SKILLSFUTURE SINGAPORE
CRITICAL CORE SKILLS (CCS) REFERENCE DOCUMENT

SKILLSFUTURE SINGAPORE
TAI LIEU THAM KHAO - BO KY NANG COT LOI QUAN TRONG (CRITICAL CORE SKILLS - CCS)

Séng An gidi thiéu Bo k{ ndng ¢t 16i quan trong (Critical Core Skills - CCS). Day la céng trinh nghién cu cOa SkillsFuture Smgopore va té chuc nay khong €6 U dinh thyc hién viéc chugen ngu
sang cac ngdn ng¥ khac. Do do, véi cdc cd nhan théng thao ti€éng Anh, chung téi dé nghi ban tham khao tryc tiép tai https:

V&i cac cé nhan co vén tiéng Anh con han ché, Séng An xin hudng dén quy anh chi va cac ban 02 céch dé st dung cong cu bdng tiéng Viét:
1. SU dung Google Dich hodc cdac tu dién Anh - Viét nhu mot cong cu trung gian.
2. Xem qua ban dich bén dudi do dbi ngl tinh nguyén vién tai Séng An thuc hién.

CCS Category Thinking Critically Interacting with Others Staying Relevant
CCs Decision Making Building Inclusivity Adaptability
CCs Problem Solving Communication Digital Fluency
CCs Sense Making Developing People Global Perspective
CCs Creative Thinking Collaboration Learning Aqility
CCs Transdisciplinary Thinkin Customer Orientation Self Management
CCs Influence

CCS Cat
aregory Thinking Critically

OISR (S L) e Tu duy phdn bién

CCs Decision Making

Kg ndng KJ ndng ra quyét dinh
Choose a course of action from several alternatives developed through a structured process in order to achieve intended goals
Chon mét hudng hanh dong to nhiéu phuong dn thay thé dugc phdt trién théng qua mdt quy trinh cé cdu truc dé dat dugc cdc muc tiéu déd dinh

CCS Description
M6 ta kg ndng

CCS Proficiency Bosif: Intermedigte Advonc:ed
Description Cd ban Trung cép Cao cdp

M6 ta trinh d6 kg CCS-DCM-B002-1 CCS-DCM-1002-1 CCS-DCM-A002-1
ndng
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Follow processes to make decisions which

achieve intended goals using given information

and guidelines

Implement structured decision making processes and
analyse multiple sources of information to propose
solutions

Define decision making criteria, processes and
strategies and evaluate their effectiveness
Xadc dinh cdc tiéu chi, quy trinh va chién luoc ra quyét

Tudn theo cdc quy trinh dé dua ra quyét dinh
dat dugc muc tiéu dé dinh bdng cdch su dung
théng tin va hudng dén cé sén

Thuc hién cdc quy trinh ra quyét dinh cé cdu truc va phdn | dinh, va ddnh gid hiéu qud cua chung
tich da dang cdc ngudén théng tin d€ dé xudt cac gidi phdp

Knowledge e Decision making processes e Decision evaluation and prioritisation frameworks e Decision making criteria and strategies
Kién thuc Quuy trinh ra quyét dinh Khung ddnh gid va uu tién quyét dinh Cdc tiéu chi va chién lugc ra quyét dinh
e Decision making tools and techniques e Stakeholder analysis techniques e Decision automation tools
Coéng cu va ki thudt ra quyét dinh K{g thudat phan tich cdc bén lién quan Coéng cu tu doéng héa quyét dinh
e Decision making styles e Group decision making methods e Organisation’s vision, objectives, and operating
Phong cdch ra quyét dinh Phuong phdp ra quyét dinh nhém climate
e Decision making pitfalls and errors e Risk analysis techniques Tam nhin, muc tiéu va moi trudng hoat dong cua té
Cdc bdy va sai sét trong viéc ra quyét dinh K§ thuat phan tich rdi ro chuc

e Organisation communication techniques
K thudt giao tiép trong té chuc

e Risk mitigation strategies
Chién lugc giam thiéu roi ro

e Regulatory frameworks and policies
Khung phdp Iy va chinh sdch

e Impact measurement techniques
K{J thugt do luong tdc dong

e Ethical guidelines, standards and
procedures
Hudng dén quy chudn dao duc, tiéu chudn
va thu tuc
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Abilities

Khd ndng

Follow decision making processes which
align with organisational guidelines,
standards and procedures

Tudn theo cdc quy trinh ra quyét dinh phu
hop vdi cdc hudng dan, tiéu chudn va thu
tuc cua té chuc

Gather relevant information to support
ideation and decision making processes
Thu thép théng tin lién quan dé hé tro quy
trinh 1én g tuéng va ra quyét dinh
Participate in brainstorming activities to
develop solutions during decision making
processes

Tham gia vao cdc hoat déng phdt trién y
tuong sang tao (brainstorming) dé phat
trién cdac gidi phdp trong qud trinh ra quyét
dinh

Collate information on impact of decisions
made and suggest improvements

DOi chiéu théng tin vé tdc déng coa cdc
quyét dinh dugc dua ra va dé xudt cdi tién

Implement structured decision making processes
which align with timelines and refer to multiple sources
of available information

Thuc hién cdc quy trinh ra quyét dinh cé cdu truc phu
hop vdi cdc méc thdoi gian va tham khdo nhiéu nguén
théng tin c6 sdn

Analyse required information for decision making and
direct the collection of relevant information

Phan tich théng tin can thiét cho viéc ra quyét dinh va
chi dao viéc thu thgp thong tin lién quan

Facilitate decision making processes within teams to
design innovative solutions

Diéu phdi quy trinh ra quyét dinh trong nhém dé thiét
k€& cdc gidi phdp sang tao

Assess impact and feasibility of solutions to provide
recommendations

Ddnh gid tac déng va tinh kha thi coa cdc gidi phdp dé
dua ra dé xudt

Analyse risk factors for proposed solutions or
outcomes of decision making processes and devise
mitigation strategies

Phan tich cdc yéu té rui ro cho cdc gidi phdp duoc dé
xudt hodc két qud coa quy trinh ra quyét dinh va dé
xudt cdc chién lugc gidm thiéu rii ro

Develop implementation plans for solutions or
outcomes of decision making processes in adherence
to organisational guidelines, standards and procedures
Xay dung k& hoach thuc hién cdc gidi phdp hodc két
qua cua quy trinh ra quyét dinh tudn thu cac hudng
dan, tiéu chudn va tho tuc cua té chuc

Review outcomes of the decisions made to determine
whether goals have been met

Ra sodt két quad cua cdc quyét dinh duoc dua ra dé
xdc dinh xem cdc muc tiéu dé dat duoc chua
Calibrate the results and consequences of the
decisions made to propose improvements to decision
making processes

Evaluate contexts to determine critical decision
making points and requirements

Ddnh gid béi cdnh dé xdc dinh cdc diém mdu chdt
va cdc yéu cau quan trong khi ra quyét dinh
Define criteria to be analysed through decision
making processes

Xdc dinh cdc tiéu chi can dugc phén tich xuyén sudt
quy trinh ra quyét dinh.

