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CASAS WORKFORCE SKILLS
CERTIFICATION SYSTEM (WSCYS)

« Goal: To promote transition of participants into the
workforce

* ODbjective: Participants will use the work readiness
skills identified and valued by employers to help get
and keep a job

Workforce Skills
Certification System

a program of CASAS and LRI
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WORKPLACE BEHAVIORS (SOFT SKILLS)

» Personal Qualities (PQ)*
* Integrity
* Responsibility
» Self-Esteem
* Self-Management
« Sociability
« Customer Care (CC)*
« Commitment to Quality
e Customer Relations
* Decision Making

*LRI’s Workforce Readiness Skills assessment

To see samples go to: www.learning-resources.com
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Check if

© CASAS WSCH

Personal Qualities
required Skill
1 Recognizes a situation of right and wrong and acts accordingly. Integrity
2 Recognizes the ethical limits of a situation; confronts those who Integrity
push those limits. Will refer to higher authority if nesded.
3  Tries to keep private life from affecting work. Responsibility
4 Takes responsibility when an unusual situation demands special Responsibility
attention.
5 Recognizes when more information is needed; is willing to ask for Responsibility
help if necessary
g Recognizes quality work; ready to go the extra mile to make sure Responsibility
that the job gets done properly.
7 Responds by helping out when needed, even if it means giving up Responsibility
some personal time.
8  Makes sure the job is done before leaving; does not leave extra Responsibility
work for next shift.
9  Stands up for self whers appropriate; doesn't get defensive when Self-Estesm
criticized; accepts and learns from critical feedback.
10  Willing to try new things, learn new skills and ask for help when Salf-Estesm
neaded.
11 When things get slow, finds something to do rather than wait to be | gz
told what to do. Management
12 Asks for help when he/she can't do something, whether it's because | galf-
of a lack of training or information, or things are just too busy to get | panagement
everything done.
13 Is open and honest with coworkers because he/she knows it's easier | sociability
to work with people when everyone gets along.
14 Spends some time chatting with coworkers, but not too much. Sociability
Knows the difference between "down time", when it's okay to
2012 sodialize, and when it's time to concentrate on work and to let others

concentrate on their work.
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Check if

Customer

Customer Care Skills
required Relations
1 Remains polite and professional when interacting with Customer
customers who make unreasonable demands. Relations
2  Faced with a hostile customer, maintains positive demeanor Customer
and earnestly attempts to help the customer. Relations
3  Increases customer loyalty by immediately addressing concerns Customer
and following up. Relations
4  Handles competing customer needs in a calm and helpful Customer
manner, follows through on commitments. Relations
5  Recognizes when it is best to personally handle customer needs Decision
versus when to direct the customer elsewhere Making
& Recognizes priorities, then implements solutions based on an Decision
understanding of business need. Making
7  Decides when to vary from routine operating Decision
policies/guidelines and when to adhere to them. Making
8 Recognizes when more information is needed for making a Decision
decision. Making
2  Recognizes the limits of own authority, correctly decides when Decision
to use those limits in order to keep the customer satisfied. Making
10 Evaluates alternatives strategies for customer satisfaction, then Commitment to
chooses one that minimizes harm and makes the customer feel Quality
supported.
11 Proactively assists peers for the purpose of increasing overall Commitment to
quality of company operations. Quality
12 Voice and body language communicate to the customer that Commitment to
catisfying the customer’s need is of highest importance. Quality
13 Balances own work schedule against customer needs; willingly Commitment to
makes adjustments. Quality
14 Determines customer need and improves customer relations Commitment to
e by “listening” to customer comments and requests. Quality
SES2642




WSCS IS A THREE STEP PROCESS:

» Step 1 - Profile Skills
« Step 2 — Develop SKills

« Step 3 — Certify Skills

© CASAS WSCS 2012



STEP 1 — PROFILE SKILLS

work-related academic skills
with CASAS’ Reading & Math

assessments TOPS= »

work behaviors (soft skills)
with LRI's Personal Quality &
Customer Care assessments

© CASAS WSCS 2012 7



STEP 1 — PROFILE SKILLS

« Administer assessments:
« CASAS Reading and Math via CASAS eTests

* LRI Workforce Readiness (soft skills) via the web
Personal Qualities — 40 minutes
Customer Service — 37 minutes

« Create a Workforce Skills Profile (using TOPSpro)
« Combines results from CASAS and LRI

© CASAS WSCS 2012



Workforce Skills
Certification System

a program of cﬂw-nd LRI

Awarded fo:

By Agency:
Date Issued:

Workforce Skills Profile

Damon Lozano

Rolling Hills Adult School
January 12, 2011

Work-related Academic Skills

Basic e Advanced

erere——
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Soft Skills

Basic e Advanced
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Work-related Academic Skills typically demonatrated at this lavel

Reading
« Interprets comenon writtien maledal resated to everytay needs and to |00, Undersands e overall
Mﬂﬂrmm materals In E«'enﬂa}'aﬂz i contexis

- Infesprets bext in standand crganizational formats, INcluding fables and chacklists
* Finds Information In dirsctories and simple reference matenas
- Interprets lliustrations and simpis dagrams

O £-mal g LI serstanting Meb pags ot P g

Math

« Uses mantal math to soiva simple prosiems

* Converts and cakaulates with Wilts of tme

= Calcuwiates linear measurement in Inchies, fest and miss. Uses common measurement insinaments
- Inferprets data In tables and charts. Reconds data In simpls formats

Peraonal Quality Skills demonstratad
Integrity
» Has the oppartunity to break 3 nee and prooably get away with It, but decides to Tolow the e,

= Thes to Eb% thers who are about to break a rule. Reminds them of the ruies and what could happen
If tey get cawghi. Will o 10 3 manager of supenvisar I Necessary.

