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Foreword
Simona Stefani, WIDE

The Covid-19 epidemic of 2020 posed enormous difficulties for medicine and the 
economy, as well as for people’s mental, behavioural, and physical capacities. The 
abbreviation VUCA sums up the characteristics of this “new normal”: rapidity, un-
predictability, complexity, and ambiguity. New modes of thinking and new individual 
and organisational abilities are required to deal with the problems posed by today’s 
environment of constant, unexpected, and broad change.

The Corona crisis has also prompted innovations in the realm of volunteerism 
that were previously unimaginable: civil society has developed a newfound respect 
for volunteerism and the responsibilities it entails. People don’t only help out their 
neighbours for free, or spend time talking to those who can’t go out, or do their 
shopping for them. Because of the financial and economic impact of the Covid-19 
epidemic, many people are taking up unrelated side projects to help those in care, 
agriculture, the mobility economy, and the creative sector.

Volunteering is a great approach to learn new “soft skills” including teamwork, 
cognitive empathy, communication abilities, intercultural competence, stress ma-
nagement, discipline, and self-confidence, regardless of the volunteers’ professional 
backgrounds. Volunteering is a great way to gain experience and knowledge, espe-
cially for individuals who have come to grips with the fact that their professional 
work is irrelevant to the larger crisis management system. Strictly speaking, volun-
teering is a fantastic chance, namely the chance to develop and verify soft skills that 
may be used as an asset in future professional contexts.

But how does a volunteer establish that their acquired abilities are legitimate? How 
can you convince a potential employer that your ability to think creatively and cul-
turally will help you succeed in high-pressure circumstances? Therefore, validating 
these “soft skills,” or acquired competencies, is of the utmost importance. Despite 
the misleading title, “soft skills” make a significant difference in the workplace and 
help young people and adults come up with creative and innovative solutions to 
face unprecedented risks, societal challenges, and opportunities.

Therefore, the goal of this SOCRATEST Handbook project is to help organisations 
that rely on volunteers by providing them with resources and guidance to imple-
ment internal systems of recognition of soft skills and creativity potentials. This will 
enable volunteers to improve their skill sets and competences, thereby bolstering 
their ability to be creative and adaptable in high-stress, high-stakes, high-stakes, and 
ambiguous work environments.

9



1110

Part 1
1.1 Soft skills underpin a learning society 
Susana Moreira Bastos, ISCAP.IPP

The learning of a soft skill underpins a learning culture during life? 

Competence refers to various cognitive capacities and skills that are needed to act, 
meaning to mobilize resources to match different situations that require results. 
Competence is the ability to perform in a job being composed of a set of skills.
The concept of competence implies more than just the acquisition of knowledge 
and skills; it involves the mobilisation of knowledge, skills, attitudes and values to 
meet complex demands. Acquiring these competencies leads to desirable individual 
development and well-being, and to flourishing cultures and societies.
Soft skills are a set of intrapersonal and interpersonal skills that include common 
sense, the ability to deal with people, and a positive flexible attitude.
As Robles (2012) points out soft skills can be the point of junction of: people skills, 
social skills and personal careers attributes.

The advantages of soft skills lie in the fact that they are not restricted to a specific 
field, they can be transferable to different contexts. 
Studies by Stanford Research Institute and the Carnegie Mellon Foundation among 
Fortune 500 CEOs established that 75% of long-term job success resulted from 
soft skills mastery and only 25% from technical skills. Researchers at Boston Uni-
versity, University of Michigan’s Ross School of Business found that workers with 
soft skills training are 12% more productive than those without them. Harvard 
University reported that 85% of success at the work place is attributed to soft skills 
and only 15% to technical skills. 

In the context of the OECD Learning Compass 2030, student agency implies a 
sense of responsibility while students participate in society and aim to influence 
people, events and circumstances for the better. Agency requires the ability to fra-
me a guiding purpose and identify actions to achieve a goal. It is about acting rather 
than being acted upon; shaping rather than being shaped; and making responsible 
decisions and choices rather than accepting those determined by others. Student 
agency is not a personality trait; it is something malleable and learnable. The term 
“student agency” is often mistakenly used as a synonym for “student autonomy”, 
“student voice” and “student choice”; but it is much more than these concepts. 

Acting autonomously does not mean functioning in social isolation, nor does it 
mean acting solely in self-interest. Similarly, student agency does not mean that 
students can voice whatever they want or can choose whatever subjects they wish 
to learn.

Skills development and lifelong learning are key enablers of decent work, producti-
vity, and sustainability that can increase the value and performance of work, em-
power workers’ lives, and enrich societies.
For individuals, they provide the key to pursue their interests and aspirations, ac-
cess the labour market, escape from poverty and social exclusion and adapt to the 
changing world of work. For enterprises, they provide a strategic competitive ad-
vantage for productivity and innovation. For societies, they create opportunities for 
economic transformation, job creation, inclusiveness, democracy, active citizenship 
and sustainable growth.

The renewed imperative for lifelong learning aims to better prepare people, bu-
sinesses and society for the future by meeting the learning needs of both young 
persons and adults in all sectors of the economy and branches of economic activity 
and at all levels of skill and responsibility. Reskilling and upskilling have become an 
urgent priority for many workers looking to retain or find a job.
The International Labour Organization (ILO) recognizes that “education, training 
and lifelong learning contribute significantly to promoting the interests of indivi-
duals, enterprises, the economy and society as a whole, especially considering the 
critical challenge of attaining full employment, poverty eradication, social inclusion 
and sustained economic growth in the global economy”. Soft skills support a cultu-
re of lifelong learning.



1312

1.2 The lack of Soft Skills & Creativity Education in formal 
learning  
Alenka Valjašková, QUALED

Formal learning delivers systematic intentional education, which is structured, go-
al-oriented and instructor- or teacher-led. It covers education on schools and uni-
versities, but also courses, webinars, seminars, or coaching. They are delivering basic 
and advanced levels of education in diverse range of subjects, which is their main 
role. In addition to knowledge in different areas, soft skills1 are also important for 
people and their development.

Several researches confirm that the importance of the soft skills for work and or-
ganisational success is raising. High level of soft skills and competencies is essential 
for professional, but also for personal life success. The labour market is changing 
with huge technological and scientific shift, which is deepening the need for skilled 
workers and the ability to be creative and able to handle any obstacle. 
In 2020, the World Economic Forum published a list of the ten most important skills 
until 2025 for entering the labour market. The skills were following: analytical thin-
king and innovation; active learning and learning strategies; complex problem-sol-
ving; critical thinking and analysis; creativity, originality and initiative; leadership and 
social influence; technology use, monitoring and control; technology design and 
programming; resilience, stress tolerance and flexibility; reasoning, problem-solving 
and ideation; emotional intelligence; troubleshooting and user experience; service 
orientation; systems analysis and evaluation; persuasion and negotiation.

However, there is soft skills discrepancy between expectations and actual real level 
of soft skills of the graduates. According to the researches the gap is visible mostly 
in areas like the leadership, collaboration, teamwork, communication, problem sol-
ving, but also creativity or critical thinking. Other areas with missing skills among 
employees were human connection, empathy, or emotional intelligence. 
The missing gaps in soft skills should be covered by several adjustments in the for-
mal learning. The most important is to raise awareness about high demand for at 
least decent soft skills level among employees. 

1 Soft skills: refer to behavioural competencies, interpersonal skills, people-centred learning skills or personal 
attributes that enhance an individual’s interactions, job performance and career prospects and are considered 
the most sought-after skills in labour market of today’s knowledge society.

Schools are often criticized for focusing too much on knowledge and testing. The-
refore, are schools advised to cooperate and integrate the Soft Skills and Creativity 
education into their curriculum. According to the Survey of teachers in Europe 
conducted by European Commission in 2010, which was followed by Creative Le-
arning and Innovative Teaching Report in 2011, exist a several barriers for addres-
sing the creativity within curriculum. Among the most important identified were, 
that subjects are addressed separately, or the curriculum is overladed with content 
which do not allow to be flexible or innovative in the classroom. From that time 
most of the EU countries undergone reforms of their curriculum, but there is still 
problem with how often these reforms happen and whether they are flexible enou-
gh to adapt to rapid developments in society.
The solution, to have a school that educates the young people holistically, con-
necting their minds and hearts, in order to develop basic human competencies, is 
therefore challenging.
However important schools are, soft skills or creativity-enhancing activities are not 
usually included enough in the educational curricula as would be beneficial for the 
future employees. 
The rapid shift towards a climate neutral Europe and digital transformation is chan-
ging the way we are working, learning, taking part in society or is changing the way 
we are leading our everyday lives. The pandemic and conflict in Ukraine have also 
had a profound impact on millions of people in the EU. Many needed or will need to 
acquire new skills and move to new jobs in a different sector of economy. More will 
need to upskill to keep their job in a new work environment. For young people, en-
try in the labour market could be very challenging. That is the reason for targeting 
this issue on non-formal or informal level and the significance of lifelong learning.

In the non-formal way of acquiring soft skills, two categories are distinguished: 
the first category is education and training provided through short programmes – 
courses, such as seminars, workshops, conferences, with the aim of improving the 
development of skills for employment and everyday life. Other purposeful program-
mes such as round tables, conferences, book presentations, meetings with experts, 
art and creative laboratories and social activities, peer tutoring and internal colla-
boration, international exchanges, assignment of roles and responsibilities, are also 
a part of non-formal learning category for the development of young adults’ soft 
skills. Training in a specific organisational setting, among employees of a company or 
within a social group represents a ‘deep’ experience and an opportunity to improve 
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or develop soft skills related to different areas and creativity.
In the second non-formal category, soft skills and creativity are developed by at-
tending organised special educations like education supported by labour office or 
career centres. 
In the informal mode, acquisition of soft skills and creativity is more general than 
the formal and non-formal mode because it comes from everyday life activities 
of a person, either as an individual or as a group member.  

As an individual, you can develop certain personal traits, characteristics, and emo-
tional intelligence through self-learning and discovering your competencies and 
with continuous efforts you can develop higher level of those skills. Through per-
sonal learning you can work on assertiveness, mental agility, or respect to others. 

Secondly, soft skills are developed through everyday life in society. In this category, 
the development of soft skills is realised through various socio-cultural activities. 
Individuals develop social skills by observing friends and family, attending religious, 
or participating in community activities and social gatherings. The informal mode of 
soft skills acquisition is characterized by a random and spontaneous, not pre-plan-
ned manner.

Future employees should be aware of the importance of soft skills and creativity 
and if they did not acquire suitable levels of soft skills during school years, they 
should search for these informal and non-formal opportunities to improve them.

1.3 Volunteering as a basis of the non-formal and informal 
learning 
Alenka Valjašková, QUALED

The one environment which was not mentioned in previous chapter was voluntee-
ring. Volunteering and social work are closely related, sharing a common historical, 
cultural, ethical background. There are significant efforts to involve non-professio-
nals in addressing many social or community problems. The European Centre for 
Volunteering (CEV) distinguishes between formal and informal volunteering, and at 
the same time we see that virtual volunteering is a new area of volunteering that 
has been developing in the last years. The Council of Europe recommends, that 
individual countries define voluntary service at national level, with an emphasis on 
the educational aspect.

The role of volunteers should be supportive, complementing the work of profes-
sionals and enhancing the quality of life of clients and community. Volunteering has 
long been considered only as an alternative form of spending free time and remai-
ned unappreciated. 

Today it is irreplaceable in several areas and services and fulfils important functions:
• It strengthens civic participation,
• It contributes to better self-determination of excluded population groups,
• Compensates for missing social services,
• It is an effective public policy tool,
• Contributes to the democratisation of society.

It also brings great educational benefits to a volunteer as a person. 

Using your free time to get involved in a community project you care about is a 
great opportunity to meet new people with shared interests and similar passions. 
Often you will meet people whom you might not otherwise find yourself in contact 
with. This can lead to new friendships and a broader social network that can beco-
me an enriching part of your life, which could have impact on the level of your soft 
skills and creativity. Volunteering is a reciprocal relationship that expresses not only 
what each party can offer, but also what both parties can gain. The recipient does 
not accept help passively; he is able to give something, even if he is often unaware 
of it, which could be a great benefit to volunteer.
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We often tend to connect creativity with artist, we think about it as a gift, which is 
partially correct, but it is not whole definition. Creativity is opening our minds and 
it is finding ways to achieve goal or solve problems with an innovative perspective. 
Most importantly it is a skill which we can learn and improve in it, as we can do it 
with soft skills. 

Creativity and soft skills require some practice; it could be trained during voluntee-
ring. For sure, volunteering needs to be done for the sake of others, but it has side 
effects and could be personally enriching experience.
When you volunteer, you expose yourself to various types of diversity at the same 
time: human, professional, cultural, organisational. This exposure to diversity stren-
gthens your ability to work with diverse people in the future, so you are enhancing 
your teamwork and collaborative skills. 
Also, when you volunteer you need to learn new things, which give you an oppor-
tunity to practice your learning skills, because the more you learn, the better you 
get in it. 

Usually volunteering brings you experience with different social or community pro-
blems, and as you are helping to solve them, you are creating a social bond with 
other volunteers or clients. This could enhance and built up your empathy.

Experience in helping others with financial, family, or social problems is a humbling 
experience, which can give you the opportunity to appreciate more deeply what 
you have. But on the other hand, it can give you experience and realization, that 
there is more than one way to solve problems, which trains your innovation and 
creativity skills. 
Volunteering is and will be one of the most profound environments for learning 
soft skills and acquiring creativity.

1.4 Crisis Response Volunteering
Sonja Bercko Eisenreich, INTEGRA

Volunteers play a crucial role in helping communities recover after calamities such 
as the Turkey earthquake of spring 2023, the Covid-19 epidemic, and other hu-
manitarian crises. The human toll, physical destruction, and breakdown of social 
cohesion that result from these crises are devastating to the communities that 
are hit. Volunteering, the selfless act of people freely giving their time, talents, and 
resources to help others, has become an integral part of disaster relief and resto-
ration operations. 

Volunteers play an important role in crisis situations because they are able to 
respond quickly and adapt to changing circumstances, frequently filling in the gaps 
left by established emergency response systems. Volunteers become an invaluable 
resource when the need for aid surpasses the capabilities of established response 
mechanisms. They may respond rapidly, adjust to new circumstances, and supple-
ment official initiatives. 

Volunteer participation:
Several of the most important reasons why volunteers are so important during 
times of disaster will be addressed below.
Quick Deployment: Volunteers are in a unique position to respond rapidly and 
effectively to emergencies. They have a strong sense of civic responsibility and a 
willingness to lend a hand to those in need in their communities. Volunteers may 
self-deploy and reach disaster zones within hours, whereas conventional emer-
gency response systems may take days or weeks due to bureaucratic processes 
and other obstacles. This speedy organisation minimises the time it takes to help 
individuals in need, which can save lives.

Responding successfully to changing conditions in the period following of a ca-
tastrophe requires a great degree of flexibility and adaptation, both of which vo-
lunteers display in a great deal. They are able to swiftly modify their activities and 
services to meet new requirements and shifts in emphasis. They can fill important 
gaps in formal response systems that may have difficulty fast adapting to unantici-
pated scenarios due to their ability to think on their feet and tailor their talents to 
the demands of the moment.

Supporting the Official Response:  Volunteers assist official emergency response 
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agencies by supplementing and increasing the latter’s capabilities. Volunteers supple-
ment official systems by providing labour, skills, and knowledge that would otherwi-
se be lacking. Their help may come in the form of anything from medical treatment 
and search and rescue to logistics management and emotional support and even 
community engagement. Volunteers improve the overall emergency response by 
working in tandem with established mechanisms.

Reducing Service and Support Gaps: In times of crisis, established emergency re-
sponse systems may find themselves stretched insufficient. To bridge these gaps in 
availability, volunteers are crucial. They can supplement formal systems by contribu-
ting extra people, materials, and knowledge. Volunteers with medical or engineering 
backgrounds, for example, can help out in places where the formal healthcare or 
infrastructure systems are overburdened. Volunteers are crucial in ensuring that 
these gaps in resources are filled and that impacted communities receive the help 
they require.

Volunteers frequently come from the impacted towns or neighbouring regions, so 
they have personal connections and a thorough awareness of the local background, 
culture, and language. They are better able to deal with the issues unique to the af-
flicted area because of their familiarity with the terrain. By helping to pinpoint at-ri-
sk communities, cultural norms, and community-specific requirements, volunteers 
may better direct relief efforts. Because of their extensive social networks, they are 
in a prime position to foster trust, establish open channels of communication, and 
offer emotional support to those who need it most.

The Competencies of Volunteers  
There are several ways in which volunteers may improve the effectiveness of crisis 
response by supplementing the capacity of established response agencies.
Volunteers’ specialised knowledge and experience can be invaluable in times of 
need. These abilities may be learned and include things like medical training, engine-
ering knowledge, language skills, technological understanding, and coordination and 
logistical experience. Volunteers can best respond to the needs of those affected by 
a crisis by drawing on the expertise they have developed in their chosen fields. For 
instance, medical personnel can provide essential medical treatment, engineers can 
evaluate and repair infrastructure damage, and language specialists can help people 
of all backgrounds communicate with one another. Expertise in the Field: There are 
a lot of volunteers with extensive professional backgrounds. 

Backgrounds in medicine, teaching, social work, engineering, or project manage-
ment are all possible. They are able to provide valuable knowledge and expertise 
from their professions to the crisis response due to their years of professional 
experience. This knowledge guarantees that reaction efforts are consistent with 
norms and standards in the field, boosts the efficiency of decision-making, and 
improves service quality.

Volunteers from the impacted community or those with substantial experience in 
the region have invaluable local expertise and contextual insight. They are well-ver-
sed with the region’s topography, cultural norms, social dynamics, and available re-
sources. Because of their familiarity with the area, they are better able to assess the 
situation, determine the requirements of the community, and implement solutions. 
Interactions between formal response agencies and the community can be impro-
ved with the support of volunteers who have a thorough awareness of the local 
environment.

Being Bilingual and Bicultural: Volunteers who are bilingual or culturally competent 
are invaluable in situations requiring cross-cultural communication or understan-
ding, such as those involving a multicultural community or an international disaster. 
They can act as translators or interpreters to help response teams communicate 
with those who don’t speak the common language. In addition, volunteers who are 
well-versed in a variety of cultural practises and norms would be better equipped 
to ensure that local customs are respected and included into response activities, 
protecting against any misconceptions or unintended harm that may arise.

Ability to Change and Solve Problems: Volunteers typically have excellent flexibility 
and the capacity to think creatively under pressure, both of which are essential in 
crisis situations. They can handle ambiguity, create workable solutions on the go, 
and meet tight deadlines with ease. Volunteers have the unique ability to rapidly 
analyse new demands, pinpoint service gaps, and provide creative solutions. The 
crisis response benefits from their capacity to think quickly and creatively, and to 
adapt to new situations as they arise.
Volunteers who have already built trust and rapport within the community are able 
to respond to emergencies more effectively. They can connect with locals, establish 
trusting relationships, and get useful data on individuals’ and communities’ unique 
difficulties. People in impacted areas are more likely to work together and coope-
rate with response operations when they see friendly faces and people they know 
and trust involved.
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1.5 The importance of the Assessment of Soft Skills
Susana Moreira Bastos, ISCAP.IPP

Skills may be broadly defined as “action in context” and they can be learned and 
developed.  Indeed, skills are strictly linked to behaviour and to its surrounding con-
text that influences their potential of activation and their power of transference. 
More specifically, transversal skills are seen as a set of personal and interpersonal 
skills - generally called “soft skills” - but also as technical skills that can be used and 
that are important for workplace performance in multiple professions, regardless 
of the academic subject area.

The approach by competences in learning has as main purpose to develop in in-
dividuals the critical reflexive thinking, making them able to analyse, decide, plan 
and communicate their ideas. In this sense, it is fundamental the development of 
teaching-learning and assessment strategies that promote the achievement of the 
desired learning results.

The “great classical thinkers who have studied the problems of education, said and 
repeated it: it is up to the teacher to pass to the student what Mankind has already 
learned about herself and nature, all she has created and invented of essential” 
(…) one of the main papers reserved to education consists, first of all, in endowing 
Humanity of the capacity to dominate her own development.

The assessment of soft skills is necessary in order to value the process of learning 
and the personal growth and empowerment. 
The perception that individuals and employers have about the acquisition and 
strengthening of their soft skills is going to generate in them the self-awareness 
of their level of cognitive development in each soft skill. Thus, the appreciation and 
the recognition by employers will enhance the promotion of the person and the 
professional.

Soft skills assessment considers and values the experience of the person, such 
as learning process and personal growth, especially in the acquisition and stren-
gthening of those soft skills sought by companies, favouring thus their recognition, 
enhancement and promotion.
The use of the assessment tool for a specific set of skills generates quite an impact 
directly on people. They are the primary stakeholders to understand the usability 
of the tool and to have the perception of the need to potentiate and develop such 
soft skills.

1.6  The Growing Importance of Soft Skills and Creativity 
for Careers Success and Employability
Wolfgang Eisenreich, ECC

The significance of a person’s soft skills and creative capacity in determining their 
employability has substantially expanded as a result of the quickly shifting work 
market on a worldwide scale. Employers place a larger focus on an individual’s abili-
ty to communicate effectively, interact effectively, adapt to new situations, and think 
creatively. This is despite the fact that technical skills are still necessary. Employers 
are beginning to see the need for a workforce that possesses not only technical 
competence but also a broad range of soft skills and creativity as automation and 
technological breakthroughs continue to transform industries. This need is a direct 
result of the fact that industries are being reshaped by automation and technolo-
gical advancements. 

Candidates for jobs who have developed their creative and soft skills to a high level 
have a competitive advantage in the job market. These competencies set indivi-
duals apart from their contemporaries and boost their employability across a wide 
range of sectors and job functions. Individuals who can assume leadership roles, 
effectively articulate their ideas, and successfully traverse complicated challenges 
have a greater opportunity for career advancement and professional success. Soft 
skills and inventiveness are two factors that contribute to career advancement and 
professional success. The cultivation of soft skills and creative potential not only 
increases employability but also leads to a sense of personal fulfilment for the indi-
vidual. These abilities give people the power to express their one-of-a-kind talents, 
to take part in work that has meaning for them, and to experience fulfilment in 
their professional activities.

The SOCRATEST Assessment Tool presents four different clusters of soft skills 
with altogether 18 critical soft skills and creativity skills that are highly valued by 
employers. Gaining valuable experience through volunteer work increases one’s 
employability and makes a person more marketable to prospective employers. The 
following are the most essential skills:

• Capacity for effective communication and interaction with others Capacity for 
effective communication and interaction with others is crucial in the networked 
and collaborative work environments of today. Employers in every sector place 
a high premium on candidates who can effectively communicate their thoughts, 
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pay attention to what is being said to them, cultivate meaningful relationships, and 
collaborate with others. 

• Critical thinking and problem-solving abilities: Individuals who possess the “soft 
skill” of problem-solving and critical thinking are able to assess difficult circum-
stances, come to well-informed conclusions, and devise original solutions. These 
abilities are becoming more in demand as businesses look for individuals who can 
handle ambiguity, remain flexible in the face of change, and make valuable contribu-
tions to attempts to solve problems. 

• Flexibility and resilience: in a working environment that is always shifting, flexi-
bility and resilience are absolutely necessary. Individuals who can quickly adapt to 
new situations, accept difficulties, and display perseverance in the face of failures are 
highly valued by employers. 

• Leadership and teamwork skills are highly sought in today’s workplace as more 
and more companies place an emphasis on collaborative work and the ability to 
effectively collaborate with members of a varied range of backgrounds. People who 
have the ability to guide, encourage, inspire, and otherwise influence others are 
regarded as valuable assets in the process of accomplishing organisational goals.

The efforts that are made to solve problems demonstrate the significance of cre-
ativity in terms of employability. Employers are looking for staff who are capable 
of creative thinking, coming up with new ideas, and approaching problems from 
different angles. Innovative products, services, and procedures are developed in 
large part due to the contributions of creative minds, who give their companies a 
competitive advantage. People who are creative tend to be more flexible in the face 
of shifts in their environment because they are accustomed to investigating novel 
avenues of action and welcoming unorthodox strategies. 

Their capacity to think creatively and adjust their behaviour in response to shifting 
conditions is highly prized in the fast-paced, ever-changing workplace of today. Indi-
viduals are encouraged to mix a variety of viewpoints, areas of expertise, and skill 
sets when they are encouraged to be creative because this also fosters teamwork 
and interdisciplinary work. Employees that can produce cross-functional ideas, fo-
ster a culture of creativity, and bridge disciplines are highly valued by organisations 
because of their ability to bridge disciplines.

The rapid development of artificial intelligence (AI) technology has spurred a con-
versation about the future of employment and the skills that will be in demand. One 
topic that has been brought up is the growing importance of soft skills, which inclu-
de creativity and the ability to think creatively. As artificial intelligence technologies 
continue to disrupt entire industries and redefine the workforce, the importance of 
possessing these soft skills and being creative is becoming more and more obvious. 

Artificial intelligence (AI) systems excel in data analysis, automation, and pattern 
recognition, which enables them to carry out tasks quickly and accurately. On the 
other hand, they frequently have difficulty with activities that call for contextual 
knowledge, emotional intelligence, and creative problem-solving. Artificial intelli-
gence systems are unable to engage in complicated human interactions, grasp non-
verbal clues, or demonstrate empathy. 

It is still necessary to have strong communication and interpersonal skills in order 
to successfully form relationships, work together, and satisfy human requirements. 
Individuals who possess other soft skills, such as emotional intelligence and em-
pathy, are better able to connect with others, comprehend the perspectives of 
others, and respond accordingly. These abilities are essential for jobs that require 
engagement with other people, providing service to customers, being a leader, or 
working together in a group. 

Artificial intelligence systems are able to produce answers based on data that al-
ready exists, but human beings are the only ones who can truly be creative. Pro-
blem-solving, innovation, and the identification of opportunities that AI systems 
may miss all require creative thinking, imagination, and the capacity to come up with 
fresh ideas. Concerns of an ethical nature regarding artificial intelligence systems 
include privacy, bias, and accountability. Individuals that possess the ability to think 
critically are better equipped to assess the repercussions of AI systems, arrive at 
moral conclusions, and oversee the responsible deployment of AI.

Developing these “soft skills” gives individuals the ability to survive alongside AI 
technologies, which ensures their employment and drives human-centred value 
creation. 
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1.7 The SOCRATEST website as a project web resource 
Gabriele Campanino, WIDE 

The SOCRATEST partners, who created the project website all together, worked 
to give birth to an engaging and interactive user experience, in order to guarantee 
numerous benefits and not only the dissemination of information about the project. 
Different tools have been implemented for the collection of data and user fee-
dback, such as the contact form, to better understand the needs and expectations 
of the large community. In addition, modules have been integrated to encourage 
active participation in the project, to involve users and make them an active part 
of the decision-making process. Website traffic monitoring and analysis tools have 
also been developed to assess the impact and effectiveness of communication and 
promotion activities. Thanks to these tools, the website has become a tool for 
interaction and community involvement, capable of generating added value for the 
project and its objectives.

Technological Aspects

The website uses WordPress as main platform since it offers a wide range of pos-
sibilities for integration and expansion of functionalities. Thanks to the large com-
munity of developers and the tools made available by the platform, it is possible 
to have custom plugins, graphic themes and widgets that allow you to enrich the 
user experience. In addition, WordPress offers an intuitive interface that allows site 
managers to easily update content, create pages and posts, change settings, and 
monitor statistics. Thanks to the flexibility and scalability of the platform, the web-
site can grow together with the activity it represents, guaranteeing an increasingly 
professional and attractive online presence for users. 

The mobile use of the website represents an important opportunity to ensure the 
accessibility and usability of content through mobile devices such as smartphones 
and tablets. Thanks to the design and development of a mobile-friendly interface, 
the website becomes more accessible and easily navigable on mobile devices, im-
proving the user experience and increasing the possibility of reaching a wider and 
more diverse audience. In addition, thanks to the mobile presence of the website, 
users can access content wherever they are, without having to use a desktop com-
puter. 

This increases user interaction with the website and allows the project partnership 

to provide information in real time, ensuring a complete and increasingly personali-
zed user experience. In addition, the mobile use of the website offers the possibility 
of using specific features of mobile devices, such as geolocation and the possibility 
of sharing content on social networks, to enrich the user experience and improve 
interaction with the public.

Content-Related Aspects  

The website offers direct access to all the information products of the project, 
allowing anyone to take advantage of the information and results obtained. Thanks 
to the documentation section, users can access a wide range of information pro-
ducts, such as project products, reports, summary documents, event presentations, 
manuals and more. These products are available in several languages and are or-
ganized by theme, to facilitate research and consultation. In addition, the website 
also offers the possibility to download the information products, to be able to use 
them offline or share them with other interested parties. This feature represents an 
important added value for the project because it allows to disseminate information 
effectively and to reach an increasingly wide audience. Thanks to the availability of 
information products, the website becomes a tool for dissemination and awareness, 
which contributes to the dissemination of knowledge and good practices in the 
international arena.

The amount of detailed information on project meetings on the website is an 
important communication and training tool for the community. Thanks to the pu-
blication of detailed information on the various stages of project development, 
participants can have a complete and updated view on the progress of the activities 
and the results achieved. In addition, the website offers information on the working 
methods adopted, on the methods of coordination and on communication strate-
gies, which represent a valuable training model for anyone who wants to deepen 
the methodologies of development of a project in Europe. 

Thanks to the transparency and completeness of the information, the website be-
comes a tool for learning and sharing good practices, which can also be applied in 
other project contexts. In addition, the presence of a section dedicated to contacts 
and support, makes the website a reference point for the community, which can 
find answers to their needs and solutions to their problems with reference to the 
project topic. 
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Methodological Aspects 

The essential tool for the work and exchange of information between the project 
partners is represented by the website, thanks to its function to report all phases 
of the project in a clear and precise way. Thanks to the section dedicated to the 
activities and phases of the project, it has been possible to have a precise idea of 
the progress of the activities and the results achieved, facilitating the sharing of 
information and collaboration between the different partners. 

The website also offered advanced communication features that allowed partners 
to interact and exchange information. Therefore, the project website played a fun-
damental role in the management and coordination of the activities, making it an 
indispensable tool for the work and exchange of information between the partners 
and contributing to the success of the project.

Moreover, thanks to the availability of a section dedicated to the news and events 
of the project, the website has represented an important tool for dissemination and 
awareness, which has helped to involve an increasingly wide audience. 
It is important to add that the main process information contained on the website 
constituted important material through which regular newsletters were developed 
and subsequently forwarded to a large number of recipients from all the countries 
involved in the project. In general, the lists of users to whom to send newsletters 
can be a useful tool to maintain a direct relationship with their target audience, 
promoting the image of the organisation and encouraging participation, through 
direct communication with its audience, and the loyalty of its users. 

The website is multilingual: this is a fundamental element in ensuring the accessibi-
lity and usability of the content by an international audience. Thanks to the availa-
bility of several languages, the website becomes an effective and easy-to-use com-
munication tool for audiences from all over Europe. This functionality is particularly 
important in Europe, where linguistic diversity is an obstacle to communication and 
information sharing. The EU has 24 official languages, and the multilingualism pre-
sent on the SOCRATEST website (available in Italian, English, German, Portuguese, 
Greek, Slovak and Slovenian) allows the project consortium having the possibility 
of reaching linguistically a potential amount of about 295 million individuals, that 
guarantees to obtain an important percentage of users.

Thanks to the multilingual website, all project partners and interested users can 
access project content and information in their native language, facilitating the un-
derstanding and dissemination of information. In addition, this makes the website 
an important tool for promoting the project, as the availability of several languages 
makes it possible to reach an ever-wider audience and to actively involve all inte-
rested countries and communities. In conclusion, the availability of a multilingual 
website is a determining factor for the dissemination and exploitation of knowle-
dge in Europe. 
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More specifically the SOCRATEST E-learning Platform provides the main multi-
lingual interface for accessing the project’s online interactive tools such as: a) the 
Soft Skills Assessment Tool for volunteers, b) the Self-Promotion Tool for voluntary 
engagement, c) the Digital Library with podcast audio files accessed by a browser, 
d) the project Handbook e) link to the SOCRATEST Mobile App and f) link to the 
SOCRATEST Alexa app.