Formulate decision making strategies and
processes based on sources of information

Xay dung cdc chién lugc va quy trinh ra quyét dinh
dua trén cdc ngudn théng tin

Communicate the importance of robust,
evidence-based decision making processes

Truyén dat tam quan trong cua cdc quy trinh ra
quyét dinh manh mé, dua trén bdng chung
Synthesise sources of information to prioritise
solutions in alignment with organisational priorities,
operational and strategic considerations

Téng hop cdc ngudn théng tin dé€ uu tién cdc gidi
phdp pht hop vdi cdc uu tién cua té chuc, cdc cdn
nhdc vé véan hanh va chién luoc

Articulate decisions amongst internal and external
platforms to guide key stakeholders and obtain
buy-ins

Trinh bay ré rang cdc quyét dinh trén cdc nén tang
noi bé va bén ngodi dé€ hudng dan cdc bén lién
quan chu chét va co duoc su dong thudn

Leverage existing and emerging tools to automate
decision making processes

Tén dung cdc coéng cu hién cé va mdi ndi dé tu
déng hoa quy trinh ra quyét dinh

Evaluate potential causes of barriers to making
effective decisions

Ddnh gid nguyén nhén tiém an coa cdc rao cdn dé
dua ra quyét dinh hiéu quad
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Hiéu chinh két qud va hgu qud coa cdc quyét dinh dé€ | @  Endorse improvements to decision making

dé xudt cai tién quy trinh ra quyét dinh strategies and processes

Xdc nhén nhing cdi tién vé chién luoc va quy trinh
ra quyét dinh
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CCS Category

Danh myc ki ndng

Thinking Critically
TU duy phdn bién

CCs
Kg ndng

Problem Solving

Gidi quyét van dé

CCS Description
M6 ta kg ndng

Generate effective and efficient solutions to solve problems and capitalise on new opportunities

Tao ra cdc gidi phdp hiéu qud va ndng sudt dé€ gidi quyét van dé va tén dung co héi mdi

CCS Proficiency
Description

M6 tad trinh dé kg
ndng

Basic
Co bdn

Intermediate
Trung cap

Advanced
Cao cép

CCS-PRS-B002-1

CCS-PRS-1002-1

CCS-PRS-A002-1

Identify problems and implement guidelines and
procedures to solve problems and test solutions

Xdc dinh van dé va thuc hién theo cdc hudng dén va
thu tuc dé gidi quyét van dé va tho nghiém cdc gidi
phap

Determine underlying causes of problems and
collaborate with other stakeholders to implement
and evaluate solutions

Xdc dinh nguyén nhén séu xa cua cdc van dé va hop
tac vai cac bén lién quan dé thuc hién va danh gid
cac gidi phap

Anticipate potential problems to drive a culture of
continuous improvement which seeks to turn
problems into opportunities across the organisation
Du dodn cdc van dé tiém dn dé thuc day van héa
cdi tién lién tuc, tim cdch bién cdc van dé thanh co
hoi trong todn té chuc
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Knowledge

Kién thuc

Problem identification techniques

K{ thudt xdc dinh vdn dé

Questioning techniques

K{§ thuat dat cau hoi

Types of corrective actions

Cdc logi hanh déng khdc phuc sua sai

Problem solving processes, tools and techniques
Quu trinh, céng cu va ki thudt gidi quyét van dé
Experimentation techniques

K{g thudt thuc nghiém

Impact measurement techniques

K{§ thuat do ludng tdc dong

Root cause analysis techniques

K§ thudat phdan tich nguyén nhén goc ré
Decision evaluation and prioritisation
frameworks

Khung ddnh gid va vu tién quyét dinh
Exercises for developing big picture thinking
approaches

Cdc bai tgp d€ phdat trien cdch tiép cdn tu duy
buc tranh Ion

Strategies to manage experimentation processes
Chién lugc quan Iy quy trinh thuc nghiém
Stakeholder analysis techniques

K{g thuat phan tich cdc bén lién quan

Risk analysis techniques

K{g thugt phan tich rdi ro

Types of metrics to measure solution
effectiveness

Cdc logi chi sé dé€ do luong hiéu qua coa gidi
phap

Organisation’s vision, objectives and operating
climate

Tam nhin, muc tiéu va mai trusng hoat déng cua
to chuc

Emerging problem solving processes, tools and
strategies

Cdc quy trinh, cong cu va chién lugc gidi quyét
van dé mdi noi

Types of social, political, economic and cultural
factors which impact stakeholder relationships
Cdc logi yéu té xd hoi, chinh tri, kinh té€ va vdn
héa tdc déng dén moi quan hé coa cdc bén lién
quan

Conflict management strategies

Chién lugc quan Iy xung dét

Risk management strategies

Chién lugc quan Iy roi ro

Strategies to evaluate solution effectiveness
Chién lugc ddnh gid hiéu qud coa gidi phdp
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Abilities

Khd ndng

Implement problem identification techniques to
recognise issues within work area

Thuc hién cdc kij thudt xdac dinh van dé dé nhén
ra cdc van dé trong linh vuc lam viéc

Identify decisions to be made to solve problems
Xdc dinh cdc quyét dinh can dua ra dé€ gidi quyét
van dé

Suggest potential corrective actions to solve
problems

Dé xudt cdc hanh déng khac phuc tiém ndng dé
gidi quyét vdan dé

Conduct work area experiments to test potential
solutions

Tién hanh cdc thd nghiém trong cac mang céng
viéc dé€ kiém tra cdc gidi phdp tiém ndng

Report any issues which occur during solution
testing to other stakeholders

Bdo cdo bdt cu van dé ndo xay ra trong qud
trinh thu nghiém gidi phdp cho cdc bén lién quan
khac

Collect information to monitor implementation of
potential solutions against impact criteria

Thu thdp théng tin d€ gidm sdt viéc thuc hién cdc
Qidi phdp tiém ndng dua trén cdc tiéu chi tac
déng

Diagnose underlying causes of issues by
considering wider contexts

Chdn dodn nguyén nhdn sdu xa cta van dé bang
cdch xem xét béi canh réng hon

Encourage behaviours and practices for team
members that promote effective problem solving
approaches and continuous improvement
Khuyén khich cdch cu xu va rén luyén cho cdc
thanh vién trong nhém nhdm thuc day cdc cdch
tiép can gidi quyét van dé hiéu quad va lién tuc cai
tien.

Facilitate exercises with different stakeholders to
develop big picture thinking approaches to
inform solution development

Tao diéu kién cho cdc bén lién quan dugc thuc
hanh dé phdt trién cdch tiép cdn tu duy buc
tranh I6n, to do hé trg viéc phdt trién gidi phdp
Collaborate with other stakeholders to seek
opinions on potential solutions

Phé&i hop vdi cdc bén lién quan khdc dé tim kiém
g kién vé cdc gidi phdp tiém ndng

Develop experiments to test potential solutions
Phdt trién cdc tho nghiém dé kiém tra cdc gidi
phdp tiém ndng

Determine the constraints and risks associated
with potential solutions

Xdc dinh cac han ché va rui ro lién quan dén cdc
Qidi phdp tiém ndng

Analyse outcomes of experiments to recommend
the most suitable solution for a problem

Phan tich két qua coa cdc thd nghiém dé dé xudt
gidi phdp pho hop nhdt cho van dé

Engage different stakeholders to secure buy-in
for proposed solution

Thu hut sy tham gia cua cdc bén lién quan khdac
nhau dé dam bdo viéc déng thudn cho gidi phdp
dé xudt

