts: 
aptitude and competence, comparable 
with the DOME reference frame. 
An exchange follows between employee 
and manager, to place the career plan in a 

is usually accompanied by a 
tutor (a colleague doing a similar job who 
is recognised for his competence and 

The tutor helps the 
employee to become familiar with the 
basics and the tricks of the trade. 
The tutor intervenes most during the PLM 
(2 months).  Once the employee is 
integrated and his position confirmed, the 
manager takes over the assessment of 

The tutor takes care of the practical part, 
 provides the 

partments of each 
shop are in charge of this integration. 
Monthly meetings per sector help to 
harmonise practices. Ideally, the aim is to 
bring together every month manager, 
tutor, HR and the employee. 
The company has an online “FOAD” (open- 

earning) system for the 
acquisition of knowledge to back up on-
site training, as well as inter-company 

courses. 
integration booklet” to record 

targets and different stages of acquisition.  
This tool enables skills charting for each 
job and provides a central theme 
throughout the integration process. 
Other aids like “product exploration 
booklets” provide basic knowledge of the 
products on which the acquisition of new 
knowledge will be based. For department 
managers, groups of new recruits are 
formed to follow a specific curriculum 

ment of personal 



 

 
 

skills and technical competency.
A tool called COMETE enables the 
employee to prepare his annual interview 
and the manager to carry out the 
assessment. The tool also monitors career 
development, recording a summary of 
interviews and career plans. 
Efforts made towards the development of 
skills can be associated with salary 
increases and job promotions.
Transferability 
• COMETE appears to be a useful tool for 

NEW DEAL because it lists frames of 
reference per profession and 
associates these with 
progress relating to individual levels of 
expertise, making it possible to 
monitor the acquisition of knowledge 
and skills.  This tool handles individual 
career plans.  

Sustainability 
• This practice of several years seems 

mature in its design and its use.
Innovation 
• Various interviews carried out revealed 

that this distributor is one of the most 
advanced, integrating into its activity 
the idea of progressivity and the 
notion of an IT tool to monitor 
knowledge and skills. 

2. PROCEDURE FOR INTEGR
TRAINING OF NEW RECRUITS (SEPHORA) 

When new employees arrive, whatever 
their position (shop manager, area 
manager, sales manager or sales 
assistant), they are given an integration 
guide explaining the 
Management Style” (SMS, the company 
history, an introduction to the job, etc.
The SMS is the official description of the 
10 founding principles and the winning 
attitude that comprise the managerial ADN 
of the company.  The first of these 
principles explains their 
obsession”.  To bring this principle into the 
store, the Sephora Attitude was created.
This Sephora concept is conveyed to young 
recruits at their integration stage, via:

- A job observation week
sponsor (tutor), which begins with 
a presentation of the premises, 
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skills and technical competency. 
A tool called COMETE enables the 
employee to prepare his annual interview 
and the manager to carry out the 
assessment. The tool also monitors career 
development, recording a summary of 

 
Efforts made towards the development of 
skills can be associated with salary 
increases and job promotions. 

COMETE appears to be a useful tool for 
NEW DEAL because it lists frames of 
reference per profession and 

 the idea of 
progress relating to individual levels of 
expertise, making it possible to 
monitor the acquisition of knowledge 
and skills.  This tool handles individual 

This practice of several years seems 
and its use. 

Various interviews carried out revealed 
that this distributor is one of the most 
advanced, integrating into its activity 
the idea of progressivity and the 
notion of an IT tool to monitor 

PROCEDURE FOR INTEGRATION AND 
UITS 

When new employees arrive, whatever 
their position (shop manager, area 
manager, sales manager or sales 
assistant), they are given an integration 
guide explaining the “Sephora 

(SMS, the company 
history, an introduction to the job, etc. 
The SMS is the official description of the 
10 founding principles and the winning 
attitude that comprise the managerial ADN 
of the company.  The first of these 
principles explains their “customer 

.  To bring this principle into the 
store, the Sephora Attitude was created. 
This Sephora concept is conveyed to young 
recruits at their integration stage, via: 

A job observation week with the 
sponsor (tutor), which begins with 

the premises, 

the team, the products and their 
placement… 

- Followed by 
fortnight with a booklet covering 
the different tasks in the job 
description 

- Then, depending on the outcome 
of this observation and assessment 
period, a training programme
set up.  Thus, the training courses 
to be followed depend upon the 
needs identified by the sponsor 
and by the new recruit.

The courses are run at the “Sephora 
University” whose catalogue proposes not 
only training in sales, products, categories 
and treatments, but also management and 
store management courses which lead to 
qualifications, thus ensuring the proper 
integration and development of 
employees.  
“Bridges” between stores can also be 
implemented depending on the needs and 
possibilities: new recruits are integrated 
into larger stores in order to get a better 
picture of the diversity of tasks and of 
their new job and to familiarise 
themselves with the products...
Every 6 months, sales assistants are 
interviewed by their manager in order to 
assess their strengths and weaknesses and 
their career wishes, and thus arrange 
suitable training courses.  
managers are interviewed by
manager every 6 months, while s
managers attend annual interviews with 
their regional managers. 
Transferability 
• Existence of a welcome booklet giving 

company history, store orientations... 
and the Sephora Attitude (non
competences) 

• Compulsory training at the Sephora 
University (whatever the position) as 
soon as new employees are integrated.

• Work period in a different (bigger) 
store in order to implement the skills 
and knowledge acquired in training.

• Employee interviews (half
sales assistants and managers, yearly 
for store managers and area 
managers). 

Sustainability 

the team, the products and their 

Followed by an assessment 
with a booklet covering 

the different tasks in the job 

Then, depending on the outcome 
of this observation and assessment 

training programme is 
set up.  Thus, the training courses 
to be followed depend upon the 
needs identified by the sponsor 
and by the new recruit. 

The courses are run at the “Sephora 
University” whose catalogue proposes not 
only training in sales, products, categories 

atments, but also management and 
store management courses which lead to 
qualifications, thus ensuring the proper 
integration and development of 

“Bridges” between stores can also be 
implemented depending on the needs and 

its are integrated 
into larger stores in order to get a better 
picture of the diversity of tasks and of 
their new job and to familiarise 
themselves with the products... 
Every 6 months, sales assistants are 
interviewed by their manager in order to 

eir strengths and weaknesses and 
their career wishes, and thus arrange 
suitable training courses.  Likewise, 

are interviewed by their store 
every 6 months, while store 

managers attend annual interviews with 
 

Existence of a welcome booklet giving 
company history, store orientations... 
and the Sephora Attitude (non-formal 

Compulsory training at the Sephora 
University (whatever the position) as 
soon as new employees are integrated. 

rk period in a different (bigger) 
store in order to implement the skills 
and knowledge acquired in training. 
Employee interviews (half-yearly for 
sales assistants and managers, yearly 
for store managers and area 



 

 
 

• The Sephora Attitude is a mature 
concept fully tried and tested all over 
the world. 

Innovation 
• Creation of a university offering 

qualifying and non-qualifying courses 
and dealing with product knowledge as 
well as management skills.

3. PROCEDURE FOR INTEGRMONITORING OF COMPETENCES OF 
NEW STAFF (CARREFOUR

For a successful integration, the 
distributor CARREFOUR ensures that young 
recruits begin training immediately.
Sales personnel, checkout assistants and 
maintenance staff... all benefit from a 
sponsorship system to w
employees.  
Welcome 
On his arrival the new recruit is welcomed 
by his sponsor who shows him round the 
site (shop, warehouse and staff communal 
areas), introduces his colleagues, answers 
any questions about the position or the 
way the store is run, and also provides him 
with his work clothes. 
In the case of group recruiting, the new 
employees follow together a half
recruit” course. The security manager 
talks to the group about the risks involved 
in the job (fire, aggression, professional 
attitude, safety rules) 
The company rules and employee benefits 
are explained by means of a common 
PowerPoint presentation. 
The individual is then entrusted to his 
sponsor who shows him what his work 
entails. 
The two work together for a certain length 
of time (a half-day for the checkout, a full 
day for other posts). 
The company does not have any official aid 
tools for this work.  If the new employee 
has any questions, the sponsor is always 
present for technical support.
Once the recruit has grasped the job
carries out tasks on his own but the 
sponsor remains available for a period of 1 
week to 1 month, to answer any questions.
At the end of the trial period, the head of 
department gives his opinion regarding 
permanent recruitment.  He generally uses 
performance indicators such as checkout 
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NEW STAFF (CARREFOUR) 

For a successful integration, the 
distributor CARREFOUR ensures that young 
recruits begin training immediately. 
Sales personnel, checkout assistants and 
maintenance staff... all benefit from a 
sponsorship system to welcome new 

On his arrival the new recruit is welcomed 
by his sponsor who shows him round the 
site (shop, warehouse and staff communal 
areas), introduces his colleagues, answers 
any questions about the position or the 

n, and also provides him 

In the case of group recruiting, the new 
employees follow together a half-day “new 
recruit” course. The security manager 
talks to the group about the risks involved 
in the job (fire, aggression, professional 

The company rules and employee benefits 
are explained by means of a common 

The individual is then entrusted to his 
sponsor who shows him what his work 

The two work together for a certain length 
day for the checkout, a full 

The company does not have any official aid 
tools for this work.  If the new employee 
has any questions, the sponsor is always 
present for technical support. 
Once the recruit has grasped the job, he 
carries out tasks on his own but the 
sponsor remains available for a period of 1 
week to 1 month, to answer any questions. 
At the end of the trial period, the head of 
department gives his opinion regarding 
permanent recruitment.  He generally uses 

formance indicators such as checkout 

errors, the state of displays, and the 
sponsor’s opinion.  
Each employee then attends an annual 
interview.  A matrix of about 10 pages, 
supplied by the head office, is used to 
evaluate:  

- Competency 
- Transfer wishes  
- Training wishes 

On the basis of task descriptions with 
comments from the employee and the 
person in charge (qualitative) and an 
appreciation given in the form of 3 letters 
(Expert, good command, basic knowledge 
or non-assessed) 
Transferability 
• The programme must follow the 

integration process: 
• Welcome (official outline)
• Presentation of tasks (official outline)
• Choice of a tutor (name of tutor)

o Definition of tutor’s role and 
mission 

o Tools and aids for competence 
monitoring 

• Assessment aid at end of trial period
• Assessment aid at end of first year
Sustainability 
• Procedures were made official several 

years ago and are now optimised 
thanks to a continuous improvement 
approach. 

