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Workforce Skills Certification System

Goal: To promote transition of learners into
the workforce

Objective: Learners will be able to utilize
work readiness skills identified and value
by employers to increase the likelihood o
getting and keeping employment



Check if

Do Personal Qualities Competencies Skill
1 Recognizes a situation of right & wrong and acts accordingly. Integrity
2 Recognizes the ethical limits of a situation, assertively confronts
others that are pushing those limits. Reminds others of proper
behavior. Will refer to higher authority if needed.
3 Takes whatever steps necessary to minimize impact of private life on | Responsibility
work.
4 Takes responsibility when an unusual situation demands special
attention
5 Recognizes when more information is needed, willing to ask for help
if necessary
6 Recognizes quality work, ready to go the extra mile to make sure that
the job gets done right.
7 Responds by helping out when needed, even if it means giving up
some personal time.
2 Makes sure the job is done before leaving, does not leave extra work
for next shift.
9 Stands up for self where appropriate, doesn't get defensive when Self Esteem
criticized, accepts and learns from critical feedback.
10 Cpen to new learning experiences, willing to ask for help when
needed. Uses work assignments to gain new abilities.
11 When things get slow, finds something to do rather than wait to be Self-
told what to do. hManagement
12 Recognizes the limits of own ability, communicates those limits as
necessary; seeks help when needed.
13 Uses open and honest communications in order to maintain Sociability
relationships
14 Correctly balances business need against interpersonal relations.

Takes time to discuss non work-related issues with associates, but
only to the extent that this doesn't interfere with work.




Customer Care Competencies Skill

1 Remains polite and professional when interacting with customers Customer
who make unreasonable demands. Relations

2 Faced with a hostile customer, maintains positive demeanor and
earnestly attempts to help the customer.

3 Increases customer loyalty by immediately addressing concerns and
following up.

i Handles competing customer needs in a calm and helpful manner,
follows through on commitments.

5 Recognizes when it is best to personally handle customer needs Decision
versus when to direct the customer elsewhere Making

6 Recognizes priorities, then implements solutions based on an
understanding of business need.

7 Decides when to vary from routine operating policies/guidelines and
when to adhere to them.

8 Recognizes when more information is needed for making a decision.

5 Recognizes the limits of own authority, correctly decides when to use
those limits in order to keep the customer satisfied.

10 Evaluates alternatives strategies for customer satisfaction, then Commitment
chooses one that minimizes harm and makes the customer feel to Quality
supported.

11 Proactively assists peers for the purpose of increasing overall quality
of company operations.

12 Voice and body language communicate to the customer that
satisfying the customer's need is of highest importance.

13 Balances own work schedule against customer needs; willingly makes
adjustments.

14 Determines customer need and improves customer relations by
“listening” to customer comments and requests.

Note: "Customer" does not refer only to individuals external to the organization. Also included are
internal employees, persons in another unit/area, for whom such activities are performed.




WSCS is a three step process:

Step 1 - Profile and Certify Current S

Step 2 - Develop Skills

Step 3 - Certify Improved Skills
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Step 1 - Profile skills

work-related academic skills
with CASAS’ Reading & Math
assessments

work behaviors (soft skills)
with LRI's Personal Quality &
Customer Care assessments
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Workforce Skills
Certification System
a program of CAS4S and LRI

Workforce Skills Profile

Awarded to:  Dameon Lozano

By Agency:  Rolling Hills Adult School
Date Issued: January 12, 2016
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Work-related Academic Skills typically demonstrated at this level

Reading
h‘harprﬂswnmuﬂvmﬂrnmaendrelaﬁedmevegdayneadsaﬂm Understands the overall
structure of most written materials in everyday an b
+ Interprets text in standard crganizational formats, inchuding tables and checklists

+ Finds information in directories and simple reference materials.
l‘rterpmsillusha'ﬁu'rsamisirple diagrams

* Has sufficient read for using a computer for common purposes such as read
routine e-mail and l.nderslzn:llng m pagesglgltem i
Math

Uses mental math to solve simple problems

Converts and caleulates with units of time

Calculates linear measurement in inches, feet and miles. Lses common measurament instruments
Interprets data in tables and charts. Reconds data in simple formats

Personal Quality Skills demonstrated

Integrity

+ Has the opportunity fo break a rule and probably get away with it, but decides to follow the rule.

+ Tries to stop others who are about to break a rule. Reminds them of the rules and what could happen
if they get caught. Will ge to 3 manager or supenisor if necessary.

Responsibility

*» Tries to keep private life from affecting work.

+ Willing to ask for help, more information or dearer instructions.

* Responds by helping out when nesded, even if it means giving up some personal time.

Self-Esteem

* Willing to try new things. leam new skills and ask for help when needed.

Sociability

+ ks open and honest with coworkers because hefshe knows it's easier to work with people when
everyone gets along.