The SOCRATEST Soft Skills Assessment Tool is an interactive custom-made web 
based tool built from GUnet, the responsible partner, natively on the SOCRATEST 
E-learning environment. It provides users with open access to an interactive asses-
sment questionnaire regarding 6 clusters of softs skills (Personal skills, Organizatio-
nal skills, Management skills, Social skills, Creativity skills, Leadership skills).

1.8 SOCRATEST E-learning Platform
Konstantinos Tsibanis - GUnet

The SOCRATEST E-learning Platform (https://tools.socratest.eu/) is a core com-
ponent of the SOCRATEST Project. It is an accessible and multilingual environment 
that hosts the content and provides open access to the tools developed in all 
project outputs. In addition, it includes a link to the project website which provides 
all background information related to the project, the deliverables, the partners, 
and the funding agency. As the most prominent core output of the project, the 
SOCRATEST e-Platform environment carries all innovative aspects of the project 
and makes them visible to the users. It gives the main contribution to the project’s 
impact.

The design and implementation of the SOCRATEST e-platform has exceeded the 
initial expectations and plans of the project and incorporated suggestions and ideas 
(media library, podcast files, Alexa app) emerged from analysing project’s needs at 
an early stage of the project.



3130

After the completion of a cluster questionnaire and analysing the result (for each 
user), the tool produces an anonymous online report with scores per soft skill, 
recommendations for upskilling and includes the functionality for downloading the 
report in pdf format.

In addition, the SOCRATEST E-learning Platform incorporates both an area for ac-
cessing the Self-Promotion Tool for voluntary engagement and a Media Library for 
storing and providing open access to the educational podcast audio files regarding 
the 6 clusters of soft skills.



There is also a separate section for accessing the SOCRATEST Applications, Mobile 
app and Alexa app. The SOCRATEST Mobile App is stored in the official Google 
Play Store and the SOCRATEST Alexa App is stored in the official Amazon Alexa 
marketplace.

Technically, the SOCRATEST E-learning Platform environment is based on Open 
eClass platform (https://www.openeclass.org/), an open LMS platform actively sup-
ported by GUnet, the responsible partner for the implementation of the SOCRA-
TEST E-learning Platform. Adaptability, multilingual support, flexibility, intuitive use, 
various user roles, accessibility, responsiveness, use of open models and technolo-
gies, modular structure, as well as continuous technical support by GUnet, are the 
basic design principles for the SOCRATEST E-learning Platform.

Additionally, the SOCRATEST E-learning Platform incorporates functionality for 
uploading and searching educational materials, learning and communication tools 
and supports both personalized access or/and open access. These additional to-
ols (announcements, discussion forums, user groups, self-assessment exercises and 
quizzes, file & messages exchange, wiki, assignments, teleconferences, etc., that can 
be activated in order to support personalized learning experiences to logged-in 
users. These scenarios are available only on demand and can be activated by con-
tacting the coordinator, so user accounts in the platform for the trainers and the 
trainees to be obtained.

Achievements exceeding the initial expectations
Initially, the SOCRATEST tools were intended to enable volunteers to record their 
soft skills after the crisis and to make them and potential employers aware of the 
newly acquired skills.  However, in the last two to three years our societies expe-
rienced several crises in succession: COVID-19 was followed by crises such as en-
vironmental disasters in all our countries in 2021, which required the commitment 
of many volunteers. With the start of the Russian/Ukrainian war in spring 2022, war 
refugees flooded into our partner countries, who were also cared for mainly by vo-

3332



3534

lunteers. In this way, SOCRATEST gained relevance far beyond its original approach, 
which was also repeatedly addressed as a special quality in our multiplier events by 
the participants. This clearly exceeded the initial expectations.

In addition, as we mentioned previously, the design and implementation of the SO-
CRATEST E-learning Platform has exceeded the initial expectations and plans of 
the project and incorporated suggestions and ideas (digital library, podcast files, 
Alexa podcast player) emerged from analysing project’s needs at an early stage of 
the project. Especially for the target group of volunteers, we realized that they are 
always on mobility, provide their services in the field of a crisis and mainly use their 
mobile phones for communication and information. 

For all these reasons the SOCRATEST partnership decided that we should provide 
them an alternative way of accessing the educational materials based on audio and 
by using mobile apps. So, extracts from the SOCRATEST materials were transfor-
med into audio podcasts in all seven languages of the partnership. In addition a 
Digital Library was included into the SOCRATEST E-learning Platform in order 
to store, organize and make available all educational audio podcasts, organized in 
six clusters of soft skills. The SOCRATEST Digital Library is accessible from a web 
browser, from the SOCRATEST Mobile App and through the SOCRATEST Alexa 
podcast player. Especially the latter allows users who own an Alexa device or have 
installed the Alexa app in their mobile phone or smart device to have access to 
the SOCRATEST Podcasts and listen to the educational content while they are on 
a move. 

In conclusion, the adoption of this alternative audio approach of the educational 
materials and the accompanying applications added to the project a technological 
innovation that significantly improved the user experience on the offered SOCRA-
TEST Tools.

1.9 SOCRATEST Soft Skills Self-Assessment Tool 
Konstantinos Tsibanis - GUnet

In this chapter of the handbook, we focus on the SOCRATEST Soft Skills Self-As-
sessment Tool (SAT) for volunteers. This tool provides users with open access to an 
interactive assessment questionnaire regarding six clusters of softs skills (personal 
skills, organisational skills, management skills, social skills, creativity skills, leadership 
skills). In other words it is a digital instrument that records and assesses Soft Skills 
that are specifically required in a crisis situation. 
The SOCRATEST Soft Skills Self-Assessment Tool was developed by the partner-
ship of the SOCRATEST project. 

The aim of the Soft Skills Assessment tool is: a) to support volunteers to recogni-
ze and validate their soft skills needed in working environments in times of crisis 
characterised by velocity, uncertainty, complexity and ambiguity, b) to increase their 
awareness of the importance of creativity and flexibility in professional life, and c) to 
recognize these informal and non-formal competences through evidence gathering.
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The SOCRATEST Soft Skills Self-Assessment Tool is an interactive custom-made 
web-based tool built natively in the SOCRATEST E-learning environment. It provides 
users with open access to an interactive assessment questionnaire including a large 
number of statements, more than 600, for the assessment of Soft Skills in the six 
clusters, dealing with usual situations in voluntary engagement in crisis.

The Soft Skills Self-Assessment Tool is anonymously accessible via the SOCRATEST 
E-Learning Platform homepage. 

The main page of SAT Tool contains the assessment questionnaires for the 6 clusters 
of softs skills (Personal skills, organisational skills, management skills, social skills, cre-
ativity skills, leadership skills) and also provides access to the SOCRATEST Glossary, 
an alphabetical list of words and terms related to the soft skills in the six clusters.

By selecting “Proceed to the questionnaire” in one cluster, the relative assessment 
questionnaire appears. Each questionnaire contains a number of statements related 
to the soft skill. The number of statements varies, depending on the cluster skill that 
assesses. All the answers to the statements follow a scaled approach from strongly 
agree to strongly disagree.

The SOCRATEST Soft Skills Self-Assessment Tool recognises and validates volun-
teers’ soft skills and creativity potential. Technically the Self-Assessment Tool uses 
cookies for anonymously storing user’s answers. For this reason, users are asked to 
consent to cookies usage, so that they will be able to fill in each questionnaire par-
tially and continue from the first unanswered question, when using the same device 
and browser.
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Once users have fully filled in the questionnaires, they are able to either navigate 
and review the questions or proceed directly to the results page. The tool run a 
question/answer analysing mechanism and provides each user with an anonymous 
online report, as a result, with scores per soft skill, recommendations for upskilling 
and includes the functionality for downloading the report in pdf format.

Finally, the SOCRATEST Soft Skills Self-Assessment Tool gives feedback to the volun-
teers’ own strengths and weaknesses and motivates to respective training and intro-
spection. At the same time the Self-Assessment Tool is intended to help current and 
future employers assess the soft skills, attitudes and qualities of potential applicants, 
and gives an insight into competences acquired through volunteering in challenging 
times. Note that the SAT Tool provides volunteers with an overview of the results in 
a printable / downloadable certificate.
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1.10	 SOCRATEST Alexa and Mobile Apps 
Konstantinos Tsibanis - GUnet

The SOCRATEST Digital Library is accessible not only through a web browser but 
also from the available SOCRATEST Applications. For this reason, there is a dedi-
cated section at the SOCRATEST E-Learning Platform for accessing / downloading 
the official SOCRATEST Applications, Mobile app and Alexa app. The SOCRATEST 
Mobile App is stored in the official Google Play Store and the SOCRATEST Alexa 
App is stored in the official Amazon Alexa marketplace. 

The SOCRATEST Mobile Application is a fully functional native mobile environ-
ment that provides access to all the project’s outputs. SOCRATEST Mobile Applica-
tion is a multilingual native app that provides an alternative means of accessing / se-
arching the content and tools developed in the context of the SOCRATEST project 
in an intuitive and flexible way. All the tools and content are responsive. This means 
that the content is automatically adapted to fit the size of each mobile device screen. 

SOCRATEST Mobile Application can be used either as an alternative easy to use 
virtual learning environment for accessing the project’s contents and tools or as a 
means for disseminating the project results. The SOCRATEST Mobile App was tested 
thoroughly, through a usability protocol, in order to ensure that it is stable, user frien-
dly and fully functional. SOCRATEST Mobile App can be downloaded for free from 
the original Google Play Store:

https://play.google.com/store/apps/details?id=gr.gunet.socratest&hl=en  
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The SOCRATEST Mobile App supports seven languages (English, German, Greek, 
Italian, Slovakian, Slovene, and Portuguese).

The SOCRATEST Alexa App introduces one of the most important technological 
innovations into the SOCRATEST Project. It can be considered as a tool for acquiring 
knowledge, motivating and encouraging users that are interested in SOCRATEST 
project products and tools. Technically speaking, the SOCRATEST Project Podcast 
Player is an application for Amazon’s Alexa virtual assistant technology. It provides a 
voice user interface allowing users to interact with the app via voice commands and 
perform actions such as: select one of the six cluster skills, listen to the list of avai-
lable podcasts for each cluster skill, listen to a specific podcast episode, move back 
and forward while listening etc. A flow chart with all the commands is available here:

https://tools.socratest.eu/applications/ SOCRATEST_Alexa_Skills_App.png 

The above flowchart shows the Voice Interaction flow between the user and the po-
dcast player. Phrases with blue colour are spoken by Alexa and those with red colour 
could be spoken from the user to trigger the respective actions.

Some possible usage scenarios of the interaction flow are presented below:

• When the podcast player opens for the first time, Alexa welcomes the user and 
asks him/her to choose a cluster skill. The user may say “One” to choose Creativity 
Skills, “Two” for Leadership Skills etc. Then, Alexa asks if the user wants to listen to 
the list of audio file titles or wants to listen to a specific mp3 file. In the first case, the 
user should use a phrase such as “List all audio files” and Alexa will start enumerating 
the titles and numbers of the available files for the selected cluster. In the second case 
the user may ask for a specific file using its number, e.g., by saying “Play file number 
one”. In that case, Alexa will launch its media player and the user will listen to audio 
file number one of the selected cluster.



•  At any time, the user may say “Change cluster skill” and Alexa will ask which cluster 
to choose.

•  When the Alexa media player is launched, the user can use phrases such as “Next”, 
“Previous”, “Pause”, “Stop” to trigger the respective actions. As the Alexa media 
player is considered a different app than the SOCRATEST podcast player, the user 
has to start a new session with the latter to perform actions such as changing cluster 
or listening to the list of episodes.

•  When the user stops the media player, the next time the podcast player is launched, 
Alexa recognizes that the previous state was within a playback session and asks to 
resume it or not. If the user says “Yes” the media player resumes playback from the 
last point. If the user says “No”, Alexa may enumerate the list of audio files or play a 
specific file or the user may say “Choose cluster skill” to trigger the respective flow.
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This allows users who own an Alexa device or have installed the Alexa app in their 
mobile phone or smart device to have access to the SOCRATEST Podcasts and listen 
to the educational content without the need to be in front of a computer screen. 
Please note that the SOCRATEST Alexa App supports two languages (English and 
Italian).

Users can enable the SOCRATEST Project Podcast Player either on their mobile 
devices (after downloading the Alexa App for Android or iOS) or in an Alexa smart 
home device (e.g., Amazon Echo). 
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Part 2
2.1 Introduction
The second part of this Handbook contains a detailed description of the soft skills 
clusters which have been identified as important for the assessment of social and 
creative competences, i.e. 

• Creativity skills
• Leadership skills
• Management skills
• Organisational skills
• Personal skills
• Social skills 

For each skills cluster, readers will find a description of the cluster and of the 
respective competence, together with an explanation of the significance of this 
particular skill in times of crisis.

The final paragraph deals with the self-assessment indicator statements which 
users of the SOCRATEST Self Assessment Tool will be confronted with during the 
interactive assessment process. Altogether, more than 600 statements have been 
elaborated, , for the assessment of Soft Skills in the six clusters, dealing with usual 
situations in voluntary engagement in crisis.

The algorithm which works behind the assessment of the statements has been 
elaborated for each statement separately. While statements have a linear gradient 
for the five answer options (strongly disagree, disagree, neither agree nor disagree, 
agree, strongly agree), in certain cases the distribution of scores has been altered 
with respect to the particular statement. To give an example: The analysing mecha-
nism for the statement “I prefer a dictatorship against democracy” (which is not 
part of this assessment catalogue) would attribute zero points to all three answers 
(strongly agree, agree, neither agree nor disagree). In addition, the developers of 
the statements could also give three different weight levels in accordance with the 
relevance of the statement. Therefore, the results yield a realistic picture of a user’s 
competence in a certain soft skills cluster. For more technical details, please refer 
to the preceding chapters 1.9 and 1.10.

2.2 Social Skills 

2.2.1 Cluster description 

What are creativity skills? It is difficult to define this concept in a few lines. In sum-
mary, it can be defined as:
• aptitude for curiosity
• predisposition to search for new information and experiences
• willingness to find new ideas or solutions
• ability to combine the available elements into something new and “functional”
• ability to solve problems in an original way
• ability to modify actuality improving it
• capability to listen to the ideas of others
• ability to test personal opinions and change mind
• ability to make unconventional decisions

The concept of creativity has changed over time. In fact, while initially it was con-
sidered an exclusive characteristic of artists, now it is considered an attitude appli-
cable to every field of human activities.
On the whole, creativity is a way of thinking, and therefore of acting, which is foun-
ded on a balance between deduction and intuition, reason and imagination, emotion 
and reflection, divergent and convergent thinking.

Due to the Covid-19 pandemic, all of us have had to rediscover the concept of resi-
lience. That is a term (originally belonging to the world of science) that defines the 
ability to resist shocks with elasticity. In the human sphere it is the characteristic 
that allows each of us to overcome difficulties by adapting our way of being and 
acting to new situations. A creative mind is naturally predisposed to resilience, be-
cause already normally (not in a pandemic period) it is used to putting itself to the 
test in the tortuous processes of experimentation, which characterize those who 
try, in various fields, to arrive at new solutions different from the usual standards. 
For this reason, in most cases, creative personalities have been able to face the 
challenges of the pandemic in a proactive way (and can help others to do the same).
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2.2.2 Creative Thinking

Creative thinking consists in the ability to devise different solutions to the same 
problem, reasoning in a flexible and fluid way and finding unusual and original an-
swers. Creative thinking means being first of all an intellectually curious person, 
interested in expanding his knowledge without prejudice. But it also means being 
able to find new connections between facts and known things, look at facts in an 
objective way, try to have complete visions, from different perspectives or points of 
view. An essential element for innovating ideas and methods. 

At the basis of all this, an optimistic vision of life is needed, seen as an opportuni-
ty to express oneself, beyond possible obstacles, interpreted by those who have 
creative thinking as an engine for learning, change and improvement. A proactive 
approach to things, especially essential in times of crisis. The fulcrum at the basis 
of thought consists in never ceasing to analyse, study, question oneself, in order to 
learn, consequently producing creative elements as a way of self-expression. 

This means not being excessively discouraged by difficulties, but on the contrary 
trying to use them as a motivator. Often those with a creative way of thinking have 
a clear vision of the objectives they intend to achieve, know how to make decisions 
and are not intimidated by taking unusual paths to achieve their goals, daring both 
from the point of view of substance and of method, giving their best and taking full 
responsibility for their actions. The ability to connect with others is also part of the 
personality with creative thinking

Significance in times of crisis
Creative thinking can prove to be fundamental, in this post-pandemic period, in 
the search for work, in the organisation and planning of work activities because it 
allows to find alternative methods and solutions to the usual ones with therefore 
greater opportunities for success in a difficult context.

Self-assessment indicator statements

1 I am an intellectually curious person
2 Often I find new connections between facts and things
3 I like to look at facts and things from different perspectives or points of view
4 I see life as an opportunity for self-expression
5 I use the obstacles of life as an engine for creativity

6 I usually produce creative elements to express myself
7 I never stop learning and questioning myself
8 Difficulties and problems do not demotivate me
9 I have a clear vision of the goals I want to achieve
10 I am a person who knows how to make decisions
11 My goal is to give my best
12 I am primarily responsible for achieving my goals

2.2.3 Innovation

An innovative person has a methodology of action such as to be able to change, 
mostly for the better, the existing state of affairs, in search of effective and efficient 
solutions. At the base of the ability to innovate it is necessary to have a good dose 
of curiosity, which gives impetus to the search for new and unusual things, through 
the will to experiment. Curiosity and search for new experiences, to be combined 
with the ability to ask questions about the state of things and in parallel with the 
desire to seek new and unprecedented answers, without fear of finding unusual 
ones, which means  not usual, common or already made. An innovative person 
is basically a curious person. Curious about new technologies, fascinated by new 
trends, interested in the new and the unprecedented. 

A curiosity aimed at experimentation, in order to find better and more effective 
solutions to different needs, through, in the possible fields of application of innovati-
ve thinking, in any case of a rigorous and scientific method. The result of innovation, 
the creation of a prototype, an original model, in an innovative approach is based 
on rigorous quality criteria: specific elements or functions will be selected, tested 
and measured in order to confirm the achievement of the quality objectives. The 
ability to innovate also presupposes asking questions about the surrounding world 
and gathering information, to then be constantly looking for new ideas in order to 
improve the existing one through innovative solutions. 

The characteristics that distinguish the most innovative people are the ability to 
ask questions, the spirit of observation, experimentation and the ability to relate. 
Innovative people are able to generate ideas from old solutions, also taken from 
other areas, recombining them in a different way, constantly trying to understand 
how existing processes can be modified to provide better results. It is therefore 
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necessary to be able to change one’s hypotheses, going beyond the boundaries 
dictated by one’s thinking and imagining opposite alternatives, observing common 
phenomena in detail and without preconceptions.

Significance in times of crisis  
In times of crisis it is essential to have an innovative mentality: the world presents 
new challenges, which can be better faced by having the ability to imagine and expe-
riment with new methods and new responses.

Self-assessment indicator statements

1 I like new and unusual things
2 I am looking for new experiences
3 I am curious about new technologies
4 I am intrigued by the new trends in culture and society
5 I ask myself questions about what I see
6 I am constantly looking for new ideas
7 I like to gather information
8 I like to build models and prototypes
9 I am rigorous in meeting quality criteria
10 I have a thousand ideas per minute
11 I like to improve organisational processes
12 I like innovative solutions
 

2.2.4 Analytical Skills

Analytical skills are soft skills that help you identify and solve complex problems. 
Some popular analytical skills include critical thinking, data analysis, research and 
communication. Analytical skills are that set of skills that allow you to organize an 
activity effectively and find immediate and simple solutions to unexpected events. 
They are directly related to the way of managing concrete situations, using critical 
thinking and concreteness. The first phase of analytical thinking consists in col-
lecting information relating to the problem to be solved, and then starting to think 
about possible solutions or, if necessary, collecting further information, finally there 

is the verification which consists in analysing whether solutions implemented have 
proved effective and, if not, identify the reasons why they have proved not useful, 
changing the approach accordingly. 

It is the habit of the analytic mentality to examine and break down facts, without 
being overwhelmed by too much information. It is necessary to have the ability to 
identify the strengths and weaknesses of ideas. Elements of analytical skills are the 
ability to network information, constant learning, the ability to listen to different 
opinions, careful observation of things.

Analytical skills are very important, because they can be used in different sectors 
and roles. The importance of this type of approach lies in the ability first to clearly 
and clearly identify an object of study, then to look at the problem objectively, and 
finally to try to identify the solution, involving the various actors and addressing the 
causes that they helped bring about that specific situation.

Significance in Times of Crisis 

In times of crisis, having analytical skills is important because it allows you to ob-
serve and interpret the situation in a rational way without letting yourself be in-
fluenced by prejudices and feelings, thus having a more effective attitude to face 
unprecedented challenges

Self-assessment indicator statements

1 It is my habit to examine and break down facts
2 I try not to get overwhelmed by too much information
3 I look for the strengths and weaknesses of ideas
4 I know how to find and organize data
5 I am a thoughtful person
6 I like to look at the details of things
7 I know how to use and network the information I have
8 I learn something new every day
9 I like to read and be informed
10 I like to hear different opinions
11 I always try to increase my education
12 I am a careful observer
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2.2.5 Curiosity

Intellectual curiosity is defined as a general interest and motivation in learning. 

Intellectual curiosity is a personality trait that gives the ability to open one’s field of 
knowledge, to have an open mind, to continuously acquire information, new know-
ledge and to learn from previous experiences.
Intellectual curiosity leads to knowledge. Curious people look around, explore the 
world and ask themselves questions about their surroundings. Intellectual curiosity 
is one of the fundamental ingredients of creativity. Above all, it is a mental attitude 
that rejects passivity and puts everything into question. Curiosity is a challenge to 
oneself and to the world, which allows one to embrace the complexity of the exi-
sting thanks to a passionate interest in what one does not know.
The curious person looks for motivations capable of stimulating his creativity, he 
wants to know the world around him, with a strong desire to explore and learn. He 
has a mind trained to ask questions, recognizes his gaps and wants to fill them. He 
has a good tolerance to stress and is willing to accept answers he did not expect.

The ability to open one’s own field of knowledge, to have an open mind, to conti-
nuously acquire new knowledge and to learn from previous experiences is funda-
mental in any activity, including work.
Intellectual curiosity is one of the prerequisites for constant personal growth and 
is the basis of creative thinking.

Significance in times of crisis 

Intellectual curiosity in times of crisis allows you to analyse the causes of the crisis 

itself, to understand its elements by deepening your knowledge, thus giving you 
the opportunity to better extricate yourself from the situation and find positive 
solutions.

Self-assessment indicator statements

1 I am looking for motivations capable of stimulating my creativity
2 I like to know the life of other people
3 I like to observe nature and the world around me
4 I’m looking for new information on things
5 I have a strong desire to explore and learn
6 New things grab my attention
7 I have a mind trained to ask questions

8 I recognize my gaps and want to fill them
9 I am amazed at the fascinating features of the world
10 I have a good stress tolerance
11 I am willing to accept answers that I did not expect
12 I like to explore the world around me

2.2.6 Logical thinking
Logical thinking is a mental process that uses logical-rational tools, justifying the 
operational mechanisms used at each step. Logical intelligence, of an abstract type, 
requires the ability to examine an event in a subdivided way, isolating with analysis 
the factors that intervene to originate it. If problem solution schemes have already 
proved effective in the past, they will tend to be reused in the present too. Logical 
thinking is an aptitude for mental concentration that allows us to examine an event 
in a subdivided way by analysing its parts in an orderly and consequential way. This 
allows to isolate and analyse the factors that make up the phenomenon itself.

Logical thinking is typical of rational people, who try to observe things objectively 
to find explanations and solutions without getting carried away by prejudices in 
the analysis of the facts and not allowing feelings to interfere with rationality. Using 
logical thinking, if a solution to a problem has already proven effective, it is reused, 
just as ineffective solutions are discarded. Logical thinking is linear, organized, con-
sequential. Logical thinking favors the analysis of abstract concepts, using rationality. 

Logical thinking uses the deductive method, which is a cognitive process that starts 
from the general to arrive at the particular. It is analytical because it segments and 
organizes all the information, allowing the organisation of the reasoning that is car-
ried out, so that the reasoning proceeds in a rational and precise way, developing 
linearly, step by step, until it reaches conclusions.

To advance the logical thinking process, it is crucial to differentiate established facts 
from personal observations. To come to a logical conclusion, it is necessary to focus 
on proven information. The ability to analyse facts and use logical thinking allows 
to overcome wrong patterns of behavior - even in the workplace - and find new 
solutions to problems. Effective solutions are based on facts and not on prejudices 
and preconceptions.
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Significance in times of crisis 

The coronavirus emergency is triggering an unprecedented economic crisis, logical 
intelligence can prove to be fundamental for analysing the situation and finding 
effective solutions, in all fields, including work organisation.

Self-assessment indicator statements

1 I have an aptitude for mental concentration
2 I have the ability to examine an event in a subdivided way
3 I like to isolate with analysis the factors that make up a fact or an idea
4 I am a rational person
5 I try to observe things objectively
6 If a solution to a problem has already proved effective, I reuse it
7 I think linearly
8 I organize my thoughts
9 I do not allow myself to be drawn into prejudice in analysing the facts
10 I do not allow feelings to interfere with logic
11 I like to understand abstract concepts
12 I use rationality to evaluate and analyse a real situation

2.2.7 Open-mindedness

Having an open mind means being able to consider new ideas and different opi-
nions or points of view, being willing to listen to the proposals of others, even if 
they go against our principles, evaluating these proposals and deciding whether to 
accept them with flexibility and ability to change our mind. 

People who do not have an open mind are not very flexible or not at all, they are 
too frightened by the possibility of a change, they fear what they do not know. They 
are unable to change their minds and accept that of others. Open-minded people 
have a better chance of reaching their maximum potential in life and in work be-
cause they know how to take risks, they know how to dare, they are not satisfied 
with the easier option. These people are constantly looking for something, are 
nonconformists in the positive sense of the term and are willing to learn anything 
from anyone. 

Having an open mind allows for positive change and also allows for greater team 
spirit given the ability to listen to other people’s ideas and opinions.

To have an open mind, you need to test yourself, your ideas and your behaviour, 
stepping out of your “comfort zone.” You need to question your ideas by not being 
afraid of making mistakes, but by accepting the risks. An open mind also allows you 
to find inspiration in others. Open-mindedness is linked to humility: in fact, those 
who believe they know everything will never be able to learn something from 
others and will not be able to reinvent themselves or question their own ideas or 
principles. However, being open-minded also means approaching one’s neighbour 
without necessarily losing one’s principles or one’s moral integrity, but being open 
to dialogue and confrontation.

Significance in times of crisis 
In times of crisis, which also means great changes, being open-minded is essential 
in order not to be afraid of new things and to accept to change habitual ideas and 
behaviors to face the new context.

Self-assessment indicator statements

1 I am always willing to listen to the proposals of others
2 I am open to confrontation with those who have different ideas from mine
3 I am available to change my mind
4 I like experimenting with new ways of thinking
5 I don’t want to put limits on my knowledge
6 I like to challenge the beliefs I currently have
7 I accept others without criticizing them, although I may disagree with them
8 I listen carefully to what others have to tell me
9 I can easily change my behaviour
10 I know how to face the new situations that gradually arise
11 I try to keep the distinction between what I am, what I believe and what is the truth
12 I don’t feel threatened when my ideas are challenged



2.2.8 Experimenting
Experimenting means subjecting something to tests and checks to evaluate its qua-
lity, efficiency and performance. In a broader sense it means not accepting ideas or 
procedures without actually verifying their reliability, therefore being able to rea-
son and act not by convention but with knowledge of the facts. The experimental 
method is a process of formation and control of scientific knowledge based on the 
conduct of experiments.

What defines the experimental method is the observation, often repeated over 
time, made under particular conditions and opportunities, artificially created and 
particularly suitable for making the experimenter grasp an unclear aspect of what 
is being investigated. This method can be applied not only to science, but to life in 
general and also to the world of work, regardless of the type of production sector 
and professional category. In fact it is a way of acting, a modality of self-expression 
applicable to every area. The experimental method makes it possible to verify the 
validity of the ideas and the effectiveness of the actions and methods in each area. 
It is typical of concrete people, who evaluate facts and follow passions without 
considering rewards or recognition, who are not afraid to take risks and are in 
search of the truth. 

Those who implement the experimental method want to obtain concrete results, 
have divergent, unusual thoughts and want to find effective and ingenious solutions 
to problems. Applying experimentation means constantly wanting to test the ef-
fectiveness of ideas, actions and methods, concretely verifying their reliability.
Using this method means being ready to change if the usual methods do not pass 
the constant verification tests, therefore it means having an open mind and a cre-
ative thinking, oriented towards the search for constant improvement rather than 
the repetition of what is already there.

Significance in times of crisis  
In times of crisis, experimenting with ideas or procedures and concretely verifying 
their reliability is even more important because the difficulty of the context requi-
res more than ever to adopt the most efficient solutions, abandoning the ineffective 
ones. 

Self-assessment indicator statements
1 I like trying new things
2 I am constantly looking for opportunities for self-expression in my daily life
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3 I like to follow my passions without considering rewards or recognition
4 I am a person who is not afraid to take risks
5 I like to get concrete results quickly
6 I have divergent, unusual and effective thoughts in relation to a certain task or problem
7 I generate multiple and ingenious solutions to the same problem
8 I like to check if things, ideas and methods work or not
9 I like to put my ideas into practice
10 I try to find a way to achieve a given goal by trying
11 I like to test myself and others
12 I submit things to tests and checks

2.2.9 Brainstorming

Brainstorming is a decision-making method in which the search for the solution of 
a given problem is carried out through intensive sessions of debate and compari-
son of ideas and proposals freely expressed by the participants. It presupposes an 
open dialogue and the ability to take into consideration the proposals of others. 
The use of the brainstorming methodology, even in the workplace, is based on the 
assumption of having the will to dialogue and exchange with other people. Holding 
meetings to share and discuss ideas and projects, apply teamwork, find a synthesis 
between different opinions and proposals, these are essential elements of brain-
storming.

The concept of brainstorming is based on the idea that it considers useful and 
positive, also in the world of work and within companies, the circulation of ideas 
and the teamwork. During a brainstorming session, each participant is stimulated to 
creatively produce as many ideas as possible: each idea is noted and then discussed 
among all the participants and only afterwards is a choice of ideas made. This is an 
interesting technique not only because creativity is stimulated with free discussion, 
but also because it allows to strengthen group spirit and to maintain good inter-
personal relationships. To carry out brainstorming activities it is necessary to have 
the ability to speak in public, to interact with others in a positive way, to understand 
and recognize the emotions of others, enhance the skills of others and also dele-
gate tasks to other people. 
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Brainstorming combines an informal approach to problem solving with creative 
thinking. Encourage people to come up with thoughts and ideas that may seem a 
little crazy at first glance. Some of these ideas can be turned into original and crea-
tive solutions to a problem, while others can give life to further ideas. This approach 
helps unblock people, taking them out of their usual ways of thinking. 
Brainstorming is a proven way to come up with creative ideas or solve a problem.

Significance in times of crisis 
In times of crisis, the debate and the comparison of ideas, the ability to listen, are 
particularly important to allow new ideas and better solutions to develop.

Self-assessment indicator statements

1 I like to talk to others
2 I like meeting people with different ideas than mine
3 I like to hold meetings to share and discuss ideas and projects
4 I am a talent for teamwork
5 I like to speak in public
6 I like to find a synthesis of different ideas or proposals
7 I have the ability to understand and recognize the emotions of others
8 I know how to recognize and value the skills of others
9 I can delegate tasks to other people
10 I find it useful to circulate ideas
11 I think it’s important to rely on teammates
12 I consider it important for a team to maintain good interpersonal relationships

2.2.10	 Time management
Time management is the ability to mentally structure a process of organizing and 
planning activities efficiently. Time management is the ability to do the right thing 
at the right time, with the minimum effort and optimizing one’s resources, there-
fore effectively and efficiently, in order to achieve objectives and commitments 
within the deadlines. Time management is one of the fundamental soft skills, both 
personally and in the workplace. Time management, in essentially, it is the process 
of planning and controlling time, applied, and used in specific activities, in order to 
increase effectiveness, efficiency and productivity.