Define objectives of organisational problem
solving processes in line with organisation vision,
objectives and operating climate

Xac dinh muc tiéu cua cdc quy trinh gidi quyét
van dé cua té chuc sao cho pht hgp vdi tam
nhin, muc tiéu va maéi trudng hoat déng cia té
chuc

Synthesise emerging trends to design
organisational problem solving processes, tools
and techniques

Téng hop cdc xu huéng mdi néi d€ thiét ké cdc
quy trinh, cong cu va kg thugt gidi quyét van dé
cua té chuc

Champion a culture of continuous improvement
across the organisation

Thuc day vdén hoa lién tuc cdi tién trong toan té
chuc

Evaluate multiple variables and contexts to
anticipate potential problems which may occur
Ddnh gid da dang cdc bién sé va béi cdnh dé du
dodn cdc van dé tiém an cé thé xdy ra
Determine appropriate stakeholders to be
involved in problem solving processes in the
organisation

Xdc dinh cac bén lién quan phu hgp tham gia
vao qud trinh gidi quyét van dé trong té chuc
Oversee collaboration between multiple
stakeholders across the organisation to design
solutions

Giam sat su hgp tdc gida cdac bén lién quan trong
toan to chuc dé thiét k& cdc gidi phdp

Direct the resolution of any conflicts during
problem solving processes

Chi dao gidi quyét moi xung dét trong qud trinh
Qidi quyét van dé

Page 7 of 59




SKILLSFUTURE SINGAPORE
CRITICAL CORE SKILLS (CCS) REFERENCE DOCUMENT

SKILLSFUTURE SINGAPORE
TAI LIEU THAM KHAO - BO KY NANG COT LOI QUAN TRONG (CRITICAL CORE SKILLS - CCS)

Review the effectiveness of the problem solving
process and solution against defined goals

Xem xét su hiéu quad cua qud trinh gidi quyét van
dé va gidi phdp déi vai cdc muc tiéu dé xdac dinh

Evaluate the business implications of
implementing the proposed solutions across the
organisation

Danh gid tdc dong kinh doanh cua viéc thuc hién
cdc gidi phdp duoc dé xudt trong toan té chuc
Endorse solutions to be implemented across the
organisation

Xdc nhdn cdc gidi phdp sé duoc trién khai trén
toan té chuc

Establish strategies to evaluate the effectiveness
of problem solving processes across the
organisation

Xay dung cdc chién lugc ddnh gid hiéu quad cua
cdc quy trinh gidi quyét vdn dé trong toan té
chuc
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CCS Category

Danh muc k{ ndng

Thinking Critically
Tu duy phdn bién

CCs
K{ ndng

Sense Making

Khd ndng xu Iy théng tin

CCS Description
Mo ta ki nang

Leverage sources of qualitative and quantitative information and data to recognise patterns, spot opportunities, infer insights and inform decisions

Tan dung cdc nguén théng tin va da liéu dinh tinh va dinh luong dé nhdn ra khuén mdu, phdt hién cdc co hdi, duc két duoc nhing hiéu biét sGu sdc, va dua ra quyét

dinh.

CCS Proficiency
Description

Mo ta trinh do ki
ndng

Basic
Co ban

Intermediate
Trung cép

Advanced
Cao cap

CCS-SMG-B002-1

CCS-SMG-1002-1

CCS-SMG-A002-1

Organise and interpret information to
identify relationships and linkages

Sdp xép va dién gidi théng tin dé xdc dinh
cdc moi quan hé va lién két

Analyse information and data and uncover patterns,
opportunities and impacts

Phan tich théng tin, dJ liéu, phat hién ra khuén mau, co
hoi va tdac déng

Evaluate relationships, patterns and trends to inform actions
and generate wider insights

Ddnh gid méi quan hé, khuén mau va xu hudng dé hanh
déng va tao ra dudc nhdng hiéu biét sGu réng hon

Knowledge

Kién thuc

e Types of information collection tools
Cac loai cong cu thu thgp théng tin

e Information organisation techniques
Cdc kG thudt sdp xép té chuc théng tin

e Information processing techniques
Cac kg thuat xu' g théng tin

e Techniques for identifying missing or
erroneous information
Cdc kg thudt xdc dinh théng tin bi thiéu
hodc sai sot

e Data analysis techniques
Cac kg thuat phan tich da liéu
e Data analysis tools
Cdac céng cu phan tich dd liéu
e Strengths and weaknesses of different analysis
techniques
Uu diém va nhugc diém cua cdc kg thudt phén tich
khdc nhau
e Pattern recognition techniques
K{ thudt nhéan dién khuén mau
e Logical thinking techniques
K{ thuat tu duy logic
e Insight generation process and techniques

K thuat va quy trinh tao ra hiéu biét séu sac

e Extrapolation techniques
K(g thudt ngoai suy

e Systems thinking theories
Cdc Iy thuyét tu duy hé théng

e Features and limitations of different information and
data sources
Ddc diém va han ché coa cdc nqudn théng tin va da liéu
khdc nhau

e Organisation vision, objectives and operating climate
Tam nhin, muc tiéu va maéi trudng hoat déng cua té chuc
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Abilities

Kha ndng

Filter information into classification
structures

Sang loc théng tin thanh cac céu truc
phan logi

Implement techniques to process
different information sources

Thuc hién cdc k(g thuat dé xJ Iy cac
nguoén théng tin khdc nhau

Document missing or erroneous
information within sources

Ghi chép théng tin bi thiéu hodc sai sot
trong cdc nguén

Review information sources to identify
relationships and linkages

Xem lai céc nguén théng tin dé xdc dinh
cdc moéi quan hé va lién két

Suggest inferences and impact based on
the relationships and linkages between
the information sources

Dua ra suy lugn va tdc déng dua trén
maéi quan hé va lién két gida cdc ngudn
théng tin

e Assess information and data sources to evaluate
validity and reliability
Truy cdp ngudn théng tin va dd liéu dé danh gid
tinh hop Ié va do tin cay

e Detect gaps in information and data sources and
develop logical assumptions to close the gaps
Phdt hién cdc 16 hong trong nguén théng tin va ddo
liéu; va phat trién cac gid dinh hop 1y dé bit 16 héng

e Analyse relationships and linkages to identify
patterns and trends
Phdn tich cac méi quan hé va lién két dé xdc dinh
cdc khuoén maéu va xu hudng

e Interpret analysis outcomes to determine potential
impact and opportunities
Dién gidi két qud phan tich dé€ xdc dinh tdc déng va
co hoi tiém ndng

e Review data analysis techniques to identify
potential limitations which may impact conclusions
Xem xét cdc kij thudt phdén tich do liéu dé xdc dinh
nhdng han ché tiém an co thé dnh hudng dén két
luén

e Recommend improvements to data analysis
techniques
Dé xudt cdi tién kg thudt phan tich do liéu

Evaluate information and data sources to determine
potential limitations which may impact insights and
conclusions

Ddnh gid cdc ngudn thong tin va dd liéu dé xdc dinh han
ché tiém an cé thé dnh hudng dén nhing hiéu biét séu
sdc va két lugn

Identify external factors that influence the immediate
situation or hypothesis

Xdc dinh cdc yéu té bén ngodi dnh hudng dén tinh huéng
hodc gid thuyét trudc mdt

Extrapolate information to facilitate projections and
future-oriented analyses

Ngoai suy théng tin dé€ hé trg cho cdc du dodn va phdn
tich dinh hudng trong tuong lai