Customer Care Skills demonstrated

Commitment to Guality
Approprately and body uage icate to the customer that sati the
ammrsneedlsdhrghatnwl;n'ﬁ S = siing
* Balances own work schedule against custormer nesds; willingly makes adjustments.

+ Dietermines customer need and improves customer relations by listening” to customer comments and
reqUests.

Customer Relations

+ Remains polite and professional when interacting with customers who make unreasonable demands.

+ Faced with a hostle customer, mamniains positive demeancr and eamestly attempts to help the
customer.

+ Increases customer loyalty by immediately addressing concems and following wp.
Decision Making
-m;z:sMIen it 5 best o personally handle customer needs wersus when to direct the customer

+ Recognizes the mits of own authority, comectly decides when o use those limits in order to keep the
customer satishied.

WSCS Prof




Step 1 - Profile Skills

1. Administer assessments:
CASAS Assessments via CASAS eTests
GOALS Reading- 60-75 minutes
GOALS Math - 60-75 minutes
LRI Workforce Readiness (soft skills) via the we
Personal Qualities - 40 minutes
Customer Service - 37 minutes

2. Create a Workforce Skills Profile from TOPSpro
Enterprise |

Combines results from Reading/Math and
Skills Assessment




Why a Workforce Skills Profile?

» Documents a person’s work-related academic and
work behavior skills (soft skills)

» Benefit for Learners

» Documents learner’s current work readiness
skills:

» What the learner knows
» What skills needs to be developed
» Benefit for employers
» Documents job candidate’s work readiness skills

» Informs employer if prospective employee
meets job skill requirements



Profile

Certification

CASAS

(srade Level

ABE ESL Score Ranges®
Beginning ESL Literacy 180 and below 1
Low Beginning ESL 181-190 1
Beginning ABE Literacy High Beginning ESL 191-200 1
- Basic Ed ) In iate ESL Basic Skalls 201-205 7
Beginning Basic Education Low Intermediate Deficient 206-210 3
Low Intermediate Basic , ) 211-215 4
Education High Intermediate ESL 216220 5
. . 221-225 &
IEEF A s Advanced ESL 226230 7
231-235 B
Low Adult Secondary Not Basic 236-240 9
Education Zkﬂ'l‘f"‘ 241245 10
High Adult Secondary o : . 246-250 11
Education B 251 and above 12

*Reading, Math, Listening
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Adapted from Attachments A and B of the Employment and Training Administration, USDOL: TEGL
17-05 Change 1 — Common Measures Policy for the ETA Performance Accountability System and
Related Performance, issued Aug 13, 2007.
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Workplace Behaviors (Soft Skills)

» Personal Qualities (PQ)*
Integrity
Responsibility
Self-Esteem
Self-Management
Sociability

» Customer Care (CC)*
Customer Relations
Decision Making
Commitment to Quality

*LRI’s Workforce Readiness Skills assessment
To see samples go to: www.learning-resources.com
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WSCS Soft Skills Assessment

» Video-based assessment: Learner watches
a short video clip of a job scenario and
has to decide on the best and worst
course of action

» Applicable, on-the-job situations
» Cell phone usage
» Working with a team
» Helping customers



Step 2 - Develop skills

work-related academic skills ey “:;::m
(refer to ECS Reading and Math e ——

competency report) —

work behaviors (soft skills) B

(refer to LRI's Feedback and e

e o e e — g —

Development reports) Sere——

B e i s

NOTE: Reassess periodically to determine when
candidate is ready for certification
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Step 2 - Develop skills

Plan and provide work readiness skill curriculum and
instruction:

Utilize diagnostic reports to target instruction

- TOPSpro Enterprise competency reports o
learner’s reading and math skills

- LRI Feedback and Development reports o
learner’s soft skills

- WSCS Soft Skills Discussion Guide to help
plan activities and curriculum

Reassess periodically to measure progress
Create updated WSCS profile

14



LRI Feedback Report

SOCIABILITY:

You are understanding, friendly, flexible, and polite; when you
are around coworkers, you partlcipate in whatever is going on,
instead of trying to be “invisible”; ; you get along well with
others; you take an interest in what others say and do.

Situation In Which Your Performance Was Acceptable

Is open and honest with coworkers because he/she knows it’s
easier to work with people when you get along with them.

Situation In Which Your Performance Needs Development

Spends some time chatting with coworkers, but not too much.

Knows the difference between “down time”, when it’s okay to
socialize, and when it’s time to concentrate on work and to let
others concentrate on their work.

15
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LRI Feedback & Development Reports

» ldentify effective skills and developme
needs

» Create development plans to best targe
learners’ areas of weakness

» Classroom role-playing
» LRI Training DVD

» Cater instruction to best fit your program a
students’ needs

16



Comprehensive Soft Skills Discussion Guide

» SKILL: Integrity - You know right from wrong and try to do th
right thing.