Having the ability to manage time includes a wide range of qualities, such as focu-
sing, planning, allocation, goal setting, delegation, time analysis, monitoring, organi-
sation, scheduling and prioritization. It is fundamental to mind the priorities, the 
importance and urgency of the tasks. In proper time management it is essential not 
to be overwhelmed by the to-do list but to keep a calm yet efficient approach. It 
is also important to make the most of the time itself by having the right balance 
between time dedicated to planning and time dedicated to action. It is also neces-
sary to have the ability to deal with interruptions and not allow one’s interlocutors 
to waste time on useless activities. 

Clearly, punctuality, respect of deadlines and to not allowing to accumulate work 
to be done are symptoms of good time management.  Effective time management 
makes it possible to tackle unexpected tasks without particular difficulties and to 
carry out activities without feeling tired and fatigued.
With a good time management each person can achieve a lot of important milesto-
nes. Knowing how to use time is one of the fundamental skills of life, as well as for 
work, also in personal life.  A key for well-being, stress reduction and the optimal 
balance between private and working life.

Significance in times of crisis  
Time management is always important in the world of work, even more so in a 
context of crisis, when you must always be ready to face unexpected activities and 
emergencies.
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Self-assessment indicator statements

1 Sometimes I find myself working at unusual hours
2 When I focus, I lose track of time
3 I can keep unexpected commitments and interruptions under control
4 I don’t let my interlocutors waste my time
5 I am on time and I rarely arrive late
6 I rarely feel tired and fatigued
7 I have the right balance between the time dedicated to planning and that dedicated 
to action
8 I always keep in mind the difference between the importance and urgency of what I do
9 I almost always respect the commitments and deadlines
10 I am aware of how much time I dedicate to each activity of my job
11 The meetings I organize with other people finish on schedule
12 I don’t let the work pile up

2.2.11	 Interpersonal skills

Interpersonal skills concern the way to communicate, get in touch and then relate 
with others. These are all those attitudes that allow for a good relationship betwe-
en those who own them and the environment, giving way to create synergy and 
harmony between people. 
Therefore, they define the behaviour and methods of interaction towards other 
people. Having this ability means knowing how to identify with others and under-
stand them. Knowing how to communicate effectively and understand the needs of 
others are among the most useful skills in professional life, but also in personal life. 

Establishing a connection and relationship with others is essential in multidiscipli-
nary environments. Relational skills and competences are all those skills that allow 
to get in touch in a positive way with others. The goal is to set up positive and ef-
fective communication. To achieve this, listening and negotiation skills are required. 
The setting for positive interpersonal skills is positive, assertive and persuasive at 
the same time. 

People with good interpersonal skills spend time in relationships with other indi-
viduals, they like to meet other people, also with different lifestyles and often they 
like to travel. Curiosity is an essential element, as it is also a positive attitude and 
a good education. Have good listening and negotiation skills it allows you to reach 
important goals more easily, strengthens team spirit in the group (including work), 
offers the opportunity for greater exchanges with the outside world and therefore 
generates greater personal and collective growth. 

Among the most important interpersonal skills, we can mention:

• Verbal and non-verbal communication: the ability to communicate one’s thoughts 
clearly and effectively. From tone of voice to gestures, knowing how to communi-
cate is an art that requires a lot of study and practice; 

• Teamwork aptitude: the ability to work constructively with other people; 

• Empathy and listening skills, that is, the predisposition to relationships with others 
and the understanding of people’s moods. 

Significance in times of crisis
In times of crisis, interpersonal skills help to communicate even in moments of 
greatest stress, helping to eliminate misunderstandings and dissolve tensions.

Self-assessment indicator statements

1 I dedicate time to relationships with other individuals
2 I like travelling
3 I like to meet people with different lifestyles
4 I communicate positively and effectively with others
5 I have good listening and negotiation skills
6 I like good manners
7 I have a positive attitude towards other people
8 I have an assertive attitude
9 I am a persuasive person
10 I congratulate those who express their ideas
11 I like to communicate and share with those who work with me
12 I like to coordinate multidisciplinary teams



2.2.12 Non-cognitive skills

Non-cognitive skills are not the usual skills, such as mathematical, scientific and 
technological or linguistic ones, but they can be equally decisive in personal and 
professional success. Non-cognitive skills are those not directly related to informa-
tion processing. Instead, they refer to individual characteristics related to emotional, 
psychosocial and personality characteristics. They are, in fact, human and social skills 
not related to cognition, but just as necessary for development. 

Non-cognitive skills are part of a person’s cultural background, so the person him-
self can be defined as competent and declarable only if he possesses these skills as 
much as if he possesses traditional skills. Although not currently codified, they are 
in fact indispensable in social life and in the world of work. For a long time, training 
has been synonymous with the consolidation of hard skills (basic theoretical and 
procedural knowledge for carrying out a series of specific areas). Now, however, 
the fundamental importance of socio-emotional or behavioural skills has been un-
derstood: in fact, having good cognitive skills is not enough to live in society or to 
carry out a specific job. 

Non-cognitive skills are a series of psychological tools that allow to develop a po-
sitive and functional approach in every area of daily life, whether personal or work 
life. Therefore, these predispositions are fundamental in society. They include a wide 
range of abilities like emotional maturity and stability, self-control, friendliness, em-
pathy, collaboration, conscientiousness, perseverance, grit, decision-making. 

These non-cognitive skills can also be divided into three aspects:

• Character: character and personality, friendliness, open-mindedness, awareness 
and conscientiousness

• Attitude: optimistic and functional to the development of positive behaviors, ca-

pable of providing the right motivation

• Motivation: which consists in the ability to face the challenges of everyday life with 

a dynamic approach

Significance in times of crisis (e.g. pandemic)  
Non-cognitive skills in times of crisis help to face safety and safeguarding the com-
pactness of the work group even the most complex situations, proving to be an 
essential factor.
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Self-assessment indicator statements

1 I am an outgoing and friendly person
2 I am a conscientious person
3 I always try to maintain my emotional stability
4 I consider myself a nice person
5 I have the ability to know how to motivate myself on the challenges of everyday life
6 I have a psychological capital that allows me to face the negative periods
7 I am an empathic person
8 I am available to learn
9 I am a competent person
10 I try to focus on positive thoughts
11 if there is an obstacle I organize myself to overcome it
12 I have a dynamic mindset

2.2.13	 Networking

The term “Networking” indicates the ability to create and maintain a system of re-
lationships. The goal is to unite more realities and people, bring together their skills 
and knowledge, to carry out common projects, with mutual benefits. Networking 
means establishing a relationship of reciprocity, thanks to which an exchange of 
ideas, advice, information and contacts is generated. It is a virtuous circle in which 
one gives and one receives, for a mutual exchange. Overall, therefore, we can define 
“Networking” as a method aimed at creating new relationships and exchanges of 
various kinds.

To do this, of course, there is a need for consistency in maintaining relationships 
and, above all, mutual and reciprocal trust is needed. In fact, on both sides there 
must be a constant mutual exchange, in order to develop mutual trust. The ability 
to create networks also applies in the world of work: within a company it could be 
a project in order to make itself known to as many people as possible, to expand its 
customers, to collaborate with other companies. Above all, this last factor is the key 
to success for a successful network. Cooperation and team play can undoubtedly 
give an extra boost to the implementation of projects and the economic growth 
of a company. 
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In addition to the purely economic aspect, those who set up a good Networking 
plan will be able to stay in touch not only with their customers, but will forge par-
tnerships with other professionals who face similar problems. Within the network, 
professionals will therefore have the opportunity to receive support, cooperation, 
support and advice by other professionals. This is the reason why trust must be the 
basis of everything; only in this way will everyone have an interest in helping and being 
helped. A good network allows to better deal with moments of greatest stress. 

This aspect is of fundamental importance and not to be underestimated, especially 
considering that we live in a period of crisis. Being aware of having a good network 
of collaborators with whom to share experiences and constructive comparisons 
will make professionals within a company more united and more self-confident, 
increasing their productivity and enthusiasm. The result will be an enrichment of 
everyone’s knowledge, encouraging their job growth within the company. To sum 
up, the guiding concept of Networking is that unity is strength. Finding people with 
the same goal and who wish to collaborate, involve them and implement good 
practices of networking  allows to achieve excellent results.

Significance in times of crisis  
Networking in times of crisis allows us to make a common front by having more 
tools to address critical issues in mutual interest, thus having greater opportunities 
for success than acting individually, each with limited tools.

Self-assessment indicator statements
1 I think that there is safety in numbers
2 I believe it is right to share common goals
3 It is useful to agree on the actions to be carried out
4 It is important to involve all partners in the realization of a project
5 I like the cooperative spirit
6 I like to coordinate project activities
7 I have a habit of working together with others
8 I like the comparison of ideas
9 The presence of different skills and experiences makes it possible to intervene 

in several sectors
10 It is important to exchange information and good practices
11 Networking allows to optimize human and economic resources
12 In the future, the ability to network will be strategic for development

2.3 Leadership skills
2.3.1 Cluster description
Many people consider leadership to be an essentially work-based characteristic. 
However, leadership roles are all around us and not just in work environments.
Ideally, leaders become leaders because they have credibility, and because people 
want to follow them. Using this definition, it becomes clear that leadership skills 
can be applied to any situation where you are required to take the lead, professio-
nally, socially, and at home in family settings. 

Examples of situations where leadership might be called for, but which you might 
not immediately associate with that, include:

• Planning and organising a big family get-together, for example, to celebrate a
wedding anniversary or important birthday;   

• Responding to an illness or death in the family, and taking steps to organise care    
or make other arrangements; 

• Making decisions about moving house, or children’s schooling; and
• Making decisions during volunteering.

In other words, leaders are not always appointed, and leadership skills may be 
needed in many circumstances. 
Leadership skills are skills you use when organizing other people to reach a shared 
goal. Whether you’re in a management position or leading a project, leadership 
skills require you to motivate others to complete a series of tasks, often according 
to a schedule. Leadership is not just one skill but rather a combination of several 
different skills working together. Some examples of skills that make a strong leader 
include: Patience, Empathy, Active listening, Reliability, Integrity, Honesty, Trustwor-
thiness, Decisiveness, Creating vision, Perseverance, Creativity, Effective feedback 
and communication, Team building, Flexibility, Risk-taking, Ability to learn, Ability to 
teach, coach and mentor.

A leader can be defined simply as ‘a person who leads or commands a group, or-
ganisation or country’. This definition is broad and could include both formal and 
informal roles - that is, both appointed leaders and those who emerge spontaneou-
sly in response to events or crisis.
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2.3.2 Honesty

When you are honest, you speak the truth. More broadly, you present yourself 
in a genuine and sincere way, without pretense, and taking responsibility for your 
feelings and actions.
Working together with you colleagues in a more honest way will get you much fur-
ther. The idea that people should work perfectly is a misconception. Being honest 
doesn’t mean being perfect. For people, it simply means truthfully communicating 
the challenges being faced, and then putting in the legwork to address those chal-
lenges. When you presented with honesty, people or co-workers become your 
loyal enthusiasts. Person that has a heart and stand by his/her values and intentions 
form relationships with colleagues based on truth. No amount of showiness can 
replicate this.

At one end of the spectrum, if you are always completely honest with people, 
telling them exactly what you think, you will probably be considered rude and be 
deemed to have poor social skills. As with many things in life we all have to manage 
a balance between politeness and honesty. 
“You can please some of the people some of the time, all of the people some of the 
time, some of the people all of the time - but you can never please all of the people 
all of the time.” -  Abraham Lincoln

Being polite means being aware of and respecting the feelings of other people and 
being tactful. All social situations are different, and in each situation, you need to use 
common-sense and good judgement and also take into account cultural differences. 
Common-sense and good judgement come with experience. Experience, in turn, 
comes from observing others and from making mistakes, learning what does and 
doesn’t work, what is acceptable and what is not.
Honesty is often linked to self-concordance - the extent to which your goals accu-
rately represent your implicit interests and values. Honesty allows people to take 
responsibility for their feelings and behaviours, owning them, and reaping benefits 
by doing so. 

Significance in times of crisis  
In times of crisis, it is enormously important to be honest. It is a building block 
for creating trust, which is important in times of the challenges. Leaders should be 
secure enough to say when they are not sure, not as a way out, but to be open and 

honest. In doing that, in maintaining honesty and openness, their trustworthiness is 
demonstrated and modelled in their practice. In crisis, the need for regular and ho-
nest communication is important. Researches show that employees trust managers 
who demonstrate an’ employee-centric’ leadership style, supporting the employee 
both personally and professionally. Right now, during the crisis, it is exceptionally 
important to show such care and concern.

Self-assessment indicator statements

1 I like to be open about my motives when I take action.
2 I am being sincere with my colleagues, or family.
3 If I witness an unpleasant situation I will use my sense of tact and consider 

whether it is appropriate to intervene.
4 I tell people exactly what I think.
5 I am aware that my words could hurt people.
6 I respect feelings of others.
7 I usually make time to have some small talk with my colleagues.
8 It is my habit to respect others working time.
9 If my boss asked me if I am able to solve a problem alone, I am being trutfull if I 

need help.
10 I try to present myself and my reactions accurately to other person.
11 Sometimes I use a small deception to make myself look better in the eyes of 

the others.
12 I take responsibility for my actions.



2.3.3 Trust
Trust in any organisation including voluntary organisation works on three levels: 
• At a company level in terms of culture
• At a team level concerning the relationships among the members
• At an interpersonal level between two people. 
Trust is an enormous asset in any meaningful and productive relationship. There are 
several ways to build trust in a relationship:
• Be honest. People will trust you if they know that they can count on you to tell 

the truth.
• Share your experiences. Tell them about the time you made a mistake or expe 

rienced a failure. You can also talk about your values or beliefs.
• Keep your word. If you make a promise to someone, do whatever it takes (within 
reason!) to stick to it. If you can’t, be upfront and explain why.
• Inspire others. Demonstrate behaviours such as integrity, respect, loyalty, fairness, 

and authenticity.

Trustworthy people act ethically and are above reproach, build trust through their 
reliability and authenticity, and admit their own mistakes and confront unethical 
actions in others. 

There are several ways how to develop trust: 

Demonstrate your credibility - other person in interaction needs to feel that you 
have the knowledge and skills to help her. That is why credibility is so important. You 
need to show confidence by avoiding hesitation, making eye contact, and smiling. 
But, if you don’t have all the answers, don’t be afraid to admit it. If you’re open and 
honest with your team member, your credibility will increase. What’s more impor-
tant is that you have the resources to find the answers together. 

Show your reliability - another important aspect of building trust is reliability. To 
show that you’re reliable, make sure that you do what you say you’ll do, without 
fail. Be sure to turn up for your appointment on time, to return messages and calls 
promptly, and to remain sensitive to your colleague’s preferences and expectations.

Make the other person comfortable - when your colleague feels secure and 
comfortable, he/she is more likely to open up and share what he/she is really thin-
king. This only tends to develop once you know someone well. You can help this 
process along by sharing some personal information about yourself, too.
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This doesn’t mean that you have to self-disclose every detail about your life! But 
telling stories from your past, or talking about your values and beliefs, will show 
that you trust the other person with your personal information. You need to find 
the right balance between how much to tell and how much to keep to yourself. 

Show that you care - your colleague or team member needs to feel that you have 
his best interests at heart, and that your relationship isn’t just about improving the 
quality of work or increasing productivity. Be clear that you are available at short 
notice if he needs to talk to you. And, if your plan takes longer than you expect to 
bear fruit, be patient and demonstrate your commitment to the process.

Significance in times of crisis  
Being trustworthy is significant skill or competence in crisis times. When trust is 
lacking, interactions between people or people and organisation suck the enthu-
siasm and productivity right out of people, no matter how committed and driven 
they are. Trustworthy leadership is more important than ever for weathering the 
challenges such as: of COVID-19, war or a recession.

Self-assessment indicator statements
1 I am being truthful in every communication.
2 I try to express my point of view in line with facts.
3 I respect my colleagues.
4 I like to have everything done on time.
5 I like to be clear in my intentions.
6 If I promise something I try to keep the promise.
7 I pay attention what other person tell me and give her/him my full attention.
8 I like to constructively discuss the tasks.
9 If something goes wrong, I usually blame others.
10 I like to work in team, where I could do some good together with others.
11 I know my weaknesses quite well.
12 People usually ask me to help them, when they need support.
 



2.3.4 Integrity

Integrity is the quality of being honest and having strong moral principles. Integrity 
gives people credibility with those around them. Having integrity means following 
your moral consciously and being true to yourself with or without anyone around. 
To have integrity means that a person is self-aware, accountable, responsible, and 
truthful and that his/her actions are internally consistent.

When a person with integrity says that his word is his bond, you know that you can 
rely on that. His values are consistent with his actions, and he is acting consistently 
across the domains of his life rather than being one way in the community and a 
completely different way in his family. People with integrity are also prepared to 
confront those who act unethically and take a stand against unethical behaviour, 
even if that is unpopular.

Here are three acts of integrity that can help during volunteering:

1. Take responsibility for your mistakes
If something goes awry, find help right away. Don’t be afraid to speak up and talk 
about what went wrong. With the help of a leader or colleague, you will likely be 
able to work through the problem, fix the mistake, and avoid any future accidents 
or injuries.

2. Respect others
When you are working with a team, respect is vital. Practice strong lines of com-
munication and healthy conflict resolution to make sure that everyone feels safe 
and informed.

3. Work hard
Committing fully to the job you have been given and working as hard as you can to 
accomplish it with the best possible outcome is part of your integrity. Focusing on 
your job and giving it special care will help to eliminate mistakes and accidents, and 
it will also show the community you are serving, and your team, that you truly care.
Integrity is the foundation/skill on which co-workers build relationships and trust, 
and it is one of the fundamental values that employers seek in the employees that 
they hire, because it indicates they will perform to the best of their ability and act 
on their principles.

Significance in times of crisis  
Integrity on the corporate/organisational level is particularly important during 
a crisis when fear and uncertainty can permeate a workforce and a community. 
Words of the leaders and their actions can have a big impact on trust and reputa-
tion that will linger long after the crisis.

Self-assessment indicator statements

1 I have a firm and unwavering principles.
2 I am being respectful to others.
3 I communicate openly.
4 I usually evaluate my action, if they are in line with my believes.
5 I am easily sidetracked from my moral standards by others.
6 Principles of the organisation I volunteer for are at center of my work life.
7 I am well aware what is right and what is wrong.
8 I am usually influenced by other people.
9 I do not evaluate my own views.
10 I am pondering what information I need before action.
11 I am taking responsibility for my own actions.
12  When a colleague propose new approach, I am willing to try it.
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2.3.5 Decisiveness

Decisiveness is a trait or characteristic that describes people who are biased 
towards action even though they face uncertainty. The speed and determination of 
solving a problem is one of decisiveness as personality trait. Decisiveness requires 
more than relevant knowledge and temperament. Decisiveness is characterized 
by the ability to conceptualize and act upon the moment using available tools and 
practices.
In management it makes most sense to think of decisiveness as personality trait, 
which can be measured and developed to a certain extent. Decisiveness is not 
necessarily connected to decision-making quality. In other words, decisive action 
can do more harm than good when the decision was the wrong one. The concept 
of decision-making competence (DMC) provides guidance how to improve deci-
sion-making quality.

To better understand the concept of decisiveness, it is important to know how it 
works, following three ways:

• Decisiveness as a personality trait/skill
• Decisiveness and cultural differences
• Decisiveness and decision-making competence

Social relationships are an important part of professional and private life. Having 
strong and healthy social relationships helps to boost self-esteem which is an im-
portant driver of decisiveness, according to the recent study. In addition, asking 
others for their opinion regarding important decisions can help you to think out of 
the box and improve decision-making quality.

Decisiveness is an enduring and stable characteristic that describes how people 
behave in similar decision-making situations. Decisiveness, according to the recent 
Big 5 model, is close to the consciousness, which consist of self-discipline and 
achievement striving. Decisiveness is a characteristic basis of performing well. But 
decisiveness does not necessarily mean that one makes the right decisions. In some 
high-risk cases, making the wrong decision could lead to a worse outcome compa-
red to making no decision at all. Therefore, it is important not just to be decisive 
but to work on your decision-making competence.
There are four elements of decisiveness: speed, importance, rightness, and com-
mitment. 
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Decision-making using decisiveness is a four-step process built on: 

• Describing the problem in a sentence or two,
• Outlining your options,
• Picking a side or making the decision,
• Once you’ve made your decision, move on.

Significance in times of crisis  
In crisis, our daily routines are completely shattered and we are all unaware of 
when the crisis is going to end. Frequent changes and unprecedented challenges in 
our daily lives are causing us to make all kinds of decisions under pressure and wi-
thin tight time constraints. In a crisis, decisiveness and decision-making competence 
have the potential to impact the organisation involved and the broader community, 
or have an impact on life safety. You cannot control the disaster, the crisis, but you 
can control the response and the rightness and swiftness of it.

Self-assessment indicator statements

1 When I have responsibility for the result of a task, I am able to take action to 
achieve it.
2 I welcome any feedback on my work.
3 I am using my intuition when I need to decide.
4 I need to have facts in front of me before decision making.
5 I like to review advantages and disadvantages before I make decision.
6 I am usually determined to find a way in difficult task.
7 If an unexpected event occurs, I try to resolve it quickly.
8 I let my colleague decide what to do in difficult task.
9 I keep my working space littered with notes and papers, so I have everything at hand.
10 I have a great respect to someone who knows what he/she want.
11 When I need to decide something I am considering my knowledge about topic.
12 I am used to making decisions about different subjects several times per day.
13 I like doing things in which I need to act quickly.
14 I like to confer and take advises from my colleagues, when important events occur.
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2.3.6 Perseverance

Leaders are required to wear many hats: to be creative, ambitious, kind, understan-
ding, and motivational - all at once. However, the most important trait of a leader 
(or of a successful person in any profession) is perseverance. This is especially true 
in the context of a crisis. 

Perseverance means being hard working and finishing what is started, despite bar-
riers and obstacles that arise. The pleasure received from completing tasks and 
projects is very important to those who are high in perseverance. 
Perseverance involves organizing oneself to support activities (e.g., scheduling bre-
aks and sticking to them, rewarding in small ways along the way), but when all else 
fails, this strength helps the person to barrel through until the project is done. This 
helps build further confidence for future successes and goal accomplishment. Per-
severance involves the voluntary continuation of a goal-directed action despite the 
presence of challenges, difficulties, and discouragement.

Nobody’s life is free from difficulties. If it was, then they never stepped outside of 
their comfort zone, pushed themselves to complete a goal, or challenged themsel-
ves in any way. Since challenges are practically inevitable in the professional world, 
perseverance is extremely valuable. It’s more than a professional skill; it’s a life skill.
A person without perseverance and persistence isn’t tied to the need to accom-
plish their short and long-term goals. They often quickly abandon projects and jobs 
that become a challenge, and rarely improve their circumstances or skills. Lacking 
perseverance means also being devoid of a growth mindset. This has negative reper-
cussions on professional and personal life.

How to improve perseverance skills?
Perseverance comes from failing and getting back up. So, it is good to change your re-
lationship with failure to seeing it as a lesson, rather than a setback. Having a growing 
mindset is a way how to increase your perseverance and understand that this is a 
skill, which is possible to improve. Do not be afraid of difficult situations, be able to 
take risks. Build a network of support that includes family, friends, co-workers and 
peers, where you are free to open up and get feedback and encouragement during 
hard times.

Significance in times of crisis  

Things keep changing on the daily basis during crisis. In a recent article for Forbes, 
transformational change expert Rob Carucci describes leadership in crisis: “Some-
times we step into new chapters of leadership with the wind at our back, ready to 
‘take things to the next level.’ But commonly, new leadership chapters put us squa-
rely in the face of gale-force headwinds, testing every limit of our abilities, patience 
and tenacity.” The cure is to have perseverance.

Self-assessment indicator statements

1 I usually lose interest in long term tasks.
2 I am ready to help anyone when needed.
3 I like to organise my materials.
4 I usually use a timetable to achieve my goals.
5 I tenaciously try to find solution for an obstacle.
6 I am positive, that if there is a problem or crisis, I can overcome the difficulties.
7 I am able to take time and complete a goal with enough patience and enthusiasm.
8 I usually ask myself, what can I do better next time.
9 I feel satisfied with my voluntary work.
10 I am afraid that I will fail in assigned task.
11 I enjoy the company of my colleagues and rely on them.
12 I persist toward my goals despite disappointments.
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2.3.7 Compelling vision
To lead effectively, it is essential to have followers. A key part of obtaining followers 
is creating and communicating a compelling vision that means that others want to 
follow where you lead. If we look at some of the most compelling visions in history, 
they are very personal. Creating the vision is only half of the work. Leaders also 
need to communicate their vision, and ‘sell’ it to others. 
A vision is a picture of where the organisation, group or individual needs to be, or 
where it is going.
Really compelling change visions also set out what the organisation will be able to 
do, and what opportunities it will be able to take advantage of, after the changes 
have been achieved. In other words, the vision also includes the reason for the 
change. 

There are two fundamental elements of a powerful and compelling vision:

• It is simple and easy to understand. Ideally, when written down, it should fill no 
more than half a page of paper and take around 30 to 60 seconds to explain. This 
means it can be communicated quickly and effectively, and more importantly, it is 
likely to be remembered and passed on to others. It must, in other words, be clear, 
precise, and achievable, not a vague statement of broad principle. People within and 
outside the organisation must be able to understand clearly what the organisation 
will look like or do once the vision is achieved.

• It is logical, but also has emotional appeal.  A powerful vision is logical: it is rea-
sonable and works intellectually. It must also make a conscious appeal to the emo-
tions. In other words, it must ‘grab’ people, and make them want to follow, but can 
also clearly be achieved and is a reasonable thing to aim towards. 

The precise nature of the vision will vary depending on what needs to change. It 
might cover people, places, technology, behaviour, or something else entirely. It 
depends what the organisation or person needs to achieve. Additionally, the other 
important rule is to communicate the vision constantly. If you are not enthusiastic 
or interested in vision for a long time, nobody else will be either. Vision must to 
be describing and explaining over and over again, and using lots of different routes: 
speeches, writings, social media, etc.

Also, individuals could have their own personal vison. Everyone who’s ever made 
a serious impact or achieved personal success has had a vision. Such a vision is a 
strategy for getting results in your life. People with vision usually asked a question: 
What do I want to achieve/accomplished in the future? Alongside with desired 
outcome, they are including their core values into vison and they are making it chal-
lenging enough. Important is to have a timeline in mind. Vison can be revised and re-
viewed, if necessary, but changes should be minimal, the vision works as a guideline.

Significance in times of crisis  

For volunteers leader, it is important to note a key distinction between manage-
ment and leadership: leaders are well-versed in how to guide their colleagues in 
direction, actions, and opinions. In other words, leaders are influential. The ability 
to influence is crucial to success, especially in crisis. Leaders and volunteers are 
charged with mobilizing people to give of their time and talent around a compelling 
vision for the future, and if you can’t inspire them to follow you, you can’t meet 
your goals.

Self-assessment indicator statements

1 I like to give out advice anytime.
2 I am ready to give my advice if anyone asks for it.
3 I am supporting my colleagues in difficult tasks.
4 I know what is my purpose in work life.
5 My commitment to my work task is usually low.
6 I focus on the process of how to accomplish a challenging task.
7 I am able to explain things with enough patience and enthusiasm.
8 I try to be reasonable when discussing something.
9 I am usually capable to convince my colleagues about our common goals.
10 I never lose hope for achieving my goal.
11 I desire deeply to follow my dreams.
12 I like to think about what I really want in life.
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2.3.8 Transparency

While transparency is closely related to honesty, there is a major distinction: A 
leader’s honesty rests in the eyes of those observing. But transparency is a skill you 
develop on your own, from within.
At many times it can feel easier to obfuscate and twist the truth, usually to hide an 
issue that you hope will resolve itself, or for fear that honesty might put you at a 
disadvantage. However, transparency is a valuable character trait in the workplace, 
coming into its own in all sorts of contexts. Transparent leaders can be described 
in single word, WYSIWYG - it means What You See Is What You Get.

Transparency is the ability to see (and manage) the relationship between yourself, 
the organisation you serve, and the people in it. Transparency does not mean di-
sclosing every little detail of every situation. Rather, transparency can be accompli-
shed simply by NOT disguising events and acts as they unfold.
Workplace transparency is proven to breed long-term success. Implemented pro-
perly, increased transparency creates trust between employers and employees, 
helps improve morale, lowers job-related stress (which is especially important du-
ring the crisis), while increasing employee happiness and boosting performance. 
And being transparent costs nothing.

Workplace transparency is a philosophy of sharing information freely in an effort 
to benefit the organisation and its people. Five things happen when leaders are 
transparent:
• Problems are solved faster
• Teams are put together more effectively
• Relationships are stronger
• Trust is greater
• High-level performance is common

To be transparent means to share your thoughts and opinions honestly and re-
spectfully. Transparency is an approach to communicating and forming relationships 
that emphasize being direct with people in your workplace. 
Transparent communication is essential to managing and leading others successfully. 
Clear, honest communication builds trust. Communicating with transparency and 
integrity is an impetus for creating more trust with co-workers, team, and trust for 
you as a leader.

Significance in times of crisis  
During times of uncertainty (crisis), it is important to have a transparent conver-
sation with your peers, family, colleagues or staff on how they feel regarding the 
unknown. This shows your vulnerability as a leader/family member/co-worker, and 
also exemplifies that you empathize with some of the fears they may also have.

Self-assessment indicator statements
1 I am being open about my motivations.
2 I frequently obfuscate the truth, when dealing with issue I hope will resolve itself.
3 I am not afraid to show my weakness or mistake.
4 My behaviour is in line with the values of the organisation I serve.
5 I am sure that I am able to understand my limits.
6 I am unable to recognize my strengths.
7 I often tend to be secretive.
8 I believe that if I have a difficulty to meet a deadline, I will ask for help.
9 I am open to constructive criticism of myself.
10 When there is a misunderstanding between colleague and me, I clearly commu 

nicate my view.
11 I am able to acknowledge and compliment a colleague’s achievement.
12 During uncertain times, I like to have regular meetings.
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2.3.9 Influencing skills

Influencing skills are the ability to bring people round to your way of thinking about 
a certain topic, without force or coercion whilst acknowledging their opinions.
Some people seem to be able to do it effortlessly, and almost without anyone noti-
cing, whereas others fall back on the power of their position to enforce what they 
want. Influencing skills can be learnt just like any others, and they are a key part of 
being able to influence others to achieve your goals and objectives.

Influencing skills are reliant on good soft skills and the ability to communicate 
effectively, engage stakeholders which involves the art of storytelling. There are 
six principles of influence: reciprocity, commitment, social proof, liking, authority, 
scarcity and unity (see glossary). The best persuasive techniques apply effective soft 
skills and emotional intelligence.

Although influence is associated with power, you don’t need to be a leader to have 
power or to be able to influence others within an organisation. For instance, per-
suading others to support an idea, a project, give help or to show approval are just 
a few examples of influencing skills.
Powerful influencing skill relies on the other social awareness capacities of emo-
tional intelligence. Conversely, the stronger the emotional intelligence is, the more 
powerful the influencing skill will be. It works on the premise that you cannot force 
people to do what they are not willing to do, but you can get them to want what 
you want by mastering effective persuasion tactics. 

Other thing that stimulates influence is communication. Without steady communi-
cation, people will less likely be influenced by you, especially during times of crisis 
where people are in in need of security and assurance.
If someone has great influencing skills, it is important to remember that these skills 
could be only use ethically. 
You should never try to persuade people to do anything illegal, or that is actively 
against their interests.

Significance in times of crisis  
In times of crisis, it is vital to have a high-level influencing skill, which could be used 
persuade others to work towards a common goal. 
During a crisis, work environments and circumstances may change. There will be 
times that individuals feel out of control. They may struggle with staying motiva-

ted and engaged due to that sense of fear and uncertainty. Good influencers can 
accurately assess and combine needs of organisation and workers, people and fa-
milies. He/she can control and tactically manage and maneuvers others to desired 
outcome.