Innovation 
• Link with ECOLE CARREFOUR 

(Carrefour School) 

4. LA HALLE 
The recruitment of new e
by the analysis of CVs and matching these 
with job profiles in the areas where help is 
needed. 
On arrival, the recruit is given a welcome 
booklet explaining the history of the 
company and the store, as well as a job 
description... 
A half-day integration period then follows 
during which a member of staff 
accompanies the new employee, and 
introduces him to the store, the premises 
and the team.  He gives him his timetable, 

errors, the state of displays, and the 

Each employee then attends an annual 
interview.  A matrix of about 10 pages, 
supplied by the head office, is used to 

On the basis of task descriptions with 
comments from the employee and the 
person in charge (qualitative) and an 
appreciation given in the form of 3 letters 
(Expert, good command, basic knowledge 

must follow the 

Welcome (official outline) 
Presentation of tasks (official outline) 
Choice of a tutor (name of tutor) 

Definition of tutor’s role and 

Tools and aids for competence 

Assessment aid at end of trial period 
Assessment aid at end of first year 

Procedures were made official several 
years ago and are now optimised 
thanks to a continuous improvement 

Link with ECOLE CARREFOUR 

The recruitment of new employees is done 
by the analysis of CVs and matching these 
with job profiles in the areas where help is 

On arrival, the recruit is given a welcome 
booklet explaining the history of the 
company and the store, as well as a job 

day integration period then follows 
during which a member of staff 
accompanies the new employee, and 
introduces him to the store, the premises 
and the team.  He gives him his timetable, 



 

 
 

has him sign his contract and informs him 
of safety and emergency procedures. 
For each recruit an integration period, the 
duration of which depends on the skills 
and knowledge of each individual, is set up 
with an internal tutor from the store (who 
might be the manager, assistant manager 
or a sales assistant). 
At the end of this integration period, a 
training plan is set up with the help of a 
table listing the competences, knowledge 
and abilities to be implemented in 
compliance with the job description.
The only “compulsory” training is that 
which concerns the job itself (based on the 
job description).  At this stage of the new 
employee’s integration, no other training 
is envisaged. 
An interview is carried out every 2 years to 
complete this assessment and identify any 
additional training needs that can be met 
internally (by a member of staff from the 
store itself or from head office) or 
externally, depending on the skills and 
knowledge to be acquired (recruiting, 
accounts management, administrative and 
financial management, etc.) 
In fact, where external training is 
concerned, La Halle receives trainees for 
all jobs relating to the central purchasing 
department, cross functions and sales 
positions, at different times of the year.
This represents a good pre
opportunity both for trainees and for the 
company. 
The stated objective is to give significant 
added value to this first experience by 
providing an opening, a certain 
and renewed enthusiasm for career 
management. 
In all cases, training periods are covered 
by a tripartite agreement provided by the 
training institution.  The agreement is 
signed by the trainee, the school and La 
Halle. 
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has him sign his contract and informs him 
cy procedures.  

For each recruit an integration period, the 
duration of which depends on the skills 
and knowledge of each individual, is set up 
with an internal tutor from the store (who 
might be the manager, assistant manager 

end of this integration period, a 
training plan is set up with the help of a 
table listing the competences, knowledge 
and abilities to be implemented in 
compliance with the job description. 

training is that 
elf (based on the 

job description).  At this stage of the new 
employee’s integration, no other training 

An interview is carried out every 2 years to 
complete this assessment and identify any 
additional training needs that can be met 

y (by a member of staff from the 
store itself or from head office) or 
externally, depending on the skills and 
knowledge to be acquired (recruiting, 
accounts management, administrative and 

 
In fact, where external training is 

erned, La Halle receives trainees for 
all jobs relating to the central purchasing 
department, cross functions and sales 
positions, at different times of the year. 

pre-recruitment 
r trainees and for the 

stated objective is to give significant 
added value to this first experience by 

certain dynamism 
and renewed enthusiasm for career 

In all cases, training periods are covered 
by a tripartite agreement provided by the 

ining institution.  The agreement is 
signed by the trainee, the school and La 

In 2006, a work-based training programme 
was created in partnership with ACF 
(Alternance Conseil Formation) in 
Bordeaux, to meet the need for 
management positions following a strong 
policy of opening outlets.  Through this 
training, La Halle encourages 
promotion of employees and provides 
young qualified persons with quick access 
to positions of responsibility.
Finally, other than a permanent contract 
in a managerial position, such training 
guarantees obtaining a vocational 
certificate of level III that is recognised by 
the textile sector. 
Transferability 
• Welcome booklet 
• Variable tutoring period  with training 

on the job  
• Assessment of the job training 

and validation of the trial period or 
extension of tutoring or rupture of 
the trial period 

Sustainability 
• The procedure has been in place for 

several years. The store manager is 
fairly autonomous when it comes to 
recruiting new employees and 
appointing tutors. She has managed 
this store since 1997.

Innovation 
• Partnership elaborated with ACF 

Bordeaux for qualifying training for a 
certificate, MUM (Management 
d’Univers Marchands) 
other training centres for the same 
certificate in France (
another in Paris). 

• Reception of trainees (generally) 
allowing to spot future candidates 
and train them according to the 
distributor’s culture.

 

based training programme 
was created in partnership with ACF 
(Alternance Conseil Formation) in 
Bordeaux, to meet the need for in-store 

following a strong 
policy of opening outlets.  Through this 
training, La Halle encourages the internal 
promotion of employees and provides 
young qualified persons with quick access 
to positions of responsibility. 
Finally, other than a permanent contract 
n a managerial position, such training 
guarantees obtaining a vocational 
certificate of level III that is recognised by 

Variable tutoring period  with training 

Assessment of the job training period 
and validation of the trial period or 
extension of tutoring or rupture of 

The procedure has been in place for 
several years. The store manager is 
fairly autonomous when it comes to 
recruiting new employees and 

ing tutors. She has managed 
this store since 1997. 

Partnership elaborated with ACF 
Bordeaux for qualifying training for a 
certificate, MUM (Management 
d’Univers Marchands) – there are 2 
other training centres for the same 
certificate in France (one in Lyons, 

Reception of trainees (generally) 
allowing to spot future candidates 
and train them according to the 
distributor’s culture. 



 

 
 

ITALY (IT) 

1. COMPUTIL – COMPETENCE FOR 
PUBLIC UTILITIES  

COMPUTIL Model is dived in 5 phases:
• Analysis of the organizational 

context and the identification of 
key processes 

• Identification of training needs
• Identification of key competencies 

and related behaviours
• Design and delivery of training 

paths 
• Evaluation of the outcome of 

training 
The most interesting part of the model, for 
New Deal project, is the “Identification of 
key competencies and related behaviours
of the best performers”: 
with the best performer. In fact, thanks to 
the interview, it is possible to identify key 
competencies and behaviours to all the 
workers of the front office or who, in same 
way, have direct contact with customers
It is a semi-structured interview which 
assumes an average degree of directivity.
Through the interview, it’s possible to 
identify the main macro
necessary for the proper management of 
the relationship with the customer. These 
are declined in micro-skills, the real key 
skills, connected to the behav
adopted in problem situations.
interview is an  analysis 
situations: 
• Standard/routine situations

system is in equilibrium, there 
aren’t emergencies or threats to 
the system, involving the 
implementation of standard skills, 
knowledge and know-

• Problem situations
most frequently: they generate in 
their repetition over time, a range 
of situations with related paths of 
action: procedural knowledge, 
derived from experience, action 
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COMPETENCE FOR 
 

5 phases:  
Analysis of the organizational 
context and the identification of 

Identification of training needs 
Identification of key competencies 
and related behaviours 

ign and delivery of training 

Evaluation of the outcome of 

The most interesting part of the model, for 
Identification of 

key competencies and related behaviours 
of the best performers”: the interview 

performer. In fact, thanks to 
the interview, it is possible to identify key 

etencies and behaviours to all the 
workers of the front office or who, in same 
way, have direct contact with customers. 

structured interview which 
ge degree of directivity. 

Through the interview, it’s possible to 
the main macro-soft skills 

necessary for the proper management of 
the relationship with the customer. These 

skills, the real key 
skills, connected to the behaviours 
adopted in problem situations. The 

analysis of real work 

Standard/routine situations: the 
system is in equilibrium, there 
aren’t emergencies or threats to 
the system, involving the 
implementation of standard skills, 

-how. 
Problem situations that occur 
most frequently: they generate in 
their repetition over time, a range 
of situations with related paths of 
action: procedural knowledge, 
derived from experience, action 

strategies designed and 
constructed over time.

• Critical events
unpredictable situations, for which 
there are no paths of action 
already available, in the 
experience of the worker, which 
therefore require the construction 
of unusual action strategies.

COMPUTIL model is based on the
Behavioural Event Interview
which  is based on an approach 
the STAR model:  "S" - situation, "T" 
"A" - action, "R" result.
interview, best performers are asked to 
respond by describing a situation or task 
they had to accomplish, the action 
took to resolve the task and the result of 
the situation. 
Specifically, the items that the model 
helps to deepen through several situational 
questions, are the following:
• Soft skills area (ex: ability to 

manage conflict situations);
• Specific skill (ex: interact 

appropriately to aggressive 
behaviour); 

• Specific situation/task;
• Specific actions undertaken
• Concrete results; 
• Evaluation indicators (

the actual resolution of the 
problem). 

This process allows to deepen knowledge 
but also the skills possessed by the best 
performer, and how these are reflected in 
his behaviour in standard situations and in 
problem situations. These skills are often 
latent, silent, difficult to describe by the 
worker, if not properly guided through an 
in-depth interview. 
 
Transferability 
• This methodology is transferable to 

any context, although it is much more 
useful when applied to soft skills 
rather than technical ones, for which 

  

strategies designed and 
r time. 

Critical events that create 
unpredictable situations, for which 
there are no paths of action 
already available, in the 
experience of the worker, which 
therefore require the construction 
of unusual action strategies. 

COMPUTIL model is based on the 
Behavioural Event Interview methodology 

is based on an approach that uses 
situation, "T" - task, 

action, "R" result. During the 
interview, best performers are asked to 
espond by describing a situation or task 

o accomplish, the action they 
took to resolve the task and the result of 

pecifically, the items that the model 
through several situational 

are the following: 
Soft skills area (ex: ability to 

situations); 
Specific skill (ex: interact 
appropriately to aggressive 

Specific situation/task; 
undertaken;  
 

Evaluation indicators (that prove 
the actual resolution of the 

This process allows to deepen knowledge 
but also the skills possessed by the best 
performer, and how these are reflected in 

standard situations and in 
problem situations. These skills are often 
latent, silent, difficult to describe by the 
worker, if not properly guided through an 

This methodology is transferable to 
any context, although it is much more 
useful when applied to soft skills 
rather than technical ones, for which 



 

 
 

the classical training may be 
preferable. 

Sustainability 
• This methodology is much more 

expensive in terms of time, energy 
and money compared to “catalogue” 
training, but it is also much more 
efficient, it allows the detection of 
the concrete effects of training on 
behaviour and the development of 
knowledge within organizations.

Innovation 
• BEI methodology is usually used for 

job interviews, and the basic premise 
behind behavioural interviewing is: 
the most accurate predictor of future 
performance is past performance in a 
similar situation. COMPUTIL model is 
innovative because it uses BEI 
methodology, but for identifying the 
main macro-soft skills necessary for 
the proper management of the 
relationship with the customer, and 
the micro-skills, the real key skills, 
connected to the behavi
in problem situations. In this case, BEI 
methodology aims to bring out the 
latent skills of the best performers, 
and to use them for designing internal 
training paths. 

 

2. ASSESSMENT CENTRE FOTHE SKILLS OF NEW RECRUITS (ETRA)

ETRA Spa makes use of an assessment 
center for assessing the skills of new 
employees. The new recruits undergo 
competency testing at fixed dates: at the 
end of the trial month, after six months 
and again after twelve months. The other 
employees in contact with the 
are audited and verified according to the 
times and conditions fixed by the head of 
department. In the case of specific 
training to assess learning, beyond the 
usual learning questionnaire, there are 
applications in the field and subsequent 
reviews. 
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the classical training may be 

This methodology is much more 
expensive in terms of time, energy 
and money compared to “catalogue” 
training, but it is also much more 
efficient, it allows the detection of 
the concrete effects of training on 

development of 
knowledge within organizations. 