Responsibdiity

- Tries to keep privatz e from affecting work.

= Willing to 3k for help, mose Information of clearer Instructions.

= Responts by helping out whan nesdad, evan if It means glving up some parsonal tme.

Self-Estasm

= Wiling fo ry new ings, leam new skills and ask for help when needed.

Sociablitty

. lsuﬁer and hmes. Wih cOWDrkers Decause ha/sne knows s 2asiar o work with peopie when
ONE gels a0

Gustomer Gars Skills demonstrated

Commitmant to Qualtty

riate! I.EEEVUQEE’IHWH}IE Lﬂgemmmlmmmwsmrmzsmr. the
i e b of highast |mponar"gm. e

* Balances own work schedule against customer needs; wilingly makes afjustments.
= Detanmines customer nesd and Improves customer relations by Tistening” to customer comments and
LUests

req ;
Customsr Relations

= Remains poliie and professional when Interacting with customers who make unraasonabia demands. |

= FEKT_‘G Wi 3 hostiie customar, maintains poesiive demeandr and eEamesty altempss 1o haip e
CLEIDmEr.

» INCT2ases CUtomer Ioyaity by Immiediately A00recSng CONCaMS and folowing up.

Decislon Making

= HWES when It Is best 1o Wm‘-&ﬂ]’ handie cusiomer nesds versus when Lo direct he customer
slzewmane.

+ Recognizes Me Bmits of own auihonty, comecty deckdes when to use hose (Imis In onder io keep the
cusiomer satisfied.

© CAS

WSCS PROFILE

See sample at
WWW.casas.org




RELATING SKILL LEVELS TO THE WSCS
PROFILE

Levels ABE ESL DOL
- o |t
&l Ify Low Adult Sl.(".ls
7 Deficient
Secondary
5 High Intermediate Advanced
Basic ESL
5 Low Intermediate High
Basic Intermediate ESL
: Beginning Low Intermediate
Profile 4 Basic ESL Basic Skills
3 Beginning ABE High Beginning Deficient
Literacy ESL
5 Low Beginning
ESL
1 Beginning ESL
© CASAS WSCS 2012 Literacy 10



WHY A WORKFORCE SKILLS PROFILE?

» Benefit for participants

e Documents their current academic and soft skills:
What the learner knows
What soft skills and academic skills need to be developed

« Benefit for employers

* Profiles job candidate’s work readiness skills

Informs employer if prospective employee meets job skill
requirements

© CASAS WSCS 2012 i



STEP 2 - DEVELOP SKILLS

work-related academic skills
(refer to ECS Reading and Math
competency report)

work behaviors (soft skills)
(refer to LRI's Feedback and
Development reports)

NOTE: Reassess periodically to determine when
candidate is ready for certification

© CASAS WSCS 2012 12



STEP 2 - DEVELOP SKILLS

« Plan and provide work readiness skill curriculum and
Instruction:

* Use WSCS competencies and QuickSearch* to plan curriculum

» Use diagnostic reports to target instruction
TOPSpro competency reports on learner’s reading and math skills
LRI Feedback and Development reports on learner’s soft skills

» Reassess periodically to measure progress
 Report EFLs to NRS
* Create updated WSCS profile

*find at www.casas.org

© CASAS WSCS 2012 18



FEEDBACK REPORT

* SOCIABILITY:

* You are understanding, friendly, flexible, and polite; when you are
around coworkers, you participate 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.

© CASAS WSCS 2012 14



COMPREHENSIVE SOFT SKILLS
DISCUSSION GUIDE

« SKILL: Integrity — You know right from wrong and try to do the
right thing.

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

* (Possible probes/additional comments: Assume the Manager
comes by and asks you directly where your co-worker is. What
would you say? What would you say to the coworker before
he leaves?)

© CASAS WSCS 2012 15



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
guestioned by the manager.