Self-assessment indicator statements

1 I consider myself as a person who can influence others.
2 Before I answer someone, I will briefly think about what and how I want to answer.
3 I don’t usually have a handful of confidence when arguing.
4 I can easily recognize the emotional currents in group of co-workers.
5 I am easily adapting my actions to appeal those involved.
6 I am someone who makes people feel comfortable.
7 I am quite confident that I can get along with anyone.
8 I try to better understand my motivations behind my actions.
9 Often I am shy during meetings.
10 I am easy going person.
11 It is my habit to ask questions to clarify others statements.
12 I like to get to the root of things.

2.3.10	 Continuous learning

Most people associate learning with formal education at school, college, university. 
Generally speaking, it is true that a formal education and the resulting qualifications 
are important. But knowledge can be acquired, and skill sets developed anywhe-
re - learning is unavoidable and happens all the time. However, lifelong learning or 
continuous learning is about creating and maintaining a positive attitude to learning 
both for personal and professional development. Although qualifications may get 
you an interview, actually getting the job can take a lot more.

Continuous learning can enhance our understanding of the world around us, pro-
vide us with more and better opportunities and improve our quality of life. For 
example, learning in whatever context:
• Boosts our confidence and self-esteem
• Makes us less risk averse and more adaptable to change when it happens
• Helps us achieve a more satisfying personal life
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• Challenges our ideas and beliefs
• Can be fun

There are several things that are vital in supporting your personal development. 
Among them it is organising your time or overcoming barriers to learn new skill. 
Great importance lies in getting out of the comfort zone and learning from the 
competition.

Voluntary work can also provide an excellent opportunity for learning and develo-
ping new skills, as being an active member of a local group or society.
Continuous learning keeps the mind fertile, introduces new ideas and expands your 
ability to get things done and contribute more.
Most great leaders are naturally curious about the world around them, and how 
things work, so an inclination toward constant learning is somewhat natural to 
them. They have a motivation.

For business, continuous learning refers to a planned and on-going development 
and improvement of job skills and knowledge in order to perform most effectively, 
and to adapt to changes. Constant learning requires a dedication to staying up to 
date on the research, information and technology in your field, and identifying and 
pursuing areas for development and training that will enhance job performance.

Economy is shifting increasingly towards short-term and part-time contracts with 
more flexible work-patterns whilst old industries are shifting abroad. We need to 
adapt to changes going on in the work-world and make more of ourselves by 
stepping out of our comfort zones and ideas of how we believe our life is going. 
Continuous learning can bring us new set of transferable skills which are sought 
after by employers.

Significance in times of crisis  
Continuous learning is at heart of the crisis voluntary work. Individuals are usually 
not used to the crisis circumstances, so their ability and willingness to learn new 
things is crutial for coping with stressful and critical situations.

Self-assessment indicator statements

1 I like to learn and improve my skills regularly.
2 I usually avoid courses offered by my organisation because I don’t think it can 

help me anyway.

3 I am evaluating my abilities and identify areas for development of my skills.
4 I like to write a diary, so I am able to go back and find information needed.
5 I organise my time, so I have enough time for family, work and hobbies.
6 I like to spend time with my older colleagues.
7 After dealing with critical situation, I am usually questioning myself, what has this 

experience taught me about myself.
8 I have no problem with stepping out of my comfort zone, when the situation 

requires it.
9 I have economic barrier to enroll to a course.
10 I like to make a “to do list”.
11 I am excited when I learn job-specific skill.
12 I am open to a changes within my working environment.

2.3.11	 Rapport

Rapport is an easy, quick, and simple process. Have you ever noticed what it’s like 
when two people get along perfectly? When can they find common ground and 
every word that is said makes sense while you understand each other non-verbally?
Every gesture, every smile, the way you pronounced each word was pleasant and 
you knew that the person you were talking to understood you and it felt like a 
harmony of two similar people who had a lot in common? Sometimes rapport 
happens naturally. We have all had experiences where we ‘hit it off ’ or ‘get on well’ 
with somebody else without having to try.

Rapport is an emotional connection or relationship with someone else. It can be 
considered as a state of harmonious understanding with another individual or 
group. Building rapport is the process of developing that connection with someone 
else. However, rapport can also be built and developed consciously by finding com-
mon ground and being empathic.

Feedback is the basis for the rapport building technique. We adapt our outward 
expression (verbal – active listening and non-verbal – body language) to the other 
person and are open to the fact that our inner state will adjust accordingly. In this 
way, through external expression, we can also gradually get into a similar mental 
state to that of our partner. Remember: you just need to observe, listen, adapt our 
outward expression and willingly accept changes in our mental state.



It is only a little more difficult to establish rapport with the group. The principle is 
the same as with an individual: you adapt your outward expression to the prevailing 
expression of the group.
Rapport building requires a reliable and versatile set of interpersonal skills, as well 
as the ability to empathize with others’ feelings and adapt. It requires you to listen 
more to others and try to understand them and focus less on your own agenda or 
angle point of view.  And that’s the most challenging thing about rapport.
There are four cornerstones of rapport: honesty, empathy, autonomy, and reflection 
(the ability to listen actively).
Six key active listening skills include: Paying attention, withholding judgement, 
reflecting, clarifying, summarizing, sharing. 

There are also four main communication styles:
• How to handle confrontation: when you are debating or contradicting someone, 
be honest and direct. Don’t attack, don’t punish and don’t be sarcastic.
• How to capitulate: when you need to back down or show respect, do it with 
humility and patience. However, avoid showing weakness and insecurity.
• How to gain control: good leaders are clear, in control, set a plan and support 
others. They are not demanding, dogmatic and pedantic.
• How to establish cooperation: When you want to make a connection, show af-
fection, interest and a sense of belonging. Give yourself but be careful not to slip 
into excessive joviality and misplaced intimacy. 

Significance in times of crisis  
Building rapport is even more important in crisis. It is a component that helps you 
to leave the other persons feeling safe and respected, with developed mutual trust, 
so the action during the crisis can be successful. 

Self-assessment indicator statements
1 I am keeping eye contact when talking to a person.
2 I use the name of the person I am talking to during the conversation.
3 If I disagree with something during conversation, I keep my mouth shut.
4 I try to understand the emotions of other person during conversation.
5 When I first meet someone, I am trying to break the ice with a small talk.
6 I am paying attention to the tone of my voice.
7 I pay attention to my body position during conversation.
8 I try to have open and relaxed posture when talking to someone.
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9 During first meeting with a person, I am talking about myself a lot.
10 I usually try to summarise or clarify what had been discussed.
11When discussing something important I am prepared to be patient and to have 

enough time.
12 During the meeting I am looking at a watch a lot.
13 I am usually mirroring the accent of the person I am talking to.

2.3.12	 Coaching skills

Coaching is a key way to motivating and helping individuals and teams to solve 
issues, improve performance and develop skills and confidence in the workplace. 
Coaching means asking questions, not simply to gather facts but to elicit solutions, 
feelings, ideas and new thoughts from the person being coached. Some people 
argue that it is impossible for a Manager to act as a coach, given her/his position 
of authority over the team. While authority is an important issue, it need not be 
an insurmountable obstacle - as long as there is genuine trust and respect in the 
working relationship. 

Coaching differs from the traditional ‘command and control’ or ‘barkin a command’ 
approach in the following ways:

• Collaborating instead of controlling
• Delegating more responsibility
• Talking less, listening more
• Giving fewer orders, asking more questions
• Giving specific feedback instead of making judgements

Effective coaching skills are developed to help others achieve personal or profes-
sional goals. In a managerial or leadership role, effective coaching skills may support 
sustainable change to behaviors or ways of thinking while also facilitating learning 
and development. In coaching, the responsibility for learning lies with the individual, 
and not with the coach. 

Coaching does not simply correct today’s problem; it helps keep the problem from 
resurfacing. The employee not only understands the goal, but can teach it to others. 
Coaching may take longer than correcting, which is a “quick fix,” but it is longer-la-
sting. It builds an understanding, and, if done well, helps build a workplace culture.



Managing in a coaching style is ultimately about benefits: more committed team, 
better team performance, better working relationships, better ideas or informa-
tion, and investing time to gain time.

Developing your coaching skills will take effort. There are many variants of coa-
ching, which entail different types of skills. Those variants relevant to a considera-
tion of managers and leaders include hierarchical coaching (managers simply coach 
their subordinates) and team coaching. There are several variants on team coaching:

Vision coaching - this approach feels like a partnership and draws on elements of 
feedback, reflection, and conversation to really motivate and influence employees. 
Encourages and empowers employees by giving them clear direction and strategies 
for achieving objectives and encouraging focus.
Autocratic coaching – this approach tells individuals what to do rather than 
asking. The autocratic coach is in control at all times and strives for perfectionism 
and excellence.
Holistic coaching – with the belief that everything is connected, this approach 
theorises that individuals are a sum of all their parts: in order to encourage growth 
in the workplace, balance needs to be achieved in all aspects of their life.
Authoritarian coaching – coach decides what to do and how to do it. All that is 
required from the team is their understanding.

All these coaching styles can be effective, depending on the company, project, or the 
team itself. The key is to know when to use different coaching styles.

Significance in times of crisis  
Increasing empathy and compassion in every job reduces stress and replaces it 
with human growth potential. Tough situations (crisis) and difficult conversations 
become easier to maneuver when coaching skills are well learned and regularly 
practiced. Coaching Leadership skill (CLS) is highly effective in environments where 
people lack the skills or knowledge to reach a shared vision or have become jaded 
and tired over time, which is probable during the crisis.
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Self-assessment indicator statements

1 I am able to break broad action to smaller tasks and focus on them.
2 When dealing with my or colleagues mistake, I concentrate my attention on 
recovery of the situation.
3 When dealing with difficult situation I need to make sure I fully understood the 
issues 
4 I easily facilitate my knowledge to others.
5 In a difficult situation, I am trying to focus on asking the right questions which 
need to be solved as first.
6 I am willing to help new colleague to learn how our organisation works.
7 I am able to try different approaches to a problem.
8 Usually I am putting aside my prejudices to a colleague when we need to work 
together on a task.
9 I usually rush myself and my colleagues to make any decision when facing a problem.
10 I am sensitive for the intentions behind my statements.
11 If I need help from my colleague, I usually give him the opportunity to say no.
12 I like to clarify information before taking action.
13 I usually ask myself what are the different ways I could use to approach a problem.
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2.4 Management skills
2.4.1 Cluster description
Management skills are a collection of abilities that include decision-making, pro-
blem-solving, effective communication, delegating effectively, stress management, 
motivation, negotiation skills, teamwork, conflict management skills, integrity, trou-
bleshooting, presentation skills and technical skills, required to manage people and 
resources. Having good management skills is a key aspect for managers to run their 
business successfully. 

Management skills means having the capacity to run a business. 
It is being able to make the right choices while managing the overall performance 
of the organisation. 
It means being able to communicate and deliver results by providing employees 
with a strong business plan to meet the aim for the organisation.

Management skills are required to manage the business and include overseeing 
workplace issues, employees, teamwork and team development and communica-
tion. It also means giving employees their duties and monitoring their performance, 
while at the same time reaching the business objective. 
Management skills are the abilities to lead and deliver projects, encourage initiati-
ves, build a common sense at the organisation, and empower other.

A person with well-developed management skills:
• has the inspiration;
• has the driving change;
• knows how to delivers results;
• and has the ability to direct employees.

The SoCraTest cluster on management skills contains thirteen skills: decision-ma-
king, problem-solving, effective communication, delegating effectively, stress mana-
gement, motivation, negotiation skills, teamwork, conflict management skills, inte-
grity, troubleshooting, presentation skills and technical skills. A basis for choosing 
useful skills based on the need to understand and manage crisis situations in the 
performance of voluntary work and therefore does not pertain to a specific pro-
fessional approach to crisis management. It essentially refers to a basic useful basis 
for acquiring soft skills for the population in general, who is involved in providing 
services to voluntary and other organisations in crisis management and, on this 
basis, acquire the necessary and useful soft skills.

The selection of the skills is not based on a specific method or school, but on the 
relevance of the skills from the perspective of a crisis situation in which volunteers 
are involved. The project team chose this method for three reasons: 

• Lack of a standardised methodological approach: The methodological approaches 
to validating skills differ in European countries. This may be related to academic 
schools and conventions that support or hinder the dissemination of a particular 
method. 
• Linkage to crises: With good reason, crises have not been specified, because the 
CRISIS validation tool does not exclusively focus on a single crisis (even if at the 
time of the tool’s creation the COVID-19 crisis was the highest in awareness). A 
crisis is understood to be any situation that represents an emotionally significant 
event or radical change of status in a person’s life [Merriam-Webster]. 
• Initial situation of the volunteers: This is not comparable to the initial situation 
of a professional helper who has been qualified to deal with a crisis situation.  As a 
result, other skills come into play.

2.4.2 Conflict management

Conflict is part of life, but understanding how to handle conflict can make all the 
difference between strained or thriving relationships. Conflict management plays a 
key role in preventing conflicts between people. 
How does a conflict appear? When people strongly oppose each other’s opinions 
and ideas, the likelihood of a conflict arises. A conflict begins when people think in 
different ways and have great difficulty accepting each other’s ideas. Conflict should 
be avoided because it destroys peace, lowers productivity, and even demotivates 
people. 

A conflict is not very easy to control; a person needs certain skills to control it. 
The key conflict management skills are such as effective communication, listening, 
discussion, patience, impartiality, never criticize, and positive attitude, among others.
Confident conflict management skills will give empowerment to team building. 
Being able to   handle conflict effectively, whatever the situation, is an ability that 
will   help to build a strong, constructive working relationships and improve the   
overall performance of your team, group or department. 
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How to manage conflicts:

1. Understand the conflict in concrete. Analyze everyone’s position in the conflict 
and what are the possible resolutions;

2. Deal with the discomfort. It is difficult to have conversations when conflicts are 
on, conflicts can be challenging.

3. Listen to all sides. It is very important that all parties can express themselves 
properly. 

4. Express yourself honestly. It’s usually good to express your emotions directly, 
when in a conflict situation and might be angry, fearful or frustrated.

5. React positively. In addition to actively listening to the other person, do not react 
to the other person getting emotional. 

6. Always be kind and calm. Whatever the problem, using foul language or being 
mean can be harmful to the situation. Be emphatic.

7. Find a good solution with the necessary time to do it. It is common during a con 
flict resolution that solutions are often made “on” the problem. It is very impor 
tant to get to “the heart of the conflict” first, then, find a solution.

8. Open discussion. Get an idea how to start dealing with the problem just by star 
ting a conversation, with no solution ready

9. Identify needs. See the causes of the conflicts and identify the needs of the in 
volved parties.

Significance in times of crisis  

Crisis is an extreme form of change and conflict management is fundamental – 
address the situations that might generates conflict or even real conflicts – to 
immediate solving them. Management involves guiding people to the best possible 
outcome. Conflict management skills in time of crisis is being able to effectively 
communicate with others in order to avoid conflicts. 

It is very important to listen to others, not to criticize or judge without under-
standing and knowing the other’s opinions, to say directly to others what we think 
of them, to keep an open mind, to be tolerant, to be impartial and take a positive 
attitude. Therefore, one of the most important skills of client-centered help and 
support on social level is a sufficiently high level of conflict management skills.

Self-assessment indicator statements

1 I feel that my ideas are discussed with the group. 
2 I would like to be able to say openly what I think.
3 I feel that I have difficulties to manage stress when discussions are “on fire”.
4 I find myself listen to others and try to have a positive attitude towards a conflict 

in the team/department.
5 I feel like yelling when someone do not take into consideration my opinion.
6 I often find myself frustrated because others do not listen my opinion.
7 I am able to respect other’s opinions.
8 I often find myself calm when facing a conflict in my organisation/department.
9 I feel that it is difficult to me to accept differing sides without validation of my 

side.
10 I am able to discuss openly, even when I do not agree with someone’s point of 

view.
11 I would like to able to react with a positive attitude when conflicts arise.
12 I feel discomfort when I have to take a solution to a problem.

2.4.3 Delegation management

Delegation refers to the transfer of responsibility for specific tasks from one person 
to another. To delegate means to give a particular job, duty, right, to someone else. 
A manager should delegate responsibilities on employees, teams, among others.
Delegating is the ability to effectively assign tasks, responsibility and authority to 
others. Effective delegation contributes to personal development, people ultimately 
become more fulfilled and productive. The hallmark of good management is effecti-
ve delegation. 

The meaning of “to delegate” is to let go some of your power in favor of another 
person who usually reports directly to you. Delegation of authority means using 
the power of other people to help you deal with the two most common leader 
challenges: shrinking resources and increasing demands.
Managers need to be able to communicate clearly with their employees when de-
legating. They have to explain why an employee has been assigned a task, what the 
task is, and what the expectations are. All of this requires clear, effective oral and 
written communication skills.



Delegation is a vital management skill. Delegation occurs when a manager assigns 
specific tasks to his/her employees. By delegating those tasks to team members, 
managers have free time to focus on higher-value activities. 

Delegation involves expertise in:
• what to delegate; 
• to know employees strengths and goals; 
• to contextualize the task delegated in the organisation goals; 
• to provide the right level of authority and the necessary resources; 
• to establish a transparent channel of communication; 
• to empower people when failure happens; 
• to be patient; 
• to give and ask for feedback; 
• provide the right credit when it happens. 

Delegation may be complicated. The two main areas of skills needed for a succes-
sful delegating are:
a) To know what level of control the manager wants and needs, which requires a 
high level of self-awareness. Good managers/leaders are intrinsically self-aware and 
understand/know how they like to work.
b) To know the level of delegation to use and to communicate it clearly to em-
ployees. This requires strong interpersonal communication skills, verbal communi-
cation skills and barriers to successful communication.

Significance in times of crisis  
Crisis is an extreme form of change, and delegating effectively is critical – address 
the urgent needs is the work of management – to make immediate choices and 
allocate resources. Leadership, by contrast, involves guiding people to the best pos-
sible outcome over that period of time. The focus has to be on what is likely to 
come next and preparing to face it. What means seeing beyond the immediate to 
anticipate the next three, four, or five obstacles. 

The best leaders skillfully navigate the rough waters, saving lives, energizing organi-
sations, and inspiring communities. If delegation is made properly and for the right 
reasons, it helps foster a climate of trust and creates growth opportunities for all. 
Therefore, one of the most important skills of client-centered help and support on 
social level is a sufficiently high level of delegation.
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Self-assessment indicator statements

1 I often find myself working while my employees are idle.
2 My organisation/department functions smoothly when I am absent.
3 I spend more time than I should doing work my employees (colleagues) could do.
4 I make it a habit to follow up on jobs I delegate.
5 There is usually a big pile of work requiring my action when I return from an 

absence.
6 I find it difficult to ask others to do things.
7 I nearly always give credit for a job well done.
8 I trust others to do the tasks.
9 I believe that delegating contributes to motivate employees (colleagues). 
10 I often find myself doing tasks I delegated to others.
11 It is difficult for me to manage delegation and sharing responsibility.
12 I find it difficult to define the limits of authority.

2.4.4 Decision making

A decision-maker is a person who decides things, especially at a high level in an 
organisation.
Definition of decision-making is the ability to understand needs, evaluate compa-
rable options, and narrow down to the best option. Is the ability to make decisions 
autonomously; make timely decisions taking into account the consequences (for 
instance, effects on others, political and/or ethical implications); take responsibility 
for the decisions made.

Decision-making is about understanding the objective, analyse all possible options, 
evaluate the strengths and weaknesses and take the best decision in the interest of 
the company. Decision-making is the act of choosing between two or more courses 
of action, and involves individual judgement.

Decision-making skills are about the ability to choose a good option out of two or 
more alternatives. In the wider process of problem-solving, decision-making invol-
ves choosing between possible solutions to a problem. As a type of problem-solving 
skill, there are three main ways to approach decision-making: using intuition, reaso-
ning, or a combination of the two. 
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Intuition is the combination of past experiences with personal values. 
Reasoning is the use of facts and figures to make decisions. Reasoning can ignore 
the emotional aspects of the decision. 
Depending on the decision context, intuition and reasoning can be misused. It is 
important to be aware of impulsive reactions to a situation.
Decision needs to be capable of implementation. Commitment to the decision 
made is fundamental to persuade others of its merits. 
An effective decision-making process needs to ensure that the decision-maker is 
able to do so.

Problems that can prevent effective decision-making:
1. Not enough information: can give the feeling that the decision is taken without 

any basis. It is necessary to prioritize the information gathered at that specific 
moment.

2. Too much information: conflicting information that has to be discussed with the 
involved parties to decide what is the really important information and to set a 
schedule for the decision-making process.

3. Too many people: when many people are involved it is more difficult to take a 
decision. It is important to analyse different perspectives and the decision-maker 
is the responsible to decide. 

4. Vested interests: it is hard to identify someone’s interests if they are not clearly 
expressed. Sometimes an outside perspective can help to make a decision.

5. Emotional attachments to the status quo.

Significance in times of crisis  
Crisis is an extreme form of change, and keeping a clear mind is essential to make 
good decisions.

Decision-making in time of crisis is one of the most important skills. Being able 
to keep in mind what is really important to do and act at the precise moment. A 
person with a strong decision-making skill is able to face and solve conflicts in any 
circumstance. Therefore, one of the most important skills of client-centered help 
and support on social level is a sufficiently high level of decision-making.

Self-assessment indicator statements
1 I am aware of the difficulty I have in keeping a clear mind everytime I have to 

decide. 
2 I often find myself considering if I took the right decision.

3 I evaluate options to make a decision with help from other managers.
4 I am able to anticipate outcomes and see logical consequences.
5 I can decide based on intuition and reasoning.
6 In my organisation/department decision-making about work changes is not well 

seen by employees/colleagues.
7 I am able to analyse different information and base my decision on that.
8 I often see myself being impulsive in taking some decision.
9 I am able to seek for new solutions. 
10 I often see myself taking responsibility for decision taken by me and by others.
11 I can give problems their proper weight and context.
12 I can decide despite the context or the problem.

2.4.5 Communication management
Successful communication happens when results are achieved. Being able to com-
municate effectively is perhaps the most important of all life skills. It allows us to 
pass information to other people, and to understand what is said to us.

Communication is the act of transferring information from one place to another 
in different ways: 
• Verbal: face-to-face, telephone, radio or television and other media,
• Written: letters, e-mails, social media, books, magazines, the Internet and other 

media. 
• Visual: maps, logos, graphs and other visualizations can communicate messages.
• Non-verbal: body language, gestures, way of dressing, among others.

The effective transmission of a message is a skill developed after continuous practi-
ce and experience. An effective communicator understands the audience, chooses 
appropriate communication channel to send the message and encodes it to reduce 
misunderstanding by the audience.

The feedback perceived by the communicator is important to know how the mes-
sage is understood in order to treat eventual confusion as soon as possible.
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The predetermined set of skills required for an influential communication process 
are: 
• observance, 
• clarity and brevity, 
• listening and understanding, 
• emotional intelligence, 
• self-efficacy, 
• self-confidence, 
• respectfulness, 
• non-verbal communication, 
• selection of the right medium, providing feedback. 

Effective-communication means that the message is received, understood, and acted 
upon in the desired way. This means that effective communication may require 
persuasion, motivation, monitoring, and leadership by managers. Effective commu-
nication is about understanding the emotion and intentions behind the information 
(emotional intelligence required by managers).

Communicating effectively means that your ideas and concepts are being heard and 
that people are acting on them. It also means that you are able to hear, understand, 
and act on what other people are saying.
Communication in management is an essential soft skill. A manager must be able 
to communicate effectively because it is essential for the success in three levels: 
personal, team, organisational.

Communication in management involves:
• to plan; 
• to execute; 
• to monitor; 
• to improve. 

The communication channels or process at the organisation: in and out communi-
cation.  An effective management communication must:
• foster a trusty environment;
• maintain a clear communication in the culture of the organisation;
• give feedback to motivate employees;
• keep the confidence in leaders, managers and employees.

Significance in times of crisis  
Effective-communication in time of crisis is being able to define problems, consider 
options, make choices and implement a plan. Prioritize is essential when in crises. 
Being able to clearly identify what is the most important thing to do in a given 
circumstance or situation, is the first step to start solving-problems. Therefore, one 
of the most important skills of client-centered help and support on social level is a 
sufficiently high level of effective-communication.

Self-assessment indicator statements
1 I am able to be attentive and present while listening the other person. 
2 I am able to communicate with simple language.
3 I can communicate with efficacy.
4 I have the ability to communicate nonverbally.
5 I am able to be clear and concise.
6 I can prioritize important information.
7 I am able to respect other’s opinions.
8 I have difficulties to listen the other person without interruptions.
9 I can give others positive reinforcement. 
10 I have difficulties to give feedback to others about their mistakes.
11 I am able to use positive language.
12 I am able to listen more and talk less.

2.4.6 Integrity management

Integrity can be defined as “the quality of being honest and having strong moral 
principles” (Merriam-Webster). Integrity is “the act of behaving honorably, even 
when no one is watching”. 

There are some character traits related to integrity, namely gracious, respectful, 
honest, trustworthy, hardworking, responsible, helpful, patient. Integrity is more a 
quality than a skill, but it can still be developed over time. In addition, integrity is 
doing the right thing, through words, actions and beliefs.
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Having a high level of integrity at work means that the person is:
• trustworthy and reliable,
• practices and encourages honest communication,
• is responsible for their actions.

People who are trustworthy and conscientious are reliable. 
Daniel Goleman, the author of several books on emotional intelligence, identified 
certain behaviors related to trustworthiness and conscientiousness that were con-
sistent in those with good emotion intelligence:
• Trustworthy people act with integrity;
• Integrity gives them credibility with those around them;
• When they say their word is their bond, you know you can rely on that;
• Their values are consistent with their actions;
• They are also prepared to confront those who act unethically and take a stand 
against unethical behavior, even if that is unpopular.

Integrity is crucial for credibility. 
In some jobs and areas of life, there is ambiguity about what is right and wrong, 
and particularly what is expected. Nevertheless, research shows that who act in 
accordance with their beliefs and inner values are more likely to be respected and 
to be happy, than those who allow themselves to be pushed into doing something 
that is not consistent with their personal values

Significance in times of crisis  

A strong leadership culture based on trust, honesty, empathy, and authenticity is 
essential in times of crisis. Business leaders must ask themselves what they can acti-
vely do to create a safe space that allows them to have open, honest, and trusting 
conversations, as well as recognize when they don’t have the answers. Integrity 
means being honest and have strong moral principles. 

Having integrity means express gratitude when other people help us; value honesty 
and openness; being responsible and accountable for our actions; respect ourselves 
and others around us no matter where we are; being reliable and trustworthy; 
helping those in need without sacrificing our own health; being patient and flexible, 
even when unexpected obstacles show up.

Self-assessment indicator statements
1 I often express my gratitude to employees/colleagues. 
2 I value honesty and gratitude.
3 I am able to take responsibility and accountability for my actions.
4 I struggle to earn respect in my organisation/department.
5 I am reliable and trustworthy.
6 I often find myself grateful for the life I have.
7 I am able to respect other’s opinions.
8 I am very sensible and patient (I can control my emotions).
9 I often find myself with difficulties to deal with untrustworthy people.
10 I am always consistent with my values despite the circumstances.
11 I have strong values and find it hard when the surrounding do not consider 

them.
12 I am able to understand and share the feelings of another.

2.4.7 Motivation
Motivation is what pushes us to achieve our dreams and improve our sense for life. 

The definition of motivation involves:
• Being proactive in face of changes and discover new opportunities in distinct 

situations and environments;
• Conceive innovative ideas/plans;
• Know how to make decisions and act accordingly. 

Motivation skills in management are the qualities that managers can use to inspire 
and empower team members/employees to succeed. 
Motivation is about providing people with the means to achieve their goals, and 
about ensuring that the individual’s goals and the organisation’s goals are aligned to 
some degree. For someone working in the field of helping professions, it is primarily 
important to have an attitude to motivate people around and to be motivated to 
react and act with positive attitude towards difficulties. 

Motivational management skills are the qualities that managers can use to inspire 
and empower others. Motivation can increase happiness; inspire people and teams 
to inspire them to feel more connected and engaged and, create a positive workplace 
culture.
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Motivation is one of the three areas of personal skills that are integral to the con-
cept of emotional intelligence.

Daniel Goleman identified four elements that build motivation:
• Personal drive to achieve: desire to improve certain standards;
• Commitment with personal or organisational goals;
• Initiative to reach opportunities;
• Optimism to keep going despite the setbacks, also known as resilience.

“If you want to live a happy life, tie it to a goal, not to people or things”. 
Albert Einstein.

Having the awareness of where we wish to be, and an understanding of how we 
plan things or actions to get there, is crucial to stay motivated. To have initiative is 
part of keeping motivation. Initiative combines courage and a good sense of risk 
management. The sense of risk management is essential to ensure what are the 
right opportunities and what is the appropriate level of risk to take.
Courage is necessary to overcome the fear under new opportunities, that most of 
the time means changes in life.

Significance in times of crisis  

Crisis is an extreme form of change, and keeping motivation is essential – what 
people feel and how they think (internal cognitive process). 
A motivated person is able to pass by crisis situations and to react to them posi-
tively. When in crisis, keeping motivated is essential to see things clearly and from 
different perspectives.  A motivated person can interact and relate to others ef-
fectively, because he/she has in mind what is really important to do and how to 
act in that precise moment.  A motivated person is able to face and solve conflicts, 
doubts and even feel others’ experience. 

Motivation is the state of mind which pushes all human being to perform to their 
highest potential, with good spirits and a positive attitude. Therefore, one of the 
most important skills of client-centered help and support on social level is a suffi-
ciently high level of motivation. 

Self-assessment indicator statements

1 I can identify the emotion I am feeling at any given moment.
2 I often find myself discovering new opportunities in simple situations of daily life

3 I can build a relationship based on motivation.
4 I am aware that my motivation is often in a low level.
5 I am able to maintain a positive attitude despite the situation.
6 I have initiative to get others involved in a project.
7 I am motivated to achieve the goals proposed.
8 I often build clear goals for myself.
9 I am on the lookout for new opportunities.
10 I believe that everyone can improve motivational skills.
11 I find myself trying to commit with organisational goals even when they are not 

“the right ones’” in my perspective.
12 I have the courage to overcome the fear of the unknown inherent in new op-
portunities.

2.4.8 Negotiation
Negotiation is the process that can be used to address and solve disagreements 
between people, and find a common place. Whenever people are together, socially 
or at work, conflict and disagreement can arise. People have different needs, wishes, 
aims and beliefs and they can clash. Negotiation is needed in order to reach agree-
ment without causing future resentment and arguments among people. 

What is negotiation? It is not always formal but it can help if there is a process with 
a set of stages.
Negotiation intends to achieve a common place where people make compromises 
to get the best possible outcome for each ones’ position. The key to a successful 
negotiation is seeking a mutual benefit with principles of fairness. General negotia-
tion skills can be learned and developed. Negotiation skills can be of great benefit 
in solving differences between people.

Negotiation skills are abilities that allow reaching a compromise. These are often 
soft skills as communication, persuasion, planning, strategizing and cooperating.  
Negotiation is a method by which individuals resolve differences. It is a process 
through which a compromise or agreement is reached, while avoiding arguments 
and disputes. There are at least six stages of negotiation – preparation, discussion, 
clarification of goals, negotiate towards a win-win outcome, agreement, and imple-
mentation of a course of action.
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In any negotiation there are three elements very important to achieve the ultimate 
goal of the negotiation:
1. Attitudes;
2. Knowledge;
3. Interpersonal skills.
Negotiation is influenced by attitudes related with issues respecting the perso-
nalities involved and their personal need for recognition. Knowledge about the 
situation is the key factor to achieve good results in the process of negotiation, 
preparation is essential.

Good interpersonal skills are crucial for an effective negotiation, in formal and 
non-formal negotiations.

Interpersonal skills for an effective negotiation are: 
• Effective verbal communication;
• Listening;
• Reducing misunderstandings (reflection, clarification,…);
• Rapport building (strong relationships based on mutual respect);
• Problem solving;
• Decision making;
• Assertiveness;
• Dealing with difficult situations.

There are some key negotiation skills as Communication, Active listening, Emotio-
nal intelligence, Patience, Adaptability, Persuasion, Planning, Integrity, Problem-sol-
ving, and Decision-making.  