BEI methodology is usually used for 
job interviews, and the basic premise 
behind behavioural interviewing is: 
the most accurate predictor of future 
performance is past performance in a 

tion. COMPUTIL model is 
innovative because it uses BEI 
methodology, but for identifying the 

soft skills necessary for 
the proper management of the 
relationship with the customer, and 

skills, the real key skills, 
connected to the behaviours adopted 
in problem situations. In this case, BEI 
methodology aims to bring out the 
latent skills of the best performers, 
and to use them for designing internal 

ASSESSMENT CENTRE FOR ASSESSING CRUITS (ETRA) 

ETRA Spa makes use of an assessment 
center for assessing the skills of new 
employees. The new recruits undergo 
competency testing at fixed dates: at the 
end of the trial month, after six months 
and again after twelve months. The other 

with the customers 
are audited and verified according to the 
times and conditions fixed by the head of 
department. In the case of specific 
training to assess learning, beyond the 
usual learning questionnaire, there are 
applications in the field and subsequent 

The training plan is revised every 2 years
and it is based on the expected profiles for 
each role and their skills. From process 
mapping showed that the staff in contact 
with the users must deal with the 
commercial management of the customer 
(both over the counter, in the back office) 
in different areas of concern to the 
company (water, environmental hygiene 
service and gas) and be able to provide 
detailed information about it.
The company attaches great importance to 
the relationship with the customer and so 
invests heavily in the selection process and 
in training front-office/call
During the job interview,
assessment of the soft skills held is carried 
out. The technical skills are in fact 
provided by the company after undergoing 
training. 
Soft skills identified are as follows:

1. Teamwork 
2. Initiative 
3. Stress Management
4. Results Orientation
5. availability 
6. Monitoring and control
7. Communication techniques
8. Courtesy 

  

revised every 2 years 
is based on the expected profiles for 

each role and their skills. From process 
mapping showed that the staff in contact 
with the users must deal with the 
commercial management of the customer 

ter, in the back office) 
in different areas of concern to the 
company (water, environmental hygiene 
service and gas) and be able to provide 
detailed information about it. 
The company attaches great importance to 
the relationship with the customer and so 
vests heavily in the selection process and 

office/call-center staff. 
job interview, a deep 
the soft skills held is carried 

out. The technical skills are in fact 
provided by the company after undergoing 

oft skills identified are as follows: 

Stress Management 
Results Orientation 

Monitoring and control 
Communication techniques 



 

 
 

The company performs an analysis 
training needs for technical and soft skills, 
based on the model OMDM 
at: 

- improve the economic 
performance measured in terms of 
added value and return on 
investment; 

- make targeted and accurate 
assumptions concerning the 
selection of personnel;

- measure the actual knowledge of 
the staff added to a given 
function, to compare with the 
professional 
considered as optimal;

- identify the most appropriate 
resources to take a professional 
more complex or more high
profile, placing the most of all 
available resources; 

- Identify the critical resour
need interventions and/
improvement actions to develop its 
potential. 

Transferability 
• Good practice transferable preferably 

in the management of services. 
applicable in the manufacturing or 
production in general. 

Sustainability 
• This good practice involves a very 

substantial initial investment in terms 
of time and energy, required to map 
business processes and identify the key 
competencies. After making this 
analysis, however, the practice is 
sustainable and very useful to the 
company. 

Innovation 
• The competence model adopted by 

Etra SpA is an effective tool for the 
implementation of activities aimed at 
combining the business needs of 
management (of an individual function 
or the entire organization) with th
of individual development

3. V.A.R.C.O. - VALORIZZAZIONE, 
ADEGUAMENTO E RICONO
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The company performs an analysis of 
technical and soft skills, 

based on the model OMDM that is aimed 

improve the economic 
performance measured in terms of 
added value and return on 

make targeted and accurate 
assumptions concerning the 
selection of personnel; 

al knowledge of 
the staff added to a given 
function, to compare with the 
professional performance 

as optimal; 
identify the most appropriate 
resources to take a professional 
more complex or more high-
profile, placing the most of all 

 
Identify the critical resources that 
need interventions and/or 
improvement actions to develop its 

Good practice transferable preferably 
in the management of services. Less 
applicable in the manufacturing or 

This good practice involves a very 
substantial initial investment in terms 
of time and energy, required to map 
business processes and identify the key 
competencies. After making this 
analysis, however, the practice is 

and very useful to the 

The competence model adopted by 
Etra SpA is an effective tool for the 
implementation of activities aimed at 
combining the business needs of 
management (of an individual function 
or the entire organization) with those 
of individual development. 

VALORIZZAZIONE, 
ADEGUAMENTO E RICONOSCIMENTO 

COMPETENZE DEGLI OCC
(VALORISATION, ADAPTACKNOWLEDGMENT OF EM
SKILLS) 

A pillar of the project Varco methodology 
is the creation of a specific 
assessment of overall learning practice 
the worker (formal, non
informal learning), called 
Dossier for the transparency of learning
The Individual Dossier 
transparent and formalized documentation 
of data, information, certifications, 
used by the individual in his training 
throughout life (lifelong and lifewide 
learning), growth and job mobility. The 
Dossier is the identity card 
move into the labor market through 
various learning experience
In detail, this tool is useful:
• For the employee. The 
Dossier for transparency of learning
communication tool that has three main 
objectives: 

- To provide information on the 
subject and its curriculum of 
formal, non-formal and informal
learning, to search for a job
mobility) and for 
from one educational system to 
another; 

- To make recognizable and 
transparent the 
however acquired
employability and professional 
development; 

- To help individuals maintain 
awareness of their own cultural 
and professional background also 
to guide their choices and future 
plans. 

• For the labor market and the business 
system. The Dossier is an information tool 
aimed at: 

- Highlighting in a homogeneous and 
reliable way, educational and 
professional history
visibility to the total assets of the 
person and his strengths;

COMPETENZE DEGLI OCCUPATI 
(VALORISATION, ADAPTATION AND ACKNOWLEDGMENT OF EMPLOYEES’ 

A pillar of the project Varco methodology 
is the creation of a specific tool for the 
assessment of overall learning practice of 

worker (formal, non-formal and 
informal learning), called Individual 
Dossier for the transparency of learning. 

 is a tool for 
transparent and formalized documentation 

, information, certifications, to be 
by the individual in his training 

lifelong and lifewide 
), growth and job mobility. The 

Dossier is the identity card needed to 
move into the labor market through 
various learning experiences. 

is useful: 
. The Individual 

Dossier for transparency of learning, is a 
communication tool that has three main 

provide information on the 
subject and its curriculum of 

formal and informal 
, to search for a job (job 

for the transition 
from one educational system to 

make recognizable and 
transparent the worker’s skills, 
however acquired, and support 
employability and professional 

individuals maintain 
awareness of their own cultural 
and professional background also 

choices and future 

For the labor market and the business 
. The Dossier is an information tool 

in a homogeneous and 
, educational and 

history, giving 
visibility to the total assets of the 
person and his strengths; 



 

 
 

- Facilitating the recognition of skills 
and competencies within an 
insertion path (for example, 
apprenticeships) and labor mobility 
(for example, in the various forms 
of flexible contracts).

• For companies. The Dossier is a 
guarantee tool aimed at: 

- Formalize and define minimum 
standards of service, useful to the 
practical application of experience 
and expertise of the individual 
worker, expressed in a synthetic 
picture for their better usability;

- Guarantee transparency, 
readability of the information
data and professional training of 
the worker, starting from a shared 
business language skills;

- Ensure the visibility of skills and 
experience gained by workers in 
logic of geographical and 
occupational mobility and learning 
throughout life. 

The other pillar of the methodology is the 
transferability and usability of the tool 
within the company. To achieve this goal
has been created a training program that 
identified: 

1. The transfer of 
necessary for the transfer and 
usability of this device 
enterprise. 

2. A training/experiential
to support companies to manage 
the device. 
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the recognition of skills 
and competencies within an 
insertion path (for example, 
apprenticeships) and labor mobility 

example, in the various forms 
of flexible contracts). 

. The Dossier is a 

Formalize and define minimum 
standards of service, useful to the 
practical application of experience 
and expertise of the individual 
worker, expressed in a synthetic 

their better usability; 
Guarantee transparency, 
readability of the information and 
data and professional training of 
the worker, starting from a shared 
business language skills; 
Ensure the visibility of skills and 
experience gained by workers in 

of geographical and 
occupational mobility and learning 

pillar of the methodology is the 
transferability and usability of the tool 
within the company. To achieve this goal it 
has been created a training program that 

The transfer of competences 
necessary for the transfer and 
usability of this device in the 

experiential path, able 
to support companies to manage 

The proposed training differs from 
traditional training methods
at: enhancing the practical experience of 
the operators (managers of human 
resources) involved in innovation; 
supporting their reflection on the 
experience and the exchange of know
how; accompany active experimentation 
with activities of mentoring, coaching, and 
more. 
Transferability 
• Good practice transferable preferably 

in the management of services. 
applicable in the manufacturing or 
production in general.

Sustainability 
• This good practice involves a very 

substantial initial investment in terms 
of time and energy, required to ma
business processes and identify the key 
competencies. After making this 
analysis, however, the practice is 
sustainable and very useful to the 
company. 

Innovation 
• V.A.R.C.O. is an innovative model for 

the enhancement of Human Resources 
which, particularly 
companies, are the real capital and 
essential element for the 
implementation of services responding 
to the needs of citizens. In fact 
V.A.R.C.O. offers the opportunity to 
highlight present and past experiences 
of employees in order to bu
of the skills and expertise necessary 
for the rationalization and 
reorganization of Human Resources 
and the identification of training needs 
for lifelong learning. 

 

The proposed training differs from 
traditional training methods and it’s aimed 

the practical experience of 
the operators (managers of human 

rces) involved in innovation; 
their reflection on the 

ce and the exchange of know-
; accompany active experimentation 

with activities of mentoring, coaching, and 

Good practice transferable preferably 
in the management of services. Less 
applicable in the manufacturing or 
production in general. 

good practice involves a very 
substantial initial investment in terms 
of time and energy, required to map 
business processes and identify the key 
competencies. After making this 
analysis, however, the practice is 
sustainable and very useful to the 

V.A.R.C.O. is an innovative model for 
the enhancement of Human Resources 

 in public utility 
companies, are the real capital and 
essential element for the 
implementation of services responding 
to the needs of citizens. In fact 
V.A.R.C.O. offers the opportunity to 
highlight present and past experiences 
of employees in order to build a map 
of the skills and expertise necessary 
for the rationalization and 
reorganization of Human Resources 
and the identification of training needs 

 



 

 
 

LITHUANIA (LT) 

1. COMPETENCE ASSESSMEN
CERTIFICATION OF NEW 
(ACHEMA GROUP) 

Companies are connected into accordant 
system which allows rapid application of 
new technologies and the latest standards 
of quality therefore human resource 
management is an importan
spheres and levels of activities. The 
objectives of the practice are to recruit 
qualified employees and to support 
learning of new skills in the company as 
well as to increase commitment to the 
organization (the company has training 
programs for gifted children of the 
employees). 
Achema Training Centre is a certified 
Competence assessment centre 
registered at the Qualifications and VET 
development centre. ATC performs 
assessment of a wide range of 
competences for an approved list of 
qualifications. Primarily it is the 
assessment of competences of the 
employees of the concern with the 
purpose to identify the need for 
professional development and to arrange 
the training; other companies can also 
send their employees for competence 
assessment and certification.
The training centre has close contact 
with universities and colleges of the 
region for the development of training 
programs and for cooperation in 
competence assessment. 
Transferability 
• Organization of competence 

assessment/validation and 
certification in the network of 30 
different companies and in 
cooperation with education 
institutions. 

Sustainability 
• Seeks to create self-reliant working 

community based on principles of 
continuous professional 
development. 