Synthesise disparate information, analyses or viewpoints
to derive actionable insights and conclusions

Téng hop théng tin, phdn tich hodc quan diém khdc nhau
dé rut ra nhing hiéu biét va két ludn kha thi

Formulate insights by applying various approaches to
evaluate information

Hinh thanh hiéu biét sdu sdc béng cdch dp dung cac
phuong phdp khdc nhau d€ ddanh gid théng tin

Evaluate underlying factors affecting situations to
consider potential impacts or mitigating actions

Ddnh gid cdc yéu té sGu xa dnh hudng dén cdc tinh
huéng dé cén nhdc cdc tdc doéng tiém tang hodc cdc
hanh dong gidm thiéu roi ro

Evaluate and implement improvements to data analysis
processes

Ddnh gid va thuc hién cdc cai tién doi vdi quy trinh phdn
tich do liéu
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CCS Category Thinking Critically
Danh muyc ki ndng | Tu duy phdn bién

CCs Creative Thinking

Kg ndng Tu duy sdng tao

CCS Description Adopt diverse perspectives in combining ideas or information and making connections between different fields to create different ideas, improvements and solutions

M6 ta kg ndng Ap dung da dang cdc quan diém trong viéc két hop cdc g tudng hodc théng tin va tao két ndi gida cdac linh vuc khdc nhau dé tao ra cdc y tudng, cdi tién va gidi phdp
khdc nhau

CCS Proficiency Basic Intermedlgte Advanc:ed

Description Co bdn Trung cap Cao cap

.. . CCS-CTH-B002-1 CCS-CTH-1002-1 CCS-CTH-A002-1

M6 ta trinh do kg . : . — - . - . ; ; —

néng Connect ideas or information to propose | Integrate multiple ideas and information from across various | Cultivate a culture of innovation and creativity across the
and test ideas, improvements and fields to develop solutions and new ways of working which organisation to push boundaries and reshape goals and
solutions which challenge current address specific issues and deliver impact possibilities
assumptions or ways of working Tich hop nhiéu ( tudng va théng tin to nhiéu linh vuc khdc Nudi dudng vdn héa doi mdi va sang tao trong todn té
Két ndi cdc § tudng hodc théng tin dé dé | nhau dé phdt trién cdc gidi phdp va cdch thuc lam viéc mdi, chuc dé vuot qua cdc ranh gidi va dinh hinh lai cdc muc
XUt va tho nghiém cdc § tudng, cdi tién | nhdm gidi quyét cdc van dé cu thé va mang lai téc dong tiéu va trién vong

va gidi phdp mdi co tinh thu thdch cdc
gid dinh hodc cdch thuc lam viéc hién tai

Page 11 of 59




SKILLSFUTURE SINGAPORE

CRITICAL CORE SKILLS (CCS) REFERENCE DOCUMENT

SKILLSFUTURE SINGAPORE

TAI LIEU THAM KHAO - BO KY NANG COT LOI QUAN TRONG (CRITICAL CORE SKILLS - CCS)

Knowledge

Kién thuc

Process analysis techniques

Kg thuat phéan tich quy trinh

Types of information collection tools
Cac logi cong cu thu thdp thong tin
ldeation techniques

K{§ thuat lén g tudng
Experimentation techniques

K{§ thuat thuc nghiém

Problem solving techniques

K{ thudt gidi quyét van dé
Brainstorming techniques

K{ thudt phdt trién § tuéng sang tao
Lateral thinking techniques

K{§ thudt tu duy ngoai bién (Tén khac:

tu duy phi tuyén tinh, tu duy dét phd,
tu duy ducng vong)

Impact measurement techniques

K{§ thuat do ludng tdc dong

Research and information collection approaches and
processes

Phuong phdp va quy trinh nghién cuu va thu thgp théng
tin

Strategies for managing creative processes

Cdc chién lugc quadn Iy quy trinh sang tao

Techniques for developing imagination

K{ thudt phdt trién tri tudng tuong

Visualisation techniques

K{g thudt hinh dung truc quan

Types of innovation drivers

Cdc logi déng luc d&i mdi

Types of barriers to creativity

Cdc loai rao can ddi vdi su sang tao

Convergent and divergent thinking techniques

K{ thudt tu duy héi tu (Tén khdc: tu duy téng hop, tu duy
chiéu doc, tu duy tuyén tinh) va tu duy phdan ky (Tén khdc:
tv duy phdn nhdnh, tu duy theo chiéu ngang)

Strategies to evaluate impact of new ideas, improvements
or solutions

Cdc chién lugc ddnh gid tdc déng cua g tudng, cdi tién
hodc gidi phdp mdi

Strategies to create a safe space for creative
exploration and experimentation

Cdc chién lugc tao khéng gian an toan dé khdm phd
va thuc nghiém sdng tgo

Storytelling techniques

K{ thudt k€ chuyén

Innovation management strategies

Cdc chién lugc quan Iy déi mdi

Strategies to evaluate lateral, convergent and
divergent thinking techniques

Cdc chién lugc dé ddnh gid cdac kg thudt tu duy ngoaqi
bién, hoi tu va phan ky

Emerging applications of innovation or creative
solutions across industries

Cdc ung dung mdi néi vé doi mdi hodc gidi phdp sdng
tgo trong cac nganh

Strategies to drive the continuous improvement of the
creative processes

Cdc chién lugc dé thuc day cdi tién lién tuc cdc quy
trinh séng tao
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Abilities

Khd ndng

Employ process analysis techniques
to review current work processes and
identify potential improvement areas
SU dung cac kg thuat phan tich quy
trinh dé€ xem xét quy trinh lam viéc
hién tai va xdac dinh pham vi cdi tién
Collect information related to
potential new ideas, improvements or
solutions using a variety of identified
tools

Thu thdp théng tin lién quan dén cdc
U tudng, cdi tién hodc gidi phdp tiém
ndng mdi bang nhiéu céng cu cu thé
Apply lateral thinking techniques to
improve current ways of performing
work activities

Ap dung ki thudt tu duy ngoai bién
dé cdi thién cdch thuc hién cdc hoat
déng cua céng viéc hién tai

Share inputs during brainstorming
sessions to support the generation of
ideas

Chia sé théng tin dau vao trong cdc
phién phdt trién g tuéng sdng tao dé
hé trg tao ra y tudng

Conduct experiments to test ideas,
improvements or new solutions in own
work areas

Tién hanh cdc thu nghiém dé kiém tra
U tudng, cdi tién hodc gidi phdp mdi
trong pham vi céng viéc cua ban than
Collect information to monitor
implementation of ideas,
improvements or new solutions
against impact criteria

Identify the desired outcomes of creative thinking
processes

Xdc dinh cac két qud mong mudn cua qud trinh tu duy
sang tgo

Analyse improvement areas to prioritise work areas for
action

Phan tich cac pham vi cdi tién dé I1én uu tién céng viéc va
hanh déng

Develop resource and information collection approaches
and processes for identified improvement areas

Phdt trién cdac phuong phdp va quy trinh thu thdp théng
tin va tai nguyén cho cdc pham vi cdi tién da xdc dinh
Facilitate exercises with different stakeholders to enable
the generation of ideas and imaginative solutions