Significance in times of crisis  
Crisis is an extreme form of change, and negotiation skills are crucial – reaching a 
compromise so that everyone’s goals are attended, or at least, to reach an agree-
able solution for all involved. It is necessary to “give and take” in this process and 
to be prepared to negotiate.

Therefore, one of the most important skills of client-centered help and support on 
social level is a sufficiently high level of negotiation skills.

Self-assessment indicator statements

1 Is not easy for me to reach a compromise.
2 I often find myself trying to manage relationships that are not based on mutual 

respect.
3 I often find myself reflecting about the problem/situation upon negotiation.
4 I am clear and concise in communication. 
5 I can persuade others to achieve the most suitable outcome.
6 I can face tedious or uncomfortable situations without losing control of my emotions 

or giving up in defeat.
7 I am able to adapt to changing environments and work processes. 
8 I find myself in stress when I have to deal with differences in employees/colleagues 

in order to negotiate.
9 I am able to prepare, plan and think ahead.
10 I follow moral and ethical principles in all aspects of my life.
11 I am able to see the problem and find a solution.
12 I am able to react decisively.

2.4.9 Presentation management

The presentation of information with clarity and effectively is a key skill to have our 
message delivered. Presentation skills are required in almost every area, and most 
of us have to give presentations on several occasions.

For some people presentation is their stride, for others is a challenge. It is possible 
to improve presentation skills. Many people feel terrified when asked to talk to 
small or big groups. This fear can be reduced with good preparation, which is also 
the key to make an effective presentation.

There are different types of presentation:
• Presenting or make a speech at a conference.
• Objecting to “something” in a meeting.
• Presenting at a job interview.
• …



All types of presentation require preparation depending on the audience and 
subject of the presentation. Good speakers know that they need to do a presenta-
tion in a way in which the audience can take the words that they say. Good speakers 
possess certain qualities and personality traits. What are these qualities? How can 
the generality of people develop them? 

Good speakers should:
• be well prepared;
• deliver unique messages and ideas;
• provide actionable content;
• make complex issues seam simple;
• have charisma;
• be open to questions;
• share and give instead of sell and take.

Presentation skills can be defined as a set of skills that enable us to: interact with 
the audience/recipient; transmit the message with clarity; engage the audience in 
the presentation; and understand and interpret the mindset of the listeners.

Significance in times of crisis  

Presentation skills in time of crisis are essential as it is necessary to pass the mes-
sage clearly. Managers need to be able to communicate clearly, concisely, and in a 
timely manner during times of crisis. They need to be able to remain calm and focus 
on relaying pertinent information as quickly as possible. The ability to communicate 
information accurately, clearly and as intended, is a vital skill. In time of crisis it is 
very important to stay in control of communication. The attention must be focused 
on the needs and concerns of the audience/recipient. 

Therefore, one of the most important skills of client-centered help and support on 
social level is a sufficiently high level of presentation skills. 

Self-assessment indicator statements

1 I often feel that I am not prepared to do presentations to big audiences.
2 I am able to communicate clearly by using simple words.
3 I am able to engage people’s attention.
4 I find myself struggling with time management when I am presenting.
5 I feel that I can use verbal and non-verbal language to present my ideas
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6 Controlling the tone of my voice in presentations is difficult for me.
7 I feel pressure when I have to answer the questions posed by the audience.
8 I am calm when I do a speech to report a crisis situation.
9 I fell that I can be persuasive to convince employees/colleagues.
10 I have a consistent speech when in pressure.
11 I am self-confident and manage well my emotions when presenting.
12 I always prepare myself ahead a presentation.

2.4.10	 Problem solving

Making decisions and solving problems are two important areas in our life. We face 
countless decisions and problems every day. 
Problem solving skills are highly sought after by employers. Many organisations rely 
on their employees to identify and solve problems. 

In order to be effective at problem solving some key skills are required, such as:
• Creativity;
• Researching skills;
• Team working;
• Emotional intelligence;
• Risk management;
• Decision making.
A definition of problem-solving is the ability to define a problem, determine the 
cause of it, identify, prioritize and select alternatives for a solution, and implement 
a solution. 
Problem-solving is the process of analysing a problem and solving it in the best 
possible way for a given situation. Critical thinking and analytical skills are required 
for problem solving. 

Problem-solving starts with identifying the issue, coming up with solutions, im-
plementing those solutions, and evaluating their effectiveness. This ability to solve 
problems is a basic life skill, and it is essential to our day-to-day lives, at home, at 
school, and at work. 
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Problem-solving is connected with troubleshooting management skills. Trouble-
shooting is “Identifying and prioritizing problems; sort out the many facets of a 
problem; proactively contribute with ideas/answers regarding the problem while 
considering respective consequences; ability to solve novel and ill-defined problems 
in complex and real-world settings.” 

“People who can define problems, consider options, make choices, and implement 
a plan have all the basic skills required for effective problem solving.”

Effective problem solving usually involves working through a number of stages:
1. Identifying the problem: detecting and recognize that there is a problem.
2. Structuring the problem: observation, inspection, fact-finding and “take the pictu 

re of the problem”, finding goals and barriers is a part of the structuring.
3. Looking for possible solutions: thinking about possible solutions to the identified 

problem. 
4. Making a decision: analysis of the different courses of action and select the best 

solution. Decision-making is a skill in itself.
5. Implementation: accept and carry out the chosen course of action.
6. Monitoring: checking that the process was successful.

Management needs employees and managers with problem-solving skills well de-
veloped. The way the management faces situations and problems related to the 
transactional context where organisations operate, is vital for the continuity of 
business.
In order to solve problems, it is required to have a good proficiency in the skills: 
good judgement, reasoning, critical thinking and creativity.

Significance in times of crisis  

Crisis is an extreme form of change, and keeping a clear mind is essential to make 
good decisions.
Solving-problems in time of crisis is being able to define problems, consider options, 
make choices and implement a plan. Prioritize is essential when in crisis. Being able 
to clearly identify what is the most important thing to do in a given circumstance 
or situation, is the first step to start solving-problems. 

Therefore, one of the most important skills of client-centered help and support on 
social level is a sufficiently high level of problem-solving.

Self-assessment indicator statements

1 I can decide what to do quickly when faced with diferent scenarios where I am 
called to choose one.

2 I am able to establish priorities.
3 I am able to evaluate options accurately.
4 I can anticipate outcomes and see logical consequences.
5 I am not comfortable with difficult situations.
6 I find it difficult to manage my emotions during a hard situation/problem.
7 I am able to analyse problems with employees/colleagues.
8 I am able to gather information and select the important one to solve a problem/ 

situation.
9 I spend more time than I should seeking for new solutions. 
10 I feel comfortable with the decisions I take.
11 I can give problems their proper weight and context.
12 I often feel that I have difficulties in facing problems in the right sequence.

2.4.11	 Stress management
Stress is a reaction to excess pressure. This pressure may have origin from personal 
and work situations. The dictionary definition of stress includes hardship, strain, 
physical, emotional or mental pressure.
Nowadays, a major part of world population deals with stress due to several fac-
tors. Stress is normal in life, huge levels of stress are not normal. The ability to 
manage and to deal with stressful situations is necessary for a happy and healthy life.
Different people find different things stressful, and can cope with different levels of 
pressure before “becoming stressful”.

There are a number of common signs and symptoms of stress such as anxiety and 
tension. It is very important to learn to recognize stress triggers, and find effective 
ways to manage stress.

Stress in workplace is very common. It is very important to tackle the causes of 
stress in the workplace to avoid problems for employees, teams and to the orga-
nisation as a whole. Managing stress in the workplace is an essential part of both 
individual and corporate responsibility.
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Stress Management is the ability to control stress level by practicing self-care, rela-
xation and teaches some techniques to deal with stress when it occurs. It is a “set 
of techniques and programs intended to help people to deal more effectively with 
stress in their lives by analysing the specific stressors and taking positive actions to 
minimize their effect” (Gale Encyclopedia of Medicine).

Stress Management is defined as the tools, strategies or techniques that reduce 
stress and diminish the negative impacts stress has on our mental or physical well-
being. A diversity of techniques can be used to manage stress, including mental, 
emotional and behavioral strategies.

Relaxation techniques have been developed in order to help people to deal with 
stress by learning to relax:
• Mindfulness: living in the moment and appreciate it to the full;
• Music therapy: effect of sounds;
• Self-hypnosis: simple technique to feel more relaxed by stepping away stress;
• Laugh-therapy: laugh helps to relax.

Effective stress management helps break through the waiting stress in life, so that 
people can be happier, healthier, and more productive. The ultimate goal is a balan-
ced life, with time for work, relationships, relaxation, and fun - and the resilience to 
hold up under pressure and meet challenges head on.

Significance in times of crisis  

Crisis is an extreme form of change, and stress management is crucial - the use of 
specific techniques and strategies to deal with stress-inducing situations. It is neces-
sary to make immediate choices and allocate resources, even when under stressful 
conditions. Developing coping strategies since early ages in life, allows people to 
manage stress in difficult situations. 

Stress management is the process of acquiring and practicing a variety of cognitive 
and behavioral techniques that are aimed at managing and coping with stress. Co-
ping with stress effectively is all about finding a balance and keeping it at manageable 
levels. Therefore, one of the most important skills of client-centered help and sup-
port on social level is a sufficiently high level of stress management.

Self-assessment indicator statements

1 I am able to limit unnecessary stress.
2 I often find myself struggling in order to say “no“.
3 I am able to analyse my schedule and prioritise my tasks by level or urgency.
4 I can limit the amount of time I spend with people who stress me out.
5 I am able to identify how I can limit stress in a specific situation and take control of it.
6 I always keep things in perspective and focus on positive thinking.
7 I am able to make my feelings known (instead of bottling them up). 
8 I am able to communicate my concerns in an open and respectful way.
9 I can deal with problems “head on”, and do my best to anticipate and prevent them.
10 I am able to manage time to avoid stress.
11 Whenever I find myself in situations than can generate stress, I often use stress 

management tools.
12 I often feel that the process of dealing with or controlling things or others 

makes me anxious.

2.4.12	 Teamwork management

The definition of teamwork is the “ability of team members to work together, com-
municate effectively, anticipate and meet each other’s demands, and inspire confi-
dence, resulting in a coordinated collective action.” (International Encyclopedia of 
the Social & Behavioral Sciences).

Teams and groups: The word ‘team’ is used loosely to mean a group of people 
working together to achieve a common aim. Some academics, however, suggest that 
this is a better definition for ‘group’, with ‘team’ being reserved for much closer 
relationships, such as that seen in a small singing choir.
The dynamics in a group can change over time due to the knowledge that people 
get, the functioning of the group will change.
Several studies show that the most effective groups are diverse, as they contain 
people with a wide range of skills and role preferences.
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Teamwork requires work in team and in cooperation and commitment to the or-
ganisation. It is “contributing actively in a group to achieve a common goal; sharing 
resources and responsibilities; and encourage the participation of all group mem-
bers.” (Soft Skills Lexicon, ULISSE Consortium Parties, 2020, p. 12). 

Teamwork skills such as communication, conflict management, listening, reliability, 
and respectfulness, among others, must be developed. 

Meredith Belbin identified a set of nine roles shown by people working in groups: 

1. Shaper – has a clear idea of the goal and direction to take;
2. Implementer – looks ways to act and to take things done;
3. Completer-Finisher – focuses on completing tasks;
4. Coordinator – leader, manages the group dynamics;
5. Team worker – supports personal relationships in the team;
6. Resource investigator – gathers resources to help the team;
7. Plant – gives ideas and creative solutions;
8. Monitor-Evaluator – critical, assesses ideas and solutions, helps decision-making;
9. Specialist – gives expert knowledge to the team.

Significance in times of crisis  

Teamwork in time of crisis is being able to effectively collaborate for long-term 
commercial/business success. Especially in a crisis, organisations need to bring to-
gether experts with unique, cross-functional perspectives in order to quickly solve 
complex and rapidly changing problems that have long-term implications. Diver-
sity of experience allows a group to see risks and opportunities from different 
angles, so that it can give rise to new solutions and adapt dynamically to changing 
situations. Therefore, one of the most important skills of client-centered help and 
support on social level is a sufficiently high level of teamwork.

Self-assessment indicator statements

1 I am able to communicate clearly my ideas with the group. 
2 I am able to communicate with simple language.
3 Teamwork at my organisation/department may be stressful. 
4 I often feel that team members are judging me.
5 I can work in-group depending on the group members.
6 I find myself making bad judgement of team members’ actions when they do not 

agree with my opinions.

7 I can respect others’ opinions when mine are respected.
8 I am able to emotionally understand what other people feel.
9 I often find myself giving others positive reinforcement. 
10 It is not easy for me to give my honest opinion when working in-group.
11 I am able to work in teams where ideas are discussed before reaching a decision.
12 I struggle with myself when I am in a team where people are always “fighting” 

for their own goals.

2.4.13	 Technical skills
Technical skills can be defined as “sets of abilities or knowledge used to perform 
practical tasks in the areas of science, the arts, technology, engineering, and math.” 
(Merriam-Webster). They are learned abilities acquired and enhanced through 
practice, repetition, and education. 
They are specific job-related abilities, like business intelligence/analytics; project 
management skills; stock analysis; data analysis; technical support, among others. 
These skills, among others, give managers the ability and the knowledge to use a 
variety of techniques to achieve their goals. In order to be successful in planning, 
leading, and controlling, managers must use a wide range of skills: technical, human 
relations and conceptual. 

Specialized areas of knowledge and expertise, and the ability to apply this knowle-
dge, compose the technical skills of a manager. 
Human relations skills include the ability to understand human behavior, to commu-
nicate effectively with others, and to motivate individuals to accomplish their goals. 

Conceptual skills include the ability to see the organisation as a whole, understand 
how the various parts are interdependent, and evaluate how the organisation rela-
tes to its external environment.
What is the role of technical skills in management? For several years education 
focused on hard or technical skills: math, sciences, languages, geography, among 
others. To have knowledge is important in order to apply it to practical situations 
and daily life.  Hard skills are necessary as the basis for any profession. Soft skills 
are required to advance and potentiate the level of hard skills at workplace and at 
social life. 



Take as example, a nurse that has the knowledge to apply a vaccine; but when facing 
the need to apply the vaccine to a baby she cannot do it. She feels fear and insecu-
rity. The lack of self-confidence is a soft skill that she does not have.
We all had teachers along our life, some good, some bad and a few excellent. The 
lack of empathy, generosity, reasoning among other soft skills makes the difference 
between being a good or a bad professional.
A manager that does not have the necessary technical skills is not a good mana-
ger.  A manager who doesn’t have some important soft skills will never be a good 
manager.
A manager can have the best analytical thinking to solve problems but if patience, 
active listening, creativity, and other skills are not present, he will not be able to 
solve the problem by having the best analytical thinking.

Significance in times of crisis  

Crisis is an extreme form of change. Technical skills in time of crisis are necessary 
as they refer to practical and job-related skills. They are specific skills, knowledge 
and abilities necessary to perform a specific task or role. There are three types of 
skills that are essential for a successful management – technical skills, conceptual 
skills, and human or interpersonal skills. In time of crisis managers need to embrace 
their full potential (of management skills) and guide the works, the people, so that 
short and medium-term solutions are quickly found. It is necessary that they con-
vey confidence and assertiveness in their decisions, because people are looking at 
them, are relying on them. 

Self-assessment indicator statements

1 I am able to plan ahead.
2 I find myself stressed when I have to coordinate the work (of an entire department).
3 I am able to communicate effectively with team members.
4 I have some difficulties in coordinating teams due to my lack of patience to repeat 

myself.
5 I am able to manage projects.
6 I can clearly allocate human resources to several projects.
7 I have difficulties to think strategically when I am in a stressful situation.
8 I often feel the need to get advises from other managers regarding strategic 

issues. 
9 I have no patience to manage conflicts between employees/colleagues.
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10 I often find myself revising my strategy and goals to achieve.
11 I often find myself having difficulties in concluding all the tasks on time.
12 I am able to adapt rapidly to situations.

2.4.14	 Troubleshooting management
The ability to adopt a systematic approach towards identifying and then solving a 
problem or issue at hand is referred to as one is troubleshooting skills. In simple 
words, troubleshooting skills are the problem solving abilities of a person.
Troubleshooting can be defined as the analyses and solving of serious problems for 
a company or other organisation (Merriam-Webster). 

Troubleshooting is the process of solving problems. Ideal problem solving skills 
mean that one should start by gathering as much information as possible in order 
to define the actual problem, and provide the best possible solution, generating 
and evaluating all possible solutions. Then, it is important to follow up and check 
whether or not the problem is actually solved. Depending on the level of develop-
ment of troubleshooting skills, the success in preventing problems from occurring 
is higher.  “Problem seekers are usually more creative than problem avoiders”. 

Troubleshooting skills are important in any organisation due to the need to:
• identify problems;
• build a common solution (if possible build it in teams) and;
• make a better future a possibility.

In summary, troubleshooting is “Identifying and prioritizing problems; sort out the 
many facets of a problem; proactively contribute with ideas/answers regarding the 
problem while considering respective consequences; ability to solve novel and 
ill-defined problems in complex and real-world settings.”

Significance in times of crisis  
Troubleshooting is also being able to identify the impact of a crisis in solving pro-
blems. It is a process which starts by identifying the elements of a problem (existing 
situation, desired outcomes, stakeholders). It is necessary to use specific tools to 
solve complex problems, and also to use group problem solving techniques. There-
fore, one of the most important skills of client-centered help and support on social 
level is a sufficiently high level of troubleshooting.
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Self-assessment indicator statements

1 I am able to identify a problem.
2 I can outline the main elements of a problem.
3 I often feel that I am not able to explain to employees/colleagues the changes 

needed to solve the problem.
4 I am able to identify the necessary resources to solve a problem/situation.
5 I am able to list the priorities, order and sequences in a problem.
6 I find it difficult to be creative when faced with difficult problems/situations.
7 I often find myself having difficulties in communicate my decisions.
8 I make it a habit to solve problems alone.
9 I spend more time than I should trying to get a common solution to the problem/ 

situation.
10 I am able to conduct an effective research.
11 I have problems on finding a consensus due to the lack of trust (on colleagues/ 

employees).
12 My organisation/department doesn’t function whenever there is a problem to 

solve.

2.5 Organizational skills
2.5.1 Cluster description
Organizational skills are skills that allow you to use your resources efficiently and 
effectively. Being organized means you manage your time, energy and workspace 
well and can accomplish all your assigned tasks successfully. Organizational skills 
can take different forms depending on your particular workplace and job title, 
but they typically involve maintaining an orderly workspace, meeting deadlines and 
communicating well with your team.

Organizational skills are a set of techniques used by an individual to facilitate the 
efficiency of future-oriented learning, problem-solving, and task completion. 
Organization requires the integration of several elements to reach a planned goal.

Organizational values represent the direction of joint action - what is important 
to us, invaluable and what we all stand for in the work or planned implementation 
activities. They determine the desired, important behaviors in a particular organi-
sation, common beliefs and principles that contribute to better cooperation and 
more effective achievement of goals. Those who live the values of the organisation 
in their work or activities and are aware of why this is good for them, see more 
meaning in the work they do.

Competences are the ability to effectively use knowledge and other abilities: per-
sonal characteristics, talents, personal motives, patterns of thinking, knowledge, 
skills, experience and thus values. Competences result in the individual ability of 
the employee to perform a certain job efficiently and with quality. It is extremely 
important for the implementation of more complex tasks that we have the appro-
priate competencies. A competent person knows what needs to be done, knows 
how to do it and does it effectively.

The presence or the level of development of competence is manifested only throu-
gh effective behavior. When defining competencies for a certain field of work, it 
is therefore important to define behaviors - that is, how these competencies are 
concretely manifested at work, how “competent employees” behave. Namely: wi-
thout defining key behaviors, competencies are practically useless, as we do not 
know how they are reflected in the concrete behavior of employees. Conversely, 
employees do not know what behaviors to train in order to develop a particular 
competency.
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2.5.2	 Adaptability and flexibility
Change comes to our lives as a result of a crisis, as a result of choice or by a 
chance. In all three situations, we are facing the choice – do we make a change or 
not? In crisis situations, we actually have no influence over planned and conscious 
decision-making. The situation surprises us and adjustments are needed. These are 
often the cause of many emotional and even health problems. We cannot avoid the 
unexpected events (crisis) in our lives, as it is these events that challenge us and 
force us to step out of our comfort zone. If we ignore the challenge of change, on 
personal level we deny also the opportunity to learn and grow. 

Our resilience in life can become only stronger when we accept change and mana-
ge the challenges in a positive way. Coping skills are the methods a person uses to 
deal with difficult and stressful situations. They may help a person to face a situation, 
take action and be flexible and persistent in solving problems

Adaptability and flexibility are two of the very important qualities, highly seeking 
in various working sectors and under diverse conditions.  Both terms simply mean 
adaptation to certain circumstances or triggers (external and internal). 

Adaptability is a willingness to change or confront your own perceptions or ideas. 
Flexibility is more an ability to “walk toward others” and meet them halfway. Both 
are becoming more important in our everyday rapid changing societies and or 
workplaces and according to Forbes are among the eight skills people will need in 
the future workplace. 

The others are: empathy, humility, transparency, competent communication, emo-
tional intelligence and commitment to a vision. 
In the field of social sciences and in all spheres of helping professions and activities, 
including volunteering, the skills are very highly required and represented. 

Types of Adaptability Skills 

Adaptability can be defined as the ability to be creative and flexible in new situa-
tions. It is an important survival skill and it is often seen as a personality trait. Some 
people are more adaptable, and the others are more struggling. Accepting the un-
certainty of the future means planning one step at the time. Taking small steps out 
of big problems, which undoubtedly pandemic is, means differentiating between the 
things we can control and can’t control and in this way somehow cultivating adap-
tability in ourselves by learning it as a skill. 

As a soft skill, adaptability requires a number of others soft skills in order to be 
applied successfully. 

• Ability to learn (for those with developed adaptability skills, failure is just part of 
learning);
• Persistence (build more positive, encouraged and focused attitude, e.g. motiva-
tion, resilience); 
• Resourcefulness (search and find new resources and techniques) by demonstra-
ting creativity, problem solving, initiative; 
• Curiosity (one is not afraid of ideas, suggestions) is demonstrated in investigation, 
open-mindedness)
• Analytical skills 
• Strategic thinking 
• Negotiation
• Communication (oral, written) 

Types of Flexibility Skills 

Adapting to change requires flexibility. In the pandemic crisis, with all challenges, 
difficult circumstances, overall uncertainties people are facing complexity in change 
(physical, psychological, mental, medical, etc.). Flexibility and adaptability are the 
requirements. Many social researches are pointing out the necessity of social and 
emotional skills that will enable this process. Rigid personality traits and emotional-
ly illiterate inability to develop certain level of resilience can lead to more serious 
mental distress and even disorder.

To prevent that we point out three types of flexibility that help to adapt to change: 
1. Cognitive Flexibility – the ability to use different thinking strategies and mental 

frameworks; 
2. Emotional flexibility – the ability to dealing with one’s own emotions and emo 

tions of others; 
3. Dispositional Flexibility – the ability to remain optimistic and at the same time 

realistic. 

Significance in times of crisis  
Adaptation and flexibility are extremely important skills in working with people 
and in helping professions in general. When recruiting volunteers, both skills are 
an important recognized category for working in exceptional circumstances and 
under special conditions.



119118

Self-assessment indicator statements 

1 I am able to shift gears with minimal complaints.
2 My view of myself and my world is characterized by optimism and confidence.
3 My failures present opportunities for innovation.
4 I can readily imagine new uses for old ideas.
5 I recognize myself as someone who is able to change his/her position and modify 

him/herself accordingly
6 I am able to make concessions in my decisions if this allows an agreement to be 

reached.
7 I seek other peoples’ opinion.
 

2.5.3 Cooperation
Cooperation is essential for almost all aspects of life and work, and almost every 
imaginary job in a company means at least some joint efforts of team members to 
work together. Thus, cooperation in most sectors of the working world is essential. 
The definition of the word “cooperation” refers to working by working with some-
one else to create something or create something.

Collaborative skills enable employees to connect productively with other co-wor-
kers. Successful cooperation requires a spirit of cooperation and mutual respect. 
Employers typically look for employees who work effectively as part of a team and 
are willing to balance personal accomplishments with group goals. 

Types of Cooperation

1. Direct Cooperation – represents all those activities in which people do the same 
things together. For example, plying together, working together, carrying a load to-
gether or pulling the car out of mud together. The essential character of this kind 
of cooperation is that people do such identical function which they can also do 
separately. This type of cooperation is voluntary e.g., cooperation between husband 
and wife, teacher and student, master and servant etc.

2. Indirect Cooperation – in this type of cooperation are included those activities 
in which people do different tasks together towards a common end. This coope-
ration is based on the principle of the division of labour. People perform different 
functions but for the attainment of the common objective.

Cooperation is the most elementary form of social process without which society 
cannot exist. According to Kropotkin, it is so important in the life of an individual is 
that it is difficult to survive without it. Cooperation is the foundation of our social 
life. Cooperation for human beings is both a psychological and social necessity. The 
physical mental and even the spiritual needs of the individual remain unsatisfied if he 
does not agree to cooperate with others. Cooperation helps society to progress.
The idea of cooperating in the field of work, projects, tasks or providing services in 
the field of volunteering seems simple. But it is undoubtedly much more than that.

If you want to collaborate with others, be sure to include all the elements of suc-
cessful collaboration:
1. Clear definitions and agreements on the role of partners in the cooperation 

process. 
2. Open communication in groups to exchange information needed to carry out 

tasks.
3.  Agree on objectives and methods for completing projects or tasks. Do not con 

tinue until the agreements of all team members have been confirmed.
4. Recognition and respect for the contribution of all participants.
5. Identification of obstacles and problem solving in the cooperation process.
6. The goals of the group are above personal satisfaction and / or recognition. It is 

crucial that the desired results of the project or task are brought to the forefront 
- not individual goals.

7. Willingness to apologize for any wrong steps, directions, or decisions.

In the processes of cooperation, we include a number of important communication 
and organisational elements, such as:

• active listening to group members
• negotiating roles that take advantage of individual benefits
• analysis of problems without blaming
• finding consensus on goals and processes for successful execution of tasks 
• delegation of tasks through open discussion 
• willingness to find solutions to problems
• facilitating group discussion
• identifying barriers to success
• investing the time and energy needed to complete tasks
• maintaining a sense of humor whenever possible
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• heard perspective of quieter co-workers
• meeting deadlines for individual contributions
• recognition of contributions from other contributors
• recognition of strengths and weaknesses of employees
• selection of compatible partners in the implementation of the task
• sharing feelings of frustration or dissatisfaction when they arise
• respect among team members
• taking responsibility for mistakes
• keep employees informed about project / task development
• striving to fulfill group commitments.

Although cooperation in today’s workplace is often described as necessity of “soft 
skills” application, it is just as important as hard skills such as educational back-
ground and / or technical knowledge. And while productive collaborative skills may 
not be innate to some individuals, they can be easily learned and practiced to 
perfection. 

Significance in times of crisis  

A major determinant of how societies and individuals handle crisis like pandemic 
is cooperation. Particularly in crisis voluntary organisations and volunteers need 
to pull together cross-functional perspectives to alleviate rapid changes, complex 
problems that have long-term implications. 

Self-assessment indicator statements 

1 I am able to actively listen to others
2 I am able to analyse problems without blaming. 
3 I am always meeting deadlines for individual contribution. 
4 I am respected among team members. 
5 I am striving to fulfil group commitments. 
6 I take full responsibility for my mistakes.  
7 I am willing to find solutions to the problems. 
8 I am able to negotiate roles that take advantage of individual benefits.

2.5.4 Planning and situational assessment
Planning is setting planning goals and tasks for the planning period based on foreca-
sting and defining the necessary resources for their realization. The result of plan-
ning is a plan, which most often takes the form of a written document. The planning 
goal is the result that the association wants to achieve during the planning period.

Planning can be defined as a future-oriented human activity. It covers the process 
of thinking about the future possibilities and dangers that the society may face. We 
can say that this is an organized way to reduce the uncertainty and business risk of 
the association in the future. Planning or thinking about the future in parallel with 
thinking about the past and the present is a complex activity that aims to actively 
influence future events in order to lead them to the future desired state of the 
company. How to achieve the greatest possible business performance and how to 
reduce the risk of future business decisions - these are the two main reasons for 
serious planning in the company. Planning, as the first function of management, is a 
continuous process that ensures the necessary changes to plans and the prepara-
tion of new ones based on feedback, including control.

In order to make the preparation for planning as concrete, efficient and, above all, 
successful as possible, it is good to follow a few recommendations:
1. Goals setting – students who set goals and are tasks oriented invest their time 
in ways that need to achieve their goals; 
2. Reduce distraction – put away  unnecessary distraction from environment and /
or social media; 
3. Set time limits – allocate specific times to tasks and then stick to those times. 
When time runs out move on to the next task; monitor your time and set deadli-
nes; 
4. Reward achievement  - when students achieve goals it is important they are 
rewarded for their efforts in managing their time effectively; 
5. Master the schedule 

Strategic planning includes assessing the company’s essential problems (threats) and 
opportunities, checking and establishing the basic concepts of the company’s deve-
lopment, providing opportunities for the company’s long-term business success and 
predicting likely business results. Based on strategic planning, the company decides 
on its growth, makes short-term - tactical and operational - decisions, responds to 
changes and demands of the environment and, if necessary, reorganizes operations.
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Tactical planning is linked to strategic plans, while taking into account the company’s 
operations in the past year and taking into account all important changes in the 
internal (within the company) and external environment (in the environment that 
has an impact on the company’s operations). Since the plan is designed for the 
short term (business or calendar year), we can assess the impact on the company’s 
operations with considerable certainty (more than with long-term planning) and 
predict the development of events based on the decisions made.

Operational planning is limited to shorter periods of time, and its basic tasks are 
to ensure the continuity of the planning process and the greatest possible short-
term (monthly, quarterly, half-yearly) performance of the association. The subject of 
operational planning of business functions are individual business functions in the 
company (sales, procurement, production, finance, etc.), and the planning criterion 
is the optimal utilization of given capacities.
All strategies are just a piece of paper if not implemented properly. We often hear 
people complaining about procrastination. This is one of the most common rea-
sons for task failure. Timely execution of priority tasks becomes our main step in 
planning. 

The daily work plan allows us to determine the course of the day and thus gradually 
progress towards our goals. Every day counts both urgent and important tasks that 
need to be balanced, starting with the most important tasks before everyone else. 
Breaking your goals into pieces makes it easier to progress and achieve them. We 
also suggest that you divide the time into “focus” days and preparation days. Prepa-
ring for task planning is extremely important from this point of view.

One of the very useful planning tools is the so-called Eisenhower matrix, which is 
presented below:

The Eisenhower Decision Matrix

Planning decisions are often made quickly; sometimes in the absence of a thoughtful 
analysis of available data.  A Situational Assessment is  a systematic process to ga-
ther, analyse, synthesize and. communicate data to inform planning decisions. Infor-
mation from a situational assessment can be used to inform the goals, objectives, 
target audiences and activities of a different sectors’ strategies. 

Six strategic steps for conducting a situational assessment:

Step 1: Identify key questions to be answered

The first step in a situational assessment is to determine what you need to inform 
planning decisions. Use the three broad questions (and sub-questions) to shape the 
direction of the situational assessment and develop your research questions:

1. What is the situation? 
2. What influences are making the situation better and worse?
3. What possible actions can you take to address the situation?

Urgent Not urgent

Important
DO 

Do it now

DECIDE 
Schedule a time 

to do it

Not important
DELEGATE

Who can do it for you? 
DELETE 

Eliminate it
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Step 2: Develop a data gathering plan
Questions you develop in the first step will determine data needed. Too much data 
can become overwhelming; . Ensure your data gathering plan includes diverse types 
of data (e.g. community social or health status indicators, environmental scans, or 
best practices); different methods of data collection (e.g. surveys, document review, 
and literature review); and varied sources of data (e.g. partner organisations, com-
munity, umbrella of voluntary organisations and/or government).

Step 3: Gather the data 
Now that you have identified the research questions and developed a data gathe-
ring plan, the next step is to collect data. It is important to note that there are two 
types of data collection - primary and secondary data collection. Primary data is 
data that you and your situational assessment team collect yourselves; secondary 
data is collected by someone else; for example, by the provincial or federal gover-
nment, a researcher, or a partner organisation.

