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• Aim -Becoming more accountable to ourselves and in the workplace breeds 
success – both for us and for our teams. People with accountability choose to 
take responsibility for projects and outcomes, with the intention of reaching 
objectives. In order to take responsibility for ourselves in a work setting, we 
must first be able to be honest with and accountable to ourselves. 

• Objectives –  Accountability involve five key ideas: 

 Obligation, or a responsibility to accomplish something. 

Willingness, or taking action because we want to rather than because we have to 

 Intent, or the reason behind acting 

 Ownership, or taking responsibility for our behavior and outcomes 

 Commitment, or dedicating ourselves to the task or goal. 
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• Content - :  

a) Definition of Personal accountability 

b) Benefits (why it’s important this skill for job advisors) 

c) Challenges  (barriers to overcome to have this skill) 

d) Methods to increase this skill for job advisors  
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SKILL – PERSONAL ACCOUNTABILITY  
Insert TOPIC here 

As business author Jim Rohn said, 

“You must take personal responsibility. You cannot change the 
circumstances, the seasons or the wind, but you can change yourself. 
That is something you have charge of.”  

 

Accrue the many benefits that stepping up and owning your performance 
— good and bad — will bring. Begin taking personal responsibility for your 
actions and outcomes today. 
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SKILL – PERSONAL ACCOUNTABILITY  
What is personal accountability? 
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    It is the belief that you are fully responsible for your own actions 
and consequences. It’s a choice, a mindset and an expression of integrity. 
Some individuals exhibit it more than others, but it can and should be 
learned as it is not only the foundation for a successful life, but also a 
prerequisite for happiness. 

It is the value of being aware of your actions and their consequences. 
Personal responsibility involves taking care of yourself and the 
commitments you acquire with others, it also relates to respecting the rules, 
the use of common sense and the valuation of things. 
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Accountability 
doesn’t guarantee 

that you always get 
the result you want. 
It means that you’ve 

acted in integrity 
with your choices and 

actions, and can 
stand behind them 

because they are 
congruent with what 
is important to you 

Regardless where your 
actions are — in the 

workplace or personally 
— when you make 

deliberate choices, you 
are in control. Your 
decisions are the 

opportunities for your 
own success and for the 

possibility of inspiring 
others. You can choose to 
make life happen, rather 

than watch events 
happen to you 

SKILL – PERSONAL ACCOUNTABILITY  
What is personal accountability? 



Co-funded by the 
Erasmus+ Programme 
of the European Union

There are three parts to personal 
accountability: 

• The commitment to yourself to follow through 
on the things that you say you are going to do. 

• Taking ownership of your response to the 
things within and out of your control. 

• Taking responsibility for the results that come 
from your actions (or inaction) 

 

SKILL – PERSONAL ACCOUNTABILITY  
What is personal accountability? 
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Personal accountability implies: 

To decide 
which are 
the most 

appropriate 
actions to 

achieve our 
objectives. 

Assuming 
the 

consequence
s of the 

decisions we 
make. 

To decide 
how we use 

our time and 
effort, and to 

whom we 
dedicate that 

time and 
effort. 

the way and 
clarity with 
which we 

express our 
ideas and 

understand 
those of 
others 

Maintain a 
high self-
esteem. 

SKILL – PERSONAL ACCOUNTABILITY  
What is personal accountability? 
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Personal accountability is the foundation of all success. 

We need eliminating some very human traps: 

Victim and entitlement 
thinking 

Blame and finger-
pointing 

Procrastination and 
inertia 

“And “Who dropped the ball?” and 

“Whose idea was this anyway?” are 
all about blame and finger-pointing. 

When people ask questions like, 
“Why do we have to go through 
all this change?” and “Why can’t 
we find good people?” it’s 
nothing more than victim-
thinking 

When will we get better systems?” 

and “When will someone solve the 
problem?” lead to procrastination. 

SKILL – PERSONAL ACCOUNTABILITY  
What is personal accountability? 
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Empowerment Acknowledge reality — The first stage of accountability, 
this level assesses and views a situation in stark reality. 
From that reality, there is an ability to assess what action is 
possible. 

Accept ownership — Just acknowledging reality doesn’t 
result in taking responsibility. After acknowledging what 
exists, the choice point here is to decide to accept 
ownership for the results. 
Apply solutions — Find ways to get it done. 

Make it happen — Do it 

SKILL – PERSONAL ACCOUNTABILITY  
What is personal accountability? 
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Powerless 
Victim 

Unaware — At this level no awareness exists that there is even a 
goal to pursue or a problem to solve. 

Blame and complain — It appears that others are at fault for the 
outcome, usually an undesirable one, at this step. Advancing 
beyond this stage requires examining our own role in the 
situation. 
Excuses, not results — Excuses are ways of not accepting 
responsibility. It doesn’t matter if there is any validity to the 
information within the excuse. When a goal is a high enough 
priority, there is a way to make it happen. 

Wait and hope — Change doesn’t come without some type of action. This level is 
completely passive, allowing external factors to just develop. 

SKILL – PERSONAL ACCOUNTABILITY  
What is personal accountability? 
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SKILL – PERSONAL ACCOUNTABILITY  
     The benefits of personal acountability 

Decreased 
stress.  

Increased 
productivity 

Builds trust 

Be 
proactive  

Growing and 
changing 

More 
powerful 
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 A lack of personal accountability is at the heart of chronic 
stress. It saps us of productivity. It wastes our time. It makes us less 
satisfied with our jobs, our relationships, and ourselves. When we 
are personally accountable we have less stress and less worry because 
we are in control. You know that you have done the best that you 
can. If for some reason you haven’t, instead of getting derailed by 
that you are able to own it, learn from it, and move on 

The benefits of personal accountability 

SKILL – PERSONAL ACCOUNTABILITY  
     The benefits of personal acountability 
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            With personal accountability you know what you need to do, 
you are more focused, and you have a better awareness of where 
you are at. This allows you to better ensure you do not over 
commit yourself. As a result, you will decreases stress. Being 
personally accountable will allow you to better use your time, with 
less procrastinating (because we typically procrastinate when we 
are harboring fear of failure, blaming, and therefore not being 
personally accountable), and more well thought out action 

The benefits of personal accountability 

SKILL – PERSONAL ACCOUNTABILITY  
     The benefits of personal acountability 
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 Personal accountability builds trust. It builds trust with others 
because you follow through with people. You become a reliable 
friend, partner, colleague, parent etc. Most of all, you build trust 
with yourself. Without trust there is no respect, and without respect 
there is no belief, and without belief there can be no big positive 
action. 

Being personally accountable will build trust within yourself, and 
with others, stronger self-belief, and therefore in a much stronger 
place to take positive action. We need to feel safe within ourselves 
to enable us to take bold action, make mistakes, and learn along 
the way. 

The benefits of personal accountability 

SKILL – PERSONAL ACCOUNTABILITY  
     The benefits of personal acountability 
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 Most of us fear taking responsibility, admitting shortcomings or 
asking for help because we fear that it will open us up to criticism. 
Instead, taking responsibility for our actions can be very empowering. 
Doing so enables us to leave behind the effort that denial or deflection 
takes and to focus that energy instead on new behaviors that will 
produce a successful outcome in the future. When you take 
responsibility, all of the power to improve and succeed lies with you. 
When you blame others, you have no power to change future 
circumstances because you allow yourself to believe that “other 
people” have to change for things to improve 

SKILL – PERSONAL ACCOUNTABILITY  
     The benefits of personal acountability 
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 People who take personal responsibility usually follow the 
statement “I own this mistake” with “and here’s what I could do 
differently next time.” And, if you don’t know what you can do 
differently initially, undertake research, ask those with more 
experience and evaluate other options to gain information, see 
another perspective or generate new ideas that lead to better 
performance and to your personal growth. 

The benefits of personal accountability 

SKILL – PERSONAL ACCOUNTABILITY  
     The benefits of personal acountability 
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.  The habit of proactivity gives us the freedom to choose our response 
to stimuli from the environment. It empowers us to respond 
(responsibility) in accordance with our principles and values. This is 
the essential quality that distinguishes us from the other members of 
the animal kingdom. In essence, it is what makes us human and 
allows us to affirm that we are the architects of our own destiny. 

The benefits of personal accountability 

SKILL – PERSONAL ACCOUNTABILITY  
     The benefits of personal acountability 
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There can be two perspectives on failure. One considering it an 
obstruction and the other one is considering it a lesson. The 
understanding of failure or success is completely contingent on how 
one controls one’s mind. It is not failure but the fear of failure that 
threatens people. The personal accountability highlights that if we 
avoid failures then we will avoid success.  

SKILL – PERSONAL ACCOUNTABILITY  
Barriers 

Barriers to personal accountability 
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‘’It is never my fault. My eyes are constantly on the lookout for the 
errors of others.’’ You are not a victim in this world, do not act like 
one and do not foster a culture of victim mentality. 

Sometimes people can clearly see a goal they want to reach, and 
they have a strong desire to reach it. However, something is 
stopping or blocking their progress. Accountability is all about 
addressing what is not getting done. 

SKILL – PERSONAL ACCOUNTABILITY  
Barriers 

Barriers to personal accountability 
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One of the greatest barriers to personal accountability comes from 
how much control people feel they possess over their work. When 
people feel that others are in control of how their work gets done, 
accountability decreases significantly. If you want to be 
responsible you must clearly define the results you want to achieve 
and take advantage of your personal accountability. 

SKILL – PERSONAL ACCOUNTABILITY  
Barriers 

Barriers to personal accountability 
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It is painful, difficult, and uncomfortable. All of us have beliefs 
about what is an acceptable standard concerning actions, 
thoughts, and feelings. It often happens that you do not take 
responsibility because you are ashamed of your choices, thoughts 
or beliefs. No emotion lasts forever.  

If the shame remains unacknowledged, a person may decide to 
focus on another emotional state, an act of emotional 
substitution.  

SKILL – PERSONAL ACCOUNTABILITY  
Barriers 

Barriers to personal accountability 
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Mistakes are necessary for growth. It often happens that we do 
not recognize our mistakes and not accept that we are responsible 
for them. Personal accountability ‘’teaches’’ us how to learn from 
mistakes. When you have acknowledged your mistake, think about 
what you could do to prevent it from happening again. Your 
mindset plays a significant role in how you view your mistakes and, 
importantly, in how you react to them. 

 

SKILL – PERSONAL ACCOUNTABILITY  
Barriers 

Barriers to personal accountability 
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www.emotional-employment.eu 

www.facebook.com/emotional-employment 

www.linkedin.com/company/emotional-employment/  
 

Disclaimer: The Publication has been produced with the support of the Erasmus + Programme 
of the European Union. The contents of this page are the sole responsibility of partners and can 
in no way be taken to reflect the views of the NA and the Commission.  
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SKILL – Self-trust 
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• Aim – The aim of this topic is to provide theoretical guidance in order to 
succeed in reaching both personal and professional goals and in 
understanding inner emotional needs and demanded abilities to pursue 
career plans and job guidance. 

• Objectives:  

• Enhance ability to use resources to define self-trust 

• Develop strategies to establish the level of self-trust to achieve better 
results and personal approaches 

• Improve ability to succeed in reaching career goals 

 

 

 

SKILL – SELF-TRUST 
Aim and Objectives 
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a) Getting started - Definition of the skill 

 

b) Self-trust – Different approaches 

 

c) Goal adjustment – Benefits 

 

d) Goal readjustment – Opportunities  

 

 

 

SKILL – SELF-TRUST 
Content 
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SKILL – SELF-TRUST 
 

How do you trust yourself? 
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SKILL – SELF-TRUST 
Getting started - Definition of the skill 

 

Trusting yourself is one of the most helpful 
things you can do for you in your personal and 
professional approach. 
  
Self-trust is one's ability to judge social and 
personal standing with respect to a certain  
environment or state of being.  
 
Self-trust is the basis of all success.  
 

Free photo on Unsplash 
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SKILL – SELF-TRUST 
Getting started - Definition of the skill 

 

 

Self-trust enables you to power through even the most difficult situations and 
face challenges head-on.  

Self-trust can simply be defined as faith in your own 
abilities. Self-trust refers to individual’s expectations of 
performance and self-evaluations of abilities and prior 
performance (Lenney, 1977).  
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SKILL – SELF-TRUST 
 

 

Goal adjustment – Benefits 
 

The level of self-trust you have is particularly important when you are a job 
advisor creating ‘’new job opportunities’’ – making an impact in the 
professional life and future career. 

Benefits  Greater self-trust 
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SKILL – SELF-TRUST 
 

 

Goal adjustment – Benefits 
 

Increased sense of self worth 

The more self-confidence job advisors have, the more they value 
themselves and their abilities. Continuously set small, achievable, 

and realistic goals for job guidance. 

Belief in 
oneself 

Boost your 
determination 

Remind yourself of all your career strengths and continue to 
cultivate those strengths and you will find yourself a more 

positively job advisor 
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SKILL – SELF-TRUST 
 

 

Goal adjustment – Benefits 
 

Gaining energy and 
motivation to take action 

Confidence gives job advisors positive energy to take action to 
achieve personal and professional goals and provide career guidance 

to inspire others.  

Focus on 
positive 
aspects 

Put things 
into words 

The more highly motivated and energized you are, the 
more likely you are to take immediate action as a good job 

advisor. 
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SKILL – SELF-TRUST 
 

 

Goal adjustment – Benefits 
 

Reducing negative 
thoughts   

Greater self-trust allows you to experience freedom from self-doubt and 
negative thoughts about yourself and your career.   

Having 
greater 

freedom 

Being 
willing to 
take risks 

Focusing inward allows you to know more about who you 
are and what you want. 
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SKILL – SELF-TRUST 
 

 

Goal adjustment – Benefits 
 

Greater success. Feeling 
valued    

When you are confident, you know what you excel at and that you have 
value. 

Creating 
success and 

be a 
successful 
job advisor 

Being an 
optimistic 
job advisor 

When confidence is high, you can accept, adapt, learn, 
gain, and benefit from any situation in life. 
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SKILL – SELF-TRUST 
 

 

Goal adjustment – Benefits 
 

Happiness. Social 
performance 

Confidence gives you more energy and determination, resulting in better 
relationships, quality work and a feeling of being connected with your 

surroundings.  

High level 
of comfort 

when 
facing new 
challenges 

Influence 
others 
more 
easily 

 A positive attitude results from feeling good about yourself and 
knowing that your place in the world of work is important and 

meaningful. 
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SKILL – SELF-TRUST 
 Goal readjustment – Opportunities  

Gaining the confidence of others is one of 
the key ways in which a self-confident 

person finds success. 

Two main things contribute to self-
trust: self-efficacy and self-

esteem. 
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SKILL – SELF-TRUST 
 Goal readjustment – Opportunities  

Getting yourself ready for your journey to self-trust 

Self-trust people are able to meet work deadlines! 

Self-trust people have a positive outlook! 

Self-trust people can spend more quality time at home! 

People look up to self-trust people! 
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SKILL – SELF-TRUST 
 Goal readjustment – Opportunities  

Free photo on Unsplash 

Self-trust gives you the 
opportunity to 

‘’photoshop’’ your self-
image!  

Our self-image has a 
much deeper effect on 

us than it has on 
others.  
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SKILL – SELF-TRUST 
 Goal readjustment – Opportunities  

‘’Photoshop’’ your self-image to strengthen 
your mind. Change the way you see yourself 
first and the world will automatically change 
their perception of yours. 

 

Being a good job advisor you need to empower yourself with knowledge… 

Free photo on Unsplash 
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SKILL – SELF-TRUST 
 Goal readjustment – Opportunities  

Mindset: low self-trust vs 
over-confidence 

Who will never be able to find a balance about self-trust? 