Innovation 
• In-company training centre holding 

responsibility for competence 
assessment/ validation and 
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COMPETENCE ASSESSMENT AND 
 EMPLOYEES 

 
Companies are connected into accordant 
system which allows rapid application of 
new technologies and the latest standards 
of quality therefore human resource 
management is an important issue for all 
spheres and levels of activities. The 
objectives of the practice are to recruit 
qualified employees and to support 
learning of new skills in the company as 
well as to increase commitment to the 
organization (the company has training 

s for gifted children of the 

chema Training Centre is a certified 
Competence assessment centre 
registered at the Qualifications and VET 
development centre. ATC performs 
assessment of a wide range of 
competences for an approved list of 

ations. Primarily it is the 
assessment of competences of the 
employees of the concern with the 
purpose to identify the need for 
professional development and to arrange 
the training; other companies can also 
send their employees for competence 

d certification. 
The training centre has close contact 
with universities and colleges of the 
region for the development of training 
programs and for cooperation in 

Organization of competence 
assessment/validation and 
certification in the network of 30 
different companies and in 
cooperation with education 

reliant working 
community based on principles of 
continuous professional 

centre holding 
responsibility for competence 
assessment/ validation and 

certification as well as organization 
of training. 

 
  

certification as well as organization 



 

 
 

ROMANIA (RO) 
1. RECRUITMENT AND SELE

THE HUMAN RESOURCES 
The HR responsible together with 
department director, establish 
and the rating scale for the selection 
interview, based on the job requirements. 
The interview guide is made as follows:
• The job description includes job 

requirements (education, 
experience, skills, 
knowledge) that are designed so 
that the occupant of 
can achieve 
responsibilities with maximum 
efficiency; 

• According to these requirements
at least five areas of skills/ 
attitudes/... Are determined (eg
Leadership, taking responsibil
communication, working with 
people). It should be noted that 
each job has a profile of these 
specific attributes (eg
require a greater ability to assume 
responsibility, decision making, 
while others may require higher 
skills on working with
communication). Should not try to 
find the perfect candidate 
(because it does not exist), but the 
best of those who apply

• For each of these areas
three specific questions are 
developed and the
answers (points that candidates
must achieve in their answers)
recorded separately on a sh
assessing the interview

No interview shall be conducted 
an interview guide, properly developed. 
The interview guide must include the
interview evaluation form. A properly 
prepared interview guide is a powerful 
tool in selecting the best candidate for the 
job. 
The selection interview is held according 
to the following rules: 

1. The room where the interview is
held must be bright and clean;

2. The circulation of other 
the room is prohibited throughout 
the interview; 
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RECRUITMENT AND SELECTION OF 
THE HUMAN RESOURCES (SC) 
HR responsible together with the 

department director, establish the guide 
the selection 
job requirements. 

The interview guide is made as follows: 
The job description includes job 
requirements (education, 
experience, skills, qualification, 
nowledge) that are designed so 

occupant of the position 
can achieve his/her  
responsibilities with maximum 

According to these requirements, 
at least five areas of skills/ 

... Are determined (eg. 
Leadership, taking responsibility, 

munication, working with 
). It should be noted that 

has a profile of these 
specific attributes (eg. Some jobs 
require a greater ability to assume 
responsibility, decision making, 
while others may require higher 

working with people and 
Should not try to 

find the perfect candidate 
(because it does not exist), but the 

those who apply. 
For each of these areas, at least 
three specific questions are 
developed and the expected 

(points that candidates 
must achieve in their answers) are 

separately on a sheet for 
assessing the interview. 

No interview shall be conducted without 
an interview guide, properly developed. 

must include the 
interview evaluation form. A properly 
prepared interview guide is a powerful 
tool in selecting the best candidate for the 

The selection interview is held according 

room where the interview is 
bright and clean; 

of other people in 
the room is prohibited throughout 

3. Phones and cell phones
turned off and 
communication source
exterior must be interrupted;
basic rule of communication is that 
during an import
(and any selection interview is a 
serious discussion) nothing should 
divert attention from the
interlocutor; 

4. The interview  begins with a brief 
period (3-5 minutes) 
the ice", which tries to encourage 
the candidate. There follows a 
brief description of the interview 
process (estimated duration, 
target, ...); 

5. During the conducting 
interview, one aspect that should 
be noted is that each candidate is 
subject to approximately the same 
questions for a correct interview 
assessment; 

6. At the end of the interview
interviewer shall 
candidate for participation, 
reply to possible questions on his 
part, and a date by which the 
candidate will recive an 
shall be established.

The assessment of the selection
is made based on 
evaluation form at the end of each 
interview guide. 
The employment decision take
account the results of the 
interview (percentage 75%) and ot
samples (percentage 25%)
The end of the selection: 
• The Human Resources Department 

will ask each candidate 
necessary papers, will receive
check them. 

• The Human Resources Department 
will perform all necessary 
formalities (job application, labor 
card, the registration of the new 
employee to employment office, 
etc.) 

Transferability 
• The good results of this practice 

allows it to be transferred in any 
sector. The practice does not refer 
to a set of strict work areas.

  

cell phones must be 
off and all other 

communication sources with the 
must be interrupted; a 

basic rule of communication is that 
during an important discussion 
(and any selection interview is a 
serious discussion) nothing should 
divert attention from the 

begins with a brief 
5 minutes) of "breaking 

the ice", which tries to encourage 
the candidate. There follows a 
brief description of the interview 
process (estimated duration, 

conducting of the 
ne aspect that should 

be noted is that each candidate is 
proximately the same 

correct interview 

At the end of the interview, the 
interviewer shall thank the 
candidate for participation, shall 
reply to possible questions on his 

a date by which the 
candidate will recive an answer 
shall be established. 

of the selection interview 
is made based on the mandatory 
evaluation form at the end of each 

The employment decision takes into 
account the results of the selection 
interview (percentage 75%) and other 
samples (percentage 25%). 

 
Human Resources Department 

will ask each candidate the 
, will receive and 

Human Resources Department 
will perform all necessary 
formalities (job application, labor 

he registration of the new 
employee to employment office, 

The good results of this practice 
allows it to be transferred in any 
sector. The practice does not refer 
o a set of strict work areas. 



 

 
 

• For this practice to be applied 
elsewhere, the context should not 
be similar to that in which the 
practice proved functional and 
efficient. 

Sustainability 
• The Department for which the 

selection is made bears all 
expenses for organizing the 
selection from the approved 
budget. This practice is sustainable 
in economic terms, and it is not 
dependent on public funding.

• The sustainability is provided by 
the fact that this interview is a 
useful tool for understanding and 
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For this practice to be applied 
elsewhere, the context should not 
be similar to that in which the 
practice proved functional and 

The Department for which the 
selection is made bears all 

organizing the 
selection from the approved 
budget. This practice is sustainable 
in economic terms, and it is not 
dependent on public funding. 
The sustainability is provided by 
the fact that this interview is a 
useful tool for understanding and 

proper application of standard 
documents for the selection and 
hiring of qualified people in a short 
time and in an efficient
ensuring fairness of the selection 
process. 

Innovation 
• Innovating is focused on 

developing the interview g
instrument upon which
selection interview is done.

• A properly prepared interview 
guide is a powerful tool in 
selecting the best candidate for 
the vacant position

 

cation of standard 
documents for the selection and 
hiring of qualified people in a short 
time and in an efficient manner, 
ensuring fairness of the selection 

nnovating is focused on 
developing the interview guide - 
instrument upon which the 

interview is done. 
A properly prepared interview 
guide is a powerful tool in 
selecting the best candidate for 
the vacant position. 



 

 
 

SPAIN (ES) 

1. THE RECRUITMENT AND 
PROCESS FOR SHOP ASSISTANTS IN EL 
CORTE INGLÉS  

El Corte Ingles (ECI) is the largest 
Department Stores company in Spain that 
includes also other chains, having nearly 
100.000 employees.  
For shop assistants recruitment process
Corte Ingles use principally the 
candidatures received through its website 
or directly to the department stores. 
Human Resources department is in charge 
of analyse and leak the CV, after this 
process the CV pass to its data base, 
where depending on their profile are 
classified.  
In function of each vacancy, the profile 
selected is people with or without 
experience as shop assistant. The most 
important skills for ECI’s in this position 
are the client and selling orientation as 
well as polyvalence, more t
knowledge.  
The internal promotion is a cultural 
characteristic of this company, so most of 
recruitment processes are for shop 
assistants.  
When a new candidate start his job in this 
company as shop assistant, a 
process start. This path includes two 
different areas:  
• Legal part: labour risk prevention 

and other legislation 
• Company culture: knowledge of 

business areas, brand position,  
stores in the geographical area, 
employees rules, computer and 
management tools, merchandise 
process (such as research, returns, 
etc.). 

Depending of the number of new 
employees, this training could be in
course or on-line. Training use to take 2 or 
3 days and combine training with shop 
work, being tutor of this training process 
the Department Head. Starting monitoring 
process is done in collaboration between 
Department Head and HR Department. A 
week after the beginning of the training, 
the new employee is working on the shop. 
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THE RECRUITMENT AND TRAINING 
ISTANTS IN EL 

 
El Corte Ingles (ECI) is the largest 
Department Stores company in Spain that 
includes also other chains, having nearly 

recruitment process El 
Corte Ingles use principally the 
candidatures received through its website 
or directly to the department stores. 
Human Resources department is in charge 
of analyse and leak the CV, after this 
process the CV pass to its data base, 

ir profile are 

In function of each vacancy, the profile 
selected is people with or without 
experience as shop assistant. The most 
important skills for ECI’s in this position 
are the client and selling orientation as 
well as polyvalence, more than product 

The internal promotion is a cultural 
characteristic of this company, so most of 
recruitment processes are for shop 

When a new candidate start his job in this 
company as shop assistant, a training 

h includes two 

: labour risk prevention 
 

: knowledge of 
business areas, brand position,  
stores in the geographical area, 
employees rules, computer and 
management tools, merchandise 

uch as research, returns, 

Depending of the number of new 
employees, this training could be in-person 

line. Training use to take 2 or 
3 days and combine training with shop 
work, being tutor of this training process 

tarting monitoring 
process is done in collaboration between 
Department Head and HR Department. A 
week after the beginning of the training, 
the new employee is working on the shop.  

Annually a detection of training needs
done by HR Manager, Department He
and Training Managers (1 per floor). The 
training needs usually are on these four 
areas: product training, business and 
commercial, administration process and 
management skills.  As well as all training 
activities developed on ECI Departments 
Stores, it is coordinated from Training 
Department in Madrid.  
• Product training:

different levels can be initial, 
intermediate or advanced. For this 
kind of training is frequent the use 
of videoconference. As well as 
tendency clips are done using 
training videos that are showed to 
all the shop assistances in Spain 
giving to them the same 
corporative information.

• Business and Commercial Training: each 4 years all the 
employees of each department 
store received a specific and in
person training in this area. 
The employees with less than 4 
years (juniors) of experience a
without specific training in trade 
sector have a different program 
than the other employees. 
The contents for junior workers 
include a sector and company 
overview, client profile, sales 
techniques; client surveys results 
and improvement areas.
Training for seniors includes 
contents such as advance 
argumentation, 
influence techniques, etc. 

• Administration process:
training is done by on
or by one to one training sessions 
with advance users of this 
techniques and t
Department Store. 

All training received for each employee is 
included on his/her portfolio. Each year 
and performance assessment is done 
including a motivational interview.  
Transferability 
• The training path follow for this 

company includes the general and 
important contents necessaries in 
retail sector.  