Diéu phdi hoat déng vdi cdc bén lién quan khdc nhau dé
tao diéu kién cho viéc Ién y tudng va cdc gidi phdp sang
tao

Integrate convergent and divergent thinking techniques to
develop new approaches, ideas or solutions

Tich hop cdc kg thudt tu duy héi tu va phdn ky dé phat
trién cac cdch tiép cdn, y tudng hodc gidi phdp mdi
Collaborate with internal and external stakeholders to
consider how ideas, improvements or new solutions from
other areas can be applied to different contexts

Phoi hop vdi cdc bén lién quan ndi bo va bén ngodi té
chuc dé xem xét cdch cdc g tudng, cdi tién hodc gidi phdp
mdi t cdc pham vi cong viéc co thé duoc dp dung cho
cdc bsi canh khdc nhau

Deploy visualisation techniques to communicate proposed
new ideas, improvements or solutions

Trién khai cdc kg thugt hinh dung truc quan dé truyén dat
cdc g tudng, cdi tién hodc gidi phdp mdi dugc dé xudt
Design experiments to trial the implementation of ideas,
improvements or solutions

Thiét k& cac bai thu nghiém viéc thuc hién cdc § tudng, cdi
tién hodc gidi phdp

Champion organisation’s creativity and innovation
goals

Ung hé cdc muc tiéu déi mdi va sang tao cia té chuc
Foster an organisational culture that encourages
creative imagination, experimentation and innovation
Nuéi dudng vdn hoa té chuc khuyén khich tri tudng
tuong sang tao, thuc nghiém va déi mdi

Synthesise research and information from various
sources within the organisation to determine potential
synergies or opportunities for organisation-wide
innovation initiatives

Tong hgp nghién cuu va thong tin to nhiéu ngudn khdc
nhau trong té chuc dé xdc dinh su hiép luc hodc co hoi
tiém ndng cho cdc sang kién déi mdi trong toan té
chuc

Evaluate the implementation of lateral, convergent
and divergent thinking techniques to design
“out-of-the-box” ideas, improvements or solutions
which push the boundaries and solve problems

Danh gid viéc thuc hién cdc kg thudt tu duy ngoaqi bién,
hoi tu va phdn kg dé thiét ké cdc y tudng, cdi tién hodc
gidi phdp sdng tao dét phd (“out-of-the-box”) nhdm
vugt qua ranh gidi va gidi quyét van dé

Engage with internal and external stakeholders to
communicate compelling narratives and rationale for
implementing new ideas, improvements or solutions
Tuong tdc vdi cdac bén lién quan ndi bd va ngodi té
chuc dé truyén dat nhing cdu chuyén hdp dan va co
SG Iy ludn dé€ thuc hién cdc g tudng, cdi tién hodc gidi
phdp mdi

Evaluate outcomes of design experiments to
recommend new ideas, improvements or solutions to
be implemented across the organisation

Ddnh gid két quad cua cdc thu nghiém thiét ké dé dé
xudt cdc ( tudng, cdi tién hodc gidi phdp mdi sé trién
khai trong toan té chuc
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Thu thdp théng tin d€ gidm sdt viéc
thuc hién cdc g tudng, cdi tién hodc
gidi phdp mdi so vdi cdc tiéu chi tac
dong

Design criteria to measure impact of new ideas,
improvements or solutions

Thiét k& tiéu chi dé do ludng tdc déng cua y tudng, cdi tién
hodc gidi phdp mdi

Analyse outcomes of experiments using an iterative
process to continuously improve the implementation of
ideas, improvements or new solutions

Phan tich két qud coa cdc tho nghiém bdng cdch su dung
maot quy trinh Idp di Igp lai d€ lién tuc cdi thién viéc thuc
hién cdc y tudng, cai tién hodc gidi phdp mdi

Evaluate emerging applications of innovations or
solutions across industries to determine any relevant
applications within own organisation

Ddnh gid cdc ung dung mdi ndi vé gidi phdp déi mdi
trong cdac nganh dé xdc dinh moi ung dung co lién
quan trong té chuc

Establish strategies to analyse the effectiveness of
creative processes across the organisation

Thiét 16p cdc chién lugc dé co thé phan tich tinh hiéu
qud cua cdc quy trinh sang tao trong todn té chuc
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CCS Category Thinking Critically

Danh muyc kg TU duy phdn bién

ndng

CcCs Transdisciplinary Thinking
Kg ndng Tu duy lién nganh

CCS Description
M6 ta kg ndng

Apply concepts from multiple disciplines, and synthesise different areas of knowledge and insights to guide decisions, foster cooperation and drive continuous

improvement

Ap dung cac khdi niém to nhiéu linh vuc va téng hop cdc pham vi kién thuc va hiéu biét khdc nhau dé huéng dan cac quyét dinh, thuc ddy hop tdc va thuc ddy cdi tién

lién tuc

CCS Proficiency
Description

Mé ta trinh dé
kg ndng

Basic
Co bdn

Intermediate
Trung cap

Advanced
Cao cép

CCS-TRA-B002-1

CCS-TRA-1002-1

CCS-TRA-A002-1

Explore concepts from outside one’s field of expertise
to supplement one’s knowledge, proficiency and work

practices

Kham phad cdc khdi niém to bén ngodi linh vuc
chuyén mén dé bo sung kién thuc, trinh dé va
hanh céng viéc

ldentify opportunities for transdisciplinary

the integration of knowledge from different
disciplines

thuc Xdc dinh cdc co hdi hop tdc lién nganh va chuyén
giao kién thuc dé tao diéu kién tich hop kién thuc to

cac nganh khac nhau

collaboration and knowledge transfer to facilitate

Endorse collaboration and the integration of knowledge
across disciplines to make decisions and solve problems
within and outside the organisation

Xac nhdn su hgp tdc va tich hop kién thuc gida cdc
nganh dé dua ra quyét dinh va gidi quyét cdc van dé
trong va ngodi té chuc
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Knowledge

Kién thuc

Research techniques

K{g thuat nghién cuu

Types of information collection tools
Cac logi cong cu thu thop thong tin

Verbal and non-verbal communication techniques

K thudt giao tiép bang 161 néi va phi ngén ngd
Types of communication channels and tools
Cdc logi kénh va céng cu truyén thong

Modes of collaboration

Phuong thuc hop tac

Knowledge sharing methods and tools

Phuong phdp va céng cu chia sé kién thuc
Decision-making processes

Qud trinh ra quyét dinh

Problem-solving techniques

K{ thudt gidi quyét van dé

Self-assessment concepts

Khai niém tu danh gid

Diversity dimensions and preferences

Cadc khia canh va uvu tién cua su da dang
Workplace and social etiquettes

Cdc quy tac ung xu tai noi lam viéc va trong xd
hoi

Research and information collection
methodologies

Phuong phdp nghién cuu va thu thgp théng tin
Pattern recognition techniques

K{ thuat nhan dang khuén méu

Strategies for developing big picture thinking
approaches

Chién lugc phdat trién cdch tiép cdn tu duy buc
tranh I6n

Decision evaluation and prioritisation
frameworks

Khung ddnh gid va uu tién quyét dinh
Stakeholder analysis techniques

Ky thuat phan tich cdc bén lién quan
Interpersonal communication techniques

K{ thudgt giao tiép gida cdc cd nhdn

Organisation’s vision, objectives and operating
climate

Tam nhin, muc tiéu va maéi trudng hoat déng cua to
chuc

Types of organisation structures

Cac logi co cdu té chuc

Emerging research and information collection
methodologies

Cac phuong phdp nghién cuu va thu thgp thong tin
mdi néi

Knowledge transfer systems and mechanisms

Hé théng va co ché chuyén giao kién thuc
Information filtering methods

Phuong phdp loc théng tin

Context framing techniques

K{j thugt xdc dinh bdi cdnh

Strategies to influence diverse stakeholders

Chién lugc géy anh hudng dén cdc bén lién quan
khdc nhau

Stakeholder management strategies

Chién lugc quan Iy cdc bén lién quan

Types of social, political, economic and cultural
factors which impact collaboration across disciplines
Cdc logi yéu té xd hoi, chinh tri, kinh té€ va vdn héa
anh hudng dén su hop tdc gida cdc nganh