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

© CASAS WSCS 2012 16



STEP 3 — CERTIFY SKILLS

work-related academic skills and W"":W
Damon Lozano
work behaviors (soft skills): it

© CASAS WSCS 2012 ik



WSCS CERTIFICATION

« Assesses academic skills - measured in the
application to job-related tasks/situations
 Reading at a adult secondary level
« Math at a adult secondary level
« Critical Thinking and Problem Solving

» Assesses work behaviors (soft skills)
e Personal Qualities
« Customer Care

© CASAS WSCS 2012
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National

workforce Skills COI"l:lflca[a

Presented to

Damon Lozano

for demonstrating mastery of

Work-related Academic Skills and Soft Skills
on April 27,2011

© CASAS WSCS 2012
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Workforce Skills
Certification System
a program of CAGAS and LRI

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

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

'Work-related Academic Skills
! Work-related Academic Skills tﬂlﬂl} demonstrated at this level
“!
.nﬂmmns. ma-ﬂjg and l:dﬁﬂ%;ﬁ:f:ﬂ'ln‘mals Foisted oo ead, such a3 operating
* Interprats detalled policies and procedures
* Reads complex diagrams and graphs
* Reads most materials and communications related to job withouw! significant dffculty
* Uisas print and Intemet-based refarances and interpret complex Web sites -
_Math BT R T TR
* Imarprats data in more complax sors ufgrlpha and reprasantation
* Summarizes and reports data for a particular purpose
* Presents data in varous reprasentations and interpratations
* Applies ratio and proporion
* Creatas and intarprats graphs of more complex equations.
* Works with three-dirmensional representations and coordinale syshems
__*Applies and calculates a variaty of rates R
| Critigal Thinking and Problem Solving |

* Answers analytical guestions that involve critical mlnlthg skllls such as malclng otmervations,
inferences, and deductions, drawing conclusions and making decigions,

* Answers quastions that reflacts a six-step problem-solving model based on a work-related situation.

' Soft Skills s Lt A G

| Personal Guality Strlll. demonstrated
intgrity
* Has the upportuni:.rtnm & rule and probably gat away with it, but decides to follow the rube.

* Tries to slop others who ane aboul to break a rule. Reminds themn of the rules and what could h!ppun if
thay get caught. Will go to a manager or suparvisor if necessary.

Responsibility i = 3
* Tries b0 keap private life from affecting work.
. Eo-aan‘l say “Thars not my job.” when something unusual of unexpected comes up that nesds io be

one,

* Willing to sk for help, mora infarmation ar clasrer Instructions.
* Recognizes quality work, ready to go tha axira mile b maka sura that the job gats dona right
* Rigsponds by helpng out whan nesded, aven il it maans giving uwp soma persanal time,
* Makes sure the job is 4ana hafara laaving, doas not laave extra work for nesd shift.
| Self-Estesm
* Stands uEfuraalfm appripriate; on the uther hand weassnt take it persunally when & mnnauur_|
points cut incomplete sr poary done werk, Accepts mggmma fier ways bo do e job batler. [
* Willing bo try new things, leam new skills and ask for help when needed. |
| Self-Management
= When things get slow, finds something to do rather than wail to be fold what to do.
* Asks for help wien he'she cant do aomedwgnwham it's bacause of licha‘fnlnlng nrmfntmaicn
or 1h|ng5. am ust 100 busy o gel everything

inge I

* |3 open and honest with coworkrs because he'she knows U's easier io work with people when 1
mearynrm geds along,
* Spands some time chatling with cowerkers, but not toe much, Knows the difference batwesn “down

time", when it's okay lo socialize, and when i1's time to concantrate on work and to lat others
concantrate on their work.

| Gustomer Care Skills demonstrated
| Commitment to Quallty

— =4

* Evaluates altermative stratagias for cusiomar satisfaction, than chaassas one that minimizes hamm and |
makes e customer feal supporiad,

* Proactively assists poaers far tha mamasa of increasing averall quality of company aparatians.

* Appropriately uses volce and Sady langusge cammunscabe ta the custamers that satisfying the
cusiomer's nesd is of highes? impanancs.

* Balances own work scheduls s3ainst custamar naads; willingly makes aijustmanis.

*D!N;ﬁt;'tﬂ customes need and Frprovas custamear relations by “Estening” 1o customer carmments and
mequ e

"+ Remains polml and professicnal ‘when ntarlr.ilng with custumers who make Lnreassnalve demanes, |

'Fa;ed with a hostile customer, maintains positive demeanor and earnestly attempls b help the
cusiomer

* Increases custormer loyalty by immediabely sidressing concema and following up.
* Handles compeling cusiomer needs in a calm and helpful manner, follows threugh en commitrments.

| Decision Making ATE
*ml when il is best lo personally handle customer needs versus when to direct the customer

* Recognizas prioflies, then implamants salulions hasaed an an understanding of business nead,
* Dacides when o vary fram routine operating policiesiguidelines and whan to adhara o tham.
* Reoognizes whan mora infarmation is nasded far making a dacision,

* Recognzas the limits of wwn authanty, carractly decides when (o usa thosa limits o ordar b keap the
cusionmer salisfied,

© CASAS WSCS 2012
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CASAS AS PART OF OTHER SYSTEMS

- National External Diploma Program (NEDP)

 The Workforce Skills Certification provides a ‘Diploma Plus’
option for the adult high school graduate

« Singapore’s Workforce Skills Qualifications (WSQ)

 Workplace Literacy and Numeracy (WPLN) credentials
accepted by 2,500+ employers

« Maine’s WorkReady™
« Washington’s |-BEST

© CASAS WSCS 2012 21