  

detection of training needs is 
done by HR Manager, Department Heads 
and Training Managers (1 per floor). The 
training needs usually are on these four 
areas: product training, business and 
commercial, administration process and 
management skills.  As well as all training 
activities developed on ECI Departments 

t is coordinated from Training 

Product training: divided in three 
different levels can be initial, 
intermediate or advanced. For this 
kind of training is frequent the use 
of videoconference. As well as 
tendency clips are done using 
training videos that are showed to 
all the shop assistances in Spain 

ing to them the same 
corporative information. 
Business and Commercial 

each 4 years all the 
employees of each department 
store received a specific and in-
person training in this area.  
The employees with less than 4 

of experience and 
without specific training in trade 
sector have a different program 
than the other employees.  
The contents for junior workers 
include a sector and company 
overview, client profile, sales 

client surveys results 
and improvement areas. 
Training for seniors includes 
contents such as advance 
argumentation, assertiveness, 
influence techniques, etc.  
Administration process: this 
training is done by on-line courses 
or by one to one training sessions 
with advance users of this 
techniques and tools on the 
Department Store.  

All training received for each employee is 
included on his/her portfolio. Each year 
and performance assessment is done 
including a motivational interview.   

The training path follow for this 
company includes the general and 
important contents necessaries in 



 

 
 

• The training areas are the classic 
areas that all people in this sector 
need to be trained and updated: 
product, sales techniques and 
administration issues.   

Sustainability 
• This process is sustainable because 

involve all the Shop Assistance but in 
defined and planned moments.

Innovation 
• The training techniques used for this 

company such as videoconference, 
tendency clips and on-line training
could be useful for other companies 
in this sector, and use new 
technologies that improve the 
training results at the same time that 
minimises economical costs.

2. SHOP ASSISTANT THE RECRUITMENT 
AND TRAINING IN THE WORKING PLACE AT KIABI  

Kiabi stores are formed by a Shop Director, 
a Manager and Shop Assistants. The 
company promote promotions and the 
majority of managers and directors have 
been shop assistants before. 
The recruitment process is done by the 
selection of CV; principally CVs which have 
been deliver or sent directly to the shop or 
by internet web site. The principal skills 
and knowledge that Kiabi looks for are 
certified of secondary and mandatory 
studies as well communication skills. It is 
an additional point to have experience in 
retail sector.  
The process follow with a interview of 
competences indicators and critical 
incidents, in order to detect the principal 
skills of each candidate and his response in
front different critical situations that 
could happen during his daily work. 
Once the person is incorporate to the 
company a welcome process starts with a 
company presentation, introduction of 
colleagues and principal process in the 
shop. The initial training follows with Product Presentation: order of stock and 
despatching, labelling, napping and 
alarmed, segmentation, order, change of 
prices, signage.  
The second training phase is 
Services, and includes: interaction with 
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The training areas are the classic 
areas that all people in this sector 
need to be trained and updated: 
product, sales techniques and 

 

This process is sustainable because 
involve all the Shop Assistance but in 
defined and planned moments. 

The training techniques used for this 
company such as videoconference, 

line training 
could be useful for other companies 
in this sector, and use new 
technologies that improve the 
training results at the same time that 
minimises economical costs. 

ECRUITMENT 
WORKING  

stores are formed by a Shop Director, 
a Manager and Shop Assistants. The 
company promote promotions and the 
majority of managers and directors have 
been shop assistants before.  
The recruitment process is done by the 
selection of CV; principally CVs which have 
been deliver or sent directly to the shop or 
by internet web site. The principal skills 
and knowledge that Kiabi looks for are 
certified of secondary and mandatory 

s well communication skills. It is 
an additional point to have experience in 

The process follow with a interview of 
competences indicators and critical 
incidents, in order to detect the principal 
skills of each candidate and his response in 
front different critical situations that 
could happen during his daily work.  
Once the person is incorporate to the 
company a welcome process starts with a 
company presentation, introduction of 
colleagues and principal process in the 

ining follows with 
: order of stock and 

labelling, napping and 
, segmentation, order, change of 

The second training phase is Customer 
, and includes: interaction with 

customers, reception an
support, cash desk, welcome to customers, 
changes and returns; organization, 
management and attention to clients on 
changing room; commercial attitude and 
selling support.  
The third training phase is 
Shop Life, which include
and the pay salary, as well as 
against possible thefts.  
Initial training and welcome process is 
done by a manager who becomes a mentor 
for the new employee.  
Once per month a meeting among all the 
shop workers is done. During these
meetings some tips of training are 
included. These tips are sent by Training 
Headquarters Department and transfer to 
all the employees by Shop Directors.  
During the year, from 1 to 3 training 
courses are developed for all the 
employees and done by elear
platform. Training activities done for all 
the employees are automatically included 
on human resources management software 
and which include all the employees. 
Once year all the employees have an 
individual performance assessment where 
an action plan is developed including 
training activities in order to achieve the 
objectives. Action plan is assessed three 
times per year and it is register to the HR 
software. This software has been designed 
for Kiabi. 
 
 
Transferability 
• Best practice easy to transfer above 

all training in working place by 
manager or mentoring process and 
the welcome process for new 
employees.   

Sustainability 
• The process follow by this company is 

sustainable a long term effects 
because has a less economical impact 
and give to the company the 
possibility to train new and 
permanent employees with an easy, 
flexible and chip plan.

Innovation 
• This best practice has not relevant 

innovative aspects. However it is 

  

customers, reception and telephoning 
support, cash desk, welcome to customers, 
changes and returns; organization, 
management and attention to clients on 
changing room; commercial attitude and 

The third training phase is Participating in 
, which include the timetable 

and the pay salary, as well as vigilant 

Initial training and welcome process is 
done by a manager who becomes a mentor 

Once per month a meeting among all the 
shop workers is done. During these 
meetings some tips of training are 
included. These tips are sent by Training 
Headquarters Department and transfer to 
all the employees by Shop Directors.   
During the year, from 1 to 3 training 
courses are developed for all the 
employees and done by elearning 
platform. Training activities done for all 
the employees are automatically included 
on human resources management software 
and which include all the employees.  
Once year all the employees have an 
individual performance assessment where 

is developed including 
training activities in order to achieve the 
objectives. Action plan is assessed three 
times per year and it is register to the HR 
software. This software has been designed 

to transfer above 
all training in working place by 
manager or mentoring process and 
the welcome process for new 

The process follow by this company is 
sustainable a long term effects 
because has a less economical impact 

to the company the 
possibility to train new and 
permanent employees with an easy, 
flexible and chip plan. 

This best practice has not relevant 
innovative aspects. However it is 



 

 
 

important to emphasize online 
training and the automatically update 
on HR software of all employees’ 
information. 

3. ASSESSMENT AND ACCRECOMPETENCES ACQUIRED
FORMAL OR INFORMAL L
THE WORKING PLACE ON
SECTOR. (RED CREAC) 

Oviedo Chamber of Commerce promoted 
and coordinated a national project
the support of European Social Fund
called Red Creac.  
This project was developed 
(from January to December), and its 
principal aims were:  
• To provide added value and a 

degree of professionalism to 
professional profiles
sector 

• To acknowledge competences 
acquired in non formal learning 
and skills and encourage them to 
flourish. 

• To increase employees
tasking capacities and prepare 
them for possible change

• To foster entrepreneurship and 
competitiveness of companies
through its workers.  

• To develop tools for the 
assessment, accreditation and 
recognition of competences in the 
working place on retail sector. 

Red Creac was focus on retail sector, 
principally on shop assistant job profile, 
with the aim to recognize the 
competences and skills acquired during 
working life. Following the Professional 
Qualifications designed by the National 
Institute of Qualifications, and published 
on the Official State Gazette
designed a process in order to accredit the 
competences. The process had these 
phases: 

• Information 
• Advising 
• Assessment 
• Accreditation  
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important to emphasize online 
training and the automatically update 
on HR software of all employees’ 

ASSESSMENT AND ACCREDITATION OF COMPETENCES ACQUIRED BY NON 
FORMAL OR INFORMAL LEARNING IN 
THE WORKING PLACE ON RETAIL 

 
Oviedo Chamber of Commerce promoted 
and coordinated a national project with 
the support of European Social Fund, 

developed during 2009 
(from January to December), and its 

To provide added value and a 
degree of professionalism to 
professional profiles in retail 
To acknowledge competences 
acquired in non formal learning 
and skills and encourage them to 
To increase employees multi-
tasking capacities and prepare 
them for possible change 
To foster entrepreneurship and 
competitiveness of companies 

 
To develop tools for the 
assessment, accreditation and 
recognition of competences in the 
working place on retail sector.  

Red Creac was focus on retail sector, 
principally on shop assistant job profile, 
with the aim to recognize the 

and skills acquired during 
working life. Following the Professional 
Qualifications designed by the National 
Institute of Qualifications, and published 

Official State Gazette the project 
designed a process in order to accredit the 

rocess had these 

In order to develop these phases specific 
tools and guides focus on retail sector 
were developed. The outputs were: 

• Candidate, advisor and assessor 
guide. 

• Forms such as: portfolio, company 
certificate, Assessment report, 
request for the recognition of 
competences, candidate dossier, 
and professional dossier. 

• Auto-assessment questionnaire
• Evidences guide

assessment of competences, 
specific for retail sector.

This project included a pilot phase were 
the documents, tools and processes were 
tested into real candidates of retail sector. 
Over 50 candidates participated from 
companies of fashion retail and 
supermarket that included the 
accreditation on the employee curricula. 
Candidates with lack of competences in 
order to complete the professional 
qualification had the opportunity to be 
trained by a training course.
Transferability 
• The process of accreditation of 

informal a non formal learning is 
transferable to other countries and 
institutions. Above all the products of 
this projects are accessible for free, 
and it is possible to download by its 
website: www.acometalredcreac.org

Sustainability 
• Accreditation process is sustainable if 

trained people in the companies or 
institutions work on the system and 
develop it including on HR company 
policy. 

Innovation 
• This best practice has an innova

component because offer a tested 
system for the accreditation of 
competences. Nowadays the process 
is established in some countries in 
Europe, but for all that it is not yet 
well-established this an opportunity 
to use tools and systems tested.

 

  

In order to develop these phases specific 
tools and guides focus on retail sector 
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certificate, Assessment report, 
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and professional dossier.  
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the documents, tools and processes were 
tested into real candidates of retail sector. 
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supermarket that included the 
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Candidates with lack of competences in 
order to complete the professional 
qualification had the opportunity to be 
trained by a training course. 
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informal a non formal learning is 
transferable to other countries and 
institutions. Above all the products of 
this projects are accessible for free, 
and it is possible to download by its 
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Accreditation process is sustainable if 
trained people in the companies or 
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develop it including on HR company 

This best practice has an innovative 
component because offer a tested 
system for the accreditation of 
competences. Nowadays the process 
is established in some countries in 
Europe, but for all that it is not yet 

established this an opportunity 
to use tools and systems tested. 