Conflict management strategies

Chién lugc quan Iy xung dot
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Abilities

Khd ndng

ldentify areas and methods to supplement
knowledge outside one’s field of expertise or work
area

Xdc dinh cdc pham vi va phuong phdp bé sung
kién thuc bén ngodi pham vi chuyén mén hodc
pham vi cong viéc

Explore perspectives from diverse sources of
information

Khdm phd cdc quan diém to cdc ngudn théng tin
da dang

Exchange information using identified knowledge
sharing methods and tools

Trao ddi théng tin bang cac phuong phdp va cong
cu chia sé kién thuc dé xdc dinh

Perform work activities in collaboration with other
co-workers from different disciplines to meet
shared goals

Céng tdc vdi cdc dong nghiép ti nganh khdc dé
dat dugc muyc tiéu chung

Review own work performance to identify
potential areas where knowledge from other
disciplines may deliver improvements, address
gaps and/or value add

Xem xét hiéu qua cong viéc cua ban thén dé xdc
dinh cdc pham vi céng viéc tiem ndng ma kién
thuc to cac nganh khdc cé thé mang lai su cdi
thién, gidi quyét cac khodng cdch va/hodc gia
tang gia tri

Seek guidance from and consult co-workers who
have knowledge in a particular work area

Tim kiém su hudng dén va tham khdo g kién cua
nhdng déng nghiép co kién thuc trong mét linh
vuc céng viéc cu thé

Establish connections, patterns and synergies
between information gathered from diverse
sources of information

Thiét I6p cdc két ndi, khuén mau va téng hop
gida cdc théng tin dugc thu thdp to nhiéu ngudn
théng tin khac nhau

Integrate knowledge from different disciplines to
develop effective solutions

Tich hop kién thuc to cdc nganh khdc nhau dé
phdt trién cdc gidi phdp hiéu quad

Explore opportunities to leverage new sources of
information or collaborations in new ways

Kham phd cdc co héi dé tén dung cdc ngudn
théng tin hodc cong tac mdi theo nhing cdch
mdai

Analyse other areas in the organisation to
identify potential collaboration opportunities
Phan tich cdc pham vi khdc trong té chuc dé xdc
dinh cdc co héi hop tdc tiém ndng

Integrate inputs from stakeholders across other
disciplines to recommend decisions and
prioritisation approaches

Tich hgp théng tin dau vao to cdc bén lién quan
trong cdc nganh khdc dé dé xudt cdc quyét dinh
va phuong phdp uvu tién

Evaluate the effectiveness and impact of current
transdisciplinary collaboration and knowledge
transfer interventions

£anh gid hiéu qua va tac dong cua cdc can thiép
hop tdc lién nganh va chuyén giao kién thuc hién
tai

Recommend changes to work processes that
restrict knowledge transfer and transdisciplinary
collaboration

Dé xudt cdc thay doi doi vai nhing quy trinh lam
viéc lam han ché chuyén giao kién thuc va hgp
tdc lién nganh

Establish systems and mechanisms to facilitate
effective knowledge transfer across disciplines

Thiét 16p cdc hé théng va co ché dé tao diéu kién
chuyén giao kién thuc hiéu quad gida cdc ngdnh
Establish opportunities within the organisation for
co-workers from different disciplines to collaborate
Tao cd héi cho cdc dong nghiép dén tu cdc linh vuc
khdc nhau trong té chuc céng tdc

Lead the development of strategic transdisciplinary
partnerships across and beyond the organisation
Da&n ddt su phdt trién cua quan hé hop tdc chién lugc
lién nganh trong va ngodi té chuc

Determine interdependencies between different
disciplines when making decisions that impact the
organisation

Xdc dinh su tuong thuoc gida cac nganh khdc nhau
khi dua ra quyét dinh dnh huéng dén té chuc
Synthesise information extracted from different
disciplines to develop new insights

Téng hop théng tin t cdc nganh khdc nhau dé€ phdat
trién nhong hiéu biét mdi

Endorse solutions that impact different disciplines in
the organisation and address organisation-wide
problems

Xdc nhdn cdc gidi phdp co tdc déng dén cdc phong
ban khdc nhau trong té chuc va ¢ thé gidi quyét cdc
vdan dé trong todn té chuc

Oversee the removal of any barriers to
transdisciplinary collaboration across the
organisation

Gidm sat viéc loai bé moi rao can ddi vdi su hop tdc
lién nganh trong toan té chuc

Evaluate emerging research and information
collection methodologies and recommend updates to
organisation’s knowledge transfer and
transdisciplinary collaboration approaches
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Danh gid cdc phuong phdp nghién cuu va thu thép
thong tin mdi ndi va dé xudt cgp nhdat cdc cdch tiép
cdn chuyén giao kién thuc va céng tac lién nganh coa
to chuc
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CCS Category

Danh myc ki ndng

Interacting with Others

Tuong tac vadi ngudi khdc

CCs
Kg ndng

Building Inclusivity

Xay dung su hoa nhdp

CCS Description
M6 td kg ndng

Collaborate with stakeholders from different backgrounds or with different abilities, including diversity dimensions such as race, ethnicity, religion, gender
orientation, age, physical and learning ability, education, socio-economic status and political belief, to understand the interests of diverse groups and build an

inclusive work environment

Hop tac vdi cdc bén lién quan tu cdc maéi trudng khdc nhau, hodc cé khd ndng khdc nhau, bao gobm cdc khia canh da dang nhu ching téc, dan toc, tén gido,
khuynh hudng tinh duc, tudi, khd ndng thé chdt va hoc tdp, gido duc, tinh trang kinh t&€ xd hdi va niém tin chinh tri, d€ hi€u nhing loi ich cua cdc nhém da dang va

xay dung mot moi truong lam viéc hoa nhap.