» QUESTION: Assume you are at work and one of your co-worke
decides that he wants to leave work 15 minutes early, but'do
not want the manager to whom you both report to know tha
leaving early. As your co-worker is leaving he explains to yo
he is leaving early and asks you to “cover for him” in case y
manager comes by and asks where he is. What would you do
this situation?

» (Possible probes/additional comments: Assume the Manager
comes by and asks you directly where your co-worker is. Wha
\lNould you say? What would you say to the coworker before
eaves?)

17



Comprehensive Soft Skills Discussion Guide\

SAMPLE EFFECTIVE BEHAVIORS:
1. Indicating disagreement with the co-worker’s deceitful actions.
2. Informing the co-worker he/she will not lie to the manager.

3. Indicating that he/she will tell the manager the true story.

SAMPLE INEFFECTIVE BEHAVIORS:

1. Seeing nothing wrong with the co-workers behavior  (e.g., it’s not my
business).

2. Agreeing to “cover” for the co-worker or play dumb if questioned by the
manager.

3. Indicating disagreement with the co-worker’s actions, but a reluctance
views to the co-worker

18



Step 3 - Certify Skills

work-related academic skills and

work behaviors (soft skills):

NOTE: Candidates will be eligible forthe WSCS
certificate when scores on Form 551 are 246 or
above inReading, 240 or above in Math; on Critical
Thinking and Problem Solving are passing; and on LRI
modules are & or above

w::l
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Step 3 - Certify Skills

Administer certification tests via CASAS eTests:
a. CASAS WSCS - Form 551
» Reading (40 minutes)
» Math (40 minutes)
b. CASAS Critical Thinking (15 minutes)
c. CASAS Problem Solving (25 minutes)
d. LRI Workforce Readiness - soft skills
» Personal Qualities (40 minutes)
» Customer Care (37 minutes)

Note: only administer LRI soft skills assessment if
student has not yet achieved level 6 overall in both
sections.
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Work-related Academic Skills

Form 551 assesses academic skills
» Reading

» interpreting manuals, forms, diagrams, charts,
signs

» other types of workplace documentation
» Math

» application of math skills to job-related
tasks/situations

» basic computation
» decimals, fractions, percent, ratios
» simple applied algebra

21



Prepare for Critical Thinking and Problem
Solving

The WSCS Critical Thinking test questions :

- are analytical in nature

- involve making observations, inferences, and deductions, dra
conclusions, and making decisions.

- include selecting an answer from given responses
The WSCS Problem-Solving test questions:

- reflect a six-step problem-solving model:

1 - ldentify the problem

2 - Identify possible causes of the problem

3 - Identify solutions to the problem

4 - Implement a plan to solve the problem

5 - Evaluate the solution

6 - Modify the solution

- include selecting an answer from given responses and writing

responses
22



Critical Thinking & Problem Solving Test
Form

Suggested Occupation/Industry Applications

Form 362: Processing Data and Money

Transactions

Banking, retail, administrative, clerical, and

other business occupations

Form 572: Helping People and Maintaining

Health, education, safety, and other

Safety human / social service occupations
Form 582: Analyzing Production and Manufacturing, technology, investigative,
Promoting Teamwork scientific, and other analytical occupations

Form 383 Providing Customer Service and

Customer service, sales, hospitality, personal

Solutions services, and other service cccupations
Form 5384: Working with Materials and Construction, maintenance and repair,
Measurement engineering, transportation, other hands-on

occupations

23




Step 3 - Award Workforce Skills Certificate

Workforce Skills Certificate is awarded when a learner scores:

-on WSCS Form 551
»246 or above in Reading
» 240 or above in Math
-on WSCS Critical Thinking - pass
-on WSCS Problem solving - pass
-on LRI Customer Care - 6 or above
-on LRI Personal Qualities - 6 or above

Note: If a learner does not score high enough to earn a certificate, print out-an upda
Profile for him/her.

24



National

workforce Skills Certificate

Presented to

Damon Lozano

for demonstrating mastery of

Work-related Academic Skills and Soft Skills
on April 27,2016

Worl;.forcg Skills
Rolling Hills Ml et



Workforce Skills
Certification System
a program of CAQAS ana LRI

The following workforce skills have been identified by the
individual’s responses to employer-validated and
nationally normed assessments.

More detalled information can be found at
www.casas.org (academic) and at
www.learning-resources.com (soft skills).