 

 
 

UNITED KINGDOM. NORTH IRELAND 
(UK) 
1. FOUNDATION DEGREE IN
This Foundation Degree is an innovative e
learning course which has been designed 
to meet the needs of staff already in 
employment within the retail sector.
It was launched for the first time in 
Northern Ireland in January 2010.
The majority of learning is carried out on
line, so that study can be fitted around the 
schedules of retailing employers and 
employees. 
In Northern Ireland, the qualification has 
been developed by 6 Colleges with the 
help of those in the industry and the 
University of Ulster 
Tesco Northern Ireland played a vital role 
in the initial design and development of 
the Foundation Degree in Retailing in 
Northern Ireland and have since supported 
12 of their colleagues to complete the 
course with a number of other employees 
currently completing the programme. 
Tesco has a long standing and ongoing 
involvement with the Foundation Degree in 
Retailing in England too. 
The Henderson Group, a family
business, who are the owners of the Spar, 
Eurospar and Vivo franchises in Northern 
Ireland, were also involved in the design 
and development of the Foundation degree 
in Retailing and have since supported a 
number of their employees to complete 
the programme. 
To date the Henderson Group has 
supported seven of their employees to 
graduate successfully, while another 
employee is currently enrolled in the 
second year of the programme.
The content is specific and tailored to 
retailing sector. 
Work-based learning and assessment 
structured around the job are integral to 
the course. 
It is delivered by College staff who have 
recent experience in the retailing sector. 
(College staff had undertaken retail 
placements with organizations such as 
Tescos and Harrods) 
It is delivered to a national standard (Level 
5 – Foundation Degree). 
It is also delivered in several regions of the 
UK, where other FE colleges, universities 
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FOUNDATION DEGREE IN RETAILING  
This Foundation Degree is an innovative e-
learning course which has been designed 
to meet the needs of staff already in 
employment within the retail sector. 
It was launched for the first time in 
Northern Ireland in January 2010. 
The majority of learning is carried out on-
line, so that study can be fitted around the 
schedules of retailing employers and 

Ireland, the qualification has 
been developed by 6 Colleges with the 
help of those in the industry and the 

Tesco Northern Ireland played a vital role 
in the initial design and development of 
the Foundation Degree in Retailing in 

ern Ireland and have since supported 
12 of their colleagues to complete the 
course with a number of other employees 
currently completing the programme. 
Tesco has a long standing and ongoing 
involvement with the Foundation Degree in 

The Henderson Group, a family-owned 
business, who are the owners of the Spar, 
Eurospar and Vivo franchises in Northern 
Ireland, were also involved in the design 
and development of the Foundation degree 
in Retailing and have since supported a 

eir employees to complete 

To date the Henderson Group has 
supported seven of their employees to 
graduate successfully, while another 
employee is currently enrolled in the 
second year of the programme. 
The content is specific and tailored to the 

based learning and assessment 
structured around the job are integral to 

It is delivered by College staff who have 
recent experience in the retailing sector. 
(College staff had undertaken retail 

ations such as 

It is delivered to a national standard (Level 

It is also delivered in several regions of the 
UK, where other FE colleges, universities 

and industry have collaborated together. 
For instance Manchest
University has worked with Tescos and is 
now working with other supermarket 
chains such as Asda in rolling out the 
degree. 

For more information see 
Degree at MMU | News & Events | 
Manchester Metropolitan University
http://www.mmu.ac.uk/news/news
items/1441/ ). 

• As Roisin Loughran, Tesco Northern 
Ireland Group Personnel Manager 
states “Tesco's experience is that the 
qualification is practical, work related 
and can add real value to your 
business. We benefit by getting better 
trained managers, colleagues benefit 
by studying for a new qualification and 
customers benefit by getting a better 
service. 

Transferability 
• This qualification is delivered to a 

national standard (Le
regions of the UK as well as Northern 
Ireland, where other FE colleges, 
universities and industry have 
collaborated together.

• The qualification could be translated 
using the European Qualifications 
Framework (EQF) for transferability 
to other EU countries.

• For more information see: 
http://ec.europa.eu/education/lifelo
ng-learning-policy/eqf_en.htm

Sustainability 
• The Degree is sustainable as long as it 

continues as a partnership financed 
by public, employer and employee 
contributions. 

Innovation 
• The innovative two year degree 

course allows students working in 
retail to study via a blend of a 
technology-supported ‘online 
classroom’ and attendance at college 
with the aim of rewarding students 
with improved chances of career 
progression. The course is specifically 
designed to meet the needs of those 
already in employment in the retail 
sector. 

  

and industry have collaborated together. 
For instance Manchester Metropolitan 
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• The retail industry in this case, Tesco 
Northern Ireland and Hendersons
played a vital role in the initial design 
and development of the Foundation 
Degree in Retailing in Northern 
Ireland 

2. WORLD HOST RETAIL PR
WorldHost™ Retail 
WorldHost™ Retail is a customer service 
trained programme used in the UK. Well
trained retail managers with strong 
customer service skills are essential for 
successful retail businesses; staff that 
demonstrates professional customer 
service skills can significantly improve 
customer satisfaction and customer 
loyalty. The programmes are engaging and 
energetic, offering a comprehensive 
training toolkit and topical DVD and CD 
scenarios.  
Participants on these certificated 
programmes gain valuable skills and 
techniques and are eligible to wear the 
recognised WorldHost™ pin badge, a clear 
demonstration of their customer service 
excellence. 
The benefit of WorldHost™? 
• Improved staff morale, motivation 

and productivity by offering 
continuing professional 
development (CDP) 

• More value from the way your staff 
interact with customers

• Improved perception of your shop 
and an increased reputation

• Greater customer satisfaction
• Reduced complaints 
• Stronger customer relationships
• Loyalty - customers who come 

back again and again 
• Reduced incidents of conflict and 

confrontation through 
resolution 

NWRC and Kennys 
Twelve of the 140 staff at Kennys have 
completed North West Regional College’s 
World Host Retail programme, a flexible 2 
day training programme which focuses on 
the principles of customer service, 
targeting new customers,
improvement of sales techniques. 
Established in 1993, Kenny's has been 
trading partners with the Henderson Group 
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The retail industry in this case, Tesco 
Northern Ireland and Hendersons 
played a vital role in the initial design 
and development of the Foundation 
Degree in Retailing in Northern 
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Participants on these certificated 
programmes gain valuable skills and 
techniques and are eligible to wear the 

™ pin badge, a clear 
demonstration of their customer service 

 
Improved staff morale, motivation 
and productivity by offering 
continuing professional 

More value from the way your staff 
stomers 

Improved perception of your shop 
and an increased reputation 
Greater customer satisfaction 

 
Stronger customer relationships 

customers who come 
 

Reduced incidents of conflict and 
confrontation through problem 

Twelve of the 140 staff at Kennys have 
completed North West Regional College’s 
World Host Retail programme, a flexible 2 
day training programme which focuses on 
the principles of customer service, 
targeting new customers, and 
improvement of sales techniques. 
Established in 1993, Kenny's has been 
trading partners with the Henderson Group 

SPAR symbol, and currently has a portfolio 
of 6 retail outlets across the province. The 
programme was delivered b
Host trained staff 
Kenny’s staff gained the following  2  
World Host qualifications:
• Principles of Customer Service 

Retail 
• Sales Powered by Service 

They are also eligible to wear the World 
Host pin badge which recognises their 
customer service excellence.  
of this training, each employee has also 
gained an additional qualification 
Understanding the Retail Selling Process 
unit.  This Level 2 unit is part of the City & 
Guilds Level 2 Award in Retail Knowledge 
(QCF). 
Transferability 
• In the UK, Skillsmart Retail and the 

National Skills Academy for Retail 
secured the exclusive licence for 
WorldHost™ Retail from the Province 
of British Columbia, Canada to deliver 
a package of retail customer service 
training used to train staff and 
volunteers at the successful 2010 
Vancouver Winter Olympics.

• To date, nearly one million people 
have been successfully trained using 
WorldHost™ in over 20 countries.

  

SPAR symbol, and currently has a portfolio 
of 6 retail outlets across the province. The 
programme was delivered by NWRC World 

Kenny’s staff gained the following  2  
World Host qualifications: 

Principles of Customer Service – 

Sales Powered by Service – Retail 
They are also eligible to wear the World 
Host pin badge which recognises their 
customer service excellence.  As a result 
of this training, each employee has also 
gained an additional qualification - Level 2 
Understanding the Retail Selling Process 
unit.  This Level 2 unit is part of the City & 
Guilds Level 2 Award in Retail Knowledge 

In the UK, Skillsmart Retail and the 
National Skills Academy for Retail 
secured the exclusive licence for 
WorldHost™ Retail from the Province 
of British Columbia, Canada to deliver 
a package of retail customer service 
training used to train staff and 

teers at the successful 2010 
Vancouver Winter Olympics. 
To date, nearly one million people 
have been successfully trained using 
WorldHost™ in over 20 countries. 



 

 
 

Sustainability 
• In Northern Ireland, the training is an 

initiative funded through the 
Department for Employment and 
Learning’s Skills Solutions Service

• Private organisations within the retail 
sector employing fewer than 250 
people, could be eligible for financial 
assistance through the Department 
for Employment and Learning’s 
Customised Training package

Innovation 
• Research from Skillsmart Retail shows 

that improving customer service is 
 3. MARKS & SPENCER - THE ROLE OF 

TRAINING AND DEVELOPMENT IN 
CAREER PROGRESSION  

To match its business strategy, Marks &
Spencer develops existing staff from within 
the organisation. It also recruits managers 
at three different levels: 
• Trainee managers with A

undertake 24 months of training
• Graduates who join the organisation 

from university have 12 months of 
training 

• Experienced managers who have retail 
experience undertake up to 3 months 
of training when they join Marks & 

assess what training and development she needs. This example shows that, for technical 
skills, Jane needs to improve in most areas except Financial Management. In business 
competencies Jane's skills are a better match but she needs additional skills in People & 
Resource Management, Commercial Acumen, and Communicating and Influencing.
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In Northern Ireland, the training is an 
initiative funded through the 

t for Employment and 
Learning’s Skills Solutions Service 
Private organisations within the retail 
sector employing fewer than 250 
people, could be eligible for financial 
assistance through the Department 
for Employment and Learning’s 

package 

Research from Skillsmart Retail shows 
that improving customer service is 

one of the biggest challenges for 
retail businesses today. With 51 
percent of retail staff employed in 
sales and customer service roles, 
providing the right trainin
a real impact on your sales and 
turnover. 

• For more information see:
Worldhost.uk.com (2013) WorldHost 
for Retail | WorldHost. [online] 
Available at: 
http://www.worldhost.u
mmes/worldhost-for
[Accessed: 25 Jan 2013].

THE ROLE OF 
MENT IN 
 

To match its business strategy, Marks & 
Spencer develops existing staff from within 

It also recruits managers 

Trainee managers with A-levels 
undertake 24 months of training 
Graduates who join the organisation 
from university have 12 months of 

Experienced managers who have retail 
experience undertake up to 3 months 
of training when they join Marks & 

Spencer. This helps them understand 
how Marks & Spencer operates.

Competencies 
Each management post at Marks & Spencer 
requires a number of technical skills and 
business competencies. These are related 
to the job's level in the 
Marks & Spencer uses competency profiling 
to identify gaps in skills. Employees need 
these competencies and skills to be 
successful in each post. For ex
technical skills are relevant to areas like 
team management, financial management 
and sales management. Business 
competencies include areas such as 
business leadership, decision
communicating and influencing.

 
Marks & Spencer uses 
competency profiling 
to identify gaps in 
skills. In the example, 
Jane is a Commercial 
Manager in a large 
store. The standard 
profiles (figs A and B) 
show what technical 
skills and business 
competencies are 
necessary for that 
role. J
profiles (figs C and D) 
are compared to these 
standard profiles to 

assess what training and development she needs. This example shows that, for technical 
skills, Jane needs to improve in most areas except Financial Management. In business 
mpetencies Jane's skills are a better match but she needs additional skills in People & 

Resource Management, Commercial Acumen, and Communicating and Influencing.

one of the biggest challenges for 
retail businesses today. With 51 
percent of retail staff employed in 
sales and customer service roles, 
providing the right training can have 
a real impact on your sales and 

For more information see: 
Worldhost.uk.com (2013) WorldHost 
for Retail | WorldHost. [online] 
http://www.worldhost.uk.com/progra

for-retail  
[Accessed: 25 Jan 2013]. 