Co-funded by the 
Erasmus+ Programme 
of the European Union

SKILL – SELF-TRUST 
 Goal readjustment – Opportunities  

Self-trust gives you the opportunity to: 

Increase your professional performance  

Inspire others to succeed in the workplace 

Be in a permanent dialogue with yourself 

Acknowledge yourself by keeping a running list of your achievements 

Give space to your emotions and engage others 
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SKILL – SELF-TRUST 
 Goal readjustment – Opportunities  

Timely… Reflect on yourself! 
 

 

Now take the time you need 
and see how much you trust 

yourself…  
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SKILL – SELF-TRUST 
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SKILL – Self-trust 
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• Aim – The aim of this topic is to provide theoretical guidance in order to 
succeed in reaching both personal and professional goals and in 
understanding inner emotional needs and demanded abilities to pursue 
career plans and job guidance. 

• Objectives:  

• Enhance ability to use resources to define self-trust 

• Develop strategies to establish the level of self-trust to achieve better 
results and personal approaches 

• Improve ability to succeed in reaching career goals 

 

 

 

SKILL – SELF-TRUST 
Aim and Objectives 
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a) Monitoring process – Challenges / Barriers 

 

b) How to cultivate self-trust 

 

c) Methods to increase self-trust 

 

d) Feedback circle - Conclusions 

 

 

 

SKILL – SELF-TRUST 
Content 
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SKILL – SELF-TRUST 
Monitoring process – Challenges/Barriers 

 

Developing self-trust includes becoming your own best friend. Being 
understanding toward yourself when you make a mistake helps you be more 
understanding toward others when they do the same. 
 
Self-trust is not about perfection!  

Developing self-trust – Greater 
success 
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SKILL – SELF-TRUST 
Monitoring process – Challenges/Barriers 

 
Barriers to developing your self-trust 

1 

FEAR 

2 3 4 5 

INDECISION DOUBT COMFORT ZONE NO VOICE 
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SKILL – SELF-TRUST 
Monitoring process – Challenges/Barriers 

 FEAR 

Created using Picktochart 

It might be a fear of failure, a 
fear rejection or even a fear 

of success. Most of these 
fears are imaginary. 

Stop and think about your 
fears.  

Face your fear head on and 
take action. 
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SKILL – SELF-TRUST 
Monitoring process – Challenges/Barriers 

 
INDECISION 

The ability to make decisions 
is a must for building self-
trust. Indecision in many 

situations makes you 
ineffective.  

Remember you can always 
change your decision but waiting 

to make a decision until 
everything is perfect will 

immobilize you.  

The perfect time will never come… 
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SKILL – SELF-TRUST 
Monitoring process – Challenges/Barriers 

 DOUBT 
If you have a strong desire and are willing to make sacrifices you can have 
unstoppable confidence. Once you begin to focus on helping others you 
stop worrying about you. 

Why should someone believe in you if you don't? 
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SKILL – SELF-TRUST 
Monitoring process – Challenges/Barriers 

 
COMFORT ZONE 

You need to have the confidence and skills, and the 
ability to take on an element of risk, no matter where 

you live or work. You need to do things differently 
tomorrow from how you are today.  

You need to take yourself out of your comfort zone – 
to challenge yourself, and be confident enough to do 

this. 
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SKILL – SELF-TRUST 
Monitoring process – Challenges/Barriers 

 NO VOICE 
Sometimes we hide our voice as a way to avoid conflict or we fear being 
judged. As a result, we keep our opinions to ourselves – thinking that if we 
just keep doing our job and delivering the outcomes, we will get ahead. We 
must see conflict not as bad, but as healthy debate.  
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SKILL – SELF-TRUST 
Monitoring process – Challenges/Barriers 

 
 

Are you aware of the importance of the challenges  for your self-trust? 
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SKILL – SELF-TRUST 
Monitoring process – Challenges/Barriers 

 
Challenges for your self-trust 

1 

STOP NEGATIVE 
THOUGHTS  

2 3 

GIVE YOURSELF 
PERMISSION 

KEEP PROMISES 
TO YOURSELF 
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SKILL – SELF-TRUST 
Monitoring process – Challenges/Barriers 

 STOP NEGATIVE THOUGHTS  

Pay attention to what you say 
to yourself. This happens 

more than you realize. One of 
the most potent ways that we 
can build more self-trust is by 

regularly challenging 
ourselves. 
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SKILL – SELF-TRUST 
Monitoring process – Challenges/Barriers 

 GIVE YOURSELF PERMISSION 
Maybe you feel bad for spending time away from your family to attend a 
work conference. Maybe you feel you get emotional too easily. It is 
challenging to believe that others like us for who we are if we do not first like 
ourselves for who we are. Stop it! Be kind to yourself and give yourself 
permission to learn from mistakes… 

https://www.huffpost.com/entry/10-reasons-its-healthy-for-parents-to-spend-time-away-from-their-kids_n_6783916
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SKILL – SELF-TRUST 
Methods to increase self-trust 

 
 

Reward yourself 

Pick a relevant reward 

Make the reward something easy to achieve quickly 

Rewards do not have to cost anything 
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SKILL – SELF-TRUST 
Methods to increase self-trust 

 
 

Follow the inner guidance 

Fostering self-trust involves developing a compassionate dialogue with 
ourselves. This means devoting time to be with ourselves, instead of 
declaring how busy we are. We must take the time to connect with our 
emotional wellbeing. 
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SKILL – SELF-TRUST 
Methods to increase self-trust 

 
 

Develop Mindfulness 

A well-known practice for developing self-trust is to be mindful of your body 
moments before you react to external events. Be with the emotion and 
simply notice it without an agenda. This simple action puts the brakes on 
deferring our emotions and draws our awareness to what is going on inside 
us. 
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SKILL – SELF-TRUST 
Feedback circle - Conclusions 

 
 The first and main way to improve your self-trust is thinking positively. 

You are feeling happy, good and positive with yourself – Having self-trust. 

You must figure out your abilities, strengths, intelligence, achievements or 
special skills through your interest. 

You must be able to voice out your opinions to others.  

You must be willing to learn from experience and new things and keep on 
learning.  
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SKILL – SELF-TRUST 
Feedback circle - Conclusions 

 
 

Self-confidence is the belief in your own ability when doing anything, by 
viewing yourself positively and realistically about yourself and your 
environment. (Densky 2006) 
Self-trust can be improved through inner of yourself by thinking positively, 
believing in yourself, setting realistic goals and learning. 
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SKILL – SELF-TRUST 
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SKILL - Flexibility 
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Aim: Provide knowledge and resources to increase higher levels of 
flexibility 

 

Objectives: 

• Definition of flexibility 

• Understand the impact of (not) being a flexible person 

• Provide information about a tool related to the level of flexibility 

 

 

 

 

SKILL – FLEXIBILITY 
Insert TOPIC here 
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SKILL – FLEXIBILITY 
Bar-On Model (Bar-on, 2006) 

“Emotional-social intelligence is a cross-section of interrelated emotional 
and social competences, skills and facilitators that determine how 

effectively we understand and express ourselves, understand others and 
relate with them, and cope with daily demands” 

(Bar-On, 2006) 

Bar-On Model (Bar-on, 2006) 

5 key components  Each one comprises a number of 
competences, skills and facilitators  

15 in total 
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SKILL – FLEXIBILITY 
What is Flexibility? 

BAR-ON MODEL (Bar-on, 2006) 

Stress 
Management 

Personal 
Awareness 

Interpersonal 
Relationships 

Adaptation of Terms 
and Environment 

General 
Mood 

Flexibility 

Realism 

(Altındağ & Kösedağı, 2015) 

Problem Solving 
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SKILL – FLEXIBILITY 
What is flexibility? 

Flexibility is the 
ability to adjust your 
emotions, thoughts, 
and behavior to 
changing situations 
and conditions 

Ability to adapt to 
unfamiliar, 

unpredictable, and 
dynamic 

circumstances 
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SKILL – FLEXIBILITY 
What is flexibility? 

Being aware of how we live in a certain situation 

Knowing how to manage our emotions (especially fear) to maintain a 
clear and open mind 

Flexibility can be defined as a combination of abilities: 

Learning to create new perspectives that inspire and motivate us 
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SKILL – FLEXIBILITY 
What is flexibility? 

Individuals need to be 
aware of the 
alternatives and choices 
before they decide to 
adapt their behaviors to 
new situations 

The more options 
individuals can 
develop, the more 
flexible they are 
considered to be 

 (Bilgin ,2009)  
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Practical example – sleeping without a pillow 

1. At first, it will feel odd  interpreted as discomfort. 

2. For several nights, you may not be able to relax. 

3. Then it will start to feel normal, and your sore neck and shoulders will 
improve. 

 

 

 

 

SKILL – FLEXIBILITY 
Learning how to be flexible 
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SKILL – FLEXIBILITY 
Impact 

Flexible people 

Agile, synergistic and 
capable of reacting to 
change 

Change their minds when 
they are mistaken 

Open and tolerant to different 
ideas, orientations, ways, and 
practices 

Unflexible people 

Tend to be rigid and 
obstinate 

Poor adaptation to new 
situations 

Little capacity to take 
advantage of new 
opportunities  
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Resistant to new ideas 

 

Difficulties on emotional 
adaptation 

 

Tend to adopt old behaviors in 
new situations, even if they are 
not the most appropriate 

 

SKILL – FLEXIBILITY 
Flexibility vs Impulsiveness 

Without flexiblility Impulsiveness 

React in an arbitraty 

manner without 
sufficient thought, 
rather than in 
response to new and 
valid information 
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Scored from 1 “Never true” to 7 “Always true” 

 

 

SKILL – FLEXIBILITY 
Acceptance and Action Questionnaire (AAQ) 

 (Bond et al ,2011)  

The Acceptance and Action Questionnaire (AAQ) is the most 
widely used measure of experiential avoidance and 

psychological inflexibility 

 
9 to 16 itens 
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SKILL – FLEXIBILITY 
Acceptance and Action Questionnaire (AAQ) 

 (Bond et al ,2011)  

The final scale dimensions: 

 Negative evaluations of feelings  

E.g. “Anxiety is bad” 

Avoidance of thoughts and feelings  

E.g. “I try to suppress thoughts and feelings that I don't like by just 
not thinking about them” 
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SKILL – FLEXIBILITY 
Acceptance and Action Questionnaire (AAQ) 

 (Bond et al ,2011)  

The final scale dimensions: 

 Distinguishing a thought from its referent  

E.g. “When I evaluate something negatively, I usually recognize that this is 
just a reaction, not an objective fact” 

Behavioural adjustment in the presence of difficult thoughts or feelings  

E.g. “I am able to take action on a problem even if I am uncertain 
what is the right thing to do” 
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SKILL – FLEXIBILITY 
Acceptance and Action Questionnaire (AAQ) 

 

Higher scores equal 
greater levels of 

psychological inflexibility  

 (Bond et al ,2011)  
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SKILL - Flexibility 
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Provide knowledge and resources to increase higher levels of flexibility 

 

Objectives 

• Understand the relationship between flexibility and jobless 

• Provide knowledge regarding the benefits of being a flexible person – what 
other skills you can improve by being emotionally flexible 

• Provide some techniques to increase the level of flexibility 

 

 

 

SKILL – FLEXIBILITY 
Insert TOPIC here 
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SKILL – FLEXIBILITY 
Flexibility and Jobless 

Flexibility can be considered a coping strategy when when we talk 
about unemployed people looking for a job 

Adopted most of the times for negative reasons*  inappropriate 
coping strategy developed by unemployed people 

Few opportunities in the 
job market 

Poor adjustment in 
previous work 

Finantial problems 
* 
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SKILL – FLEXIBILITY 
Flexibility and Jobless 

Although not the most appropriate strategy, flexibility can increase the 
probability of getting out of an unemployment situation 

How? 

Less requirement at the level of: 

Retribution/Hierarchical 
level 

Functional content Distance from the 
workplace 



Co-funded by the 
Erasmus+ Programme 
of the European Union

Success depends on our ability to react quickly and appropriately to new 
situations. Flexibility is related to a number of other emotional 
intelligence skills 

 

SKILL – FLEXIBILITY 
Qualities that come with flexibility 

Confidence 

Feeling in Control 

Independence 

Stress Management 
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The confidence we have in ourselves has a direct impact on 
believing that we can emotionally adapt to difficult situations or 
change situations  Self-efficacy. 

 

SKILL – FLEXIBILITY 
Qualities that come with flexibility 

  Confidence 

Self-
efficacy 

Part of cognitive flexibility  

Even people aware that there are alternative choices of 
behaviour need to believe that they are self-efficacious in 
bringing about the desired behavior  
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People who can adapt emotionally to difficult situations feel stress, but 
are more able to manage stress levels to maintain the ability to choose, 
make decisions, and act in an effective way. 

 

 

SKILL – FLEXIBILITY 
Qualities that come with flexibility 

  Stress Management 

Coping flexibility  how individuals formulate flexible or inflexible 
coping strategies across stressful situations 

Psychological well-being 

Physical well-being 

Social adaptation  

Reduced stress symptoms  
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SKILL – FLEXIBILITY 
Qualities that come with flexibility 

Feeling weak and uncontrolled about our emotions increases 
levels of stress and will avoid the adaptation to something new. 

 

  Feeling in Control 

More independent people will adopt aspects of change that are useful, 
while rejecting others. They become more flexible because they see 
change as beneficial. 

 

  Independence 
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Think about how it feels to have broken through old barriers. Share the 
good news with those who are supportive 

SKILL – FLEXIBILITY 
Techniques to increase flexibility 

Practice making changes daily 

Try something totally different for lunch 

Celebrate every time you try something 
new that is a stretch for you 
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What area of inflexibility do you feel is most detrimental to you? 

SKILL – FLEXIBILITY 
Techniques to increase flexibility 

Set goals at regular intervals 

Establish goals that are difficult for you, yet achievable 

Ask others where they feel you could be 
more flexible 
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SKILL - Stress Tolerance  
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SKILL – STRESS TOLERANCE 
Insert TOPIC here 

Aim: Provide knowledge and resources to increase higher levels of 
flexibility 

 

Objectives: 

• Definition of stress and stress tolerance 

• Provide knowledge on positive and negative stress 

• Understand the symptoms related to stress 

• Provide knowledge on coping strategies 
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Most common feelings of Stress: 

SKILL – STRESS TOLERANCE 
What is Stress? 