Work-related Academic Skills T
| wm«mmumugﬂuymmmaww

[Reading

a varigty i il i job n ! i
instructions, murﬂuh. and technical nfoematon T 10100 needs, such as operating
* Intarprats detalled policies and proceduras

* Reads complex diagrams and graphs

* Reats most materials and communications related 1o job without significant dficully

* Usas print and Intemet-based refarencaes and intarprat complax Web sites

| Math

* Infarprets data in more complex sorts of graphs and representaton
* Summarizes ard reports data for a parlicular purpose
* Prasents data in various raprasentations and interpratations
* Applies ratie and proporion
* Creatas and interprets graphs of more complex equations
* Works with three-dimensional representaSons and coordinale systems
L * Applies and calculates a variaty of rates

| Personal Quality Skills demonstrated

l

Gustomer Care Skills demonstratad
| Commitment to Quailty

‘SoftSkils d

|Integrity Zo T
* Has the upporhmi:.rtum a rule and pmhnhlr glt W with it, but decides to follow the rue.
. Tﬂu to slop others whe are aboul te break a rule. Reminds them of the rules and what could happan if
iy gt caught. Will go to a manager or supervisor if necessary.
Ras| il =
“ Tries bo hup private life from afecting work.

-E«asn‘l say “That's not my job.” when something unusual or unexpected comes up that needs 1o be
ane,

= Willing to sk for help, mora infarmaton ar clasrer instructions.

* Recognizes quality work, ready to go tha axdra mile to makae sura that the job gets dona right

* Riesponds by helping out whan neaded, even il it maans giving up soma persanal time.

* Makes sure tha job is dwna bafors laaving, 4sas not lsave axtra work for next shift.
Salf-Esteam

= Stands u appropriate; on the other hand, dossn't take it pu'wnll n‘huﬂ a
points m?lnmmplahacrpunﬂy done werk; accepts suggestions for ways to do , tive b batier

*Willinig b try R things, Iaam new skills and ask for help whan neaded.

manager

*Whaen things get slow, finds something to m rather than wait to be told what io do.
= Asks for help when he/she can't do som whmhar it's bacause of a lack of training ar infarmation,
or things are just 1oo busy to gel everything o
Sociability
* |3 open and honest with coworkers because halshe knows IU's easier o work with people when
mearyone gets along,
= Spands some tima chatting with cowerkers, But not toe much. Knows the difference babwesn “down

Eime”, when it's okay lo socialize, and when i's time bo concentrate cn work and bo let others
concantrate on thair work.

| Critigal Thinking and Problem Sofving i T

= Answers analytical questions that involve critical thinking skills such as making cirservations,
inferences, and deductions, drawing conclusions and making decigions,

rAEMN . aVas

: ﬁH?-_'_mz questions that reflects a six-step problem-solving modsl based on & work-related situation.

+E alternative stratagias for customar satisiaction, than chossas ona that minimizes harm and
muma the customer fesl supporied.

* Proactively assists poars fa tha pumase of increasing avarall quality of company aperatians.

= Appropriately wses volce and Sady langusae cammunscats ta the custamer that sstialying the
cusiomer's need is of highest impadance.

* Balances own work scheduls a3ainst custamar naads; willingly makes aljustmarts.

-mwmu customer need and mprovas cushamear relabons by "Bstening” b customer comments and
requests.

Customer Relations

*Remains polite and mhsmnd\man n‘harnd]ng with customers who make unreasanatvs demanes,

'Fa:ed with a hostile customer, mainteins positive demeancr and earneslly attempls b halp the
cusiomer

*Increases custormer loyalty by immediabely sdnessing concems and following up.
* Handles compeling custumer needs in a calm and helpful manner, follows through en commitments. |

| Decia

'm\mm it is beest bo personally handle customer needs versus when to direct the customer |

| *Recognizes prioflies, then implamants slulions hasad an an understanding of business need,

* Dacides when o vary fram routine oparating palicies‘guidalines and whan to adhara fo them.
*Rectgnizas whan mora nfarmatian is nasded Far making a dacisian,
* Racognzas the limits of wwn authanty, camactly decidas when to usa thoss limits 0 ordar ba keap the
cusiomer salisfied,
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Wrapping Up

For me, a surprise from this training has been ?

I’m still not clear about

What will appeal to my learners about this program is

I’d like more information about

vV v vV VY

What | may need help in presenting this program to colleagues, administrators,
employers or others is .

Resources

» LRI Workplace Behaviors (Soft Skills)
www. learning-resources.com

» CASAS

WWW.Casas.org

WSCS

WSsCcs@casas.org
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http://www.learning-resources.com/
http://www.casas.org/
mailto:wscs@casas.org

3512019

Thank you for attending!

Help improve the Summer Institute, take the survey!
Facebook.com/CASASsystem use #casassi2019 to share!
G @CASASsystem use #casassi2019 to tweet!
CASASAssessment

You

WWW.casas.org/si 28


https://www.surveymonkey.com/r/CASAS-SI
https://www.facebook.com/CASASsystem
https://twitter.com/CASASsystem
https://www.youtube.com/user/CASASAssessment
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