CCS Proficiency
Description

M6 ta trinh dé ki
ndng

Basic Intermediate Advanced
Co bdn Trung cép Cao cap
CCS-BDI-B0O01-1 CCS-BDI-1001-1 CCS-BDI-A001-1

Demonstrate sensitivity to the differences in
diversity dimensions and perspectives

Thé hién su nhay vdi nhdng khdc biét trong quan
diém va cdc chiéu kich da dang

Manage relationships across diverse groups within
the organisation

Quan Iy cac mdi quan hé vdi cdc nhém da dang
trong té chuc

Oversee the develop and implement processes and
practices which build an inclusive work environment
and enable diverse groups to work effectively
together

Gidm sdt viéc phdt trién va trién khai quy trinh va
thuc tién, nhdm xay dung mot maéi truong lam viéc
hoa nhgp va cho phép cdc nhdm da dang lam viéc
hiéu qud cung nhau
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Knowledge

Kién thuc

Self-awareness concepts

Cdc khdi niém vé su tu nhdn thuc

Diversity dimensions and preferences

Cac khia cagnh va vu tién cua sy da dang
Types of unconscious bias

Cac loai dinh kién vé thuc

Fair employment practices

Cdc cach thuc hanh tuyén dung céng bang

Barriers to workplace diversity and inclusion
Cdc rao cdn doi vdi su da dang va hoa nhdp tai
noi lom viéc

Communication styles

Cdc phong cdch giao tiép

Interpersonal communication techniques
Cdc kg thudt giao tiép gida cac cd nhdn
Social psychology concepts

cac khdi niém tam Iy x& hoi

Group dynamics concepts

Cac khdi niém doéng luc nhém

Strategies to manage unconscious bias

Cdc chién lugc dé quan Iy dinh kién vé thuc

Inclusion strategies and best practices

Cdc chién lugc va cdc ung dung thuc tién tét
nhdt cho su hoa nhdp

Dimensions and behaviours of non-inclusion
Cdc khia canh va hanh vi thé hién su khéng hoa
nhap

Types of social, political, economic and cultural
factors which impact stakeholder interactions
Cdc yéu té xa hoi, chinh tri, kinh t€ va vdn hoa
anh hudng dén tuong tdc vdi cdc bén lién quan
Conflict management strategies

Cdc chién lugc quan Iy xung dot

Emerging trends impacting perspectives on
diversity and inclusion

Xu hudng mdi dnh hudng dén quan diém vé su
da dang va hoa nhap

Best practices for promoting inclusivity

Cdc ung dung thuc tién tot nhat dé thuc day tinh
hoa nhop
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Abilities

Khd ndng

Demonstrate understanding of different types of
personal values, beliefs, perceptions and
attitudes when interacting with diverse groups
Thé hién su hiéu biét vé cdc loai gid tri cd nhén,
niém tin, nhan thuc va thai doé khdc nhau khi
tuong tdac vdi da dang cdac nhém

Conduct oneself in accordance with the
organisation’s inclusion policies and practices
Ung xt pht hop vdi cdc chinh sdch va théng 1é
hoa nhdp cua té chuc

Participate in interactions with diverse groups
within the organisation

Tham gia tuong tac vdi da dang cdc nhém trong
t6 chuc

Adopt active listening and demonstrate respect
for and acknowledge diverse perspectives or
differences

Ap dung lang nghe tich cuc, thé hién su tén trong
va thua nhén su khdc biét va cdc quan diém da
dang

Assess own behaviour to identify unconscious
biases when operating in a diverse environment
Ddnh gid hanh vi coa bdn thén dé xdc dinh
nhing dinh kién vé thuc khi hoat déng trong mot
moi truong da dang

Support the development of inclusivity-related
communication materials

H& tro phdt trién cdc tai liéu truyén théng lién
quan dén tinh hoa nhdp

Convey cultural intelligence and sensitivity
towards differing values, beliefs and behaviours
across diverse groups

Thé hién tri tué va su nhay cam vdn héa déi vdi
cdc gid tri, niém tin va hanh vi khdc nhau gida
cac nhom da dang

Promote behaviours and practices that support
diversity and inclusion in the organisation

Thuc day cac hanh vi va thuc tién hé tro su da
dang va hoa nhdp trong toé chuc

Ensure diversity in the composition of work
teams

Dam bdo su da dang trong thanh phan coa cdc
nhom lam viéc

Adapt communication styles to accommodate
diversity in stakeholder dynamics and establish
common ground

Diéu chinh cdc phong cdch giao tiép dé phu hop
vdi su da dang trong dong luc cua cac bén lién
quan va thiét Idp nén tang lam viéc chung
Facilitate conversations to encourage mutual
respect and understanding

Tao diéu kién cho cdc cudc tro chuyén dé khuyén
khich su tén trong va hiéu biét Idn nhau

Review own behaviour and work processes for
improvements to reduce unconscious bias

Xem xét hanh vi va quy trinh lam viéc cua chinh
minh nhdm cdi thién va lam gidm dinh kién vé
thuc

Communicate the organisation’s inclusivity
related values and the rationale for inclusive
practices

Truyén théng cdac gid tri lién quan dén tinh hoa
nhdp cua té chuc va cd sé Iy ludn cho cdc hoat
déng hoa nhap

Guide the develop policies and practices to build
inclusion and eliminate biases

Hudng dan phdt trién cac chinh sdch va thuc tién
dé xay dung su hoa nhdp va loai bo cdc thién
kién

Endorse inclusive outcomes and initiatives across
the organisation

Ung hé cdc két qud vé sdng kién co tinh hoa
nhdp trong toan té chuc

Champion support for the needs of diverse
groups within the organisation

DAy manh su hé tro nhu cau cua cdc nhém da
dang trong té chuc

Design open and psychologically safe
environment for the expression of diverse views
Thiét ké maéi trudng cdi md va an toan vé mdt
tam Iy dé thé hién cdc quan diém da dang khdc
nhau

Manage conflicts and address non-inclusive
behaviours

Quadn Iy xung dét va gidi quyét cac hanh vi
khoéng hoa nhdp

Champion the organisation'’s inclusion-related
communication efforts across internal and
external platforms

DAy manh cdc né luc truyén thong lién quan dén
hoa nhdp coa té chuc trén cdc nén tang ndi bo
va bén ngoai
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CCS Category

Danh myc ki ndng

Interacting with Others

Tuong tac vadi ngudi khdc

CCs
K{g ndng

Communication

Giao tiép/ Truyén théng

CCS Description
M6 ta kg ndng

Convey and exchange thoughts, ideas and information effectively through various mediums and approaches

Truyén tai va trao déi suy nghi, y tudng va théng tin mot cdch hiéu qud théng qua cdc phuong tién va cdch tiép can khdc nhau.

CCS Proficiency
Description

M6 tad trinh dé kg
ndng

Basic
Co bdn

Intermediate
Trung cap

Advanced
Cao cép

CCS-CMC-B002-1

CCS-CMC-1002-1

CCS-CMC-A002-1

Communicate with others to share information,
respond to general inquiries and obtain specific
information

Giao tiép vdi ngudi khac dé chia sé thong tin, trd 10
cdc cau héi chung va nhén théng tin cu thé.

Tailor communication approaches to audience
needs and determine suitable methods to convey
and exchange information

Diéu chinh cdch tiép cdn pho hgp vdi nhu cau ngudi
nghe va xdc dinh cdc phuong phdp pho hop dé
truyén dat va trao ddi théng tin.