Step 4: Organize, synthesize and summarize the data
A SWOT (Strengths, Weaknesses, Opportunities, Threats) analysis or a Force Field 
Analysis can help to determine to detect or/and improve the situation.

Step 5: Communicate the information
Colleagues, partner organisations and decision makers are all interested in your 
findings. Therefore, it is important to communicate key findings to each of your 
stakeholders in a manner that is understandable to each distinct audience.

Step 6: Consider how to proceed with planning
It is now time to utilize your findings and decide on your next steps. Consider what 
are your next steps in the planning process. Could you proceed, or must revisit 
research questions, project scope or resources. 

A situational assessment, although time consuming, is an important part of planning 
an evidence informed program. The steps, highlighted above, simplify the process 
into easily manageable, strategic tasks. T

Significance in times of crisis  
A volunteer, especially in times of crisis, needs a range of knowledge, skills, and 
competencies developed at a high enough level to master the field of volunteering 
works successfully. As volunteering becomes more specific and increasingly deman-

ding (new target user groups, the impact of different cultures, health status, social 
status, material status, Etc.), key skills, including planning as an important organisa-
tional skill, is crucial. Last but not least, the acquired skill from volunteering are also 
transferable to other sectors. 

Self-assessment indicator statements

1 I do the most important tasks at my best time during the day.
2 I avoid meetings that are time wasters. 
3 I don’t procrastinate. 
4 I use organized weekly/monthly time plan. 
5 I make a list of my strengths and weaknesses before I start planning
6 I have alternative plans up my sleeve in case of setbacks or pitfalls
7 I make plans as per my understanding and do not look for opportunities or re 

sources
8 I take the suggestions of my team in formulating a plan
9 I keep my team informed about all my plans, strategies and available opportunities
10 I am not afraid to take risks
11 Before sketching out a plan, I look for gaps and issues that might cause possible 

setbacks to my plan
12 I generate solutions through brainstorming and discussing with team members
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2.5.5 Prioritization and effectiveness
Prioritization is a key skill that you need to make the best use of your own efforts 

and those of your team. It helps you allocate your time where it’s most needed, 
freeing you and your team members from tasks that can be addressed later.
Prioritizing helps you allocate your time where it’s most needed, freeing you and 
your team members from tasks that can be addressed later. By knowing how to 
prioritize you can stay on track with commitments. 

Prioritization can also be a challenge when you’re working in a group, because each 

team member wants to have a say in what’s most important. Knowing how to pri-
oritize your tasks is an essential skill, because all of us have demands on our time 
and attention. With good prioritization (and careful management of reprioritized 
tasks) you can bring order to chaos, massively reduce stress, and move towards a 
successful conclusion.

At a simple level, you can prioritize based on time constraints, on the potential 

profitability or benefit of the task you’re facing, or on the pressure you’re under to 
complete a job. 

Most people prioritize what they need to do based on each task’s urgency and im-

portance – they focus on the most pressing, important jobs first, and do the others 
once these are complete. Although this is a good start, the reality is that there are 
sometimes other factors to consider. So using specific prioritization tools can make 
more sense.
When we talk about setting priorities (prioritizing), we are also talking about ef-
ficiency. Efficiency generally defines the extent to which time, effort, and cost are 
well spent on a planned task or purpose. Working effectively is important, In a more 
general sense, it is the ability to do things well, successfully, and without waste. 

Below are eight tips to effectively prioritize your tasks: 

1. To-Do List 
At the beginning of each day or week, create a to-do list that reflects what you 
want to get done. Try and set realistic expectations/goals too so you avoid disap-
pointment if you haven’t completed your tasks by the time you set. 

2. Regular review 
By regularly reviewing your workload, you’ll likely tick off several completed list 

items, giving you that feeling of accomplishment. Checking things off your list feels 
good and motivates you to do more.

3. Concentrate on the most crucial
Follow the 80:20 rule of workloads; 80 per cent of our work contributes less than 
20 per cent of its value, so focus on the most important 20 per cent in order to 
complete the most crucial tasks. This should increase your performance at work as 
the most important jobs are complete.

4. Set realistic deadlines 
It is important to accurately estimate the time each task will take you to do in or-
der to achieve and gain that sense of satisfaction. If you are too optimistic, this will 
only lead to disappointment.

5. Allow time for interruptions 
This may be difficult to allow for as you don’t know how many interruptions you 
will have but if you are likely to have some during a particular time of day then do 
the more urgent work during the times you are less likely to get interrupted. That 
way you can focus better and complete the tasks quicker. 

6. Structure your task loading
It is best to deal with each item on your list one at a time so you don’t chop and 
change between different tasks

7. Don’t let your inbox drive your workload
Allocate a time to check your inbox to avoid interruptions each time you receive 
an email.

8. Keep a log of your work (tasks) 
By keeping a log of your work, you will learn how long each task you do takes whi-
ch will help when you plan your week ahead, especially when setting realistic time 
scales for your all-important to-do list.

Significance in times of crisis  
During a crisis, cognitive overload looms; information is incomplete, interests and 
priorities may clash, and emotions and anxieties run high. In the field of working 
with people in crisis situations, efficiency and prioritization are therefore even 
more important, as many factors in the aid process are especially dependent on 
these two skills.
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Self-assessment indicator statements  

1 I am able to achieve most of the goals that I have set for myself.
2 In general, I think that I can obtain outcomes that are important to me.
3 I am able to successfully overcome many challenges.
4 I am confident that I can perform effectively on many different tasks.
5 Compared to other people, I can do most tasks very well.
6 Even when things are tough, I can perform quite well
7 I easily meet deadlines. 
8 I manage my workload effectively. 
9 I am able to use time wisely and avoid distractions. 
10 I have no problem adapting to change and re-evaluate my priorities. 
11 I am able to control stress when dealing with multiple tasks. 
12 I use to deal with the important tasks first and put secondary tasks aside.

2.5.6 Time management
When we talk about time management, we can say that it is about skills which allow 
you to prioritize tasks, avoid distractions and maintain focus. In the work area, in-
cluding voluntary work, it helps with setting and meeting deadlines, working on one 
task at the time and delegating responsibilities. The essential part how to manage 
ourselves is by managing our time. There are many reasons why time management 
is important. One of them is so called “positive cycle” that can dramatically improve 
many aspects in our life. 

Time management is a technique for using time more effectively. It is about organi-
zing professional and private tasks based on their urgency and importance. The first 
is to take care of the most urgent and important tasks, followed by activities that 
are not necessary, but still important. By setting priorities in your schedule, you can 
focus your time and energy where they are most needed.
Successful time management involves conscious planning and thoughtful decision 
making. It also involves keeping focused and prioritizing important tasks instead of 
derailing unimportant distractions.

Self-management is one of the strategies with which we set work goals and priori-
ties and achieve them effectively in a certain period of time. In fact, it is a process 
made up of seven basic elements: 

• Time analysis and evaluation (time awareness)
• Planning (lists of tasks to be done)
• Setting goals and priorities
• Scheduling
• Organization
• Establishing new and improved time habits and
• Monitoring (time, activities, etc.). 

Frequent time management traps

When you’re trying to manage time, it often happens that you get out of the way. To 
improve time management, you should try to avoid the following common pitfalls:

• Trap no. 1: Don’t make a to-do list. If you don’t know what needs to be done, you 
can’t. 

• Trap no. 2: Multitasking. Contrary to popular belief, multitasking is actually less 
productive than focusing on each task at a time. This is because our brains are 
not equipped to perform two tasks at the same time that require high-level brain 
functions. Some studies suggest that multitasking can lower our IQ because our 
attention span is split, and can even damage our brains.

• Trap no. 3: You don’t know how long a certain task takes. Can you write a report 
in one hour or will you need three hours? If you don’t know how much time a task 
takes, you can’t effectively manage the Seven Skills for Successful Time Management.

Significance in times of crisis  
Learning how to balance assignments and number of deadlines while you are 
working as volunteer will make it easier to adjust to possible future collaborative 
work environment. Having the skill of time-management means for the clients with 
whom the volunteers work, establishing cooperation and a level of trust that the 
mutual agreements will be realized. This is especially true in times of ongoing crisis.
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Self-assessment indicator statements  

1 I put off tasks that are not important. 
2 I prioritize my ‘to-do’ list. 
3 I find my plans are hindered by interruptions. 
4 I enjoy quality time with my family and friends. 
5 I delegate tasks that can be done by others. 
6 I find myself asking for extensions to deadlines in order to complete a task. 
7 I break complex tasks into small steps. 
8 I allow buffer time in my schedule to deal with the unexpected. 
9 I am stressed about deadlines and commitments.
10 Distractions keep me from working on critical tasks.
11 I have to take work home in order to get it done.
12 The tasks I work on are the ones with the highest priority.

2.6 Personal skills
2.6.1 Cluster description
Personal skills are the skills which relate to the approach of peoples’ actions and 
their manner of expressing. They are related with person’s behaviour and everyday 
attitudes in different fields of his actions, activities and personal involvements.  

Personal skills relate to how you express yourself. You can quickly tell the level of 
an individual’s personal skills by observing how they interact with others in the 
workplace and everyday life.  A person with deficient of these skills is not easy to 
deal with, and their presence can cause a rift in a team.  It is important to mention 
that it is much easier to work with people with well-developed personal skills and 
consequently contribute to creating a productive and effective environment. 
In short, we can say that personal skills are things we are good at – our strengths, 
abilities and attributes. 

The latter is especially important when the person is involved working in the field 
of social activities with volunteering. And undoubtedly, in crisis situations, well de-
veloped personal skills are the basis for volunteering activities. This is also the basis 
for acquiring, developing, and consolidating other social skills that are important 
for crisis situations.  

A person with well-developed personal skills: 

• says directly what she thinks or feels
• is able to listen carefully what you have to say without interruptions 
• treats you honestly, respectfully 
• behaves consistently 
• you can rely on her courtesy and professionalism
• is open to your comments, makes sure to understands
• works with you to solve the problem 
• is responsible for her actions
• is flexible and willing to adapt or make changes for the benefits of the team 
• recognizes and confirms your strengths and contribution  
• supports you in your ideas and is willing to contributes to build them 
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The SoCraTest cluster on personal skills contains four skills: self-awareness, critical 
thinking, self-motivation, positivity & optimism. Basis for the choice of useful skills 
Based on the need to understand crisis situations in the performance of voluntary 
work and as such does not belong to a specific professional approach in crisis 
management. It basically refers to a useful basis for acquiring soft skills for the 
general population, which is involved in providing services to voluntary and other 
organisations in crisis management and on this basis acquires the necessary and 
useful soft skills.

2.6.2 Critical thinking

Critical thinking allows you to make better decisions. It consists of mental pro-
cesses of the ability to judge well, analysis and evaluation. It includes possible pro-
cesses of reflecting in order to form a solid judgment that reconciles evidence 
with common sense. Critical thinking clearly involves synthesis, evaluation, and 
reconstruction of thinking, in addition to analysis. Critical thinkers gather infor-
mation from all senses, verbal and/or written expressions, reflection, observation, 
experience and reasoning. Critical thinking has its basis in intellectual criteria that 
go beyond subject-matter divisions and which include: clarity, credibility, accuracy, 
precision, relevance, depth, breadth, logic, significance and fairness. 

Thinking critically does not mean being blind we accept all the knowledge gained, 
but that we know how to evaluate them properly. Is something true or good just 
because most believe it to be true or good? Critical thinking is the search for a 
deeper truth. The critical thinker asks, “Is that true?” Critical thinking is the search 
for deeper reasons for certain actions. It refers to one of the basic lifelong compe-
tencies - learning to think.
Critical thinking and learning is one of the most important activities in adulthood. 

During this period, critical thinking is connected with our whole life, with the who-
le the spectrum of different areas in which we demonstrate critical thinking with 
originality, intransigence and the ability to find new alternatives.
We often associate or confuse critical thinking with logical, creative, or lateral thin-
king. However, the process of critical thinking is different from those listed shape. 
It contains many components, including mental and emotional, which, for example, 
significantly separates it from logical thinking.

Above all, the purpose of critical thinking is important in this: we are trying to 
see that our thinking, acting or behaving so far (or thinking and behaving others) 
is not necessarily the only correct or even the most appropriate. Through critical 
judgment, we discover new alternatives, from which we then choose the most ap-
propriate option for us, depending on the goals we want to achieve.

In general, we can talk about two types of thinking: convergent and divergent thinking.
Convergent thinking is characterized by the verticality of thinking, the item of whi-
ch is integrity and goal-orientation, usually from several options to the only correct 
solution.

Goal oriented 
problem 

Focused on producing 
ideas

Comprehesively

No problem 
orientation

Relaxed

Simultaneous 
activation more 
successive stages 

Simoultaneous 
activation of various 

content concepts

In successive stages

Gretaer breadth of 
attention 

Divergent thinking, on the other hand, is equated with creative thinking, which is 
characterized by flexibility and a multitude of ideas in a short period of time. Such 
thinking is lateral or horizontal, which could be said to be a conscious, deliberate 
trigger of intuitive thinking.



How do we find out that this is critical thinking? What processes are taking place 
then?

1. Critical thinking is a productive and positive activity: When we think critically, we 
perceive different behaviours, values, social structures, and other forms of occur-
rence, while being aware that other people are also convinced of the correctness 
of their actions and thinking.

2. Critical thinking is a process, not a result. Critical thinking is a constant questio-
ning of predictions; we always doubt, even about whether we have reached the 
highest level of critical thinking.

3. The occurrence of critical thinking depends on the circumstances in which it 
takes place. Critical thinking emerges primarily as thinking (expressed in writing or 
speaking) or as concrete action that has different outcomes in the environment.

4. Critical thinking can be triggered by positive and negative events. The prevailing 
view is often that critical thinking is the result of traumatic or tragic events we 
experience; and in doing so we question the correctness of our previous thinking. It 
is true that such events are more often a cause for reflection, but it is precisely the 
development of critical thinking that allows us to reduce the number of such cases. 
However, critical thinking is also triggered by pleasant events, during which we also 
wonder about the appropriateness of our previous performances.

5. Critical thinking is emotional and rational. Although critical thinking can be un-
derstood as a strictly rational process, emotions are actually essential in it. Namely, 
we often start solving problems differently when something happens that makes us 
sad, angry, and we feel resentment, joy, resentment and the like.

The process of critical thinking always takes place through stages, stages that lead 
the individual to the end result - a change in behaviour, thinking or some other 
decision.
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The stages of critical thinking can be called differently, but they are mostly the same 
activities. Stephan Brookfield named them as follows:

Triggering Event 

Assessment

Exploring and s
tudying of posibilities 

Integration

Developing 
perspective alterna-

tives 

Characteristics of critical thinkers:

• They are independent.
• They trust in themselves and in their thinking.
• They are future-oriented.
• They often use alternative approaches to experimentation.
• They look at the problem from different angles.
• They are interested in different areas.
• They reject established ways of solving problems.
• They have developed lateral thinking.



Critical thinking is important in all areas of our lives. It gives us new perspectives 
on already known phenomena, raises doubts about generally accepted truths and 
opens new paths for us. Based on this, we can say that in today’s age of rapid change, 
it is especially important on issues of socio-political aspect.

Significance in times of crisis  

By thinking critically – examining all sides of an issue, event or circumstances, 
reflecting on past experiences, and listening to what client (user) or other group 
members have to say – you could arrive at a breakthrough that moves your perso-
nal development forward in new and exciting ways. Critical thinking is a necessary 
important  personality skill in volunteering in the times of crisis. 

Self-assessment indicator statements  

1 I am able to highly demonstrate assertive and decisive ability when finding solutions 
for problems.

2 I know how to clarify problems and solutions easily so that other people can 
understand.

3 I usually take in into consideration different and varied perspectives when solving 
problems.

4 I am able to examine the implications and possible consequences to any particular 
action carefully.

5 I gather all the required facts and figures before starting to solve a particular 
problem.

6 I always seek to ask questions as a form of finding a sound basis to solving a 
problem.

7 I show less flexibility when it comes to changing strategies while dealing with 
certain problem.

8 I don’t feel comfortable and confident when seeking help or advice whenever 
stuck on solving any issue.

9 I find it challenging to arrive at a concrete conclusion after undertaking any evaluation.
10 I am able to present ideas and points in a logical order or outline.
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2.6.3 Positivity and optimism

We understand positivity in several personality traits, like thinking in an optimistic 
way, looking for solutions, expecting success and results, focusing and making life 
happier. It is positive state of mind where you: 

• don’t take things too personally; 
• enjoy the present moment; 
• do not worry much about the future; 
• focus instead of thinking about the past and difficulties rather to doing and achieving 

(relocation and reframing); 
• are tolerant, happy and good-natured. 

Emotions are associated with positivity: inspiration, joy, love. 
Thoughts are associated with positivity: thoughts of courage, success, certainty, 
self-esteem.

Positive psychology deals with the study and strengthening of the positive aspects 
of human life and mentality: issues of happiness, contentment, meaning, optimi-
sm, hope, perseverance, resilience, mental well-being, and other important positive 
aspects of human life and experience. It creates new insights into the importance 
of positive aspects of life for quality of life and mental and physical health; on the 
other hand, it develops methods and strategies to strengthen life skills and impro-
ve the quality of life. However, it should be emphasized that positive psychology 
is not a “happy psychology” that would strive to create constantly happy people 
who will always smile and always smile. Sickness, distress, pain, loss and trauma are 
a necessary companion of human life, as well as fear, anger, anxiety and other less 
pleasant emotions, as well as various mental distresses, problems and disorders. 

Positive psychology does not have the illusion that it can eliminate the less pleasant 
aspects of human life and experience: but it can do much to make us happier, more 
optimistic and better equipped to deal with less pleasant events and feelings when 
they happen - and it’s easier to beat them.

The dictionary definition of optimism is ‘hopefulness and confidence about the 
future or the success of something’ while positivity is ‘the practice of being, or 
tendency to be positive or optimistic in attitude.



An optimistic view of the world is the basis for satisfaction with your life. If I judge 
for myself that I have enough strength, resources and support in my current life 
situation, then I successfully use emotional energy to achieve goals and live in ac-
cordance with my values. Optimists have a characteristic pattern of thinking where 
they highlight what they have an impact on, focus on the here and now, and describe 
their future with positive expectations.

Active coping is the basis of behaviour to experience pleasant emotions. It is not 
enough to just be sure that we will succeed. The next step is very important, so that 
we can actively deal with the situation. In active coping, we control the situation 
to a greater extent and influence each subsequent outcome. Active coping is the 
basis for positive emotions. Positive emotions, on the other hand, are a new fuel 
for active coping.

The situation is represented by objective circumstances. We never evaluate only 
these, we add subjective perception to them. Therefore, the situation usually brings 
only 10 percent of the feeling of personal satisfaction. It would be different only 
if a very “catastrophic” thing happens to us, which is important for us subjective 
exchange (e.g., your loved one dies). In such a case, the impact is much greater, but 
it is true that such situations are very rare.

Optimistic
View on

the World
50%

Sitution
10%

Active Coping
40%

Learned optimism is a concept that says we can change our attitude and behaviors 
by recognizing and challenging our negative self-talk, among other things. It is the 
opposite of learned helplessness: a phenomenon whereby individuals believe they 
are incapable of changing their circumstances after repeatedly experiencing a stres-
sful event. 

Despite facing more difficult trials, optimists believe that such a trial or defeat is 
only a temporary obstacle. The ordeal is actually a challenge for them, and in order 
to overcome it, they work even harder. The concept of learned optimism advocates 
the fact that we can learn optimism. In doing so, we recognize our basic thoughts 
that influence behavior, and in the process of learning optimism, we actively chal-
lenge transitional beliefs.

Can we learn optimism?

Optimism can be learned by an individual, even if he does not have such a positive 
view of the world. Learning optimism can be a real stimulus for us, because with the 
right amount of effort we can look at the world and circumstances from a much 
more positive side.
Cognitive-behavioral techniques and rational emotional-behavioral therapies are 
approaches that are optimal for learning the optimism illustrated by the ABCDE 
model.

A - Adversity - a circumstance that requires a response. For some people, distress 
due to a problem is the end point. They wonder what the benefit of effort is and 
tell themselves that they can’t keep going and try, and then they give up. For others, 
the hardships are fair, as they are just a series of interesting challenges that then 
often lead to success.

B - Belief - how I explain the event. Beliefs are the ones that affect how we inter-
pret distress, and it is necessary to separate thoughts from feelings.

C - Consequence - ways of behaving, reacting and feeling. In the aftermath, we try 
to think about what consequences and behaviors more precisely arose because of 
the beliefs we had.

D - Disputing your Beliefs - When challenging our beliefs, think about your beliefs 
and look for examples that prove that those beliefs are wrong. Much of the skill of 
coping with failure involves learning how we can challenge our first thoughts in re-
sponse to setbacks. Interpretive habits are so ingrained that learning to effectively 
challenge these beliefs requires quite a bit of practice.
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E - Energization - the result of challenging our beliefs. Let’s consider how we feel 
now that we have challenged certain of our beliefs. At the same time, we can feel 
much more motivated and energetic for the next difficult trials, which we expe-
rience step by step as challenges and inspired to continue on the path to our goals.

The ten principles of well-being

1. Try to look at events as an optimist.
2. Try to plan your time well so that you have time for things that are important 

to you.
3. Focus on yourself personally important life goals.
4. Think of life as long and pleasant, not as short and tiring.
5. Spend your money on experiences, not material things.
6. Learn to be alert and use and practice a mindset pattern associated with gratitude.
7. Try to be politically open and tolerant of difference.
8. Focus your focus on holistic health, including psychological health.
9. Try to be open in interpersonal relationships and friendly to (new) people.
10. Don’t try to be happy, be active in thinking and behaving. Satisfaction and hap-
piness will follow you alone.

Positive Psychology Interventions: A great deal of research has been done in sup-
porting a client in applying interventions in positive psychology into their life. The-
rapists with a deeper understanding of the benefits of these types of interventions 
can not only help clients return to health or psychosocial homeostasis.  They can 
also help clients lead lives that are more fulfilled.
Positive psychology interventions, or PPIs, are a set of scientific tools and strategies 
that focus on increasing happiness, wellbeing, and positive cognitions and emotions. 

Significance in times of crisis  
Humans are not adapted to the long-term and invisible danger posed by the co-
ronavirus disease epidemic. Virus spread, measures, or restrictions, cause anxiety, 
stress, lonelines
One of the core elements of positivity in client-oriented approach of help is uncon-
ditional positive regards. It (UPR) is a practice by accepting, respecting, and caring 
about the clients; the volunteer (therapist) should operate from the perspective 
that clients are doing the best they can in their circumstances and with the skills 
and knowledge available to them. He/she cultivates the ability to attend sessions 
with their clients in a non-judgmental and caring capacity.  

Self-assessment indicator statements

1 I take positive attitude toward myself and others. 
2 I don’t give up easily. 
3 Others feel encouraged after talking to me. 
4 I have a good sense of humor. 
5 There’s nothing to worry about. 
6 I enjoy a challenge. 
7 I am so relaxed. 
8 My life keeps getting better. 
9 I state my opinion with confidence. 
10 My future looks bright.  
11 I am fun to be with. 
12 I am comfortable with life. 
13 I have friends who support me. 
14 Bad days are rare. 
15 There is no problem that is hopeless.

2.6.4 Self-awareness
The Definition of self-awareness involves being aware of different aspects of Self, 
like personality traits, feelings and behaviours. It is one of the first components of 
self-concept. 

Personality Traits: 
Psychological classification of different types of individuals we denote as Personality 
Types. Sometimes they are distinguished from personality traits – smaller grouping 
of behavioural tendencies.
People have unique personalities that make them who they are. There are many 
different types of personality traits, including some that are positive and some that 
are negative. A personality trait is defined as something about a person that impacts 
how they tend to think, feel and behave on an ongoing basis. Personality traits are 
characteristic of enduring behavioral and emotional patterns. 

Positive personality traits manifest themselves in many ways. When a person’s re-
gular behavior exhibits the same positive attributes time and time again, the asso-
ciated behaviors become definitive of their character.  



143142

The most common positive personality traits are being honest and taking responsi-
bility for one’s own actions and decisions. To get along with others adaptability and 
kindness are great traits, as well compassion, empathy, patience, loyalty, trustwor-
thiness, optimistic, reliable, fair, discreet, respectful, if we mention just few of them. 

Consider some of negative attributes we have to emphasize that you and everyone 
you meet have at least a few negative personality traits as well. For example, pro-
pensity for lying, a tendency to be dishonest, rigid, unable to empathize with others, 
being quick to anger, being disloyal, bossy, self-centered, rude, picky, or disrespectful. 
For someone working in the field of helping professions, it is first and foremost 
important to have good mental health conditions across the spectrum. Such person 
can be described as fully functioning person who tends in his/her personal develop-
ment to self-actualization. 

The fully functioning person is an individual who has “ideal emotional health.” Ge-
nerally, such person will be open to experience, lives with the sense of meaning and 
purpose, and trust in self and others. 
Her self-concept is constantly taking new information and experiences. Such indi-
viduals are in touch with their emotions and make a conscious effort to grow as 
a person. 

New scientific outcomes in neuroscience indicate that an area of the brain as the 
interior cingulate cortex located in the frontal lobe region plays and important 
role in developing self-awareness. Studies used the brain imaging to show that the 
region become activated in adults who are self-aware. 

Self-awareness is an important component of personal development, which is wi-
thout a doubt a life -long process. It represents a way for people to assess their 
skills and qualities, consider their aims in life and set goals in order to maximize and 
realise their potentials. Surrounding personal development there are many ideas, 
one of them is the Maslow’s process of self-actualisation. He suggests that all indivi-
duals have in-built need for personal development. The extent to which individuals 
are able to develop depends on certain needs being met in the form of hierarchy.

Maslow’s Hierarchy of Needs

The basic human needs have always been the need for food, beverages and body 
protection, both in clothing and the suitable place. However, in today’s complex 
environment, we need to add to the basic needs the needs for health and social 
care and education. Satisfying all of these basic human needs is now one of the fun-
damental human rights (UN Human rights and Freedom declaration).  

People today are not just trying to satisfy their basic needs, but also to live in pro-
sperity. It does also mean that people live in a safe, healthy and free environment. 
Prosperity is a prerequisite for human happiness and its real development. Life in 
prosperity does not make us happy by itself, but it helps us that we can be happy, 
satisfied and creative. The prosperity of social community and humanity as a whole 
should be the ultimate goals of the entire social structure. 

Self-
actualisation

Reaching full potential.
Becoming everything

one is capable of
becoming.

Aesthetic Needs
The need for beauty and order,

creativity, design and art.

Cognitive Needs
The desire for knowledge and to understand.

The need for meaning and predictability.

Esteem Needs
Feeling competent. Self-esteem and self-respect.

The respect of others, family, socially and at work.

Love and Belonging
Affiliation, feeling part of a group - family, socially and/or at work.

Giving and receiving trust, acceptance, affection and love.

Safety Needs
Feeling safe from potentially dangerous physical and psychological situations and

events. Security of health, work, money, routine and familiarity.

Physiological Needs
The basic needs of food, water, oxygen, shelter, temperature regulation, sleep and relaxation,

activity and exercise, sex.
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Significance in times of crisis  

The level of self-awareness is at a high enough level where a person is aware of 
their own limitations and strengths. Because he encounters vulnerable individuals 
in his work, she is able to clearly demarcate herself in relation to the client. In this 
sense, potential emotional and other abuses that can often result from unplan-
ned and non-intentional manipulations, too tight self-identification with the client’s 
experience, unresolved traumatic events of one’s own past, and the like. Therefore, 
one of the most important skills of client-centered help and support on social level 
is a sufficiently high level of self-awareness. 

Self-assessment indicator statements  

1 I watch how others react to me to understand which of my own behaviours are 
effective and which are not.

2 I can deal calmly, sensitively, and proactively with the emotional displays of others.
3 It’s easy to understand why other people feel the way they do.
4 When I meet some people I am aware of the physical reactions that signal sudden 

changes in my body.
5 I understand why other people feel the way they do.
6 When I feel a strong impulse to do something, I usually pause to reflect and decide 

whether I really want to act on it.
7 When I feel angry I can still stay composed.
8  I consider my “emotional temperature” before I make important decisions.
9 I can identify the emotion I am feeling at any given moment.
10 I can show empathy and match my feelings with those of another person in an 

interaction.
11 I think about the emotions behind my actions.

2.6.5 Self-motivation

Will, power, driving force, desire, interest, encouragement… All these words can be 
summed up in one: MOTIVATION. Motivation is the key to our actions. It directs 
our behaviors and reactions and determines our performance, including perseve-
rance and responsibility. By doing so, it marks our personality and with its power 
influences us to become what we are. In psychology, motivation is divided into ex-
ternal (extrinsic) and internal (intrinsic). It is important that the motives or desire 
for a certain activity come from us themselves. That’s when we talk about intrinsic 
or self-motivation. 

It is a term used to describe the characteristics of an individual’s behavior in various 
areas operation. It is the individual’s inner excitement that motivates him into a 
particular activity. It determines perseverance and enables focus in activities on 
the way to the desired goal or to meet a particular need. Self-motivation is an in-
dividual’s voluntary, internal striving for the best job (task, action, goal achievement, 
etc.) possible.

There are quite a few obstacles and problems, we have already mentioned lack 
of motivation, but what is our motivation related to? Motivation is related to the 
following elements:
• Needs
• Goals
• Wishes

According to Maslow, people have a hierarchy of needs, which extends from lower 
needs for survival and security, to higher needs for self-realization or. self-actualiza-
tion. Satisfaction of lower needs is a condition for them to appear higher, for a per-
son to realize his personal potential, activate his natural gifts and use them. It thus 
satisfies the need for self-realization, which is the culmination of motivation, desire.



Maslow’s Hierarchy of Needs

Self-actualization
desire to become the most that one can be

Esteem
respect, self-esteem, status, recognition, strenght, freedom

Love and belonging
friendship, intimacy, family, sense of connection

Safety needs
personal security, employment, resources, health, property

Physiological needs
air, water, food, shelter, sleep, clothing, reproduction

There are several means of motivation:

1. Abilities and talents:  We have greater motivation in areas where we are good 
or where we have some ability or talent. When does our motivation decline? When 
there are no expected results. 

2. Achievements, recognitions and feedback: Definitely the best motivation is 
to be praised, encouraged and supported. That is when we get even more will and 
momentum to move forward. If we work hard, learn, work, etc., but there is no 
achievement, motivation declines. Then it is necessary to find obstacles and find out 
where the problems come from. It is necessary to gather a lot of strength for inner 
motivation to walk forward and not give up despite failures and disappointments.

Positive criticism is well-intentioned criticism, with good arguments and is justified. 
He refuses to harm a man, even if he tells him real facts that can be painful.

Criticism can also be negative. This is when criticism has only one purpose - to 
harm a person, whether real or not, justified or not. Unfounded criticism is criti-
cism that has no real basis and no real arguments (because I thought so, I said so, 
etc.). 

When is criticism justified?
1. When it is well-intentioned, realistic and positive 
2. When it is well-argued (it has enough evidence that it is true) 
3. When it follows the general good 
4. When it is action-oriented and not personality-particularly 

The latter plays an important role. When, for example, a person criticizes another 
one, he should not direct the criticism at him as a person, but only at his action.

3. Example of motivators (authority): Strong motivational means also include 
motivators themselves. These are people who in any way in different areas want 
to encourage others, and infuse them with the will and strength to act in life. For a 
motivator to be good, there has to be authority. Being an authority, however, means 
that this person has quite a few strong qualities (consistency, kindness, professiona-
lism, empathy, value system, etc.). 

Self-motivation ensures forward progress with the projects and activities. It is the 
ability to take initiative and finish tasks should be completed. Self-motivation as po-
sitive motivation, helps you to focus on outcomes that results from accomplishing a 
task or achieving a certain goal. Self-motivation has a strong link with setting goals. 
Motivation is useful for many situations in life and can vary as we face challenges, 
dealing with unexpected situations and care for our emotional and physical health 
or well-being. It is normal to experience shifts in motivation levels while moving 
through life. 