Fear Excitement Anxiety Danger Anger 

 
Stress is the physical, mental and chemical response of the human being 

body to events 
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SKILL – STRESS TOLERANCE 
Bar-On Model 

“Emotional-social intelligence is a cross-section of interrelated emotional 
and social competences, skills and facilitators that determine how 

effectively we understand and express ourselves, understand others and 
relate with them, and cope with daily demands” 

(Bar-On, 2006) 

Bar-On Model 

5 key components  Each one comprises a number of 
competences, skills and facilitators  

15 in total 
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SKILL – STRESS TOLERANCE 
What is Stress Tolerance? (1/2) 

BAR-ON MODEL 

Stress 
Management 

Personal 
Awareness 

Interpersonal 
Relationships 

Adaptation of Terms 
and Environment 

General 
Mood 

Stress Tolerance 

Impulse Control 
(Altındağ & Kösedağı, 2015) 
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SKILL – STRESS TOLERANCE 
What is Stress Tolerance? (2/2) 

It is the ability to be calm, to cope with barriers while at the same time is able 
to manage strong emotions 

Allows to tackle and take control of 
problems one by one, rather than 

surrendering to panic 

(Stein & Book, 2000) 
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SKILL – STRESS TOLERANCE 
Positive vs Negative Stress (1/3) 

Stress can act to motivate and take action. 
It can help us by giving us the necessary 

boost of energy we need to overcome 
challenges … 

…It becomes negative when stress levels are 
high enough to have an impact on our coping 
and managing abilities – can lead to burnout 

Importance of coping mechanisms 

(Deutschendorf, 2009) 
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SKILL – STRESS TOLERANCE 
Positive vs Negative Stress (2/3) 

   |  Acute Stress 

Most common form of stress  everyone experiences it at least once  

It is a normal reaction to the normative events’ changes  

Tends not to extend over time 

Buying / Renting a 
new house 

Flat tire 

(Beasley, 2019) 
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SKILL – STRESS TOLERANCE 
Positive vs Negative Stress (2/3) 

Situation that is difficult or impossible to change  

Nearly constant  life and daily events that are ongoing 

Prolonged periods of time without breaks 

Job(less) stress Marital/Family stress 

(Beasley, 2019) 

   |  Chronic Stress 

Finantial stress 



Co-funded by the 
Erasmus+ Programme 
of the European Union

To better understand whether a person is dealing with positive or 
negative stress, it is important to: 

Analyze the symptoms 
(physical and mental) 

Try to understand the person's 
level of stress (see the other 

training pill) 

SKILL – STRESS TOLERANCE 
Why is it important? 
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SKILL – STRESS TOLERANCE 
Physical  and Mental Symptoms 

Physical Symptoms  Mental Symptoms 

Breathing difficulties 

Chest pains 

Diarrhea / Nausea 

Shortness of breath 

Heart palpitations 

Anxiety 

Depression 

Poor concentration 

Flawed decision making 

Sleep disturbance  

These are the common symptoms. If someone shows them, he/she should 
improve the ability to have stress tolerance  

(Stein & Book, 2000) 
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SKILL – STRESS TOLERANCE 
Coping strategies 

Coping is a response to emotions and it is considered important in determining 
whether a stressful event results in adaptive or maladaptive outcomes  

(Folkman & Lazarus, 1988; Maykrantz & Houghton, 2018) 

Coping 

Emotion-Focused 
Coping Strategies 

Problem-Focused 
Coping Strategies 
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SKILL – STRESS TOLERANCE 
Coping strategies 

Problem-Focused Coping Strategies 

(Sadeh & Karniol, 2012; Scott, 2018) 

Useful when we feel that something can be done 

Focus on the problem  modifying the situation that is responsible 
for (dis)stress 

Small changes can make a big difference in how we feel  more 
opportunities 
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SKILL – STRESS TOLERANCE 
Coping strategies 

Emotion-Focused Coping Strategies 

(Sadeh & Karniol, 2012; Scott, 2018) 

Useful when we need to accept the reality  we feel that we have 
little control over the situation 

Examples 

Maintain a sense of 
humor 

Cultivate optimism 

The situation 
doesn’t change, but 
our perception of it 
does 
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SKILL – STRESS TOLERANCE 
Unhealthy coping strategies 

In addition to figure out what strategies people can use to deal 

effectively with stressful situations, it is important to 

understand what stressed people do as a "refuge" and that 

do more harm than good. 

Let’s check some examples of common 
unhelthy coping mechanisms 
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SKILL – STRESS TOLERANCE 
Unhealthy coping strategies 

Escaping into the digital world 

It is ok to watch movies, television or online videos but 
when people do this by endless hours, they are 

missing out on life and avoiding dealing with problems 

(Thomas, 2019) 
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SKILL – STRESS TOLERANCE 
Unhealthy coping strategies 

Social Withdrawal 

It looks more confortable to withdrawing from friends or family when we 
feel stressed however this means that we will miss the support and 

motivation that they can give when we are stressed and it is more easily 
common to ruminate on your problems unproductively rather than finding 

better ways to address them 

(Thomas, 2019) 
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SKILL – STRESS TOLERANCE 
Unhealthy coping strategies 

Drinking too much caffeine 

(Thomas, 2019) 

Low to moderate use of caffeine is safe for most people. When you use 
it to try to relieve symptoms of stress, overindulgence can become a 
problem. If you drink too much coffee or caffeinated energy drinks, 

your anxiety and agitation increase. In addition, it can cause insomnia, 
nausea, increased breathing and heart rates, headaches, and irregular 

heartbeats. 
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It is associated with individuals' ability to cope 
with stressful and adverse situations 

SKILL – STRESS TOLERANCE 
Coping and jobless 

Psychological 
Capital 

Higher levels of 
psychological 
capital (e.g. 
resilience and 
optimism) 

Allows job seekers 
to engage in their 
job search with a 
more positive 
attitude 

Lower levels 
of stress – 
prevention 
on chronic 
stress 

(Lim, Chen, Aw, & Tan, 2016). 
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SKILL - Stress Tolerance  
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Aim: Provide knowledge and resources to increase higher levels of 
flexibility 

 

Objectives: 

• Provide knowledge on General Adaptation Syndrome 

• Understand the impact of this skill on job performance 

• Provide techniques to reduce stress and, consequently, increase the 
level of stress tolerance 

 

 

 

SKILL – STRESS TOLERANCE 
Insert TOPIC here 
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SKILL – STRESS TOLERANCE 
General Adaptation Syndrome (GAS) 

 
“The general adaptation syndrome is the sum of all non-specific, 
systemic reactions of the body which ensue upon long continued 

exposure to stress.”  
 

(Selye, 1946) 
 

Original definition 
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SKILL – STRESS TOLERANCE 
General Adaptation Syndrome (GAS) 

Alarm reaction 
stage 

Resistance 
stage 

Exhaustion 
stage 

Three-stage process  
To understand phsysiological changes on 
the body under stress situations 

The degree or intensity in each of these stages depends on the individual’s: 

Personality Health Support System 

(Selye, 1946; Legg, 2017; Kirby, 2019) 
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SKILL – STRESS TOLERANCE 
General Adaptation Syndrome (GAS) 

1  |  Alarm reaction stage 

(Legg, 2017; Kirby, 2019) 

“The alarm reaction is the sum of all non-specific 

systemic phenomena elicited by sudden exposure to 

stimuli to which the organism is quantitatively or 

qualitatively not adapted” (Selye, 1946). 

Fight-or-flight response  a physiological response to stress that 

prepares individuals to flee or protect themselves in difficult situations 
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SKILL – STRESS TOLERANCE 
General Adaptation Syndrome (GAS) 

2  |  Resistance stage 

(Legg, 2017; Kirby, 2019) 

The body tries to restore normal functioning  

If you don’t resolve the stress, the body eventually adapts and learns how 
to live with a higher stress level 

 
You think you’re managing stress well, but the body’s 

physical response don’t!  can lead to exhaustion stage 
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SKILL – STRESS TOLERANCE 
General Adaptation Syndrome (GAS) 

3  |  Exhaustion stage 

Chronic ilness 
and disease 

Combating stress 
for long periods 

Drain the physical, 
emotional and mental 

resources 

“Represents the sum of all non-specific systemic reactions which ultimately 

develop as the result of very prolonged exposure to stimuli to which adaptation 

had been developed, but could no longer be maintained” (Selye, 1946). 

(Legg, 2017; Kirby, 2019) 
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SKILL – STRESS TOLERANCE 
The Stress Cycle (1/2) 

In this stage we experience irritability, anxiousness, and 
anger 

Stage 1 

Stage 2 

Stage 3 

In this stage we start to feel tired and to experience periods of 
moodiness and depression and may have problems falling 
asleep 

If stress is left unchecked and accumulates over a long period 
of time, it can lead to serious issues such as depression 

(Deutschendorf, 2009) 
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SKILL – STRESS TOLERANCE 
The Stress Cycle (2/2) 

Quite aware of our emotions and can significantly decrease 
our levels of stress by looking after our needs Stage 1 

Stage 2 

Stage 3 

At this point, we may need to make more long-term 
lifestyle changes and take stress management seriously 

At this point, the person needs to seek professional help and 
get away from the situation, at least for a brief period of 
time. 

(Deutschendorf, 2009) 
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SKILL – STRESS TOLERANCE 
Impact of this skill on job performance 

JOB STRESS 
A pervasive 

problem 

EFFECTS 
Causes mental 

and physical 
illness 

Reduced performance of the employees 
 
Increase absence from work 

Medical costs and disability of the workers 

Funding for new recruitment 

(Enjezab & Farnia, 2001, cited by Yamani, Shahabi & Haghani, 2014) 
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“It is not stress that kills us. It is effective adaptation to stress that allows 
us to live.” 

SKILL – STRESS TOLERANCE 
Effective Stress Tolerance 

- GEORGE VAILLANT 
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SKILL – STRESS TOLERANCE 
How to breake the Stress Cycle? (1/2) 

(Deutschendorf, 2009) 

Alarm reaction 
stage 

Resistance 
stage 

Exhaustion 
stage 

Three-stage process  
To understand phsysiological changes on 
the body under stress situations 
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SKILL – STRESS TOLERANCE 
How to breake the Stress Cycle? (2/2) 

The sooner we discover that stress is affecting us negatively, the 
better we will deal with it 

Prevention 
is the best 
way to deal 
with stress 

Establish 
good stress-
busting 
routines 

By learning 
coping 
techniques 
early on 

(Deutschendorf, 2009) 
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Go for walks in nature 

SKILL – STRESS TOLERANCE 
Techniques to reduce stress 

Get a playlist of nature 
sounds and listen to it 

regularly 

 

 

Learn some basic 
meditation techniques 

Get a pet Spend time with 
hobbies and activities  

Go to the cinema or 
to the theater to see 

a comedy 

(Deutschendorf, 2009) 



Co-funded by the 
Erasmus+ Programme 
of the European Union

Dealing with people 
who are in a situation 
of long-term 
unemployment 

 

 

 

SKILL – STRESS TOLERANCE 
Techniques to reduce stress 

High probability 
of having 
economic 
problems 

 

 

Preference 
for "free" 
techniques 

 

  Go for walks in nature      Go to the cinema 
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SKILL - Communication 
Effective communication 



Co-funded by the 
Erasmus+ Programme 
of the European Union

Aim - make job advisors and everyone understand the importance of good 
communication and develop the ability to communicate effectively with 
others. 

 

 

 

SKILL – COMMUNICATION 
Effective Communication 
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Objectives: 

 

1. Understand the basics of 
communication 

2. Explore the advantages and barriers of 
effective communication 

3. Looking into the steps in planning 
effective communication 

 

 

SKILL – COMMUNICATION 
Effective Communication 
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Basics of communication 

 

Communication is simply a two way 
process of exchanging ideas, 
information or transmitting verbal 
and non-verbal messages. 

 

 

 

 

SKILL – COMMUNICATION 
Effective Communication 
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Basics of effective communication 

 

• It matters not so much what you say as it does how you say it.   

• Your communication style is a set of various behaviours and methods of 

relaying information that impact all facets of life.   

 

 

 

SKILL – COMMUNICATION 
Effective Communication 
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Basics of effective communication 

 

• Learning all communication styles 
is important in order to avoid 
communicating in less effective 
ways and in order to recognise 
those styles in others so as to be 
able to deal with them. 
 

 

 

SKILL – COMMUNICATION 
Effective Communication 
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Basics of effective communication 

 

• People are not difficult. They only 
seem difficult to the extent that 
we do not have the skills to deal 
with what they bring to the table.   

 

• It is our lack of knowledge that 
makes the situation difficult. 
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Effective communication 

 

We communicate to… 
 

-Get information 

-Motivate 

-Praise 

-Get feedback 

-Sell 

-Greet… 
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Advantages of effective communication 

 

 
Effective 

Communication 

Quicker 
Problem Solving 

Stronger 
Decision Making 

Increased 
Productivity 

Steady Work 
Flow 

Stronger 
Business 
Relationships 

Clearer 
Promotional 
Materials 

Enhanced 
Professional 
Image 

Improved 
Reader 
Responses 
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Barriers to effective communication 
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Steps in planning effective communication 

 

-Knowing the purpose of the message: 

   

Purpose is the primary reason to write or speak. Its identification leads to 
determination of the contents of the message. Each message must have a 
specific purpose e.g. asking for rebate on defective goods, announcing 
clearance sale, awakening inactive amount, making inquiry, seeking a job, 
etc. 
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-Visualising the reader: 

It is very important to adapt the message to the reader’s views. But the writer often 
does not know much about the reader. 
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-Choosing the Ideas: 

 

The next step is to choose the ideas. The ideas 
to include depend upon the message being 
communicated.  
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For example: a welcome letter to a customer 
should include the following ideas: 

 

 a. Welcoming and thanking the reader 
for opening the account 

 

 b. Stating the services and facilities 
offered to regular customers 

 

 c. Mentioning the working hours 
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-Getting all the Facts: 

   

The facts and figures to be stated in a message 
may be certain names, dates, address, 
percentages, statements etc.  

 

For some messages all the facts may be in the 
writer’s mind, but for others extensive primary 
and / or secondary research may be needed for 
collecting the required data. 
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-Outlining and Organising the 
Message: 
   

Before writing a message, it should be 
outlined and organised either on paper 
or mentally.  

 
There are four different organisational 
plans: the direct request, good news, 
bad news and persuasive request.  
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-Revising and Editing and Proof Reading: 

 

a. The draft should be read paragraph by paragraph,  
sentence by sentence and word by word to check the 
continuity of ideas and grammatical, punctuation and 
spelling mistakes.  
 

b. Before it is mailed, it should be read by responsible and reliable person,  
because errors, if left un-corrected, may result in loss of goodwill, sales,  
income and even lives. 
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c. A careful proof reading is essential 
after the revised and edited message has 
been finally typewritten.  
 

d. While revising and editing the message 
it must be ensured that the message 
meets all the principles of good 
communication. 
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-The principles of good and effective communication: 

 

• Understand the Need. You can't share a message or piece of 
information effectively until it is clearly defined. 

• Learn to Listen. Somehow, when we think of communication, it's 
almost instinctive to focus on the way we share our thoughts with 
others. 

• Manage Passive Communication. 

• Consider Non-Verbal Image. 

• Know Your Audience. 
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Aim - make job advisors understand the importance of good communication 
and study the various types of communications styles. 
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Objectives: 

1. Understand briefly the basics of communication 

2. Explore the different styles of communication 

3. Look at the top 10 communication skills 
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Basics of communication 

 

Communication is simply a two way process of exchanging ideas, 
information or transmitting verbal and non-verbal messages. 
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Communication Styles: 

 

-Passive 

 

-Aggressive 

 

-Assertive 
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Passive communication 

 

• Allowing our own rights to be violated by 
failing to express our honest feelings. 

 

• The goal of being a passive communicator is 
to avoid conflict no matter what.  
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Passive communication (continued) 

 

• Little risk involved – very safe. 

 

• Little eye contact, often defers to 
others’ opinions, usually quiet tone, 
may suddenly explode after being 
passive too long.  
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Examples of passive communication 
 

• “I don’t know.” 

• “Whatever you think.” 

• “You have more experience than I.  
You decide.” 

• “I’ll go with whatever the group decides.” 

• “I don’t care. It doesn’t matter to me.” 

• “Yes, yes, yes, yes, yes, yes, yes. . . NO!” 
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Aggressive communication 
 

• Protecting one’s own rights at the expense of others’ rights – no 
exceptions. 

• The goal of the aggressor is to win at all costs; to be right.   
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Aggressive communication (continued) 
 

• Does not consider actions a risk because this 
person thinks they will always get their way.  It 
is risky in terms of relationships. 