  
Spencer. This helps them understand 
how Marks & Spencer operates. 

Each management post at Marks & Spencer 
technical skills and 

business competencies. These are related 
to the job's level in the organization.  
Marks & Spencer uses competency profiling 
to identify gaps in skills. Employees need 
these competencies and skills to be 
successful in each post. For example, 
technical skills are relevant to areas like 
team management, financial management 
and sales management. Business 
competencies include areas such as 
business leadership, decision-making, and 
communicating and influencing. 

Marks & Spencer uses 
competency profiling 
to identify gaps in 
skills. In the example, 
Jane is a Commercial 
Manager in a large 
store. The standard 
profiles (figs A and B) 
show what technical 
skills and business 
competencies are 
necessary for that 
role. Jane's personal 
profiles (figs C and D) 
are compared to these 
standard profiles to 

assess what training and development she needs. This example shows that, for technical 
skills, Jane needs to improve in most areas except Financial Management. In business 
mpetencies Jane's skills are a better match but she needs additional skills in People & 

Resource Management, Commercial Acumen, and Communicating and Influencing. 



 

 
 

Reviewing performance 
At the end of every 6 months a 
performance review or appraisal takes 
place. Employees discuss their progress 
with their line managers. Employees are 
given ratings for the skills and 
competencies they have shown over the 
past year. These are compared with 
expected skills profiles for these areas. 
Employees can identify how they are 
performing in relation to the expected 
technical skills and business competencies.
Personal development 
The line managers and employee then 
discuss and agree on a plan for further 
development for the following year. All 
staff has a personal development plan in 
which they set objectives based on the 
feedback from their performance review. 
This helps them to construct a realistic 
and focused career path. All managers at 
Marks & Spencer are able to create a 
career planning profile. This enables them 
to focus on their next target role. They 
can then develop a career path to support 
this ambition.  
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At the end of every 6 months a 
eview or appraisal takes 

place. Employees discuss their progress 
with their line managers. Employees are 
given ratings for the skills and 
competencies they have shown over the 
past year. These are compared with 
expected skills profiles for these areas. 

loyees can identify how they are 
performing in relation to the expected 
technical skills and business competencies. 

The line managers and employee then 
discuss and agree on a plan for further 
development for the following year. All 
staff has a personal development plan in 
which they set objectives based on the 
feedback from their performance review. 
This helps them to construct a realistic 
and focused career path. All managers at 
Marks & Spencer are able to create a 

rofile. This enables them 
to focus on their next target role. They 
can then develop a career path to support 

Transferability 
• This training and development model 

has been used  with variations by 
many larger retail organisations

Sustainability 
• Usually only sustainable in a larger 

retail organisation 
Innovation 
• Offer in-depth training and 

performance coaching.
• Regularly assess employee’s 

development needs to provide 
relevant support.  

• New employees’ induction, giving 
them a feel for what their role will 
involve. 

• On-the-job –supports learning in ‘real 
life’ situations, where they have the 
benefit of team support should they 
need it.  

• Section managers receive specific 
training on stock management, 
driving sales and motivating their 
teams 

• Store managers are regularly assessed 
to address any senior level 
development needs they may have.

This training and development model 
has been used  with variations by 
many larger retail organisations 

Usually only sustainable in a larger 

depth training and 
performance coaching. 
Regularly assess employee’s 
development needs to provide 

New employees’ induction, giving 
r what their role will 

supports learning in ‘real 
life’ situations, where they have the 
benefit of team support should they 

Section managers receive specific 
training on stock management, 
driving sales and motivating their 

Store managers are regularly assessed 
to address any senior level 
development needs they may have. 



 

 
 

7.7.7.7. GGGGlossarylossarylossarylossary    

A 
ASSESSMENT (OF COMPETENCES) 
The sum of methods and processes
and/or competences) of an individual,
Source: Cedefop, 2003 
AWARDING BODY 
A body issuing qualifications 
of an individual, following a standard
Source: Cedefop, 2003 adapted
C 
CERTIFICATE/DIPLOMA 
An official document, issued
individual following a standard
Source: Cedefop, 2002. 
CERTIFICATION (OF COMPETENCES
The process of formally validating
individual, following a standard
accredited awarding bodies. 
Comment: certification validates
informal/non-formal learning.
Source: Cedefop, 2002. 
COMPARABILITY (OF QUALIFICATIONS
The extent to which it is possible
formal qualifications (certificates
levels. 
Source: Cedefop, 2000. 
COMPETENCE 
Ability to apply knowledge,
situation. 
Source: Cedefop, 2002. 
CONTINUING VOCATIONAL EDUCATION
Education or training after 
individuals to: 

M Improve or update
M Acquire new competences
M Continue their personal

Source: Cedefop, 2002
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processes used to evaluate the attainments (knowledge,
individual, and typically leading to certification. 

 (certificates or diplomas) formally recognising 
standard assessment procedure. 

adapted from OECD. 

issued by an awarding body, which records the achievements
standard assessment procedure. 

COMPETENCES) 
validating knowledge, know-how and/or competences
standard assessment procedure. Certificates or diplomas

 
validates the outcome of either formal learning (training

learning. 

QUALIFICATIONS) 
possible to establish equivalence between the level

(certificates or diplomas) at sectoral, regional, national

knowledge, know-how and skills in an habitual and/or

EDUCATION AND TRAINING 
 initial education or entry into working life, aimed

update their knowledge and/or competences; 
competences for a career move or retraining; 
personal or professional development. 
2002 

  

(knowledge, know-how 
 

the achievements 

achievements of an 

competences acquired by an 
diplomas are issued by 

(training actions) or 

level and content of 
national or international 

and/or changing work 

aimed at helping 



 

 
 

D 
DROPOUT 
Withdrawal from attending education
objectives. 
Comment: 
1. This term designates both 

leavers) who fail to complete
2. Besides early school leavers,

education or training but failed
Source: adapted from The International
E 
EMPLOYABILITY 
The degree of adaptability 
updating occupational competences.
Source: Cedefop, 2000. 
F 
FORMAL LEARNING 
Learning that occurs in an organised
the job) and is explicitly designated
support). Formal learning is intentional
certification. 
Source: Cedefop, 2003. 
G 
GUIDANCE AND COUNSELLING 
A range of activities designed
decisions and to carry them out
Source: Cedefop, 2003 
I 
INFORMAL LEARNING 
Learning resulting from daily
structured (in terms of objectives,
cases unintentional from the 
Source: Cedefop, 2003. 
Initial vocational education 
Either general or vocational education
before entering working life. 

Source: Cedefop, 2003.
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education or training resulting in a failure to 

 the process (early school leaving) and the persons
complete a course; 
leavers, dropouts may also include learners who 

failed the examinations. 
International Encyclopaedia of Education 

 an individual demonstrates in finding and keeping
competences. 

organised and structured context (in a school/training
designated as learning (in terms of objectives, 
intentional from the learner’s point of view. It 

designed to help individuals take (educational, vocational,
out before and after they enter the labour market.

daily work-related, family or leisure activities. It is
objectives, time or learning support). Informal learning

 learner’s perspective. It typically does not lead

 and training 
education carried out in the initial education system,
 

2003. 

  

 meet the course 

persons (early school 

 have completed 

keeping a job, and 

school/training centre or on 
 time or learning 
 typically leads to 

vocational, personal) 
market. 

is not organised or 
learning is in most 
 to certification. 

system, in principle 



 

 
 

L 
LEARNING 
A cumulative process whereby
abstract entities (concepts, categories,
skills and competences. 
Source: adapted from Lave, 1997.
LEARNING OUTCOME(S)/LEARNING
The set of knowledge, skills
demonstrate after completion
Source: Cedefop, 2003. 
LIFELONG LEARNING 
All learning activity undertaken
skills/competences and/or qualifications
Source: Cedefop, 2003. 
N 
NON-FORMAL LEARNING 
Learning which is embedded
terms of learning objectives,
important learning element.
view. It typically does not lead
Source: Cedefop, 2003. 
P 
PRIOR LEARNING 
The knowledge, know-how and/or
training or experience. 
Source: Cedefop, 2003. 
Q 
QUALIFICATION 
1.   An official record (certificate,

completion of education 
and/or 

2.   The requirements for an 
Source: Cedefop, 2003. 
R 
RECOGNITION (OF COMPETENCES) 
1. Formal recognition: the 

- Through the award
- Through the

competences;
and/or 

2. Social recognition: through
and social stakeholders. 
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whereby individuals gradually assimilate increasingly
categories, and patterns of behaviour or models)

1997. 
LEARNING ATTAINMENTS 

skills and/or competences an individual acquired and/or
completion of a learning process. 

undertaken throughout life, with the aim of improving
qualifications for personal, social and/or professional

embedded in planned activities not explicitly designated
objectives, learning time or learning support), but which
element. Non-formal learning is intentional from the learne

lead to certification. 

and/or competences acquired through previously

(certificate, diploma) of achievement which recognises
 or training, or satisfactory performance in a test

individual to enter, or progress within an occupation.

 
 process of granting official status to competences,
award of certificates or 

the grant of equivalence, credit units, validation
competences; 

through acknowledgment of the value of competences
 

increasingly complex and 
models) and/or acquire 

and/or is able to 

improving knowledge, 
professional reasons. 

designated as learning (in 
which contain an 
learner’s point of 

previously unrecognised 

recognises successful 
test or examination; 

ccupation. 

competences, either 

validation of gained 

competences by economic 



 

 
 

Source: Cedefop, 2003. 
S 
SOCIAL DIALOGUE 
A process of exchange between
collective bargaining. 
Comment: 

1. Social dialogue can be
or tripartite (also associating
society, ngos, etc.); 

2. Social dialogue can take
local/regional/national/transnational);

3. At international level,
according to the number

Source: Cedefop, 2003. 
T 
TRANSPARENCY (OF QUALIFICATIONS
The degree of intelligibility
compared on the (sectoral, regional,
Source: Cedefop, 2003. 
V 
VALIDATION OF INFORMAL / NON-FORMAL
The process of assessing and
competences which people develop
through education, work and 
Source: adapted from The international
VALUING LEARNING 
The process of promoting participation
raise awareness of its intrinsic
Source: Cedefop, 2001 in European
lifelong learning a reality, doc.
VOCATIONAL EDUCATION AND TRAINING
Education and training which
used on the labour market. 
Source: adapted from ETF, 1997.
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between social partners to promote consultation,

be bipartite (involving representatives of workers
associating public authorities and/or representatives
 
take place at various levels (company, sectoral/cross

local/regional/national/transnational); 
level, social dialogue can be bilateral, trilateral
number of countries involved. 

QUALIFICATIONS) 
intelligibility of qualifications allowing their value to be

regional, national or international) labour and training

FORMAL LEARNING 
and recognising a wide range of knowledge, know
develop throughout their lives in different contexts,
 leisure activities. 

international encyclopaedia of education. 

participation in and outcomes of (formal or non-formal)
intrinsic worth and to reward learning. 

European Commission, communication Making a 
doc. COM(2001) 678 final. 

TRAINING (VET) 
which aims to equip people with skills and competences

1997. 

consultation, dialogue and 

workers and employers) 
representatives of civil 

sectoral/cross-sectoral and 

trilateral or multilateral, 

be identified and 
training markets. 

know-how, skills and 
contexts, for example 

formal) learning, to 

 European area of 

competences that can be 



 

 
 

8.8.8.8. CCCConclusionsonclusionsonclusionsonclusions

• During last years, some countries have 
started the development of 
of Validation of Informal an
formal Learning, producing different 
tools and methods in order to validate 
all those learning acquired out of 
schools or formal educations. 