Significance in times of crisis  
During a turbulent time like a pandemic, it’s easy to feel like we are at the bottom 
of a pit, lost, and helpless. The daily barrage of news regarding the pandemic can lead 
to mental fatigue and emotional exhaustion. 
Often, people facing crisis situations need more empowerment, either from their 
internal resources and will, or from an external source from which they can draw 
internal strength to cope with the crisis and make the necessary adjustments or 
changes. Strengthening self-motivation is of great importance for maintaining good 
mental health. 

In difficult crisis situations can happen that a person begins to develop a certain 
distorted image of reality, which, if they last too long or emotionally too strong, can 
develop into disorders. 
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Such personality disorders have four defining features which include distorted thin-
king patterns, problematic emotional responses, over- or under-regulated impulse 
control, and interpersonal difficulties. Therefore, it is important that both volunte-
ers and helpers know the power of motivation and self-motivation to strengthen 
personal mental health.

Self-assessment indicator statements  

1 I’m confident in my ability to achieve goals I set for myself.
2 I think positively about setting goals and working towards achieving them.
3 I work better when there is a deadline.
4 I believe that if I work hard and apply my abilities and talents, I will be successful.
5 I reward myself when accomplishing significant goals.
6 I tend to put forth my best effort so that I feel proud of my work.
7 I worry about deadlines and getting things done, which causes stress and anxiety.
8 I set challenging goals for myself.
9 When an unexpected event threatens or jeopardizes my goal, I tend to walk

away, set a different goal, and move in a new direction.
10 When doing a job I need a feedback. 
11 I include others in what I am doing.
12 I accept responsibility eagerly.
13 I work best when there is some challenge involved.

2.7 Social skills
2.7.1 Cluster description
The skills of an individual, reflected in interpersonal relations are called social skills. 
They involve different capabilities of an individual about how he/she approaches, 
integrates and works in specific circumstances, whether he/she can cooperate and 
follow rules in the environment, or solve problems that occur in an effective way, 
and if he/she can communicate with others in an assertive way. The most important 
topic in so-called social literacy (person trained and/or skilled in social skills) di-
scussions is a list of behaviours which enable and empower people to function well 
on a personal and professional level. 

Traditional education has not focused on teaching individuals to improve their ‘so-
cial skills’, ‘communication skills’, or ‘organisation skills’. But in today’s fast changing 
society we must move from a rigid definition of social skills as conversation skills to 
a broader understanding of Social Literacy: an individual’s ability to successfully and 
deliberately mediate their world as family members, workers, citizens and lifelong 
learners. Social skills are important on a number of different levels. 

In general we can say that Social literacy means the presence of social skills, know-
ledge and positive human values. These support the ability in people to act positi-
vely and responsibly in social settings, and also their ability to successfully and deli-
berately mediate in their world.  It is a part of an emotional behaviour awareness in 
which a person recognizes their emotions before they talk or act.

By definition, these include personal, interpersonal and intercultural competences 
and cover all forms of behaviour that equip individuals to participate in an effective 
and constructive way in social and working life, particularly in increasingly diverse 
societies, and to resolve conflict where necessary. 

The Social Learning Theory (SLT) is one of the most influential learning theories. It 
states that behaviour is learned from the environment through the process of ob-
servational learning. The theory is based on observational learning (or modelling) 
where a social element is added to the concept of learning, so people (individuals) 
learn new information and behaviours by watching other people. In modelling, we 
adopt someone’s behaviour as our own. Thoughts, beliefs, morals and feedback all 
help to motivate humans. By understanding the main concepts of Social Learning 
Theory, there is a greater understanding of how people can learn new things and 
develop new behaviours by observing other people. 
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The learning process appears as a series of cognitive and behavioural processes, like 
attention, retention, reproduction and motivation.
Based on this, it is important to know that social skills can be learned and enhan-
ced at any age. They allow us to modulate emotions, control behaviour, solve social 
problems and to be responsible, assertive individuals. 

Therefore, social skills could also be called “life skills”. Namely, these are skills that 
we understand in the context of everyday interaction between the individual and 
the environment. With them, the individual realizes or. meets its needs in the social 
environment. According to modern definitions, these are skills that are essential 
for quality coexistence and are much more than just communication skills, as they 
include experiencing the world and other people and systems of beliefs, values and 
attitudes.

In the process of applying social skills, three dimensions in particular need to be 
considered. First, the behavioral dimension, which refers to a type of social skill. Se-
cond, the personal dimension associated with a person’s cognitive variables. Finally, 
there is the situational dimension, which relates to the environmental context.

Types of social skills

1. Basic social skills 
Basic social skills are the first skills that people acquire and are essential for inter-
personal contact. These skills include the skill to start, maintain and end a conver-
sation, know how to ask questions, and so on.

2. Advanced social skills  
These are skills that people learn after acquiring basic social skills. Among the more 
advanced social skills we find assertiveness, the skill of giving personal opinion, 
asking for help, giving you and following instructions, etc.

3. Social- emotional skills 
They are characterized by being closely associated with the control and recogni-
tion of emotions and feelings. These include empathy, respect, etc.

4. Social negotiation skills
They are those social skills that promote conflict management in the right way. 
These skills include negotiation, conflict resolution, altruism, sharing with others, 
and so on.

Interpersonal relationships touch each of us. We are constantly surrounded by peo-
ple with whom we are in various social, work, emotional contacts and relationships. 
What kind of relationships we have and how we cultivate them greatly affects our 
well-being and quality of life. Social skills, especially communication, are the basis 
for regulating relationships in different social situations, and assertiveness helps 
us to be aware of, express and assert personal interests / desires in a way that is 
beneficial to us and harmless to others.

For our needs and the basis for the evaluation of social skills in Socratest project, we 
have placed the following social skills in the field of providing assistance (volunteers, 
helpers) and acquiring these skills in crisis situations (e.g. pandemic): communica-
tion skills, social intelligence, emotional intelligence, resilience, and assertiveness.

2.7.2 Communication

Communication with other people is an integral and indispensable part of human 
life. It is an important activity of every individual since we establish relationships 
through communication. Communication helps us establish contacts, interpersonal 
relations and relationships, either social, familial or business. In interpersonal rela-
tionships, people, through communication, take turns in passing on experiences and 
learning from one other.

The term communication means a process whereby information and thoughts are 
transmitted and exchanged. Communication allows people to convey their feelings, 
thoughts, opinions and expectations. 
There is verbal communication, which is communication through words, and 
non-verbal, which is communication that applies to facial expressions, movement, 
thoughts and feelings. 

There is also a learning process which happens in communication; it means that 
in conversing with others we acquire new knowledge and skills and are exposed 
to new viewpoints. Communication, therefore, is not just a means with which to 
convey information but the main objective is for the information to be heard, un-
derstood, accepted and practically applied.



153152

Communication process
Communication is a two-way process that results in a shared meaning or common 
understanding between the sender and the receiver.

Communication is a two-way process that results in a shared meaning or common 
understanding between the sender and the receiver. 
The efficient exchanging of information is a skill that requires systematic prepara-
tion. Using only speech is not enough, so we need to supplement the message with 
pictures, drawings and also a number of senses. This type of communication will 
then be more convincing, the co-speaker will remember it more easily, and it will 
be better accepted. 

This is necessary because people are different and we perceive information diffe-
rently (e.g. information from the environment is accepted through our five senses 
– visual, auditory, kinesthetic, olfactory, gustatory).
Efficient communication is achieved when we accept co-speakers as equals and 
especially when we respect ourselves and can objectively value ourselves in our en-
vironment. With active listening, the listener wishes to understand the co-speakers’ 
feelings and expectations; s/ he wants to understand the co-speakers point of view 
and doesn’t judge the information. 

The manner of delivery and speaking is very important because it encompasses 
45% of the message perceived by the participants. Communication skills also inclu-
de the ability to manage time - the speaker is the one who controls the time, not 
the listeners.

For effective communication it is important to know the following: 
WHO you are communicating with (it is of great importance to know your audien-
ce: who they are, what their age range is, what they already know, how many people 
will receive your message, etc.) 
WHAT you are communicating – the communication should be relevant to the subject; 
WHY - what the goal of your communication is, what you want to achieve; 
WHEN you will communicate the issue; 
HOW will you communicate the issue – think about the method you will choose.

For successful communication it is important to follow these guidelines:  

• Clear your thoughts before communicating
• Think about the reason for communicating. 
• Consider the environment of the communication. 
• Plan the communication (consult!). 
• Think about the non-verbal messages you send. 
• Take the opportunity to communicate something beneficial to the receiver. 
• Track and check the communication. 
• Make sure your actions support your message.

Difficult Conversations:
A difficult conversation is anything you find hard to talk about. These are conversa-
tions that touch on subjects of TRAUMA, HEALTH, RACE, SEXUALITY, POLITICS, 
RELIGION, GENDER,  etc. These are sensitive subjects that can make a person vul-
nerable - the conversations can be difficult and they require many skills and abilities 
to deal with them successfully. People should not be afraid of difficult conversations 
although they present a dilemma: to avoid THEM or to confront with them? 

Within difficult conversations there are three different stages we should be aware 
of and go through:

First stage - WHAT HAPPENED? At this stage we need to be mindful of three 
elements: TRUTH, INTENTION AND BLAME. People get stuck on these points 
during the conversation and jump to conclusions which lead to conflict.
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1. The truth assumption 
During a conversation we can get trapped in contrasting claims: I am right, you are 
wrong. ‘I am right’ sentences are endless BUT everything that concerns the debate 
‘Am I right’ concerns our beliefs, understanding and values. ‘I am right’ sentences 
tell us only how we ourselves create the meaning of something and that it does not 
have any connection with reality. Another person will have their own, completely 
different reality about the same problem because they interpreted the problem in 
their own way. 

2. The intention invention 
For this point we deal with the question of intent. Did the person shout at me 
because they wanted to hurt me or because they wished to more clearly express 
their opinion? How we understand the intentions of the other person influences 
the conversation itself.  The problem that occurs at this stage is that we believe we 
know what intentions the other person has. We jump to conclusions, again. 

3. The blame frame 
People often react in this way when they try to absolve themselves of guilt and pass 
the blame on to another person, situation or another reason.  By not judging we 
gain more time to focus on the real cause of the problem.

Second stage: the feelings conversation - what should we do with our emotions? 
How do we face and control emotions that appear during difficult conversations? 
People often decide not to talk about their feelings. They are afraid of the reaction, 
they do not know how to express themselves, and they are afraid that they will 
be rejected. But the essence of difficult conversations are feelings. Understanding 
emotions, talking about them, controlling and valuing them are the basic elements 
of important and difficult conversations.

Third stage: the identity conversation - what does this say about me? 
At this stage, the questions are: how does the existing problem influence me as a 
person and what does that say about me? Inside a difficult conversation a separate 
monologue occurs that revolves around identity – what do I say to myself during 
a difficult conversation? Internal dialogue will always occur. It is important that we 
are aware of it and that we try to balance it. If it goes out of control it can trap us 
and we become the prisoners of our own thoughts. 

It is important to have positively oriented and empowering thoughts and beliefs 
but still not in terms of avoidance yet not in terms of avoidance or self-repression. 
Therefore, a broader insight is needed. 

In the field of providing psychosocial support and assistance, there are some im-
portant elements that make sense to consider in this process. 

1. Task-oriented:  Making sure that the client is the focus of communication without 
a great deal of self-disclosure is important. Staying in a task-oriented communi 
cation focus will help the client move forward; 

2. Non-directiveness refers to the method of allowing the client to drive the (therapy) 
session; therapists (helper, volunteer) should refrain from giving advice or plan 
ning activities for their sessions. 

3. Interpretation is a skill that takes some practice to cultivate well. It is utilized to 
give clients perspective but should be used sparingly; 

4. Reflection, which is a purposeful thoughtful activity which
• contains reflections on concrete experiences;
• means looking back on the whole process;
• allows the person to gain new insights, new ideas, and acquire new understanding;
• is the process where basic insights and understanding of past events are formed;
• is an activity where the person search for new solutions;
• allows a person to test the selected solution in a new situation. 

The stages of reflection are: description of the event; Feeling; Evaluation; Analysis; 
Conclusion. 

5. Solution collaboration - considering self-determination theory solutions coming 
from a client are more effectively created and later also more likely to put into 
practice (allow a person to test the selected solution in a new situation).  
However, once a client has exhausted personal resources for finding a solution, 
a collaborative approach is helpful when forging solutions for behavior change.
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The communication circle 
In order to make communication as successful as possible (including the bases 
described above) in the field of helping professions or sectors (such as voluntee-
ring), it makes sense to use the so-called communication circle with the described 
successive stages. 

Active listening 

Summarization  

Reflection  

Using I messages

Empatic 
Communication

 (e.g. NVC*)

Feed-back 

*NVC – Non-violent Communication by author Marshal B. Rosenberg.

Significance in times of crisis  
The impact of  pandemic crisis on vulnerable groups would rely in part on the 
quality of communication regarding health risk, mental health stability and danger. 
Concrete communication is proactive, imaginative, compassionate, innovative, crea-
tive, constructive,  progressive, enabling, transparent and technology friendly. 

However, there are multiple factors playing a key role in accepting information, like 
social and cultural characteristics, gender, generational contrasts, language inclina-
tions, strict convictions, religious beliefs, and varying literacy influence the action 
and behaviour of individuals.

Self-assessment indicator statements  

1 I think before I speak because I am aware of how words may not mean the same 
thing to other people that they do to me.

2 I understand that sometimes the message the other person is sending may not 
be the same one I am receiving.

3 Before I communicate, verbally or nonverbally, I fully understand who my receiver is. 
4 I make my messages as precise and to the point as possible.
5 I deliberately avoid the use of slang words and idioms with those who may be 

offended by them.
6 I try not to use words that might cause an emotional response that may distress 

or confuse the receiver of my message.
7 I recognize that how I say something is just as important as what I say.
8 I examine my verbal communication to determine what nonverbal messages I 

send and how well they imitate the meaning I wish to get across.
9 I carefully consider the method of delivery for my message: a face-to-face mee 

ting, over the telephone or in writing.
10 I form opinions about what others say to me based on what I hear them saying 

rather than what I think of them as a person.
11 I make an honest effort to listen to ideas with which I don’t agree.
12 I listen carefully of the ideas of others before making decisions.

2.7.3 Emotional intelligence
Emotional intelligence means recognising one’s own feelings and understanding the 
feelings of others. It also means that we can distinguish and name various emotional 
states. A person who is aware of their feelings will be able to describe how they 
feel, what is causing these feelings and, finally, they will be able to regulate and eva-
luate their emotional states. People with well-developed emotional intelligence use 
the information about their feelings to help them in their thinking and behaviour. 

Therefore, a person who can identify and regulate their feelings will be able to con-
structively focus their thoughts and actions. These skills are critical for emotional 
well-being and success in life.
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Characteristics of a person with well-developed emotional intelligence 
People with well-developed emotional intelligence are sociable and they want 
to meet new people; they are good leaders because they can listen and can also 
take constructive criticism; they are respectful, and principled in their relations to 
co-workers. They quickly detect the mood of others and better judge the character 
of other people. They also know their strengths and weaknesses. They know when 
they are hurt in a relationship and why. They know how to say no. They are clear in 
their communication and get along with most people. To them, morality and ethics 
are always important.

Dimensions in the learning process of emotional intelligence
There are four main dimensions of the »emotional mind« that are essential for le-
arning emotional intelligence. There are two personal skills: Self-awareness and Sel-
f-management and two social skills: Social awareness and Relationship management.

Source: (http://www.teleosleaders.com/ho

SOCIAL
AWARENESS

SELF-
AWARENESS

RELATIONSHIP
MANAGEMENT

SELF-
MANAGEMENT

Each of these dimensions comprises many abilities, skills, qualities and virtues that 
a person can develop in professional or family life.

Self-awareness. In the context of understanding emotional intelligence, this means 
the ability to be in tune with one’s own feelings. A person who is in touch with their 
emotions understands and knows how to interpret their own feelings and how to 
use them in relationships. Connected with emotional awareness is also situational 
awareness which will be more broadly described later on.

Self-management. This means the ability to regulate one’s own emotions, impulses 
and behaviour. A person is capable of controlling and acting in a professional and 
calm manner, even in stressful situations. An individual who can manage his/her 
own behaviour is more focused on the task at hand rather than with trivialities. 
Capabilities within this category are achievement orientation, adaptability, a positive 
outlook and emotional self-control.

Social awareness. The ability to sense, read, understand and evaluate other peo-
ple’s emotions and how they impact on a certain situation. A person with a develo-
ped social awareness has capabilities such as empathy, understanding the dynamic 
of interpersonal relations, and organisational awareness.

Relationship management. This last dimension includes various skills and capa-
bilities that a person has to master if they want to be an efficient relationship 
manager. The person has to know how to manage, influence and accept the feelings 
of other people. They have to be an excellent conflict solver. With these abilities a 
person can work as an inspiring leader, coach, mentor and a successful manager of 
a group or organisation.

Strategies for building emotional and social effectiveness: 

Skill 1:  Valuing yourself 
            Healthy self-talk 
Skill 2:   Valuing others 
             Acknowledge others 
	 Enhance awareness of diversity in other people 
Skill 3:   Responsive awareness 
	 Observe and practice empathy 

Skill 4:   Courage 
Skill 5:   Authentic success 
	 Connecting values and expectations 



161160

Significance in times of crisis  

Without this awareness, our emotions will dictate our actions and in the middle 
of a crisis we (or volunteers, helpers,..) need to use the part of the brain that al-
lows rational thinking, not the part of the brain where emotions are experienced. 
Practice being calm and in control, and be aware of our reactions to challenging 
situations is crucial in any difficult situation, especially in the times of crisis when it 
is important how successfully we can face other life trials. In order for individuals 
to empower themselves and others they encounter in their activities, the skill of 
emotional intelligence is of paramount importance. 

The reason emotional intelligence is so important when dealing with difficult situa-
tions is that an emotionally intelligent person will respond to adversity in a calm, 
considered way. The emotionally intelligent person is better at managing emotions- 
both their own and those of others- during times of stress or pressure.

Self-assessment indicator statements 

1 I can identify the emotion I am feeling at any given moment.
2 I understand why other people feel the way they do.
3 I openly share my feelings with others. 
4 When I feel angry I can still stay self-controlled.
5 I know how to calm myself down when I feel anxious or upset.
6 I avoid conflict and negotiations.
7 I find it difficult to read other people’s emotions.
8 I lose my temper when I feel frustrated.
9 Others feel encouraged after talking to me.
10 I can deal calmly, sensitively, and proactively with the emotional displays of others.
11 I am able to honestly say how I feel without getting others upset.
12 I can show empathy and match my feelings with those of another person in an 

interaction.
13 I am respected and liked by others, even when they don’t agree with me.
14 I watch how others react to me to understand which of my own behaviours are 

effective and which are not.
15 It’s easy to understand why other people feel the way they do.

2.7.4 Resilience

Positive psychology deals with the study and strengthening of the positive aspects 
of human life and mentality: issues of happiness, contentment, meaning, optimi-
sm, hope, perseverance, resilience, mental well-being, and other important positive 
aspects of human life and experience. Its founder is dr. Martin Seligman, although 
well-known psychologists and Rogers - Theories of human well-being have talked 
about this, but without empirical research. Seligman has thus expanded the field 
to explore positive emotions and processes, focusing on exploring happiness and 
aspects that promote an individual’s personal growth and development based on 
his or her individual strengths and abilities. In this way, positive psychology promo-
tes the well-being and quality of life of the individual.

Thus, positive psychology creates new insights into the importance of positive 
aspects of life for quality of life and mental and physical health; on the other hand, 
it develops methods and strategies to strengthen life skills and improve the quality 
of life. However, it should be emphasized that positive psychology is not a “happy 
psychology” that would strive to create constantly happy people who will always 
smile. Sickness, distress, pain, loss and trauma are a necessary companion of human 
life, as well as fear, anger, anxiety and other less pleasant emotions, as well as various 
mental distresses, problems and disorders. 

Positive psychology is based on important findings:

• that there are people who feel happier, satisfied, persistent, optimistic, better firm 
and better psychologically equipped to cope with and cope with unpleasant events, 
circumstances, feelings and emotions; therefore, even more difficult life trials will 
pass with less severe consequences and injuries,

• that qualities such as perseverance, optimism, resilience, the ability to develop 
lasting and deep relationships, and feelings of satisfaction, happiness, meaning in 
people can be systematically strengthened and developed (thereby strengthening 
and developing their psychological strength and resilience),

• that it is most expedient (as is the case with most important skills) to develop and 
strengthen these psychologically and vitally important skills and qualities as early as 
childhood; because then the learned and internalized life skills will be most perma-
nently anchored and will contribute the most to the quality of life in the long run. 



What is resilience? 

All individuals who show a greater degree of personal resilience face with life 
changes more easily.  Resilient people respond to those change with healthy and 
positive adjustment while remaining physically and mentally healthy. In doing so, 
they activate the ability to learn from these experiences, accept new information, 
adjust their thoughts and behaviors, and incorporate all of these new lessons into 
later life. This is also confirmed by Darwin’s idea of evolution that not the greatest 
and strongest survive, but those with the greatest ability to adapt.

Therefore we can say that resilience is the ability to adapt positively and restore 
personal balance during life’s trials and various negative experiences. It activates us 
to equip ourselves with our own internal and / or external sources of power and 
to tackle problems in the right way by self-regulating, adapting, learning, changing 
and / or going beyond existing patterns.

Elements of Emotional Resilience

Emotional Resilience has three building blocks – these are the pillars on which we 
can build resilience or work on improving it. Also referred to as the three dimen-
sions of emotional resilience, the three elements include:

1. The Physical Elements: involving physical strength, energy, good health, and vitality.

2. The Mental or Psychological Elements: including aspects like adjustability, atten 
tion and focus, self-esteem, self-confidence, emotional awareness and regulation, 
self-expression, thinking, and reasoning abilities.

3. The Social Elements: including interpersonal relationships (work, partner, kids, 
parents, friends, community, etc.), group conformity, likeability, communication, 
and co-operation.
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Nine Pillars of Resilience 

The nine-pillars resilience model connects nine factors from three areas of our li-
ves. The first three pillars relate to the area of relationships we have with ourselves, 
with other people, and with “something bigger than me”. The second area concerns 
our physical, emotional and cognitive balance. The third area is the way we operate 
in the world.

The relationship with oneself is an important foundation. It represents proper 
self-care, connection with oneself, a positive view of oneself. It is important that 
we are supportive, compassionate, self-respecting, accepting and loving ourselves. 
When we are accepting of ourselves, we do not judge ourselves, this promotes the 
ability to self-calm. If we are overly self-critical, we condemn ourselves, our ability 
to reassure ourselves diminishes.

The ability to establish and nurture connected, intimate relationships with others 
and gain support. Supportive relationships help us develop and build confidence in 
ourselves, in others. This pillar has a significant impact on the sense of a “safe wor-
ld”. It also includes setting healthy, clear, consistent boundaries.
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Attitude to something “bigger than me” can represent our involvement, association 
with community activities, volunteering, charity, or our spiritual practice. This pillar 
gives us meaning, hope, direction, affects the reduction of feelings of loneliness, 
alienation.
Physiological balance represents the ability to relax, calm down, not react too qui-
ckly and excessively.

Cognitive balance, on the other hand, includes a positive attitude and beliefs, the 
ability to control our thoughts, to focus.
Presence represents the ability to be “here and now”, in touch with ourselves 
and the environment, not occupied with the past or with worries, fears about the 
future.

Flexibility represents the ability to adapt appropriately to change, learning from 
past experience. Part of this pillar is also the creativity associated with the flexibility 
of our outlook on life.
Strength refers to the ability to engage in an activity, do things, persevere. It involves 
courage and assertiveness to present and represent our arguments, boundaries, put 
our ideas into action, achieve goals. It also includes the ability to plan, think strate-
gically, make decisions. This pillar promotes a sense of control and self-confidence.

The model of the nine pillars of Resilience represents an integrated approach for 
strengthening the protective factors that, in complementary action, provide us with 
optimal actions in nowadays societal  challenges.

Significance in times of crisis  

As such, resilience can be defined as multilayered and is most successfully used 
in crisis management processes. Resilience is thus defined in a systemic and inte-
ractional way, as it is about adapting successfully in the face of difficulties (crises, 
traumatic events, losses, setbacks, illnesses, etc.), about being able to overcome 
difficulties and stress in order to function effectively, and finally about overcoming 
and transcending obstacles in order to achieve success in life. 

Strengthening in the area of personal and emotional resilience is therefore an im-
portant personality component for an individual who, in today’s challenging times, 
is increasingly confronted with crises of various kinds.

Self-assessment indicator statements 

1 I have a hard time making it through stressful events.
2 I tend to bounce back quickly after hard times.
3 I believe that my life is meaningful and worth living.
4 I believe that am not a victim of the circumstances and I can influence my life 

situations.  
5 I have at least one person in my life with whom I can share everything – the good 

and the bad.
6 I take time for the people that are important to me.
7 I can rely on the support of others when I need it. 
8 It does not take me long to recover from a stressful event.
9 I look forward to a bright future and know I can handle difficulties
10 I adapt flexibly to change and easily accept the unchangeable. 
11 I prefer finding solutions instead searching for mistakes and someone to blame.
12 I am important to myself and I take good care of myself.
13 I trust myself, my intuition, and my abilities.  
14 I set clear priorities for my life.
15 I notice new and positive things more often than negative and well-known things.
16 I contribute to the well-being of others.

2.7.5 Social intelligence

Social intelligence is a matter of primary needs and human nature: being in a re-
lationship. Neuroscience has discovered that our brain’s very design makes it so-
ciable, and it is inexorably drawn into an intimate brain-to-brain linkup whenever 
we engage with another person. People are drawn towards relationships and social 
intelligence reflects whether we are capable of creating, nurturing, maintaining and 
growing interpersonal relationships, either in a family or work environment. 

Social intelligence is a combination of skills that are needed for interacting succes-
sfully with people, and a combination of abilities to understand people. It comes 
from social awareness. Simply put, social intelligence is the ability to get along with 
other people. 
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Social intelligence is a measure of self-awareness and social awareness that involves 
social attitudes and beliefs. People with well-developed social intelligence can ma-
nage complex social changes in their lives and they can adapt to different stressful 
events.

Social intelligence can be thought of as encompassing four dimensions: 

1 Awareness - Social awareness means that a person has knowledge of what is 
going on in society. It is the ability to understand social contexts (which consist 
of social situations). When a person is aware of a situation, they can choose the 
appropriate behavior. 

2 Presence - This characteristic relates to how an individual’s sense of self reflects 
outwards and how it is experienced by other people. People who are confident, 
who respect and value themselves, also reflect these qualities outwardly and that 
is how other people experience them when they come into contact with them. 

3 Authenticity - A person with this quality reflects sincerity and loyalty, and acts 
in such a way as to give the impression of credibility and trustworthiness. It is the 
quality of being authentic or genuine. 

4 Empathy - This is the ability to put oneself in somebody else’s shoes, to under-
stand them and their feelings. Empathy is very important in a relationship because 
people use it to connect, to help and encourage one another, and to be effective 
and authentic. 

Significance in times of crisis  

As human beings, we connect through shared values, experiences and beliefs. From 
political preferences, education choices and down to our favorite shops, we gravi-
tate towards those with whom we have something in common. In times of crisis, 
like COVID 19 pandemic, we share concerns around trust, communication, enga-
gement, and support. 

Such  “people skills” named also life skills are essential in overcoming these con-
cerns, by exploring the relationships between the construct of social intelligence  
composites of self-perception, self-expression, interpersonal relationships, deci-
sion-making, and stress management during a time of crisis.

Self-assessment indicator statements  

1 I am becoming nervous when connecting with others. 
2 I easily adapt to others. 
3 I help other people feel better when they are down.
4 Feelings of others baffle me.
5 I am able to recognize the wishes of others.
6 I know how to act in accordance with the feelings of others.
7 I feel relaxed and in various social situations.
8 People who are willing to do anything for me make me nervous. 
9 By looking at their facial expressions, I recognize the emotions people are expe 

riencing.
10 Other people find it easy to confide in me.
11 I do not become defensive when criticized. 
12 It is difficult for me to understand why people feel the way they do.
13 I maintain a sense of humour. 
14 I try to see things from another’s position. 
15 I recognize how my behaviour affects others. 
16 I seek out activities that make me happy
17 When another person tells me about an important event in his or her life, I 

almost feel as though I have experienced this event myself.
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2.7.6 Social skills assertiveness
Providing appropriate parameters within which a helper, volunteer or therapist 
works with a client is foundational to success. Ability to set boundaries enables and 
demarcates the relationship between the person providing social assistance and 
the person receiving it. One the most important skill in this process and transfer 
is assertiveness.  

Assertiveness is the ability to stand up for yourself without violence, with the 
respectful attitude to differences of others and their freedom. It is the ability to 
stand up for yourself, to defend your opinion, to strive for something and to fight 
for your rights, without violence, with a respectful attitude to differences of opinion 
and freedom of expression. It is intended to protect yourself, your values, your 
personality and your dignity.

Assertiveness is a broader term for decisiveness and confidence of a person while 
at the same time it includes the qualities of compassion and openness to the needs, 
interests and limitations of others. She/he can compromise when a conflict arises 
and knows how to put him/her self in somebody else’s shoes. 

People that act assertive are aware of their virtues and flaws but accept themselves 
nonetheless. They try to go beyond their limits while at the same time they are kind 
and patient with themselves; they know their needs, interests, emotions, feelings, 
and limits and don’t hide them from others.  They are aware of their responsibility 
to others and that is why they treat them with respect; they understand their flaws 
and limits but don’t surrender to manipulation and aggression.  

Whoever wants to learn assertiveness must follow the rules of creative communi-
cation. Whenever a person uses creative communication he/she is aware that the 
manner of communication is very important and the choice of words is the key. 
Creative communication creates authentic relationships and brings clear and calm 
messages.

Two types of messages are generally used in creative communication: 

You–messages do not address the co-speaker or the group but they are statemen-
ts of conviction given in advance, without the co-speaker’s approval of the opinions. 
These unsuitable messages are, for example: You have no manners You don’t know 
how to be patient! 

I-messages mean speaking to a known or unknown receiver in the first person sin-
gular by communicating your own relationship to the message or to the situation 
you are talking about. With these, we clearly and without judgement communicate 
to the co-speaker how his/her manner of communication affects you. For example: 
I can’t concentrate while you’re talking! I can’t trust you when you conceal things 
from me!
In creative communication, I–messages are used and are a part of assertive com-
munication.

Rules and examples of assertive communication

First rule: Authenticity. “I am who I am and not who others want me to be. I show 
you my feelings and I want you to show me yours. I want us to ‘hold a mirror up to 
each other’ and learn. You can tell me what you think but also how you feel so that 
we can communicate.”

Second rule: Openness. “I accept how you are and not how I want you to be. I offer 
you good intentions, respect and affection and I expect the same from you.” 

Third rule: Setting limits. “I wish to stay in a creative relationship with you, with a 
clear line between you and me.” 

Fourth rule: The inevitability of disagreements.
It is also important to recognise and differentiate between assertive and non-as-
sertive behaviour. 

Table: Distinguish between assertive and non-assertive behavior

Non - assertive Assertive Aggressive 
speaking quietly and shy outspoken and calm speech speaking loudly and fast

speaking unclearly speaking clearly commanding

gestures are modest gestures are relaxed
gestures are fast and 

irritating

nervousness and
restlessness

calmness agitation

reservedness emotional openness rigid emotions

shyness confidence arrogance



Significance in times of crisis  

Whenever a person uses assertiveness he/she is aware that the manner of crea-
tive communication is very important and the choice of words is a key. It creates 
authentic relationships and brings clear and calm messages. People that use as-
sertiveness as a model of creative communication among themselves are honest, 
respectful and equal co-speakers. In the time of pandemic crisis people may priori-
tizing safety over connection, which may result in feeling of isolation, hopelessness, 
fear, depression, anger, or low motivation. 

In order to find a solid ground between these two basic human needs, healthy 
assertiveness is helpful by balancing these needs. By behaving assertively, a person 
inspires trust in others, because they know they can count on him/her. Also, we 
illustrate behaviour that they themselves may come to follow. 