 

• Eye contact is angry and intimidating; lots of 
energy; loud and belittling; never defers to 
others, or at least does not admit to; 
manipulative and controlling.  Often uses 
violent gestures or verbal abuse. 
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Examples of aggressive communication 

 
• I don’t know why you can’t see that this is 

the right way to do it.” 

• “It’s going to be my way or not at all.” 

• “You’re just stupid if you think that will work.” 

• “ Who cares what you feel.  We’re talking about making things work here.” 
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Assertive communication 
 

• Protecting your own rights without violating the rights of others.  

 

• The goal of the assertive person is to communicate with respect and to 
understand each other; to find a solution to the problem. 
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Assertive communication (continued) 
 

• Takes a risk with others in the short run, but in the long run relationships are 
much stronger. 

 

• Eye contact maintained; listens and validates others; confident and strong, yet 
also flexible; objective and unemotional; presents wishes clearly and 
respectfully. 
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Examples of assertive communication 
 

• “So what you’re saying is. . . .” 

• “I can see that this is important to you,  
and it is also important to me.  
Perhaps we can talk more respectfully and 
try to solve the problem.” 

• “I think. . . I feel. . . I believe that. . . .” 

• “I would appreciate it if you. . .” 

• Let me understand your thoughts on this… 
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Which is the best style? 
 

• All styles have their proper place and use. 
 

• Assertive communication is the healthiest. 

 
– Boundaries of all parties are respected 

– Easier to solve problem; 

– fewer emotional outbursts 

– It requires skills and a philosophy change, as well as 
lots of practice and hard work 

– When both parties do it, no one is hurt in any way and 
all parties win on some level 

 

SKILL – COMMUNICATION 
Communication styles 



Co-funded by the 
Erasmus+ Programme 
of the European Union

Communication Skills 

 

-The ability to communicate effectively with superiors, colleagues and staff is 
essential, no matter what industry you work in. 
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Communication Skills (continued) 

 

 

-Workers in the digital age must know how 
to effectively convey and receive messages 
in person as well as via phone, email, and 
social media.  
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Communication Skills (continued) 

 

-Good communication skills will help get hired, land promotions, and be a 
success throughout your career. 
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Top 10 Communication Skills 

• Listening 

• Non verbal communication 

• Clarity and concision 

• Friendliness 

• Confidence 

• Empathy 

• Open-mindedness 

• Respect 

• Feedback 

• Picking the right medium 
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• Aim : 

This topic helps advisors to improve some of the most important skills to 
deal with conflicts that arise at work and in daily life. 
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• Objectives: 

 

a) – know the main skills for conflict solving 

b) – improve your work with this skills 

c) – transform the conflict in a opportunity 
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• Content: 

 

1) Definition the main skills for conflict solving 

2) Benefits of this skills for job advisors 

3)   Challenges  (barriers to overcome to have this skills) 

4)   Methods to increase this skills for job advisors  
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1)  Definition and list of the main skills for conflict solving.  

 

The conflict solving is the set of techniques and  

skills that are put into practice to find the best  

solution to a problem. 
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Main skills for conflict solving: 

 

-   Be assertive 

- Be proactive - breathe, remember, answer 

- Be open minded (different people, different  

perceptions) 
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       Be assertive 

 

What is assertiveness? Do you apply it  

regularly in your work environment? And  

in your life? Assertiveness is a social skill  

that consists of managing opinions and  

feelings to express them in a clear way,  

but always respecting the ideas of others.  
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       Be assertive 

 

Living in the same professional environment  

is not easy, because we have to understand  

each other daily with different people, whose  

experiences and vital perspectives are very  

different. A person communicates assertively  

when he is not afraid to say what he thinks or  

tries to influence others, but he does so in a way  

that respects the personal limits of others. 

. 
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       Be assertive 

 

To improve assertiveness we have to always  

focus on the facts, and not on the conclusions  

we draw from the situation ourselves. 

Furthermore, we should never make a  

judgment about the person but about the  

case or the facts that we are discussing. 
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SKILL – CONFLICT SOLVING 
3 MAIN SKILLS FOR CONFLICT SOLVING 

Photo by Neil Thomas from Unsplash 



Co-funded by the 
Erasmus+ Programme 
of the European Union

     Be proactive - breathe, remember, answer 

 

Most of the time we tend to confuse proactivity  

with anticipation, which is totally incorrect. 

Being proactive is literally "choosing your  

answer", and to be able to choose it you must  

go through the process that we are going to  

explain and that obviously requires working on  

it  to be able to incorporate it as skill. 

 

 

SKILL – CONFLICT SOLVING 
3 MAIN SKILLS FOR CONFLICT SOLVING 

Photo by Javier Allegue Barros from Unsplash 



Co-funded by the 
Erasmus+ Programme 
of the European Union

     Be proactive - breathe, remember, answer 

 

Breath:   

Breathing is very important, because it  

"unlocks" a possible emotional hijack,  

something that sometimes happens to us  

that we say or do something that we  

immediately regret, which is an irrational  

reaction that usually causes pain in other people. So we give  

our brain time to move on to the next step - remember. 
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     Be proactive - breathe, remember, answer 

 

Remember: 

Yes, remember three things basically: who you  

are, what you want to achieve and what your  

values are. It is essential to know what is the  

true objective of your action and above all to  

know what values you base your life on, because  

this step allows you to move to the third step  

with much more emotional maturity. 
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     Be proactive - breathe, remember, answer 

 

Answer  

The answer you are going to give to the stimulus you  

are receiving. 

Responding from your identity, your dreams and your  

values makes you a proactive being. Go through this  

process is essential to lead a healthy life emotionally  

and above all to take responsibility for your actions. 
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     Be proactive - breathe, remember, answer 

 

Take three decisions today that can definitely  

change your life: discover who you are, define  

what you want and clarify your values. All this  

is a process that Diamond Building, partner of  

this project, is teaching thousands of people  

for years. To be free is to live according to  

this process: breathe, remember, answer 
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     Be open minded (different people,  

different perceptions) 

 

Having an open mind means being open to  

the opinions and proposals of others and that  

differ from ours. Having an open mind offers  

us a new world of possibilities, opportunities  

and change and it is precisely this approach  

that helps a career counselor to excel in his work 
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     Be open minded (different people,  

different perceptions) 

 

In order to offer guidance and support to  

another person we have to be able to  

Understand their perspective with their pros  

and cons. Before the same stimulus two  

people can have a completely different  

perception, neither better nor worse,  

only different. 
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     Be open minded (different people,  

different perceptions) 

 

Perception is determined by culture, education,  

beliefs and previous experiences. An open mind  

helps us to dismantle some false beliefs that  

have made us reach the point where we are and  

gives us the opportunity to live different  

experiences to achieve our goals. 
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2)   Benefits of this skills for job advisors 

 

Undoubtedly, learning or improving these  

skills leads us to feel better about ourselves,  

more free and fulfilled, both work and  

personally. The benefits can be many, among  

which: 
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2)   Benefits of this skills for job advisors 

 

 Reduce work stress 

 Improve our social skills. 

 Control anger. 

 Increase self-image and self-esteem. 

 Earn the respect of others. 

 Improve skills for decision making at work. 

 Better guidance for the people who demand us 
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 3) Challenges  (barriers to overcome to have this skill) 

 

 Prejudice about the problem to be treated  

or about the other person 

 The difficulty of clarifying the real problem  

that is being talked about 

Do not separate people from the problem.  

- the person and the conflict to be dealt with  

are two different things 
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Need to solve problems. - Instead of  

understanding the person is looking for a  

solution to the conflict pretending that there  

is no problem. 

Do not take responsibility for your goals 

Do not identify the problem correctly 

 Refusal to change 

 Lack of constant training and development of new skills 
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 4) Methods to increase this skill for job advisors  

 

Some of the barriers that a job advisor  

should overcome to have this skills are: 

 Substitute negative thoughts. It's about  

changing the way you interpret your  

emotions. 
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 4) Methods to increase this skill for job advisors  

 

 Try to be clear, others are not fortune  

tellers. It is best to learn to say it directly,  

with respect and education. It is not enough  

to expose the situation, it is also necessary  

to clearly state the objective. If not, your  

interlocutor may end up taking the decision  

that moves you away from the objective. 
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 4) Methods to increase this skill for job advisors  

 

 Facts, not judgments. It is about  

discussing a situation or a result not  

about judging the person in front of you.  

 Explain the reasons. When giving a  

negative to someone, a good option is,  

in addition to briefly explain the reason  

and if possible propose an alternative. 
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 4) Methods to increase this skill for job advisors  

 

 Train your skills. There are many  

techniques and activities that can help  

you acquire or improve these skills.  

Training is the best way to do it. 
 

 

SKILL – CONFLICT SOLVING 
3 MAIN SKILLS FOR CONFLICT SOLVING 

Photo by Charlz Gutierrez de Piñeres from Unsplash 
 



Co-funded by the 
Erasmus+ Programme 
of the European Union

  

 REFERENCES: 
 

- www.diamondbuilding.com 

- https://lamenteesmaravillosa.com/asertividad-en-el-trabajo-5-claves/ 

 

SKILL – CONFLICT SOLVING 
3 MAIN SKILLS FOR CONFLICT SOLVING 

Photo by Charlz Gutierrez de Piñeres from Unsplash 
 

http://www.diamondbuilding.com/
https://lamenteesmaravillosa.com/asertividad-en-el-trabajo-5-claves/
https://lamenteesmaravillosa.com/asertividad-en-el-trabajo-5-claves/
https://lamenteesmaravillosa.com/asertividad-en-el-trabajo-5-claves/
https://lamenteesmaravillosa.com/asertividad-en-el-trabajo-5-claves/
https://lamenteesmaravillosa.com/asertividad-en-el-trabajo-5-claves/
https://lamenteesmaravillosa.com/asertividad-en-el-trabajo-5-claves/
https://lamenteesmaravillosa.com/asertividad-en-el-trabajo-5-claves/
https://lamenteesmaravillosa.com/asertividad-en-el-trabajo-5-claves/
https://lamenteesmaravillosa.com/asertividad-en-el-trabajo-5-claves/
https://lamenteesmaravillosa.com/asertividad-en-el-trabajo-5-claves/
https://lamenteesmaravillosa.com/asertividad-en-el-trabajo-5-claves/


Co-funded by the 
Erasmus+ Programme 
of the European Union

Co-funded by the 
Erasmus+ Programme 
of the European Union

 

www.emotional-employment.eu 

www.facebook.com/emotional-employment 

www.linkedin.com/company/emotional-employment/  
 

Disclaimer: The Publication has been produced with the support of the Erasmus + Programme 
of the European Union. The contents of this page are the sole responsibility of partners and can 
in no way be taken to reflect the views of the NA and the Commission.  



Co-funded by the 
Erasmus+ Programme 
of the European Union

Co-funded by the 
Erasmus+ Programme 
of the European Union

SKILL – Conflict Solving 
LEARN HOW TO LISTEN 



Co-funded by the 
Erasmus+ Programme 
of the European Union

• Aim : 

 

This topic helps the labor counselor to get to the background of the 
problem or of the conflict that the person to whom he is assisting poses. 
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• Objectives: 

 

a) - connect with the person (unemployed) 

b) - understand his emotions 

c) - detect his needs 
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• Content: 

 

1) Definition of the skill  

2) Benefits (why it’s important this skill for job advisors) 

3)   Challenges  (barriers to overcome to have this skill) 

4)   Methods to increase this skill for job advisors  

 
 

                        Photo by Mat Reding from Unsplash 
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 1) Definition of the skill: 

 

Listening is the ability to accurately receive 

 and interpret messages in the communication 

 process. Listening is key to all effective  

communication. Without the ability to listen  

effectively, messages are easily misunderstood. 
        Photo by Romain Vignes from Unsplash 
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 2) Benefits (why it’s important this skill for job advisors) 

 

a) Earn the trust and the respect of the people 

The job search is stressful, and each person  

deals with this in a unique way. People value  

very much having counselors who support and  

understand them in this process.  

 

SKILL – CONFLICT SOLVING 
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Photo by Chris Liverani from Unsplash 
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b) Understand issues and formulate better solutions 

 

When you actively participate and  

listen to the concerns of the unemployed, 

you can better understand the problem  

and then formulate the most optimal 

 and precise solutions. 
        

             Photo by Neil Thomas from Unsplash 
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That's why active listening can help you  

work efficiently. In this case, active listening  

can be used through active and constructive  

note taking.  
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Photo by Kelly Sikkema from Unsplash 
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c) Listening can help you resolve the conflict. 

 

Even if you do not always agree with the  

opinions of others, it is important to be open to  

their experiences and perspectives, and the best 

 way to demonstrate it is through active listening. 

 
 

 

                       Photo by Mimi Thian from Unsplash 
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Conflict can make people defensive,  

but if a person feels that their concerns 

 are being heard and taken seriously,  

the chances of getting a resolution are 

 high. It can also encourage others to  

speak regularly and openly about  

conflicts, resulting in a more  

transparent relationship.        Photo by Isaiah Rustad from Unsplash 
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 3) Challenges  (barriers to overcome to have this skill) 

 

 Trying to do more than one thing at a time,  

this includes having the television or radio on  

while attempting to listen to somebody talk;  

being on the phone to one person and talking 

to another person in the same room and also 

being distracted by some dominant noise in  Photo by Amir Shamsipur from Unsplash 

the immediate environment. 
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 You find the person attractive/unattractive  

and you pay more attention to how you feel about him  

or her and their physical appearance than to what they  

are saying. Perhaps you simply don't like the person –  

you may mentally argue with the person and be fast  

to criticize, either verbally or in your head. 

 
                Photo by Oliver Ragfelt from Unsplash 
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 You are prejudiced or biased by race, gender, age, religion, accent, 
and/or past experiences. 

 
 

 

 

 

 

 

 

 

 

    Photo by Luis Quintero from Unsplash 
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 You make judgements, thinking, for example that  a person is not very 
bright or is under-qualified so there is no point listening to what they 
have to say. 

 

 

 

 
    Photo by Bill Oxford from Unsplash 
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Having a Closed Mind - we all have  

ideals and values that we believe to  

be correct and it can be difficult to  

listen to the views of others that  

contradict our own opinions. 

 
       Photo by Noah Buscher from Unsplash 
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The key to effective listening and  

interpersonal skills more generally is 

 the ability to have a truly open  

mind - to understand why others think 

 about things differently to you and use 

 this information to gain a better  

understanding of the speaker. 
                Photo by Kal Visuals from Unsplash 
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 4) Methods to increase this skill for job advisors  

 

• Distractions 

The four main types of distractions are  

physical, mental, auditory and visual.  

 

Here’s how to avoid this common barrier: 
 

       Photo by Charlz Gutierrez de Piñeres from Unsplash 
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 Face the person who is speaking. 

Maintain eye contact while the other person  

is speaking. 

 Ensure that you are comfortable. 

 Switch off the cell phone. 

 
         Photo by Charles from Unsplash 
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•  Misunderstanding 

 

The inability to hear correctly is one of 

 the many reasons for misunderstanding  

what a speaker is trying to communicate.  

You may think that it’s impolite to ask the  

speaker to clarify his words or intentions,  

but that’s not the case at all. Most people will  

appreciate the fact that you are making a focused  

effort to really understand what they are trying to say. 
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Photo by Emily Morter from Unsplash 
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•  Interrupting 

 

Listen without interrupting while the  

other person is speaking. If you seek to  

clarify something, use appropriate body  

language such as raising your hand or ask  

politely for more details (like “I am sorry  

to interrupt you…”).          Photo by Sebastian Herrmann from Unsplash 

 

 

SKILL – CONFLICT SOLVING 
LEARN HOW TO LISTEN 



Co-funded by the 
Erasmus+ Programme 
of the European Union

• Faking Attention 

 

The person who is faking attention  

is just “hearing” but not “listening.”  