These systems shows
depending on the European country, 
both on the system itself and on the 
level of development. Mea
countries as France or UK have 
developed and have also 
systems since years, other countries, 
as Lithuania, Italy or Spain started 
recently. The different methodologies 
and levels of development made 
elaboration of this report 
order to create a common framework 
of knowledge.  

Also, the level of ECVET 
implementation on the different 
countries has increased during last 
years but it is not homogenous, being 
necessary to establish the map of 
situations in partners’ countries 
participants.  

• It is a fact that formals systems of 
accreditation of compete
private companies 
procedures in order to assess 
professional competences and skills 
acquired in the working place. Despite 
this fact, private companies do not
very much official catalog

• Analyzing best practices focus on 
company experience and 
this report, we can see that especially 
on distribution sector, the competency 
of new employees is monitored very 
differently. It is possible to
distributors follow an integration 
process involving the welcoming, 
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onclusionsonclusionsonclusionsonclusions    

some countries have 
the development of processes 

of Informal and Non-
, producing different 

ods in order to validate 
e learning acquired out of 

schools or formal educations.  

shows differences 
European country, 

both on the system itself and on the 
level of development. Meantime 
countries as France or UK have 

have also ongoing 
systems since years, other countries, 
as Lithuania, Italy or Spain started 

The different methodologies 
and levels of development made the 
elaboration of this report necessary in 
order to create a common framework 

the level of ECVET 
implementation on the different 
countries has increased during last 

homogenous, being 
necessary to establish the map of 

in partners’ countries 

It is a fact that formals systems of 
accreditation of competences offer to 

 tools and 
procedures in order to assess 
professional competences and skills 
acquired in the working place. Despite 
this fact, private companies do not use 
very much official catalogues.    

Analyzing best practices focus on 
and explained in 

this report, we can see that especially 
he competency 

s is monitored very 
It is possible to say that all 

distributors follow an integration 
process involving the welcoming, 

tutoring, training and assessment of 
recruits, but that the process varies in 
its level of maturity and formality 
from one company to another.
A summary of best practices mig
include: 
- An official welcoming procedure

provide an overall vision of the 
company’s management, of the 
brand image and selling style to be 
applied, and of the shop, work 
clothes and company rules, so that 
the new recruit knows what
expected from him.

- An initial “basic” training period
the products, hygiene and safety 
rules for the specific department, 
gestures, attitudes and sales 
techniques of the company 

- Appointment of a tutor
a 3-way interview with the person in 
charge, goes o
description and the tasks given 
initially, then in the first week, the 
first month and the first year, the 
assessment periods (end of trial 
period, after 6 months and 12 
months), and development 
prospects. 

- An initial immersion
tutor who provides technical support 
on a daily basis to start with, then 
more and more speci
at increasingly longer intervals, as 
the young employee makes progress.

- A first assessment
formal and non-formal criter
comparison with the expectations of 
the job and, where progress is 
needed, specific training with 
support of a training institution 
chosen by the company (in order to 
ensure cohesion of teaching). This 
assessment should be recorded via a 
tool (such as comete, for example).

tutoring, training and assessment of 
recruits, but that the process varies in 
its level of maturity and formality 
from one company to another. 
A summary of best practices might 

official welcoming procedure to 
provide an overall vision of the 

management, of the 
brand image and selling style to be 
applied, and of the shop, work 
clothes and company rules, so that 
the new recruit knows what it is 

him. 
initial “basic” training period on 

the products, hygiene and safety 
specific department, 

gestures, attitudes and sales 
techniques of the company  
Appointment of a tutor who, during 

way interview with the person in 
charge, goes over the job 
description and the tasks given 
initially, then in the first week, the 

onth and the first year, the 
assessment periods (end of trial 
period, after 6 months and 12 
months), and development 

initial immersion alongside a 
tutor who provides technical support 
on a daily basis to start with, then 
more and more specialised support 
at increasingly longer intervals, as 
the young employee makes progress. 
first assessment on the basis of 

formal criteria, and 
comparison with the expectations of 
the job and, where progress is 
needed, specific training with 
support of a training institution 
chosen by the company (in order to 
ensure cohesion of teaching). This 
assessment should be recorded via a 

as comete, for example). 



 

 
 

- A second assessment after 6 months 
to highlight the progress made and 
further progress orientations.  It 
might be beneficial to rate the 
overall performance of the 
employee in order to give him a 
clear view of his performance leve
and how to improve this.

- An annual assessment
from one year to the next) based on 
the same items (assessment matrix), 
throughout the employee’s presence 
in the company. 

A tool for competence monitoring must 
be compatible with the company’s 
overall skills management system and 
must also support EEP actions to be 
harmonised throughout the company.

• For recruitment process, companies on 
retail sector give less importance to 
previous experience or formal 
qualifications than other sectors. As 
well as, specific previous training in 
commercial area is not required in 
some cases, being more important 
internal promotion and fidelity in 
order to get a promotion. 

• Analyzing big companies it is a proven 
fact that Human Resources Managers 
have a strong power of decision on 
recruitment process, more than in 
others areas. Despite this
occur at the same level at training 
policy, which comes directly from 
headquarters and has fewer 
possibilities to be adapted to each 
shop or shop assistant.  
Companies have a well defined
business culture and give a big 
importance to transfer this culture and 
methodology to their employees, being 
the principal part of initial training. 
Another important area 
training for new employees together 
with business culture is product 
knowledge. However training in 
commercial skills has a lower 
development and beyond 
areas it is difficult to find training 
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after 6 months 
to highlight the progress made and 

r progress orientations.  It 
might be beneficial to rate the 
overall performance of the 
employee in order to give him a 
clear view of his performance level 
and how to improve this. 

annual assessment (compared 
from one year to the next) based on 
the same items (assessment matrix), 
throughout the employee’s presence 

A tool for competence monitoring must 
be compatible with the company’s 
overall skills management system and 
must also support EEP actions to be 
harmonised throughout the company. 
For recruitment process, companies on 
retail sector give less importance to 
previous experience or formal 
qualifications than other sectors. As 

as, specific previous training in 
commercial area is not required in 
some cases, being more important 
internal promotion and fidelity in 
order to get a promotion.  
Analyzing big companies it is a proven 
fact that Human Resources Managers 

er of decision on 
recruitment process, more than in 

this, it does not 
occur at the same level at training 

which comes directly from 
headquarters and has fewer 
possibilities to be adapted to each 

well defined 
business culture and give a big 
importance to transfer this culture and 

employees, being 
the principal part of initial training.  
Another important area for the initial 
training for new employees together 

business culture is product 
knowledge. However training in 
commercial skills has a lower 
development and beyond these three 

is difficult to find training 

focus on other transversal skills or 
knowledge.  

• According with this best practices 
analysis, companies need well trained 
human resources, but not only on 
product knowledge or co
skills, also in transversal competences 
that can give a difference on customer 
service.    

• The most usual training systems used 
are on-line courses and mento
sessions done by experienced 
workmates.  

• Measuring skills and competences falls 
to HR Manager and often the process 
followed is an individual performance 
assessment by an interview and 
individual action plan. Big trade 
companies have specific software
where training and action plans are 
registered, although application of 
knowledge at working place is not 
assessed.  

• Having a sufficient supply of educated 
population on the labor market, the big 
retail companies recruit VET graduates 
as well as higher education graduates 
for various positions and do in
training according to their needs. They 
have training materials for individual 
job positions, often online format and 
the Human Resource department 
organizes the process. Recognition of 
prior learning in retail business, 
relevant work experience or 
competence assessment on the work 
place has not been recognized as an 
important factor in development of 
employees.  
Information dissemination on 
competence assessment and validation 
by Competence assessme
well as institutions of higher education 
for professional education is getting 
more into attention of employers in 
retail business.  
In this way NEW DEAL project tools and 
methodologies will support efforts of 
both employers and employees for long 

focus on other transversal skills or 

According with this best practices 
ysis, companies need well trained 

human resources, but not only on 
product knowledge or commercial 
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that can give a difference on customer 
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Measuring skills and competences falls 
to HR Manager and often the process 

an individual performance 
assessment by an interview and 
individual action plan. Big trade 
companies have specific software 
where training and action plans are 

, although application of 
knowledge at working place is not 

Having a sufficient supply of educated 
population on the labor market, the big 
retail companies recruit VET graduates 

ucation graduates 
for various positions and do in-company 
training according to their needs. They 
have training materials for individual 

en online format and 
esource department 

organizes the process. Recognition of 
ng in retail business, 

relevant work experience or 
competence assessment on the work 
place has not been recognized as an 
important factor in development of 

Information dissemination on 
competence assessment and validation 
by Competence assessment centers as 
well as institutions of higher education 
for professional education is getting 
more into attention of employers in 

NEW DEAL project tools and 
methodologies will support efforts of 
both employers and employees for long 



 

 
 

term professional cooperation and 
strengthen their competitiveness on the 
market. 

• The interview is a successful tool in 
the selection of the human resour
An analysis made by the company 
shows that a high number
positions are filled using the selection 
interview. Interviewing imply data 
processing and the assessment of the 
evidence about a candidate's 
capabilities in relation to the staff 
specification of the job.  
Some of the information on candidates 
are extracted from the letter of 
recommendation, CV, cover letter, 
test results, but the purpose of the 
interview in the vision of the company, 
is to complement these data with 
more detailed or specific information 
that can be obtained during a face to 
face meeting as well as detect 
competences and skills necessaries or 
desirables for the job position
After the interview, the human 
resources responsible should know how 
to answer these questions:
- Can the candidate fulfill the job’s 

tasks - is he/she capable?
- Will the candidate want to fulfill 

the job tasks –
motivated? 

- How the candidate will fit within 
the organization? 

- The advantages of the interviews 
as a method of selection, for the 
company are the following:

o It offers the opportunity to 
ask questions of detail 
about the experience of 
the candidates and to 
investigate the extent to 
which the candidate meets 
the required competences 
of the position;
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Some of the information on candidates 
are extracted from the letter of 
recommendation, CV, cover letter, 
test results, but the purpose of the 
interview in the vision of the company, 
is to complement these data with 

or specific information 
that can be obtained during a face to 

as well as detect specific 
competences and skills necessaries or 
desirables for the job position. 
After the interview, the human 
resources responsible should know how 

e questions: 
Can the candidate fulfill the job’s 

is he/she capable? 
Will the candidate want to fulfill 

– is he/she 

How the candidate will fit within 

The advantages of the interviews 
selection, for the 

company are the following: 
the opportunity to 

ask questions of detail 
about the experience of 
the candidates and to 
investigate the extent to 
which the candidate meets 
the required competences 
of the position; 

o It allows 
position (a "preliminary 
realistic presentation of 
the job") and the 
organization in greater 
detail; 

o It allow
personal meeting, face to 
face, so that the 
interviewer can appreciate 
just how well the 
candidate will fit in the 
context of 
and about what impression 
will make as a coworker.

Company experience has shown that a 
coherent system of evaluation of 
professional performances of 
employees is particularly an important 
contribution to achieve the objectives 
pursued by the company.
This ensures a better knowledge of 
personnel working according to the 
level of professional competence, 
respectively the performance achieved 
by each employee's area of activity. 
Also contribute to the assessment of 
professional competence:
- Identify areas where employees 

need to improve their work;
- Reorient employees depending on 

the capacity and skills of each;
- Identify the value elements that 

can be promoted;
- Granting rewards;
- Identify criteria for staff dismissal.
Using this kind of systems 
to develop the process and career 
management of employees: identify 
continuous professional training needs 
and determine the readiness of a 
person who goes through a course or a 
professional training program. 
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