Self-assessment indicator statements  

1 I am able to honestly say how I feel without getting others upset.
2 I often say »yes«, when I really want to say »no«.
3 I find it difficult to stand my ground in an argument with someone else.
4 When I don’t agree, I try to make my opinion hard.
5 I adapt to accept the behaviour even if it is not what I choose.
6 I often raise my voice to achieve results. 
7 I am not afraid to tell people what I think, even if I am facing hostile response.
8 I believe that how people behave is up to them. 
9 I would feel vulnerable if i was suddenly put in charge of handling a crisis
10 I find it easy to put forward my viewpoint even when other people are trying 

to put forward theirs.
11 I am often critical of my own behaviour. 
12 I believe that by being open about how I feel assists in achieving clear communication. 
13 I feel uncomfortable when people criticize me. 
14 When people try and force me to do something, I usually manage to achieve a 

compromise with which we are both happy. 
15 I tend to approach problems in a consultative and democratic manner. 
16 I find it easy to let people put forward their views in preference to my own.
17 I believe that being open about one’s emotions is a sign of vulnerability, so I 

rarely do it.
18 I find it easy to relate to, and feel responsible for, other people’s problems.
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Part 3
3.1 Glossary
3.1.1 Introduction
The SOCRATEST glossary is a document that lists and defines the key terms and 
acronyms used in a SoCraTest project. It serves as a reference for final benefi-
ciaries and stakeholders to ensure a common understanding of the terminology 
used throughout the project’s part of  Soft Skills and Creativity Identification and 
Assessment Tool content. The project glossary includes definitions of terms and 
any unique or specialized vocabulary that was used in clusters and skills description.  

In our glossary, we have divided the terms as transparently as possible in alpha-
betical order, in a reader- and user-friendly way. It helps users who may not have 
specialized knowledge or understanding of the subject matter to quickly and easily 
understand important terms. Its purpose is to improve communication and un-
derstanding between those who have different levels of expertise and knowledge. 

By providing clear and concise definitions, a glossary helps prevent confusion and 
misunderstandings, and also facilitate more efficient and effective communication. 
It can also be useful in educational settings to help users understand new concepts 
and terminology.
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3.1.2 Glossary Terms

A B

Term Description
Active listening A two way communication process. to actively listen is not just to 

hear but to understand, interpret and evaluate what one hear

Adaptability The capacity to make appropriate responses to changed or changing 
situations; the ability to modify or adjust one’s behaviour in meeting 
different circumstances or different people

Analytical skills Analytical skills are the traits and abilities that allow you to obser-
ve, research and interpret a subject to develop complex ideas and 
solutions.  

Analytical thinking Analytical thinking is the term used to describe the thinking process 
of abstract separation of a whole entity into its constituent parts in 
order to study the parts and their relations.   It is a trait most desired 
in job candidates since it helps them to identify and define problems, 
extract key information from data and develop workable solutions for 
the problems in order to test and verify the cause of the problem and 
then develop solutions to resolve them.

Assertiveness An adaptive style of communication in which individuals express their 
feelings and needs directly, while maintaining respect for others. A lack 
of assertiveness may contribute to depression and anxiety, whereas 
maladaptive approaches to assertiveness may manifest as aggression.

Attention A state in which cognitive resources are focused on certain aspects 
of the environment rather than on others and the central nervous 
system is in a state of readiness to respond to stimuli. 

Authenticity The quality of being real or true. The daily practice of letting go of 
who we think we are supposed to be and embracing who we are. A 
common definition is that being authentic is living your life according 
to your own values and goals.  

Authority The capacity to influence others. The power to give orders or make 
decisions, The right to direct or control someone or something.

Term Description
Behaviour The way in which one acts or conducts oneself, especially towards 

others.

Behaviour modification To be able to adjust method or working style to meet the needs of 
the situation
It is generally thought of as the process of changing patterns of human 
behavior using various motivational techniques, such as negative and 
positive reinforcement, extinction, fading, shaping, and chaining. It can 
be a useful tool to encourage desirable behaviors. 

Belief(s) A belief is an attitude that something is the case, or that some pro-
position about the world is true. In epistemology, philosophers use 
the term “belief” to refer to attitudes about the world which can be 
either true or false. 

Brainstorming is a group problem-solving method that involves the spontaneous 
contribution of creative ideas and solutions. This technique requi-
res intensive, freewheeling discussion in which every member of the 
group is encouraged to think aloud and suggest as many ideas as pos-
sible based on their diverse knowledge.

Business is the practice of making one’s living or making money by producing 
or buying and selling products. It is also “any activity or enterprise 
entered into for profit.
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C

Term Description
Clarity The quality of being coherent and  intelligible; 

the quality of being clear and easy to understand, see, or hear; the 
quality of transperency.

Coaching Is a form of development in which an experienced person, called a 
coach, supports a learner or client in achieving a specific personal or 
professional goal by providing training and guidance. The learner is 
sometimes called a coachee.

Cognitive skills   Cognitive skills, also called cognitive functions, cognitive abilities or 
cognitive capacities, are brain-based skills which are needed in acqui-
sition of knowledge, manipulation of information and reasoning. The 
core skills your brain uses to think, read, learn, remember, reason, and 
pay attention.

Collaboration Work jointly with others or together especially in an intellectual en-
deavour.

Commitment The state or quality of being dedicated to a cause, activity, etc.; an 
engagement or obligation that restricts freedom of action.

Communication The imparting or exchanging of information by speaking, writing, or 
using some other medium. 

Competency The ability to do something successfully or efficiently. Competency 
is a series of knowledge, abilities, skills, experiences and behaviours, 
which leads to effective performance in an individual’s activities.

Concentration The action or power of focusing all one’s attention. 

Confidence The feeling or belief that one can have faith in or rely on someone or 
something. Confidence comes from a Latin word ‘fidere’ which means 
“to trust”; therefore, having self-confidence is having trust in one’s self.

Conflict  An extended struggle; fight, battle; a clashing or sharp disagreement 
(as between ideas, interests, or purposes); mental struggle resulting 
from needs, drives, wishes, or demands that are in opposition or are 
not compatible.

Conflict solving   Conflict solving is a process by which two or more parties reach a 
peaceful resolution to a dispute.

Confrontation   Confrontation is an element of conflict wherein parties confront 
one another, directly engaging one another in the course of a dispute 
between them.

Convergent thinking Focuses on reaching one well-defined solution to a problem. It ge-
nerally means the ability to give the “correct” answer to standard 
questions that do not require significant creativity, for instance in 
most tasks in school and on standardized multiple-choice tests for 
intelligence.

Cooperation A process whereby two or more individuals work together toward 
the attainment of a mutual goal or complementary goals. 

Coordination  The capacity of various parts to function together, organization of 
the different elements of activities to enable them to work together 
effectively, e.g. groups of people work together in an efficient and 
organized way. 

Coping strategies Refers to conscious strategies used to reduce unpleasant emotions. 
Coping strategies can be cognitions or behaviours and can be indivi-
dual or social.

Creativity The ability to produce or develop original work, theories, techniques, 
or thoughts. A creative individual typically displays originality, imagina-
tion, and expressiveness. 

Credibility The quality of being trusted and believed in. The quality of being ac-
cepted as true, real, or honest.

Crisis A situation (e.g., a traumatic change) that produces significant cogni-
tive or emotional stress in those involved in it. Crises are negative 
changes in the human or environmental affairs, especially when they 
occur abruptly, with little or no warning. 
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D

E

Term Description
Data processing The carrying out of operations on data, especially by a computer, to 

retrieve, transform, or classify information.

Deadline A time limit is a narrow field of time, or a particular point in time, by 
which an objective or task must be accomplished.

Decision-making In psychology, decision-making is regarded as the cognitive process 
resulting in the selection of a belief or a course of action among 
several possible alternative options. It could be either rational or ir-
rational. 

Deduction A process of reasoning that moves from the general to the specific, 
in which a conclusion necessarily follows from a set of premises, such 
that the conclusion cannot be false if the premises are true. The pro-
cess of inferential reasoning itself.

Delegation Delegation is the assignment of authority to another person to carry 
out specific activities. It is the process of distributing and entrusting 
work to another person. 

Distraction  A stimulus or task that draws attention away from the task of primary 
interest.

Divergent thinking Is a thought process or method that leads in various directions. Some 
of these are conventional, and some original. It typically occurs in a 
spontaneous, free-flowing, “non-linear” manner. Because some of the 
resulting ideas are original, divergent thinking represents the potential 
for creative thinking and problem solving.

Emotional intelligence Emotional intelligence (EI) is the ability to perceive, interpret, demon-
strate, control, and use emotions to communicate with and relate to 
others effectively and constructively. This ability to express and con-
trol emotions is essential, but so is the ability to understand, interpret, 
and respond to the emotions of others.

Emotional reasoning Emotional reasoning is a cognitive process by which an individual 
concludes that their emotional reaction proves something is true, 
despite contrary empirical evidence. Emotional reasoning creates an 
‘emotional truth’, which may be in direct conflict with the inverse 
‘perceptional truth’.

Emotion regulation Is the ability to exert control over one’s own emotional state. It may 
involve behaviors such as rethinking a challenging situation to reduce 
anger or anxiety, hiding visible signs of sadness or fear, or focusing on 
reasons to feel happy or calm.

Empathy Understanding a person from his or her frame of reference rather 
than one’s own, or vicariously experiencing that person’s feelings, per-
ceptions, and thoughts. Empathy does not, of itself, entail motivation 
to be of assistance, although it may turn into sympathy or personal di-
stress, which may result in action. Empathy for the person (client, user, 
patient) can be a path to comprehension of the client’s cognitions, 
affects, motivations, or behaviors.  

Empowerment The process of becoming stronger and more confident, especially in 
controlling one’s life and claiming one’s rights.
The promotion of the skills, knowledge, and confidence necessary to 
take greater control of one’s life.  

Enthusiasm A feeling of excitement or passion for an activity, cause, or object.

Ethics Moral principles that govern a person’s behaviour or the conducting 
of an activity. The branch of philosophy that investigates both the 
content of moral judgments (i.e., what is right and what is wrong) 
and their nature (i.e., whether such judgments should be considered 
objective or subjective).

Evaluation A systematic, intentional and structured interpretation process of 
gathering and analyzing data (quantitative and qualitative), It looks at 
original objectives, and at what is either predicted or what was ac-
complished and how it was accomplished.

Experimentation The action or process of trying out new ideas, methods, or activities.

Extrinsic motivation Extrinsic motivation involves completing a task or exhibiting a beha-
vior because of outside causes such as avoiding punishment or recei-
ving a reward.  A motivation that is driven by external rewards.

Term Description
Effectiveness is the capability of producing a desired result or the ability to produce 

desired output.. It is the ability to do things well, successfully, and 
without waste. 

Emotion(s) Emotions are mental states brought on by neurophysiological chan-
ges, variously associated with thoughts, feelings, behavioural respon-
ses, and a degree of pleasure or displeasure (joy, sorrow, anger, fear, 
disgust,..)
Emotion typically involves feeling but differs from feeling in having an 
overt or implicit engagement with the world.
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Term Description
Feedback Responses that inform an individual about the correctness, physical 

effect, or social or emotional impact of his or her behavior or thin-
king. In interpersonal relations and therapy, information feedback gives 
an individual insight into other people’s experience of him or her. In 
behavior therapy, information feedback is intended to help change and 
shape behavior directly.

Feeling(s)  Feelings are subjective, evaluative, and independent of the sensations, 
thoughts, or images evoking them. They are inevitably evaluated as 
pleasant or unpleasant, but they can have more specific intrapsychic 
qualities (e.g.  affective tone of fear is experienced as different from 
that of anger). Feeling is thus merely a mental portrait of what is going 
on in our body while we are experiencing emotion.

Flexibility   Flexibility is a personality trait that describes the extent to which a 
person can cope with changes in circumstances and think about pro-
blems and tasks in novel, creative ways.

Term Description
Hard skills are specific abilities, capabilities and skill sets that an individual can 

possess and demonstrate in a measured way. They typically focus on 
specific tasks needed to complete a job, like the use of specific softwa-
re, tools or other equipment. Many hard skills are technical and highly 
sought after.

Happiness  is a state of emotional well-being (emotion of joy, gladness, sati-
sfaction,…) that a person experiences either in a narrow sense, when 
good things happen in a specific moment, or more broadly, as a po-
sitive evaluation of one’s life and accomplishments overall—that is, 
subjective well-being.

Helplessness  Helplessness is the belief that there is nothing that anyone can 
do to improve a bad situation (such as being diagnosed with an 
illness). In many ways, then, helplessness is a belief that control over 
the situation or its outcomes is impossible. Like all beliefs, helples-
sness is learned.

Honesty In general, truthfulness, uprightness, and integrity. Honesty, speaking 
and acting truthfully, is more than not lying, deceiving, stealing, or che-
ating. It entails showing respect towards others and having integrity 
and self-awareness.

Human needs A condition of tension in an organism resulting from deprivation of 
something required for survival, well-being, or personal fulfillment. 
Needs are distinguished from wants. In the case of a need, a deficiency 
causes a clear adverse outcome: a dysfunction. 
Human needs are commonly used to refer to the drivers of peoples’ 
actions, the motives behind human behavior.

Human relations refers to the ability to interact in a healthy manner with others and 
build strong relationships. From the perspective of managers in a 
company, it involves the process of creating systems and communi-
cation channels to enable group employee relationships as well as 
strong one-on-one relationships.

Hypothesis A supposition or proposed explanation made on the basis of limited 
evidence as a starting point for further investigation. In a scientific 
context, is a testable statement about the relationship between two 
or more variables or a proposed explanation for some observed phe-
nomenon. In Philosophy a proposition made as a basis for reasoning, 
without any assumption of its truth.

Term Description
Gratitude The quality of being thankful; readiness to show appreciation for and 

to return kindness. Gratitude is both a state and a trait
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Term Description
Implementation  The process of putting a decision or plan into effect; execution. As 

such, implementation is the action that must follow any preliminary 
thinking for something to actually happen.

Impulse(s) A sudden strong and unreflective urge or desire to act.  in psychology, 
the expression of psychic energy from instinctual drives.

Innovatitive thinking The ability to create something new, moving away from traditional 
thought patterns. With the help of innovative thinking, one can ge-
nerate new ideas, act differently, and come up with novel solutions 
to problems.

Integrity The practice of being honest and showing a consistent and uncom-
promising adherence to strong moral and ethical principles and va-
lues. In ethics, integrity is regarded as the honesty and truthfulness or 
accuracy of one’s actions.

Intellectual flexibility the moral capacity to adjust for one’s lens-to admit one’s perceptual 
limitations, embrace feedback, and learn from personal experience, 
including one’s mistakes, as well as the insights and experiences of 
others. Keeping an open mind, ability to integrate information and 
shift. 

Intelligence The ability to derive information, learn from experience, adapt to the 
environment, understand, and correctly utilize thought and reason.

Interaction Relationship between two or more systems, people, or groups that 
results in mutual or reciprocal influence.

Interpersonal 
relationship

Interpersonal relationships are created by people’s interactions with 
one another in social situations. This association may be based on infe-
rence, love, solidarity, support, regular business interactions, or some 
other type of social connection or commitment.

Interpersonal skills The behaviours and tactics a person uses to interact with others 
effectively. People use interpersonal skills all the time when dealing 
with others, whether in the workplace, in social situations, or within 
a family.

Interpretation The action of explaining the meaning of something. In the field of 
social assistance (e.g. voluntary work) interpretation can provide the 
individual with an alternative way of viewing the problem. Helps to 
get to underlying trends, patterns, and issues related to the problem.

Intrinsic motivation Intrinsic motivation involves performing a task because it’s personally 
rewarding to you. It is defined as the doing of an activity for its inhe-
rent satisfaction rather than for some separable consequence. When 
intrinsically motivated, a person is moved to act for the fun or chal-
lenge entailed rather than because of external products, pressures, 
or rewards.

Intuition Immediate insight or perception, as contrasted with conscious re-
asoning or reflection. An ability to understand or know something 
immediately based on your feelings rather than facts. 

J

There are no terms.

There are no terms.
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Term Description
Lateral thinking The solving of problems by an indirect and creative approach, typically 

through viewing the problem in a new and unusual light.

Leadership The processes involved in leading others, including organizing, di-
recting, coordinating, and motivating their efforts toward achieving 
certain group or organizational goals. Leadership tends to be reci-
procal (leaders influence followers, and followers influence leaders), 
transactional (leaders and followers exchange their time, energies, 
and skills to increase their joint rewards), transformational (leaders 
inspire and motivate followers), and cooperative rather than coercive 
(followers voluntarily accept the leader’s suggestions).

Liatening skills Are skills that contribute to one’s ability to accurately receive infor-
mation when communicating with others.Listening is the ability to 
accurately receive and interpret messages in the communication pro-
cess. Without the ability to listen effectively, messages are easily mi-
sunderstood. As a result, communication breaks down and the sender 
of the message can easily become frustrated or irritated. If there is 
one communication skill you should aim to master, then listening is it.

Logical thinking Analyzing a situation or problem using reason and coming up with 
potential solutions. Logical thinkers gather all the information they 
can, assess the facts, and then methodically decide the best way to 
move forward.

Term Description
Management The process of dealing with or controlling things or people. A sin-

gle or group of individuals who challenges and oversees a person or 
collective group of people in efforts to accomplish desired goals and 
objectives. Furthermore, the definition of management includes the 
ability to plan, organize, monitor and direct individuals

Mental Balance The psychological state of someone who is functioning  at a satisfac-
tory level of emotional  and behavioural adjustment.

Mindfulness A mental state achieved by focusing one’s awareness on the present 
moment, while calmly acknowledging and accepting one’s feelings, 
thoughts, and bodily sensations, used as a therapeutic technique.

Misconception A view or opinion that is incorrect because based on faulty thinking 
or understanding. 

Morality A system of beliefs or set of values relating to right conduct, against 
which behaviour is judged to be acceptable or unacceptable.

Motivation The impetus that gives purpose or direction to behaviour and ope-
rates in humans at a conscious or unconscious level. Motives are 
frequently divided into (a) physiological, primary, or organic motives, 
such as hunger, thirst, and need for sleep; and (b) personal, social, 
or secondary motives, such as affiliation, competition, and individual 
interests and goals.

Multidisciplinary 
Approach

A manner of dealing with professional questions in which individuals 
from different disciplines or professions collaborate to obtain a more 
thorough, detailed understanding of the nature of the questions and 
consequently develop more comprehensive answers.
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Term Description
Negotiation A reciprocal communication process in which two or more parties to 

a dispute examine specific issues, explain their positions, and exchan-
ge offers and counteroffers in an attempt to identify a solution or 
outcome that is acceptable to all parties. 

Nonconformist A person who does not conform to prevailing ideas or practices in 
their behaviour or views

Non-verbal 
communication 

Nonverbal communication is the transmission of messages or signals 
through a non-verbal platform such as eye contact, facial expressions, 
gestures, posture, and body language. It includes the use of social cues, 
kinesics, distance and physical environments or appearance, of tone 
and pitch of the voice, and of touch.

Non-violent 
communication

Nonviolent communication is an approach to communication based 
on principles of nonviolence. It is not a technique to end disagree-
ments, but rather a method designed to increase empathy and impro-
ve the quality of life of those who utilize the method and the people 
around them.

Term Description
Observation  The careful, close examination of an object, process, or other pheno-

menon for the purpose of collecting data about it or drawing con-
clusions. 

Open-mindedness Open-mindedness involves being receptive to a wide variety of ideas, 
arguments, and information. Being open-minded is generally conside-
red a positive quality. It is necessary in order to think critically and 
rationally. Open-mindedness involves asking questions and actively se-
arching for information that challenges own beliefs. It also encompas-
ses the belief that other people should be free to express their beliefs 
and arguments, even if you do not necessarily agree with those views.

Optimism Optimism is a mental attitude characterized by hope and confidence 
in success and a positive future. Optimists tend to view hardships as 
learning experiences or temporary setbacks.  It is a set of beliefs and 
traits that help individuals reflect on the positive aspects of life rather 
than the negative ones.
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Term Description
Patience  The capacity to accept or tolerate delay, problems, or suffering wi-

thout becoming annoyed or anxious.

Perception  The process or result of becoming aware of objects, relationships, 
and events by means of the senses, which includes such activities as 
recognizing, observing, and discriminating. These activities enable or-
ganisms to organize and interpret the stimuli received into meaningful 
knowledge and to act in a coordinated manner.

Personal Growth Is a process of developing new skills, attitudes, actions, or reactions 
that can have a positive impact on your life and increase your overall 
well-being. Successful personal growth requires motivation, the desire 
to improve, and the willingness to strive to make changes.

Personal Strength Personal strengths are positive personality traits, knowledge and abi-
lities. They are defined as our built-in capacities for particular ways of 
thinking, feeling, and behaving. 

Personal Values Are “broad desirable goals that motivate people’s actions and ser-
ve as guiding principles in their lives. Everyone has values, but each 
person has a different value set. These differences are affected by an 
individual’s culture, personal upbringing, life experiences, and a range 
of other influences. They are one’s own ethics and personality goals.

Personality Traits A relatively stable, consistent, and enduring internal characteristic that 
is inferred from a pattern of behaviors, attitudes, feelings, and habits 
in the individual.

Positivity The practice of being or tendency to be positive or optimistic in 
attitude.

Positive Psychology Positive psychology is a branch of psychology focused on the cha-
racter strengths and behaviors that allow individuals to build a life of 
meaning and purpose to move beyond surviving to flourishing.

Preconception A belief or expectation related to some attitude object that is held 
before substantial information about the object is gained.

Predisposition A predisposition is any set of factors which while not be a direct 
cause make it more likely that a subject will display a personality trait 
or characteristic, or develop a particular disorder or behavior. For 
example, drug or alcohol addictions or even personality types, might 
be genetic predispositions. The actual personality development may 
be initiated by the interaction of certain biological, psychological, or 
environmental factors.

Prejudice A negative attitude toward another person or group formed in ad-
vance of any experience with that person or group. Prejudices include 
an affective component (emotions that range from mild nervousness 
to hatred), a cognitive component (assumptions and beliefs about 
groups, including stereotypes), and a  ehaviour l component (negati-
ve behaviors  including discrimination and violence). They tend to be 
resistant to change because they distort the prejudiced individual’s 
perception of information pertaining to the group. Prejudice based on 
racial grouping is racism; prejudice based on sex is sexism; prejudice 
based on chronological age is ageism; and prejudice based on disability 
is ableism.

Prioritization  Prioritization is the activity that arranges items or activities in order 
of importance relative to each other.

Proactivity Proactivity or proactive  ehaviour refers to self-initiated  ehaviour 
that endeavours to solve a problem before it has occurred. Proactive  
ehaviour involves acting in advance of a future situation, rather than 
reacting. 

Problem solving Problem solving is the act of defining a problem; determining the cau-
se of the problem; identifying, prioritizing, and selecting alternatives 
for a solution; and implementing a solution.

187186



189188

R

Term Description
Rational thinking  Rational thinking is defined as the use of reason, the capacity to make 

sense of things, and the use of logic to establish and verify facts.

Rapport In Psychology the ability to connect with others in a way that creates 
a climate of trust and understanding.  A warm, relaxed relationship 
of mutual understanding, acceptance, and sympathetic compatibility 
between or among individuals. 

Reasoning Reasoning is a process of thinking during which the individual is aware 
of a problem identifies, evaluates, and decides upon a solution.

Receptiveness The quality of being willing to listen to or to accept new ideas, im-
pressions, or suggestions. Learning that is facilitated through social 
interactions with other individuals. 

Reciprocity The quality of an act, process, or relationship in which one person 
receives benefits from another and, in return, provides an equivalent 
benefit.

Reflection Examination, contemplation, and analysis of one’s thoughts, feelings, 
and actions. The condition of or capacity for this is called self-reflexi-
vity.

Relaxation Abatement of intensity, vigor, energy, or tension, resulting in calmness 
of mind, body, or both.

Resilience The process and outcome of successfully adapting to difficult or 
challenging life experiences, especially through mental, emotional, 
and behavioral flexibility and adjustment to external and internal de-
mands. A number of factors contribute to how well people adapt to 
adversities, predominant among them (a) the ways in which indivi-
duals view and engage with the world, (b) the availability and quality 
of social resources, and (c) specific coping strategies. Psychological 
research demonstrates that the resources and skills associated with 
more positive adaptation (i.e., greater resilience) can be cultivated 
and practiced.

Respect An attitude of, or behavior demonstrating, esteem, honor, regard, con-
cern, and other such positive qualities toward an individual or entity. 
Respect can serve an important purpose in interpersonal and inter-
group relations by aiding in communication, for example.

Responsibility Taking responsibility is acknowledging and accepting the choices you 
have made, the actions you have taken, and the results they have led 
to. True autonomy leads to both having responsibility and taking re-
sponsibility. Responsibility is an essential element of integrity; it is 
the congruence of what you think, what you say, and what you do. 
Responsibility is essential for reciprocity, trust, and for maintaining 
symmetric relationships. 

Risk management Is a structured approach to managing uncertainty related to a threat, 
a sequence of human activities including: risk assessment, strategies 
development to manage it, and mitigation of risk using managerial 
resources.

There are no terms.
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Term Description
Self-actualization The complete realization of that of which one is capable, involving 

maximum development of abilities and full involvement in and ap-
preciation for life, particularly as manifest in peak experiences. The 
term is associated especially with Abraham Maslow, who viewed the 
process of striving toward full potential as fundamental yet obtainable 
only after the basic needs of physical survival, safety, love and belon-
gingness, and esteem are fulfilled. Also called self-realization.

Self-awareness The ability to focus on yourself and how your actions, thoughts, or 
feelings match or don’t match your internal standards. If someone 
is very self-aware, they can evaluate themselves objectively, control 
their emotions, align their behaviour with their values, and correctly 
understand how others perceive them.

Self-care It is defined as providing adequate attention to one’s own physical 
and psychological wellness. It is ability to care for oneself through 
awareness, self-control, and self-reliance in order to achieve, maintain, 
or promote optimal health and well-being.

Self-discipline 1.The control of one’s impulses and desires, forgoing immediate sati-
sfaction in favour of long-term goals. 
2. Resolute adherence to a regimen or course of action in order to 
achieve one’s goals. 

Self-concordance The extent to which people pursue personal goals with feelings of 
intrinsic interest and identity congruence. Self-concordant goals are 
goals that are aligned with who we are, our authentic self, and with 
what we really want to do in our lives. 

Self-concept One’s description and evaluation of oneself, including psychological 
and physical characteristics, qualities, skills, roles and so forth. Sel-
f-concepts contribute to the individual’s sense of identity over time. 
The conscious representation of self-concept is dependent in part on 
nonconscious schematization of the self. Although self-concepts are 
usually available to some degree to the consciousness, they may be 
inhibited from representation yet still influence judgment, mood, and 
behavioural patterns.

Self-confidence Is described as self-assurance: trust in one’s abilities, capacities, and 
judgment. It is an attitude about your skills and abilities. It means 
you accept and trust yourself and have a sense of control in your life. 
You know your strengths and weakness well, and have a positive view 
of yourself.

Self-efficacy Refers to an individual’s belief in his or her capacity to execute beha-
viours necessary to produce specific performance attainments. It 
reflects confidence in the ability to exert control over one’s own 
motivation, behaviour, and social environment.

Self-expression Free expression of one’s feelings, thoughts, talents, attitudes, or impul-
ses through such means as verbal communication; the visual, decora-
tive, literary, and performing arts; and other commonplace activities 
(e.g., gardening, sports). Self-expression is, at its core, the action of 
expressing yourself, and it can take a wide variety of forms.

Self-regulation The control of one’s behaviour through the use of self-monitoring 
(keeping a record of behaviour), self-evaluation (assessing the in-
formation obtained during self-monitoring), and self-reinforcement 
(rewarding oneself for appropriate behaviour or for attaining a goal).

Situational awareness Conscious knowledge of the immediate environment and the events 
that are occurring in it. Situational awareness involves perception of 
the elements in the environment, comprehension of what they mean and 
how they relate to one another, and projection of their future states. 

Social interaction Any process that involves reciprocal stimulation or response between 
two or more individuals. Social interaction includes the development 
of cooperation and competition, the influence of status and social 
roles, and the dynamics of group behaviour, leadership, and conformity. 
Persistent social interaction between specific individuals leads to the 
formation of social relationships.

Social proof Is a psychological phenomenon where people assume the actions of 
others in an attempt to reflect correct behaviour for a given situation. 
In essence, it’s the notion that, since others are doing it, I should be 
doing it, too. It is partially a reflection of ´herd mentality´. 

Soft skills Personal attributes that enable someone to interact effectively and 
harmoniously with other people.
They are non-technical skills that describe how you work and interact 
with others. Unlike hard skills, they’re not necessarily something you’ll 
learn in a course, like data analytics or programming. Instead, they 
reflect your communication style, work ethic, and work style.

Strategic thinking Is simply an intentional and rational thought process that focuses on 
the analysis of critical factors and variables that will influence. In its 
simplest form, strategic thinking is an ability to plan for the future. It’s 
the capacity to prepare strategies and conjure ideas that will both 
cope with changing environments and consider the various challenges 
that lie ahead.

Stress The physiological or psychological response to internal or external 
stressors. Stress involves changes affecting nearly every system of the 
body, influencing how people feel and behave.  It may be manifested 
by palpitations, sweating, dry mouth, shortness of breath, fidgeting, ac-
celerated speech, augmentation of negative emotions (if already being 
experienced), and longer duration of stress fatigue. Severe stress is 
manifested by the general adaptation syndrome. By causing these 
mind–body changes, stress contributes directly to psychological and 
physiological disorder and disease and affects mental and physical he-
alth, reducing quality of life.
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Term Description
Transferable skills Skills beyond qualification. Skills and abilities you’ve developed throu-

ghout your life, at school or university, at home, in your social life, 
as well as through any experience in the work-place. They are often 
called “portable skills” because you can apply these general skills to 
various fields, working environments, and industries (e.g. collabora-
tion, problem solving, time management, creative thinking, adaptability, 
and so on). 

Transparency Is a skill that requires you to be an honest and straightforward em-
ployee. 
As an ethic, transparency is operating in such a way that it is easy for 
others to see what actions are performed. Transparency implies open-
ness, communication, and accountability. It is perhaps most commonly 
used in a figurative way to refer to a state in which things are free 
from any attempt to hide something. Is a skill that requires you to be 
an honest and straightforward employee. 

Trust Reliance on or confidence in the dependability of someone or so-
mething. In interpersonal relationships, trust refers to the confidence 
that a person or group of people has in the reliability of another 
person or group; specifically, it is the degree to which each party feels 
that they can depend on the other party to do what they say they will 
do. The key factor is not the intrinsic honesty of the other people but 
their predictability. Trust is considered by most psychologists to be 
a primary component in mature relationships with others, whether 
intimate, social, or therapeutic.

Trustworhiness Is the ability to be honest, dependable and reliable. It relates directly 
to ethics on two specific dimensions: integrity and benevolence In 
professional settings, it’s the assurance that someone will get things 
done. It’s a vital component of an effective and efficient workplace 
environment.

Term Description
Values  In psychosocial terms, values are principles or standards of behaviour; 

own judgment about what is important in life. They are individual be-
liefs that motivate people to act one way or another. Basic human 
values refer to those values which are at the core of being human. The 
values which are considered basic inherent values in humans include 
truth, honesty, loyalty, love, peace, etc. because they bring out the fun-
damental goodness of human beings and society at large.

Verbal communication Verbal communication is the use of words to share information with 
other people. It can therefore include both spoken and written com-
munication. However, many people use the term to describe only 
spoken communication. The verbal element of communication is all 
about the words that you choose, and how they are heard and in-
terpreted.

Vertical thinking The solving of problems using conventional logical processes. It is a 
type of approach to problems that usually involves one being selective, 
analytical, and sequential. 

Vision A mental image of something or someone produced by the imagina-
tion. Whether personal or in business, a clear vision will enable us to 
define the path to success. Yet achieving that vision is down to our 
own mind-set, and being prepared to test ourselves on a daily basis 
in a way which will be uncomfortable and difficult at times, but totally 
necessary to make change happen.

Visualization The process of creating a visual image in one’s mind or mentally rehe-
arsing a planned movement in order to learn skills or enhance perfor-
mance. In the field of creativity, we encourage and initiate the genera-
tion of new ideas. Therefore, visualization is an effective creative tool.

There are no terms.
There are no terms.
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