 
 

 

 

 

 

 

 

       Photo by Nalau Nobel from Unsplash 
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Try these tips: 

Make it a habit to listen attentively. It is advisable to assume that the 
other person knows something that you may not know. 

Avoid thinking about how to reply when the other person is speaking. 

 This habit can be overcome by taking notes while the other person is 
speaking. 

 
 

 

 

            Photo by Charles from Unsplash 
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1. Aim  

To raise awareness of the role of 
emotions in decision-making process 
to improve self-management and  
self-awareness of Career Advisors  
 

SKILL – DECISION MAKING 
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2. Objectives 
 

 

 

 
 

• To discover the different styles of  
decision making processes 

• To understand the benefits and the 
challenges of improving decision making skills 
 

• To improve Self-management through tips 
and critical-thinking practices 
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Source picture:@javier-allegue-barros 
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We make thousands of decisions every day.  
They include in-the-moment choices, and contemplating 

deliberative decisions like what career to pursue, whether to 
move, or whether to have children. We face different 

challenges as we make decisions as individuals  
and within groups. 
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3. Definitions 

SKILL – DECISION MAKING 
 

Decision making skills are seen as  “the 
process of making choices”. 
According to the Oxford Advanced 
Learner’s Dictionary the term decision 
making is “the process of deciding about 
something important, especially in a group 
of people or in an organization”. Source picture: @lenliejens 
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Decision making is an heuristic skill which involve numerous competences and 
allow self-awareness 

SKILL – DECISION MAKING 
 

“Problem solving strategies include, but are not limited 
to brain storming, cost benefit analysis, written 

remediation plans, and an examination of possible 
choices . The decision making process can be complicated 

and overwhelming. As a result, it is valuable for 
individuals to learn a model to follow, that may be 

applied to everyday decisions, as well as life changing 
choices.“ 

Source: free-management-ebook.com 

Source: Wester, Christianson, Fouad, & Santiago-Rivera, 2008 
Quote from Dietrich, C. (2010). "Decision Making: Factors that Influence Decision Making, Heuristics Used, and Decision Outcomes."  
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Intuitive decision-making ability is also known as 
'sixth sense' and involves being able to gather 
information that other individuals may miss.  
It is the opposite of analytical decision making,  
which is when individuals use analytics, facts,  
and a step-by-step process to come to a decision. 
 

  

4. Intuitive approach vs analytical approach 

Source: Journal of Organizational Behavior and Human Decision Processes by researchers 
from Boston College, George Mason University and Rice University 
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Intuitive decision-making can be described as a 
decision whose process is not directly connected 
through conscious or logical thought.  
The decision is given by an emotional response  
or can be guided by experience. 
 

  

4. Intuitive approach 

Source: https://www.decision-making-solutions.com/intuitive_decision_making.html 

https://www.decision-making-solutions.com/intuitive_decision_making.html
https://www.decision-making-solutions.com/intuitive_decision_making.html
https://www.decision-making-solutions.com/intuitive_decision_making.html
https://www.decision-making-solutions.com/intuitive_decision_making.html
https://www.decision-making-solutions.com/intuitive_decision_making.html
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4. Analytical approach 

Analytical decision-making can be seen as  
“the process of making choices by identifying a 
decision, gathering information, and assessing 
alternative resolutions”.  
 
(Source: Decision making process, Umass Dartmouth, 2019) 

SKILL – DECISION MAKING 
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Intuitive approach vs analytical approach 

Souce:  https://medium.com/knox-med/thoughts-on-analytical-vs-intuitive-problem-solving-55a0fed4fe5e 

There is no clear winner between the two. 
Individually, each one has contexts and 
situations that it is particularly suitable for. 
It is also important to note that people 
have different personality, and some 
people are naturally analytical while 
others are intuitive. 
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Intuitive approach vs analytical approach 

Source: https://www.rndtoday.co.uk/theme-editor-blog/analytical-or-intuitive/ 

Advantages  Disadvantages  

Analytical styles  

Structured and stepwise  
 
Objective 
 
Allow team participation on a level 
playing field  

Can breakdown in the face of complex, multifaceted 
matter 
 
May require advice of specialists  
 
Time demanding   

Intuitive Style  

Time and resource efficient  
 
Can tackle complex matters  
 
 

Subjective and open to individual biases  
 
Normally requires broad experience for reliable 
results 
 
May require to convince key stakeholders  

https://www.rndtoday.co.uk/theme-editor-blog/analytical-or-intuitive/
https://www.rndtoday.co.uk/theme-editor-blog/analytical-or-intuitive/
https://www.rndtoday.co.uk/theme-editor-blog/analytical-or-intuitive/
https://www.rndtoday.co.uk/theme-editor-blog/analytical-or-intuitive/
https://www.rndtoday.co.uk/theme-editor-blog/analytical-or-intuitive/
https://www.rndtoday.co.uk/theme-editor-blog/analytical-or-intuitive/
https://www.rndtoday.co.uk/theme-editor-blog/analytical-or-intuitive/
https://www.rndtoday.co.uk/theme-editor-blog/analytical-or-intuitive/
https://www.rndtoday.co.uk/theme-editor-blog/analytical-or-intuitive/
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 1970’s, Yale University’s Victor Vroom and Philip Yetton 
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Decision Making Styles by Degree of Participation 
 
In the 1970’s, Yale University’s Victor Vroom and Philip Yetton suggested a 
model which summarized three basic styles moving from a directive or 
autocratic approach through informing and involving by consulting or 
thirdly an emphasis on participation and engagement. 
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6- Challenges: general factors that impact decision making  

SKILL – DECISION MAKING 
 

Decision 
making 
factors 

Socio-economic Psychological 

Culture 
Belief in personal 

relevance 

Cognitive 
biases 

Past  experience 

Age and individual 
differences 

Neurobiological 

Source : Dietrich, C. (2010). "Decision Making: Factors that Influence Decision Making, Heuristics Used, and Decision Outcomes." 
Student Pulse, 2(02). Retrieved from http://www.studentpulse.com/a?id=180 

General factors that impact Decision-Making and that must be known to increase our 
own objectivity and reach self awareness:  
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6. Challenges and barriers that impact effective decision making at 
Career advisors’ workplace 

SKILL – DECISION MAKING 
 

Conflict with 
clients 

Lack of time, short 
appointments 

Managing the 
workload 

Lack of experience and 
knowledge in 

particular field works 

Lack of  clients 
motivation  and 

engagement 

Source: Becci Hubbard, Phil Williams, An overview of the benefits and challenges of working as a career consultant, Presentation, 
Nottingham Trent University and University of Leicester 

UNEFFEC
TIVE 
DECISIO
N 
MAKING 
 

UNEFFECTIVE 
DECISION 
MAKING 
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5. Benefits of improving decision making skills 
 

“Understanding the factors that 
influence decision making process is 

important to understanding what 
decisions are made. That is, the 

factors that influence the process 
may impact the outcomes” 

SKILL – DECISION MAKING 

It is significant to know how our 
decisions are made 

Source: Dietrich, C. (2010). "Decision Making: Factors that Influence Decision Making, Heuristics Used, and Decision Outcomes." 
Student Pulse, 2(02). Retrieved from http://www.studentpulse.com/a?id=180 
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5. Benefits of improving Decision-Making Skills  

UNDERSTAND PERSONAL BIASES AND 
EMOTIONAL LIMITS 

INCREASE SELF MANAGEMENT 

IMPROVE SELF-AWARENESS 

MAKE EFFECTIVE DECISIONS 

ENHANCE SOLVING PROBLEMS SKILLS 

DEVELOP DECISION  MAKING STRATEGIES 

UPGRADE PROFESSIONAL SKILLS AND 
PROVIDE EFFECTIVE ADVISES TO CLIENTS 
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Gathering information and thinking critically about that information is an 
essential part of making better decisions. The following Critical Thinking 
practices support better decisions: 
 
• Seeking evidence to support and disconfirm your beliefs 
• Updating your beliefs as you learn more 
• Judging whether information is relevant, reliable, and significant 
• Considering the Universal Intellectual Standards for critical thinking 
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7. Universal Intellectual Standards 
 

The Universal Intellectual Standards are questions to ask whenever it is 
important to evaluate information and opinions.  This holds true 
whether you are decision making, problem solving or researching a 
topic for personal knowledge or a paper.  
 
All facts, evidence, opinions, and reasoning should pass the following 
questions: 
 

SKILL – DECISION MAKING 
 

Source: David Hawkins, Linda Elder “Guide to Critical Thinking Concepts & Tools” (Thinker's Guide Library). 
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8. Universal Intellectual Standards 
 

1. Clarity:  What exactly are we talking about?  Is there an example of 
this? 

 
2. Accuracy:  Is this really true?  Can it be checked or verified through 

other sources? 
 
3. Precision:  What are the details?  Be specific. 
 
4. Relevance:  How does this connect to the issue at hand? 
 
 

SKILL – DECISION MAKING 
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8. Universal Intellectual Standards 
 

5.  Depth:  Have all the issues been taken into account? 
 
6.  Breadth:  Is there another way to look at this issue/problem? 
 
7.  Logic:  Does this make sense?  Does this add up?  Are there any 
contradictions here? 
 
Identify Alternatives  
List all the possible and desirable alternatives, identify the possible 
paths 
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1. Learning Objectives 
 

 

 
 

• To understand what is problem solving and the importance of it 
 

• To learn a six-step solving problem model for a potential use 
 

•  To identify barriers of problem solving 
 

• To increase knowledge of different problem solving methods 
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2. Aim  

  To enable Job Advisors to face problems and ensure greater possibility of 
effectiveness in their work  
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SKILL – DECISION MAKING 
Problem solving  

From Greek problēma, from proballein ‘put forth’, 
from pro ‘before’ + ballein ‘to throw’ 

3. Definitions 
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 What is problem solving? 
 

“Problem solving has been defined as a higher-order cognitive process 

and intellectual function that requires the modulation and control of more 

routine or fundamental skills.” 
 

SKILL – DECISION MAKING 
Problem solving  

Source: Goldstein F. C., & Levin H. S. (1987).  
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Effective problem solving is not only essential for 
survival of the society, it is equally important for 

future prosperity of the society  

Source: Khalick & Lederman, 2000 
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 4.How to deal with a problem 
. 

  

Problem solving models are applied to manage the many challenges 
that occur in the workplace, every individual tries to solve problems 
regularly, there is a number of different approaches to think about.  
 
. 

Roger Kaufman suggests a  systematic approach of six step process to 
identify and resolve a problem 

Source: Roger Kaufman, Strategic Management and Planning: An  Organization 
guide  

SKILL – DECISION MAKING 
Problem solving  
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 5.The Six-Step Problem 
Solving Model 

. 

Evaluate the 
outcome 

Identify the 
problem 

Identify the 
causes  

Develop alternative 
solutions 

Select solution 

Implement  

SKILL – DECISION MAKING 
Problem solving  
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 6.The benefits of Problem Solving Model 
 

To ensure accuracy It is important for everyone to be aware of what 
method everyone else is applying in order to maintain the method 
more scientific.  

To develop alternative solutions It examines all the possible solutions 
and ideas, therefore it leads to a reasonable solution 

To achieve a desired result The above steps are used in the past which 
means someone else tested so it makes the solving problem process 
easier 

To support manage the group procedure The six step method help 
people to follow a common line and reach consensus 

Source: Roger Kaufman, Strategic Management and Planning: An  Organization guide  

SKILL – DECISION MAKING 
Problem solving  
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7.Barriers to problem solving 

A problem solving barrier is something that stops people finding 

a successful solution to a problem. 

 

 

 

Source : “Problem Solving for Managers” Paul Newton & Helen Bristol 

SKILL – DECISION MAKING 
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Causes of Problem Solving Barriers 

These barriers are often caused by cognitive blocks – how we think and feel 

– as well as practical social and physical blocks. 

 

 

 

 

 

 

 

Source : “Problem Solving for Managers” Paul Newton & Helen Bristol  
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Barriers of Problem Solving 

Source : “Problem Solving for Managers” Paul Newton & Helen Bristol 

SKILL – DECISION MAKING 
Problem solving  
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What causes these barriers? 

 Perspective blocks  the way we have learnt to recognise information from the world 

 Emotional blocks arise when our emotional needs conflict with the situation 

 Intellectual blocks not being able to assimilate information in the effective way 

 Expressive blocks unable to communicate  

 Environmental blocks external obstacles in the social or physical environment 

 Cultural blocks our conditioning to accept what is expected in a given situation 

Source : “Problem Solving for Managers” Paul Newton & Helen Bristol  

SKILL – DECISION MAKING 
Problem solving  
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• Aim  

 

The aim of this topic is understand how empathy  

could help the job counsellors in their daily work.  

Empathy is the basis of all social competencies  

that are important in the work environment. If it  

is not achieved, it is not possible to influence others,  

or be able to help them in their development. 
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A requirement for being an effective counsellor is  

being able to practice and impart the skill of 

empathy in the client-counsellor interaction.  

Being empathetic ensures you are listening and  

dealing with the clients concerns as they present  

them.  
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• Objectives  

 

Understand the real situation of the unemployed 

Offer a personalized counselling 

 Provide moral support to the unemployed  
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• Content: 

 

1) Definition of the skill  

2) Benefits (why it’s important this skill for job advisors) 

3)   Challenges  (barriers to overcome to have this skill) 

4)   Methods to increase this skill for job advisors  

 
 

                           Photo by Mat Reding from Unsplash 
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1) Definition of the skill  

 

Empathy refers to the ability to see things  

through someone else's eyes. An empathetic  

person can temporarily shift out of his or her  

own perspective, and adopt the perspective  

of another. 

 
 

 

SKILL – EMPATHY 
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2).  Benefits (why it’s the empathy important for job advisors) 

 

By using empathy in our interactions with clients will: 

• Build the relationship 

• Stimulate self-exploration 

• Check understanding 

• Provide support 

• Assist communication 

• Focus attention on the client 
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Some more benefits of being empathetic: 

• Better understanding of the needs of your client . 

• You will better understand what is unspoken, and see more clearly the 
perception you create in others with your words and actions. 

• By better understanding the motivations and fears of others, it will be 
easier to deal with any negativity that comes your way. 

• You’ll be able to better predict actions and reactions of others, which will 
help motivate the people you work with. 

• It will become easier to convince others of your point of view. 

 
 

         

SKILL – EMPATHY 
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We will give some tips about what a counsellor should and shouldn’t do 
when using empathy with challenging clients: 

A counsellor should: 

• Give themselves time to think, take time  

to listen and understand the client’s perspective 

• Use short responses 

• Gear your response to the client — but be  

yourself.  

• Always respond 

 

 

SKILL – EMPATHY 
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A counsellor should refrain from: 

 

• Asking inappropriate questions 

• Using clichés 

• Making interpretations or judgements 

• Giving advice 

• Parroting or using the client’s exact words 

• Using sympathy and agreement  
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3)   Challenges  (barriers to overcome to have this skill) 

 

Issues for you to consider: 

• Intensity — responding to the feelings  

expressed at the appropriate level of  

intensity when you are working with  

a client.  
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• Context — take all aspects into account,  

not just word and non-verbal behaviour.  

A lot of people we come into contact with  

have multiple problems in their lives. They  

may behave in ways we find inappropriate  

but taken in context of their experience are  

understandable. 
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• Selective responding — sometimes it  

may be appropriate to respond only to  

feelings or behaviour. Some clients do  

not respond well to discussing their  

feelings, and in these cases it is useful  

to focus on more concrete elements,  

such as experience and behaviour. 
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4) Methods to increase this skill for job advisors  

 

We all have the capacity for empathy.  

However, it is a skill that takes practice  

for most people. As Dr. Mohammadreza  

Hojat states, “Empathy is a cognitive  

attribute, not a personality trait.” Lucky  

for us, cognitive attributes can be exercised. 
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So how do we exercise and strengthen our empathy muscle? Here are 
seven practical tips for increasing empathy. 

 

  Listen and don’t interrupt. 

 
Truly listening can be a challenge. Sometimes  

we are just waiting to give our own opinion.  

(see more about improving listening skill in  

the pill “Learn how to listen”) 

 

SKILL – EMPATHY 
EMPATHETIC ADVISOR 

Photo by Andrea Tummons from Unsplash 



Co-funded by the 
Erasmus+ Programme 
of the European Union

Be fully present when you are with people and tune in to non-verbal 
communication. 

 
You can start being fully present by putting  

away your phone, not checking your email,  

and not accepting calls while you are  

interacting with someone.  

SKILL – EMPATHY 
EMPATHETIC ADVISOR 
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  Smile at people. 

 

Smiles are literally contagious. The part  

of your brain responsible for this facial  

expression is the cingulate cortex, which  

is an unconscious automatic response  

area. Since smiling releases feel good  

chemicals in the brain, activates reward  

centres, and increases health. 

SKILL – EMPATHY 
EMPATHETIC ADVISOR 
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Use people’s names and encourage them. 

 
Encouraging people can be as simple as  

nodding at them while they talk in a meeting.  

This simple gesture, along with using their  

name, can make great impact on relationship  

building. 
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 Try to empathize with people whose beliefs you don’t share. 

 
This tip might particularly come in handy  

during election year! One good way to  

approach differing beliefs in conversation  

is to say, “That’s interesting, how did you  

develop that idea?” or “Tell me more.” 

SKILL – EMPATHY 
EMPATHETIC ADVISOR 
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 Give genuine recognition. 

 
Move beyond “great job” and give  

specific compliments like, “Your research  

on this difficult topic is thorough” or  

“Thank you. I would have missed that  

information if you hadn’t pointed it out.” 

SKILL – EMPATHY 
EMPATHETIC ADVISOR 

Photo by Tim Marshall from Unsplash 



Co-funded by the 
Erasmus+ Programme 
of the European Union

  Challenge yourself to have a deeper conversation with a colleague. 

 

Understanding a person’s point of view or  

personal challenges requires a deeper  

conversation. This doesn’t mean you should  

ask your colleague about highly personal  

matters. Start by sharing a little more of  

your own experiences and perspectives and  

see if your colleague follows suit. 

SKILL – EMPATHY 
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  Use "Messages ME" instead of "Messages YOU” 

 

It will help you so that the other person  

does not feel attacked if you talk about  

your needs or feelings. Nobody will ever  

be able to discuss an emotion, so the I  

messages followed by a feeling or  

emotion will not lead to discussion,  

but to work on the empathy of the other. 

SKILL – EMPATHY 
EMPATHETIC ADVISOR 
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Aim - make job advisors and everyone understand the importance of 
empathy and develop the ability to empathise with others. 
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What is empathy? 
 
Empathy is the ability to identify and understand another's situation, 
feelings and motives.  
 
It's our capacity to recognise the concerns other people have. Empathy 
means: "putting yourself in the other person's shoes" or "seeing things 
through someone else's eyes." 
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• Empathy is increasingly important to business. 
 

• It is also particularly critical to leadership 
development in this age of young, 
independent, highly marketable 
and mobile workers.  
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Objectives 

 

1. Put aside your viewpoint, and try to see things from the other person's 

point of view. 

2. Examine your attitude. 

3. Listen. 
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Objective 1 – Put aside your viewpoint, and try to see things from the 
other person's point of view. 
 

When you do this, you'll realise that 
other people most likely aren't being 
evil, unkind, stubborn, or unreasonable  
– they're probably just reacting 
to the situation with the knowledge 
they have. 
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• We need to use our reasoning ability to understand another person's 
thoughts, feelings, reactions, concerns, motives. This means truly making an 
effort to stop and think for a moment about the other person's perspective in 
order to begin to understand where they are coming from. 
 

• We need the emotional capacity to care for that person's concern. Caring does 
not mean that we would always agree with the person, that we would change 
our position, but it does mean that we would be in tune with what that person 
is going through, so that we can respond in a manner that acknowledges their 
thoughts, feelings or concerns. 
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• Take a personal interest in people. Show people that you care, and genuine 
curiosity about their lives. Ask them questions about their hobbies, their 
challenges, their families, their aspirations. 
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Objective 2 – Examine your attitude 

 

Are you more concerned with getting your way, winning, or being right? Or, is 
your priority to find a solution, build relationships, and accept others?  
 

Without an open mind and attitude, you probably won't have enough room 
for empathy. 
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Practical tips you might consider to help you examine your attitude 

 

• Don't interrupt people. Don't dismiss their concerns 
offhand. Don't rush to give advice. 
Don't change the subject.  
Allow people their moment. 
 

• Tune in to non-verbal communication. This is the way that people often 
communicate what they think or feel, even when their verbal 
communication says something quite different. 
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Practical tips you might consider to help you examine your attitude 

 

• When communicating about feelings and attitudes,  
words – the things we say – account for 
only 7 percent of the total message 
that people receive.  
The other 93 percent of the message 
that we communicate when we speak 
is contained in our tone of voice and body language.  
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Practical tips you might consider to help you examine your attitude 

 

• It's important, then, to spend some time to understand how we come 
across when we communicate with others about our feelings and attitudes. 
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Objective 3 – Listen 

 

Truly listen to people. Listen with your ears, 
eyes and heart.  

 

Pay attention to others' body language,  
to their tone of voice, to the 
hidden emotions behind 
what they are saying to you,  
and to the context. 
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Listening 
 

• Be fully present when you are with people. Don't check your email, look at 
your watch or take phone calls when a direct report drops into your office to 
talk to you. Put yourself in their shoes. How would you feel if your boss did that 
to you? 

• Encourage people, particularly the quiet ones, when they speak up in 
meetings. A simple thing like an attentive nod can boost people's confidence. 

• Smile at people. 
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Listening 
 

• Give genuine recognition and praise. Pay attention to what people are doing 
and catch them doing the right things. When you give praise, spend a little 
effort to make your genuine words memorable: "You are an asset to this team 
because..."; "This was pure genius"; "I would have missed this if you hadn't 
picked it up." 

• Take a personal interest in people. Show people that you care, and genuine 
curiosity about their lives. Ask them questions about their hobbies, their 
challenges, their families, their aspirations. 
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Can we teach empathy? 
 

• We all know some people who are naturally and 
consistently empathetic – these are the people 
who can easily forge positive connections with 
others. They are people who use empathy to 
engender trust and build bonds; they are catalysts 
who are able to create positive communities for 
the greater good.  
 

• But even if empathy does not come 
naturally to some of us, we can develop 
this capacity. 
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Empathy in action 
 

• The measure of a person is how they treat someone who is of absolutely no 
use to them.  
 

• Empathy should not be selective: It should be a daily habit. If I were to 
create a bumper sticker, I would say: "Empathy: Don't Leave Home Without 
It!" 
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Practise empathy 
 

• Developing an empathic approach is 
perhaps the most significant effort you 
can make toward improving your people 
skills. When you understand others, 
they'll probably want to understand you 
– and this is how you can start to build 
cooperation, collaboration, and 
teamwork. 
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Practise empathy 
 

• Empathy is an emotional and thinking muscle that becomes stronger the 
more we use it. Try some of these suggestions and watch the reactions of 
those you work with. You will notice some positive results. 
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Aim:  
This topic aims to present Intrinsic motivation definition and techniques. 

Objectives:  

To have a better understanding of intrinsic motivation  

To avoid lack of intrinsic motivations 

To learn techniques to increase motivation  
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Definition 

Internal and external factors that stimulate desire and energy in people to be continually 

interested and committed to a job, role or subject, or to make an effort to attain a goal. 

 

Types of Motivation: 

 Intrinsic motivation  

 Extrinsic motivation  
                                                                                                                                         

                                                                                                                                         Read more: http://www.businessdictionary.com/definition/motivation.html 
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Intrinsic motivation 

When you are motivated to complete a task because of personal goals or 
rewards. 

You are performing the activity because of some internal drive as opposed 
to an external reward of some kind. 

With intrinsic motivation, the behavior itself becomes the reward.  
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Examples of intrinsic motivation include: 
 

 

• Cleaning your house because you like it tidy. 

• Playing a game because you enjoy it 

•Reading a book about a subject that interests you. 

• Putting together a puzzle because you like the challenge. 
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Extrinsic motivation  

When you are inspired to perform a task to either earn a reward or avoid 
punishment.  

 You are not completing the task because you like it or find it satisfying. 

Instead, you are completing it because you think you will avoid something 
unpleasant or you will get something in return. 

SKILL – Motivation 
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Examples of extrinsic motivation include: 

• Cleaning your house so your guests will not judge you 

• Playing a game because you want to win a trophy. 

• Reading a book because you want to get a good grade in school. 

• Putting together a puzzle because you want to win a prize. 
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Intrinsic motivation at work 

o To support intrinsic motivation among your team, be intentional with your 
feedback.  

oIntrinsically motivated employees are working to achieve a positive 
experience and they invest effort because they enjoy what they do. 

o Intrinsic motivation is often more strongly associated with long-term 
commitment to goal pursuit than extrinsic motivation. 

     Source: Woolley & Fishbach, 2016, 2017. 
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Intrinsic vs. extrinsic motivation:  which one is better? 

Intrinsic and extrinsic motivations are not mutually exclusive. 

Extrinsic motivation is beneficial in some cases. For example, working 
towards gaining a reward of some kind can be helpful when you need to 
complete a task you might normally find unpleasant. 

Intrinsic motivation, however, is typically a more effective long-term 
method for achieving goals and completing tasks in a way that makes you 
feel fulfilled. 

SKILL – Motivation 
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It is possible to internalize motivation  

External 
Motivation  

Seeking  Understanding Internalisation  

SKILL – Motivation 
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oPeople not only underestimate how much others are intrinsically 
motivated, but also underestimate how much others are impressed by 
expressions of intrinsic motivation. 

 

oIntrinsic motivation is valuable, as it is associated with important 
organizational outcomes including fostering volunteering and pro-social 
behaviors/increasing engagement in organizational citizenship behaviors 
and enhancing creativity. 

     Source: Gagné & Deci, 2005; Penner, Midili, & Kegelmeyer, 1997. 
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Barriers  

Some of the reasons why intrinsic motivation might decrease are: 

Stress 

Boring activities 

Lack of relevant goals 

Repetitive tasks 
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Examples of intrinsic motivators in workplace: 
 
 

Participate in fun and physical activities 

 Help someone in need 

Participate in a competition with colleagues  

Value your time 

Improve your knowledge/learning 

 Source : https://smallbusiness.chron.com/top-intrinsic-motivation-techniques-employees-17737.html 
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Examples of intrinsic motivators in workplace: 

Challenging Work 

Ability to choose 

Regular feedback 

Participation in decision making  

Recognition 

Curiosity   

SKILL – Motivation 
Intrinsic motivation 
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Key intrinsic motivators of employee engagement 
 

Autonomy  

(I control) 

Mastery  
(I improve) 

Purpose 
(I make 

difference) 

Progress 
(I achieve)  

Social 
Interaction  
(I connect )  

Source: https://www.slideshare.net/Bunchball/the-5-key-intrinsic-motivators-of-employee-engagement 
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1. Aim 

 

Motivation skill can help to improve the quality of your job 
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 The aim of this topic is to give and 
support Career Advisor thanks to 
their motivation skills to manage 
client’s motivation and emotions 
to improve job seekers’ 
opportunities 
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2. Objectives of  Motivation skill  
 

Understand the importance of motivation  
and learn how to be motivated towards your 
job.  

Developing networks and relationships 
between employees and job advisors.  

Importance of training to job advisors to be 
motivated towards their work.  
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Latin root word 

~Mot 

TO MOVE  

Emotion 

Motivation 
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3. Definition of motivation 

 Motivation is the skill that  “move”, lead 
and drive to achieve our aim and goal in 
our life 

 
 Motivation is one of the dimensions of 

Emotional Intelligence 
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3.1 Type of motivation 
 

Intrinsic motivation comes from within and fuels 
you with desire to overcome a challenge, to 
produce high-quality work, or to interact with 
team members you like and trust 

Extrinsic Motivation is when you are encouraged 
by external factors to achieve your goals (salary, 
promotion, etc.) 
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Balance of motivation 
to work 
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4. Self-motivation definition 
 

One of the 5 dimensions of Emotional 
intelligence model designed by Daniel 
Goleman  

Self-motivation is all about where your 
drive comes from. If your motivation 
comes from within and pushes you to 
achieve for your own personal reasons 
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4.1 Self motivation  

“Self-motivation . . . requires personal standards against which to evaluate 
ongoing performance. By making self-satisfaction conditional on a certain level 
of performance, individuals create self-inducements to persist in their efforts 
until their performances match internal standards. Both the anticipated 
satisfactions for matching attainments and the dissatisfactions with 
insufficient ones provide incentives for self-directed actions” 

SKILL – MOTIVATION 
How to be self-motivated through optimism  

Sources: Bandura & Schunk, (1981) 
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4.2 Self-motivation pre requirement 

Can you 
do it? 

Will it 
work? 

Is it 
worth it? 

SKILL – MOTIVATION 
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Psychologist Scott Geller uses 3 question to determine self-
motivation 

Source: The psychology of self-motivation. In E. S. Geller (2016) 

Yes is the answer! 
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4.3 Four –C to support self-motivation 
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Source: The psychology of self-motivation. In E. S. Geller (2016) 

• The desire to want associated with the consequences 
of what we are doing  Consequences 

• The feeling of be competent in your ability to get 
things done Competence 

• Having a sense of autonomy over your actions 
encourages self-motivation Choice 

• Building a supportive environment to be motivate 
and motivate  Community 
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5. Benefits to be motivated 

Increasing your competences Life long learning   

Being able to do better your work  

Creating networking in different fields  and context  

Developing Emotional Intelligence 
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• age, disabilities, disadvantaged background, 
education, employer biases, housing issues, etc. Difficult cases 

• new policies, lack of knowledge  in specific fields,    
Lack of knowledge 

• no local partnerships or support, no policies to 
help job seekers. 

Lack of environment 
support 

6. Challenges that can affect motivation for Job Advisors  
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7. Methods 

How to face difficult cases 

 

Focus on the strengths of the clients 

Transform their barriers in opportunities 

Collaborate with other professionals to 
provide support and training  courses 
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7.1 Methods 

Be hopeful and find something good – Motivated 
leaders are usually optimistic  , no matter what 
problems they face.  

 

Adopting this mindset might take practice, but it is 
well worth the effort. 
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7.2 Methods 
 

How to overcome barriers lack of local partners  

 

Attend strategic networking events 

Ask for help to your team members 

Raise your voice to change policies 

Extend or strength existing  and new partnership 

Search on line for help, forum and cases studies 
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8. Tips to be optimistic 

SKILL – MOTIVATION 
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Optimism is an attitude that can be learned and practiced. 
 
Every time you face a challenge, or even a failure, try to find at least one good 
thing about the situation. It might be something small, like a new contact, or 
something with long-term effects, like an important lesson learned. But 
there's almost always something positive, if you look for it. 
Adopting this mindset might take practice, but it is well worth the effort. 
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8. Tips to be optimistic 
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• Use your imagination to rehearse success," play positive mental videos of 
preferred outcomes. 

• Look for partial solutions, that is, freed from the tyranny of perfectionism 
and from paralysis by analysis, be open to taking small steps towards 
achieving success. 

• Avoid negative environments.  
• Celebrate your strengths. 
• Take care of your spiritual and emotional well being  
• Manage or ignore what you cannot change. 
• Learn to reframe.  
• Cultivate spontaneity. 
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• Objectives 

  It’s about you holding yourself accountable.  

 The objective of this training pill is to know different methods to 
develop the  Personal Accountability. 

How can personal accountability improved. 

 

 

 

 

 

SKILL – PERSONAL ACCOUNTABILITY  
Insert TOPIC here 
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SKILL – PERSONAL ACCOUNTABILITY  
How to develop Personal accountability 

   

The awareness of personal responsibility is the beginning of 
a wonderful process of personal change, which fills us with 
energy, strength, hope, actions that have their origin in our 
values, our desires. And suddenly, with perseverance, 
acceptance, we are checking how, slowly, we change 
attitudes, thought patterns, and behaviors. We become 
more flexible, tolerant, empathetic, assertive, 
compassionate and affective 

The 
beginning of 

a process 
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SKILL – PERSONAL ACCOUNTABILITY  
How to develop Personal accountability 

   

The Personal Accountability Model provides insight into what it means 
to be accountable. How can you contribute to your own success and 
that of your team as an individual? It perfectly reflects what real change 
brings about. It provides an answer to the question: How do we 
accomplish this? How do you do what is needed to contribute to your 
own success or to the success of your team, especially in difficult or 
tense situations? 

Personal Accountability Model 
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SKILL – PERSONAL ACCOUNTABILITY  
How to develop Personal accountability 

   
Personal Accountability Model 

What is performance? 

Performance is a mix of competencies and 
execution behaviour. Competencies are 

necessary to fulfil your task technically, execution 
behaviour makes you actually perform your 

tasks. Mark Samuel thinks that performance is 
equal to accountability: “Anything you do must 
be done to achieve the desired (team) results” 
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SKILL – PERSONAL ACCOUNTABILITY  
How to develop Personal accountability 

   
Personal Accountability Model 

Any difficult or tricky situation, starts with a choice.In this 
situation you can do two things; 

•Display victim mentality (the right circle) 

•Display accountable behaviour (the left circle) 

Accountability is not about perfection, 
but about the power of recovery.it is 

about an environment in which mistakes 
can be discussed, and in which you can 
learn to make accountable choices in 

the future. 
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SKILL – PERSONAL ACCOUNTABILITY  
How to develop Personal accountability 

   
Personal Accountability Model 

Self-
exame 

learn 

Take 
action  

Intention  

Recognize 

Own 

Forgive 

Accountability 
loop 

Ignore 

deny 

blame  

rationalize  

Resist 

hide 

Intention  

Victim  
loop 
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SKILL – PERSONAL ACCOUNTABILITY  
How to develop Personal accountability 

It starts with recognizing behaviour that does not contribute 
to the desired  result. This can be your own behaviour or 
someone else’s. This will lay the ground work for the talk 
and for ownership. Our feeling of ownership is often 
limited to our own behaviour. In an accountable team we 
are responsible for our entire working environment, for the 
barriers we encounter as a group and for our joint results.  It 
is important you are capable of reflection and learning, so 
that in the future you or your team members do not make 
the same mistake twice and respond differently when a 
situation presents itself again. 

Personal Accountability Model 
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SKILL – PERSONAL ACCOUNTABILITY  
How to develop Personal accountability 

The most important step is always: to TAKE 
ACTION. By taking action you create progress. 

Without action you can go through the top loop but 
that will not change anything. You may have 

noticed that INTENTION is the key element in this 
model. Without a clear intention, there is no 

accountability. If your do not have any idea where it 
sees itself in the next year, what results must be 

obtained and how they should work , then making 
an accountable choice is impossible 

Personal Accountability Model 
Self-

exame 

learn 

Take action  

Intention  

Recognize 

Own 

Forgive 
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SKILL – PERSONAL ACCOUNTABILITY  
How to develop Personal accountability 

The Accountability Ladder 

It  is a tool to help us understand 
why we’re not achieving everything 
we’d like to at work and at home. It 
often places accountability in the 
context of a ladder – with those 

people with a low level of 
accountability on the lower half of 

the ladder, and top performers with 
high levels of accountability at the 

top. 

The Accountability Ladder doesn’t 
necessarily mean you get the output 
that you want, or that you’re able to 

solve things. What it does mean is 
that irrespective of whether or not 
things turn out in your favour, you 

can ,look anyone in the eye and say 
“I was accountable for my decision” 
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SKILL – PERSONAL ACCOUNTABILITY  
How to develop Personal accountability 

The Accountability Ladder 

Unaware  

( I don´t 
know)  

Blame 
others  

Excuses  

(I Can´t)   

Wait and 
hope 

Acknowledge 
reality 

Embrance 
it! 

Find 
solution  

Make it 
happen 
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SKILL – PERSONAL ACCOUNTABILITY  
How to develop Personal accountability 

The Accountability Ladder 

To move past these lower rungs of the 
ladder, you have to MANAGE 

YOURSELF. To hold yourself accountable 
for your work and your life. You will have 

to ask yourself some hard questions: 

Who am I 
really? Am I 

someone who 
is going to 

coast along or 
claw my way 

ahead? 

What are my 
core values?  

Am  I actually 
expressed 

them in my 
work? 

Where do I feel 
as though I 

belong? Where 
do I not 
belong? 

People who know immediately  
their answers to these questions 
are likely at the top half of the 
ladder. People who function at the 
upper half of the ladder go out of 
their way to take ownership of 
problems and situations they 
face. They don’t push problems off 
on outside forces 
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SKILL – PERSONAL ACCOUNTABILITY  
How to develop Personal accountability 

The Accountability Ladder 

Maybe you feel down on job .  Maybe you don’t even have a job. 
If you find yourself in these situations it is imperative that you ask yourself: 
 

“Did this happen to me or because of me?” 
 
Choose the latter. Because then you can decide to make something else 
happen instead 
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SKILL – PERSONAL ACCOUNTABILITY  
Ways to hold job counsellor  accountable 

Be Proactive 

Reactive people attribute their behavior to three 
fundamental factors:  

Genetic (characteristics that we inherit), 

Psychological (education, parenting) 

Environmental (what surrounds us).  

Stimulus response 

Law of action and reaction 

This type of people are those who live on 
the basis of Newton's "Law of Action and 
Reaction": I receive a stimulus and react by 
giving an answer 
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SKILL – PERSONAL ACCOUNTABILITY  
How to develop Personal accountability 

Be Proactive 

Proactive job counselor understand that between 
the stimulus and the response there is a space 
where they find freedom to choose the action 

according to their values).  

Stimulus response 

Freedom to choose 
according to values 

Proactive job counselor  assume 
responsibility. They are people of action. 
Its language is: let's examine our 
alternatives, look for a different approach, 
control my feelings, choose the right 
answer 
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   Circle of concern / circle of influence 

To explore what we invest our time and our 
energy. Each of us has a wide range of concerns: 
health, children, work problems…We can create 
a "circle of concern“. When we review the things 
that are within our circle of concern it is evident 
that some of them we have no real control, and, 
with respect to others, we can do something. We 
can identify the concerns of this last group within 
a smaller "circle of influence" 

SKILL – PERSONAL ACCOUNTABILITY  
How to develop Personal accountability 
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Circle of  
influence" 

Circle of concern 

Proactive people focus 
their efforts on the circle 
of influence. They are 
dedicated to things that 
they can do something 
about. Its energy is 
positive: it expands and 
increases, which leads to 
the expansion of the circle 
of influence 

Reactive people focus their 
efforts on the circle of concern.  
On the defects of other 
people, on the problems of the 
environment and on 
circumstances over which they 
do not have no control .This 
results  a reactive language 
and intensified feelings of 
acute impotence. The negative 
energy generated by that 
focus, combined with the 
neglect of the areas in which 
something can be done, 
determines that its circle of 
influence shrink 

SKILL – PERSONAL ACCOUNTABILITY  
How to develop Personal accountability 
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   The problems we face fall into 
one of three possible areas:  

• direct control (involving our own 
behavior),  

• indirect control (involving the 
behavior of other people), 

• lack of control (problems about 
which we can not do anything, 
like those of our situational or 
past realities). 

The problems of direct control are solved by 
working on our habits. They are obviously 

within our circle of influence 

The problems of indirect control are solved 
by changing our methods of influence 

The problems of non-control involve taking 
responsibility for modifying our attitudes: smiling, 

accepting those problems peacefully and 
authentically, and learning to live with them, even 
if we do not like them. In this way we do not grant 

them the power to control us 

SKILL – PERSONAL ACCOUNTABILITY  
How to develop Personal accountability 
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One way to determine what our 
circle of concern is to distinguish 

between "having" and "being." The 
circle of concerns is full of “having” 

"I'll be happy when I have my own 
home."«If I had a boss who was not 

so dictator ...»«If I had a more 
patient wife ...»«If I had more time 

for myself ...» 

Whenever we think that the problem is 
"out there", this thought is the problem. 

We give to what is out there the power to 
control us. The paradigm of change is then 
"from the outside in": what is outside has 

to change before we change ourselves 

SKILL – PERSONAL ACCOUNTABILITY  
How to develop Personal accountability 
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   The circle of influence is full of "being": I can be more patient, be sensible, be 
affectionate. The focus is on the character 

Expanding the circle of influence 

Changes in our habits, in our methods of influence, and in the way we see 
difficulties that we do not control are within our circle of influence. 

The proactive approach is to change from the inside to the outside: to be 
different, and in this way to bring about a positive change in what is out there: I 
can be more ingenious, more diligent, more creative, more cooperative 

SKILL – PERSONAL ACCOUNTABILITY  
How to develop Personal accountability 
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Commit and keep commitments 

Commitments 
with ourselves 
and with others 
and the 
integrity with 
which we 
maintain them 
are the essence 
of our growth. 

The power to commit ourselves and to keep those commitments is 
the essence of the development of the basic habits of effectiveness. 

Knowledge, ability and desire are within our control. We can work on 
any of these three elements to improve the balance between the 
three. 

Thanks to self-awareness, we notice areas of weakness, areas that 
need improvement, areas of talent that can be developed, areas that 
need to be changed or eliminated from our lives. 

SKILL – PERSONAL ACCOUNTABILITY  
How to develop Personal accountability 
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Commit and keep commitments 

We found two ways 
to take control 
immediately. 

make a promise ... 
and keep it 

set a goal ... and work 
to achieve it 

By committing ourselves 
and keeping our 
commitments we begin 
to establish an integrity 
that gives us the 
awareness of self-control, 
and the courage and 
strength to accept more 
responsibility for our own 
lives. 

SKILL – PERSONAL ACCOUNTABILITY  
How to develop Personal accountability 
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It´s means starting with a clear understanding 
of your destiny. It means knowing where you 
are going, so that you can better understand 
where you are, and always take the right steps in 
the right direction. We will  be truly effective 
when we start with one goal in mind. It´s based 
on the principle that all things are created twice.   

• FIRST A MENTAL CREATION.  

• AND THEN A PHYSICAL CREATION.  

Start with one goal in mind 

Mary Shelley: 
"Nothing contributes 

so much to 
reassuring the mind 
as a stable purpose” 

SKILL – PERSONAL ACCOUNTABILITY  
How to develop Personal accountability 
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DAILY ACTIVITIES  

GOALS  

   

You need to build a 
Personal Mission as a job 
counselor. Set goals and 
daily activities that will 
lead you to fulfill your 
mission in the long term. 

Start with one goal in mind 

RESULTS 

PERSONAL MISION  

BE PROACTIVE 

SKILL – PERSONAL ACCOUNTABILITY  
How to develop Personal accountability 
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The next step would be to pro-actively carry out the program that we have 
developed. It's about the ability to make decisions and choose, and then act 
accordingly. 

The power of the will is acquired by learning to use it in the decisions we make 
day after day. 

It is our ability to commit ourselves to maintaining commitments to ourselves, 
to "do what we say." 

 

The power of the will 

SKILL – PERSONAL ACCOUNTABILITY  
How to develop Personal accountability 
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It can be summarized in a single sentence: 
Organize and execute according to 
priorities. 

It´s focuses on the establishment of goals, 
long-term, medium or short-term 
objectives towards which time and energy 
will be oriented.  

It also includes the concept of daily 
planning, of the specific plan to achieve 
the goals and activities to which greater 
value is attributed. 

Put First what is First(time management) 

SKILL – PERSONAL ACCOUNTABILITY  
How to develop Personal accountability 
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It can be summarized in a single 
sentence: Organize and execute 
according to priorities 

Prioritize activities in your job as a 
job counselor to focus on what is 
really important. If we make a 
matrix that shows the activities of 
our day divided between 
"Important and not important 
activities" and "Urgent and not 
urgent" we have: 

Put First what is First(time management) 

I II 

III IV 

URGENT NO URGENT 
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What we must achieve is to invest most of our 
time in quadrant II (Important and Non-Urgent 
Activities) 

SKILL – PERSONAL ACCOUNTABILITY  
How to develop Personal accountability 
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. 

Delegation 

Delegating to others 
effectively is 

perhaps the activity 
that strengthens our 

strength. 
Transferring 

responsibility to 
appropriate and 
trained people 

allows us to devote 
our energies to 

other important 
activities. 

We achieve 
everything we do 
through delegation: 
in time or in other 
people. If we 
delegate in time, 
we think in terms of 
efficiency. If we 
delegate to other 
people, we think in 
terms of 
effectiveness 

SKILL – PERSONAL ACCOUNTABILITY  
How to develop Personal accountability 
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Time is one of the most important available 
resources. Another resources are: information, people, 
money, etc. If the control of time is suitable got, it will 
be fully used and it will be able to make the best use of 
other resources. It makes the time is the most valuable 
resource. 

Everybody has all the available time: 24 hours a day. 
Therefore, the point is not as much as the lack of time, 
but the use of it. 

Job advisors 
Skill- Time management 

INTRODUCTION 
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OVERALL OBJECTIVE 

Job advisors 
Skill- Time management 

Nowadays, time is one of the scarcest resources in the organizations. We live 
in a society of services where the success or the failure is resolved by using 
the time of the human resources and their motivations. Because of it, time 
management, well professional or personal, redounds significantly in welfare 
and productivity. 

Thus, the objectives are: 

Improving the productivity. 

Providing tools which allow to leverage in domains of greatest interest. 

Increasing welfare by reducing stress and tension. 

Fulfilling objectives and commitment. 
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Analyzing time management from the perspective of the management 
abilities.  

Recognizing  the necessity of setting goals and working proactively to 
achieve them. 

Importance of establishing priorities, of knowing tools of prioritization, 
planning and schedule. 

Learning techniques to reduce the negative effects caused by the waste 
of time. 

Job advisors 
Skill- Time management 

OBJECTIVES 
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Job advisors 
Skill- Time management 

WHAT IS TIME 
MANAGEMENT 

It is a skill for the adequate 
distribution of this resource to 
develop tasks and projects. It is a key 
to achieve the proposed goals and 
targets.  

Management time is a management 
tool to arrange and have completely 
working time, avoiding, as far as 
possible, any interruption which does 
not contribute to the job goals 

TIME MANAGEMENT 
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Job advisors 
Skill- Time management 
 

•1. Clarification of 
objectives, to 
know better what 
it is wanted to get. 

•2. Identification of 
the waste of time 
main points , to 
combat them. 

Time needs to be managed in 
order to the schedules 
approaches where it is wanted 
to arrive. It consists of giving 
coherence to actions allows us 
to get the target chosen by 
using two basic conceptual 
tools 

WHAT IS TIME 
MANAGEMENT 
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Job advisors 
Skill- Time management 
 

WHAT IS TIME 
MANAGEMENT 

IDENTIFYING 
WASTE OF TIME 
POINTS 

SET GOALS 

WHAT IS 
WANTED TO DO 

ACTIONS 
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Objectives are specific concretions about desired 
results. An objective may be relevant, specific, 
measurable, achievable and with a deadline. 

• They have to be clear, concrete, concise and 
consistent with the rest of job policies and goals. 

• It is fundamental to know which their objectives as 
a job counselor are, what the company, department 
and its higher expects in order to focus on the 
important tasks and to work towards the 
achievement of them: IT IS ITS STARTING POINT. 

Job advisors 
Skill- Time management Smart goals technique 
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Job advisors 
Skill- Time management 

S M A R T 

Specific Mesurable Achievable Realistic Timely 

Smart goals technique 

What? Where? 

How? 

When? 

Breaking 
your goal 
down into 

measurable 
elements. 

That means 
investigating 
whether the 
goal really is 
acceptable to 
you 

It´s refers 
focusing on 
something that 
makes sense 

Set deadlines. 
Keep the 
timeline realistic 
and flexible 
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Job advisors 
Skill- Time management 

 

•To be caught in 
the day-to-day.  

•To lose sight of the 
goals.  

•To do things of 
little importance. 

•To mistakes in a 
rush.  

•To be tense 

•Working more 
hours.  

•Working faster. 

•Thinking of 
another person 
does it.  

•Putting off 
doing the tasks 

POOR TIME MANAGEMENT 
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Job advisors 
Skill- Time management 

 

•To have very long 
working days. 

•To be under stress. 

•To decrease the 
intellectual ability. 

•To suffer health 
problems. 

•Feelings of frustration. 

•To make mistakes 

POOR TIME MANAGEMENT 
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Job advisors 
Skill- Time management 

Benefits of 
time 
management 
for Job 
advisors  

To save time  

To reduce stress 

To function effectively 

To increase our work output 

To have more control over our job responsibilities 

Help you to prioritize 

Get more done in less time 

More quality work 

Helps to discipline ourselves 

Making sure you deliver what is promised   
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1. 
Internalization 

Recognized what fails to manage the time and analyzing the main 
causes about wasting time. Only being aware of it, one can feels really 
desires of improvement and bets on it. To get it, it is better to choose a 
working time where one is not very overwhelmed and can dedicate 
some time to analyze and to define strategies and tools.  

2.Exercise of 
will. Once decide to improve this skill, it is very important  to do 

his/her part, not only while the implementation, but also along 
the professional career, mainly, at the time of heavy workload. 

3.Self-
motivation 

You  must feel stimulated and encouraged to get the best 
proposals. 

Job advisors 
Skill- Time management 

The improvement of time 
management 
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Job advisors 
Skill- Time management 

Busy v/s productive 

Busy  

• They seem to have a goal, when 
in reality they have no idea what 
it is 

• Have a numerous priorities 

• Are multitaskers 

• Respond with yes very fast 

• Keeping talking about how  busy 
they are 

Productive  

• They  know what their mission is. 

• Have a couple of  priorities 

• Concentrate in one important 
goal 

• Think twice before to say YES 

• Lets that results talking about 
themselves 

Being busy is 
not 

synonymous 
with being 
productive.  
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MODELS AND DEFINITIONS RELATED TO THE TIME 

Job advisors 
Skill- Time management 

Some of the models or definitions related to the time are based on the 
optimum use made of the time and the resources 

STIMULUS-RESPONSE MODEL 
Responding to the stimuli by problems with which life confronts us, we act in 
a reactive or proactive manner. 
- Reactive people 
- Proactive people 
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Job advisors 
Skill- Time management 

Reactive people 

They expect things solve on their 
own and they are no able to 
make decisions, responds to 
stimuli always in the same 
manner, driven by emotions, 
feelings, circumstances, 
conditions or by the itself 
environment 

              Proactive people 

They are able to break that model 
because the have got inner 
freedom, that is to said, they have 
the ability to choose how to react 
in determined situations, 
therefore, they can make cautious 
decisions. They confront personal 
and professional life by taking the 
initiative. 

STIMULUS-RESPONSE 
MODEL 
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Job advisors 
Skill- Time management 

REACTIVE  
 They blame their acts on the others things occur 

to them  
 They expect things do on themselves  they feel 

offended    
 They become victims   
 They get angry, loose their marble and say things 

to regret after it  
 They complaint and cry 
 They paralyze by the failure and fear to fall back 

Differences between reactive and proactive behaviour 

REACTIVE PROACTIVE 
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Differences between reactive and proactive behaviour 

Job advisors 
Skill- Time management 

                PROACTIVE 
 They are responsible for their acts 
 They make things come to pass 
 They have initiative 
 They do not feel easily offended  
 They exercise control  
 They think before doing, are cautious 
 The try it again if something is wrong 
 They recognize their failures, learn from them and 

correct them. 
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HOW TO BE PROACTIVE 

By using the four tools with everybody born  

1. Self-knowledge:parting oneself and observing his/her thought and 
actions. 

2. Awareness: knowing to distinguish between something right and wrong. 

3. Imagination: staring up new possibilities and possible consequences. 

4. Independent will: having the power to choose the best alternative. 

The more the tools are exercised, the more proactive one is and the more 
control on life has it. 

Job advisors 
Skill- Time management 
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SKILL – Time Management 
Job advisors 

TOOLS TO IMPROVE TIME MANAGEMENT 
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OBJECTIVES 

• Decreases procrastination 

• Increase efficiency. 

• Importance of establishing priorities, of knowing tools of 
prioritization, planning and schedule. 

• Learning techniques to reduce the negative effects caused by the 
waste of time. 

Job advisors 

Skill- TOOLS TO IMPROVE TIME MANAGEMENT 
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CONTENTS 

• Matrix time management 

• Planning and programing. 

• Pareto principle(80-20 Rule). 

• 5s technique 

• Conclusions . 

Job advisors 

Skill- TOOLS TO IMPROVE TIME MANAGEMENT 
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Job advisors 

Skill- TOOLS TO IMPROVE TIME MANAGEMENT 

Peter Drucker said: 
 "Whoever is capable 
of managing time is 

capable of managing 
anything” 
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Efficient use of time is 
based on task orientation 
towards goal 
achievement. Therefore, 
setting priorities is 
essential to manage the 
time. 
To set a clear priority of 
the planning activities, 
these should classify as: 

Urgent & important tasks: Priority tasks 
considered in the goals but because of lack 
of planning or last unexpected events, they 
are urgent and must not delay. 
Urgent & not important tasks: They 
should complete but they are not  
important because they do not provide 
value to the goal fulfillment. 

1 

TIME MANAGEMENT MATRIX- PRIORIZATION 

Job advisors 

Skill- TOOLS TO IMPROVE TIME MANAGEMENT 
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TIME MANAGEMENT MATRIX- PRIORIZATION 

Not urgent & important 
tasks: they are part of the 

goals. Tasks have been known 
or have been planned 

correctly. It means tasks can 
be done with perspective. 

Not urgent & not important 
tasks: tasks neither important 

to goal fulfillment or 
demanding. 

Job advisors 

Skill- TOOLS TO IMPROVE TIME MANAGEMENT 
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 crises  
 amazing problems 
 projects with deadline. 
 meetings & preparations 

 
 
 

 trivialities,  bustle  
 commercial mail 
 some phone calls 
 actions meaning    waste of 

time  
 “escape” activities 

 

 preparation 
  prevention 
  value clarification 
  planning 
 making relationship 
 authentic creation 
 catalyzing inner power 

URGENT NOT URGENT 
IM
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 interruptions some 
       phone calls 
 mails, reports meetings 
 many urgent and immediate 

matters 
 many popular activities 

 

1 2 

3 4 

Job advisors 

Skill- TOOLS TO IMPROVE TIME MANAGEMENT 
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By working always QUADRANT I, one is caught by 
day-to-day and perspective is lost, NO TIME TO 
PLAN, foresee, think and finish burning out which  
results in TIREDNESS AND STRESS. 
If quadrant III is usually used, it finishes like 
quadrant I, regarding urgency but worse, because 
it aims to unhelpful tasks to achieve the goals, 
thus THE CONTROL IS LOST and the focus is only 
short term. 
If quadrant IV is worked, tasks of responsibility or 
tasks to comply with the goals never will be done, 
neither improving or contributing in your job. 

Job advisors 

Skill- TOOLS TO IMPROVE TIME MANAGEMENT 
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Therefore, ALWAYS TRY TO 
WORK QUADRANT II: 
because you will work with 
VISION, in a BALANCE WAY, 
with time enough to plan, 
control, think and FOCUS ON 
THE GOALS fulfillment and 
grow up with the company. 

IM
P
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R

T
A

N
T

 

NOT URGENT 

Job advisors 
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PLANNING Without goals no one knows what to do and without 
planning no one knows when do it. Tasks attainment should 
be planned and programmed Planning is bring the future to 
the present in order to act about it and … now 
Planning affords: 
  To decrease uncertainty future presents. 
  To set forecast to achieve the desire goals. 
  To foresee problems. 
Planning defines what one wish to do. When and 
necessary resources belong to programming. 

Job advisors 

Skill- TOOLS TO IMPROVE TIME MANAGEMENT 
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PROGRAMMING Things do no occur alone, they must take place and for it, 
they need to be programmed. 
Programming is useful to:  
Avoid emergencies and crises. 
 Take on only possible tasks. 
Work on significant matters. 
Dismiss indecision and the postponements. 
Reject stress and excitement. 
Keep the control of actions and immediate environment. 

Job advisors 

Skill- TOOLS TO IMPROVE TIME MANAGEMENT 
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PROGRAMMING 

1. Preparing a list of 
things to do today 
/tomorrow. 
2. Assign priorities. 
3. Doing every day. 

It is advisable to make an Action plan by listing the 
different activities to do, organized by projects and 
with deadline. Once listed, the activities should be 
prioritize according to its importance and emergency. 
Next, activities should be arranged in week days, 
taking into account the real duration of each task and 
trying to adjust the tasks to the cycles and the rest of 
programming. 
Next week programming should be completed on 
Friday and should be checked on Monday as the first 
task. Five minutes a day to check and optimize the 
agenda. 

Job advisors 

Skill- TOOLS TO IMPROVE TIME MANAGEMENT 
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PARETO PRINCIPLE 

80-20 rule 

The principle applied to time management 
can be stated as follows : 

Focusing on 20% of actions (the 
important) it gets 80% of the results. 
While focusing on 80% of time to other 
tasks (less important and productive), it 
gets only 20% of the results. What is 
essential, it absorbers little time but 
accessory, too much. 

Job advisors 

Skill- TOOLS TO IMPROVE TIME MANAGEMENT 
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Job advisors 

Skill- TOOLS TO IMPROVE TIME MANAGEMENT 

• Help PRIORITIZE the most important tasks. 

• Avoid procrastinating those more important 
tasks. 

• Concentrate your effort on those tasks that 
generate 80% of your results. 

• Decrease the anxiety to finish all your tasks since 
only 20% are really important. 

• Avoid losing time to the perfectionist with 
superfluous details. 

• It helps you make decisions. 
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How to improve your productivity by applying the Pareto 
principle: 

• Dedicate your best schedules to those activities that produce 
80% of your results. 

• Dedicate 80% of your time to the most important activities. It 
is different from the previous case because many times an 
important activity is the one that avoids an urgent situation 
in the future. 

• Prioritize your tasks and decide which one you will continue 
with. By detecting which daily tasks generate 80% of our 
income or results, we can decide almost without thinking 
which of them we will follow.  

Job advisors 

Skill- TOOLS TO IMPROVE TIME MANAGEMENT 
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5S MODEL Each 'S' has a specific goal. On the 
other hand, the methodology 
pretends: 
  Getting better working conditions 

staff morale 
  It is more pleasant and safer to 

work at clean and tidy workplace. 
  Reducing wastes of time an energy.  
  Reducing health and accident risks. 
  Improving production quality. 
  Safety at work. 

5S method is a Japanese 
management technique based on 
five simple principles. 
Its goal is to achieve workplaces 
better organized, more tidy and 
cleaned permanently in order to 
get higher productivity and a 
better business environment. 

Job advisors 

Skill- TOOLS TO IMPROVE TIME MANAGEMENT 
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Job advisors 
Skill- Time management 

JAPONES ENGLISH COCEPT GOAL 

整理, Seiri Sort Removing 
unnecessary 
item 

Removing from 
the work space 
unusual items 

整頓, Seiton Set in order Arranging 
necessary items 

Organizing the 
work space 
effectively 

清掃, Seisō Shine Suppressing  
dirt 

Improving the 
level of clean in 
places 

清潔, 
Seiketsu 

Standardize Signalling 
anomalies 

Preventing from 
appearing dirt 
and untidy  

躾, Shitsuke Sustain Keeping on 
improving 

In this sense, 
fostering efforts 
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  Some interruptions or impediments disrupt the plans. 

  These disturbing factors of available time are called time 
Robbers 

• They present a double negative impact: 

• they are  time spendthrift, going from  productivity to 
something unproductive 

• and destabilizing priority assignation 

Job advisors 

Skill- TOOLS TO IMPROVE TIME MANAGEMENT 
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• Excessive perfectionism. 

• Bad personal organization. 

• Lack of control. 

• Lack of delegation. 

• Lack of concentration 
(brooding on) 

• Avoiding what we do not like. 

E
x

te
rn

a
l t

im
e

 
th

ie
ve

s • Meetings, mails, phone. 

• Interruptions 

• Pass us non tasks proper for 
the job. 

• Excessive bureaucracy in the 
organization. 

• Excessive emergencies. 

Job advisors 
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Avoid 
excessive 

perfectionism 

Avoid 
conflicts 

Avoid 
distractions 

To learn to 
say” NO” 

 Good 
management 
of meetings 

Learn to 
delegate 

keep the 
work area 
tidy 

Prioritizes 

Job advisors 

Skill- TOOLS TO IMPROVE TIME MANAGEMENT 
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CONCLUSIONS Going to next point once finished the before one 

Planning great goals 

Assigning priorities 

Programing action to 
achieve them 

Working in what is essential 

Assessing results and 
programming next day 

Keep your space 
organized 

Job advisors 

Skill- TOOLS TO IMPROVE TIME MANAGEMENT 
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 Stephen R. Covey's book, The 7 Habits of Highly Effective People 
 SMART Goals. How to Make Your Goals 

Achievablehttps://www.mindtools.com/pages/article/smart-goals.htm 
 Time Management Skills | SkillsYouNeed 
https://www.skillsyouneed.com › time-management 
 8 Tips for Effective Time Management | QuickBooks 
https://quickbooks.intuit.com › employees › 8-tips-for. 
 5S (methodology) – Wikipedia. 
 Understanding the Pareto Principle (The 80/20 Rule ... 
https://betterexplained.com › articles › understanding-t 
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www.emotional-employment.eu 

www.facebook.com/emotional-employment 

www.linkedin.com/company/emotional-employment/  
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