Synthesise information and inputs to communicate
an overarching storyline to multiple stakeholders
Téng hop théng tin dau vao dé truyén dat cot
truyén bao qudt tdi nhiéu bén lién quan.
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Knowledge

Kién thuc

Range of technical and non-technical vocabulary
Pham vi to vung chuyén mén va khéng chuyén
maon

Verbal and non-verbal communication
techniques

K thudt giao tiép bang 161 néi va phi ngén ngd
Writing techniques

K{ thugt viét

Listening techniques

K thudt Iang nghe

Emotional intelligence dimensions

Cdc khia canh cua théng minh cdm xuc

Types of communication channels and tools
Cdc loai kénh va cong cu giao tiép/ truyén théng
Information processing techniques

Kg thudt xu Iy théng tin

Questioning techniques

K{§ thuat dat cau hoi

Information confidentiality and disclosure
considerations

Can nhdc vé bdo mat va tiét 16 théng tin

e Verbal and non-verbal signals
Tin hiéu bang 161 néi var phi ngén ngd
e Communication styles
Phong cdch giao tiép/ truyén théng
e Behavioural insights concepts
Cac khdi niém thdu hiéu hanh vi
e Types of writing styles
Cdc phong cdch viét
e Presentation and information structuring
techniques
K{ thudt trinh bay va cdu trac théng tin
e Types of visualisation tools and techniques
Cac logi cong cu va kg thudt truc quan
e Stakeholder analysis techniques
K thuat phan tich cdc bén lién quan
e Techniques for analysing audience reactions
Ky thuat phéan tich phdn ung cua ngudi nghe
e Interpersonal communication techniques
K{ thudt giao ti€p gita cdc cd nhdn
e Two-way communication techniques
K{ thudt giao tiép hai chiéu
e Persuasion methods
Phuong phdp thuyét phuc

Storytelling techniques

K{ thudt ké chuyén

Negotiation strategies

Chién lugc dam phdn

Stakeholder dynamics

Dong luc cua cac bén lién quan

Stakeholder management strategies

Chién lugc quadn Iy cdc bén lién quan
Strategies to drive behaviour change

Chién luoc thuc day thay déi hanh vi
Strategies to overcome communication
roadblocks

Chién lugc vuot qua rdo cdn giao tiép/ truyén
théng

Emerging communication channels and tools
Cdc kénh va céng cu giao tiép/ truyén théng mdi
noi
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Abilities

Khd ndng

Identify appropriate communication channels to
convey or exchange information

Xdc dinh cdc kénh giao tiép/ truyén théng phu
hop dé truyén dat hodc trao doi théng tin
Deploy listening techniques to engage with and
understand the audience

Trién khai cdc kg thudt Iang nghe dé tuong tac
va hiéu ngudi nghe

Ask questions to seek clarity when receiving
information

Ddt cGu hoi dé tim kiém su' ré rang khi tiép nhdn
thong tin

Present ideas using concise and clear language
Trinh bay g tudng bdng ngdén ngd ngdn gon va
ré rang

Implement verbal and non-verbal
communication techniques to convey and
receive information across communication
channels

Thuc hién cdc kg thuat giao tiép bang 161 ndi va
phi ngdén ngd dé truyén dat va nhdn théng tin
qua cdc kénh giao tiép

Define desired outcomes for the exchange of
information

Xdc dinh két qué mong mudn cho viéc trao doi
théng tin

Analyse communication objectives, types of
stakeholders and needs to determine
communication priorities

Phan tich muc tiéu giao tiép/ truyén thong, cac
bén lién quan, va cdc nhu cau khdc nhau dé xdc
dinh uu tién giao tiép/ truyén thong

Evaluate communication objectives, styles, verbal
and non-verbal signals to adapt communication
approaches and channels

Ddnh gid cdc muc tiéu, phong cdch giao tiép/
truyén thong, cac tin hiéu bang i ndi va tin hiéu
phi ngén ngd dé diéu chinh phuong phdp va kénh
giao tiép/ truyén théng phu hop

Present information in a structured flow and
format which is reflective of audience needs
Trinh bay théng tin theo cdu truc va dinh dang
phU hgp véi nhu cau coa ngudi nghe

Determine relevant information and visualisation
techniques to share and convey a persuasive
viewpoint

Xdc dinh cdc kg thuat trinh bay thong tin va truc
quan hoa thich hop dé€ chia sé va truyén dat
quan diém thuyét phuc

Adapt communication approaches continuously
to respond to audience reactions

Diéu chinh cdch giao tiép/ truyén théng lién tuc
dé dap ung vdi phan ung cua ngudi nghe
Analyse information exchanged to identify
communication gaps

Phan tich théng tin trao déi dé xdc dinh khodng
cdch giao tiép/ truyén théng

Encourage two-way interactions and seek
feedback on communication approaches
Khuyén khich tuong tdc hai chiéu va tim kiém
phdn hoi vé cdch giao tiép/ truyén théng

Evaluate stakeholder dynamics and context to
establish communication objectives and
principles

Ddnh gid dong luc coa cdc bén lién quan va boi
canh dé thiét IGp cdc muc tiéu va nguyén tac
giao tiép/ truyén théng

Synthesise various information sources and
communication objectives to create a persuasive
storyline

Téng hop cdc nguén thoéng tin va muc tiéu
truyén théng khdc nhau dé tao ra mét cot truyén
thuyét phuc

Anticipate responses from stakeholders to adapt
approaches appropriately

Dy dodn phan hoi to cac bén lién quan dé diéu
chinh cdch tiép can phu hop

Manage sensitive communications with discretion
and tact

Quadn lg théng tin nhay cam mot cdch than trong
va khéo léo

Evaluate different stakeholder viewpoints to
determine appropriate negotiation strategies
Ddnh gid cdc quan diém khdc nhau cua cdc bén
lién quan dé€ xdc dinh chién lugc dam phdn phuo
hop

Establish alignment between diverse
stakeholders with differing viewpoints to achieve
constructive outcomes

Thiét Igp su lién két gida cdc bén lién quan vdi
cdc quan diém khdc nhau dé€ dat duoc két qua
mang tinh xay dung

Evaluate emerging communication channels and
tools to define adoption opportunities

Ddnh gid cdc kénh va céng cu giao tiép/ truyén
théng mdai néi dé€ xdc dinh co hdi dp dung
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CCS Category

Danh muyc kg ndng

Interacting with Others

Tuong tac vdi ngudi khdc

CccCs
K{ nang

Developing People
Phdt trién con ngudi

CCS Description
M6 td kg ndng

Empower others to learn and develop their capabilities to enhance their performance and achieve personal or professional goals
Trao quyén cho ngudi khdc hoc hdi va phat trién khd ndng coa ho dé€ ndng cao hiéu quad céng viéc cua ho va dat duoc cdc muc tiéu cd nhén hodc nghé nghiép

CCS Proficiency
Description

M6 ta trinh dé ki
ndng

Basic
Co bdn

Intermediate
Trung cép

Advanced
Cao cap

CCS-DVP-B002-1

CCS-DVP-1002-1

CCS-DVP-A002-1

Create individual career and development plans,
and support co-workers in performing their work
activities

Tao cdc ké hoach nghé nghiép va phdt trién cd
nhan, déng thdi hé trg déng nghiép thuc hién cdc
hoat déng céng viéc cua ho

Develop and coach team members to identify and
leverage their strengths to enhance performance
Phdt trién va hudn luyén cdc thanh vién trong nhom
dé xdc dinh va tén dung diém manh coa ho dé ndng
cao hiéu qud cong Viéc.

Foster a conducive environment to enable
employees’ professional and personal development,
in alignment with the organisation’s objectives and
goals

Tao méi trudng thudn loi dé thuc ddy su phdt trién
chuyén mon va cd nhén cua nhan vién, phu hgp vdi
muc tiéu va muc dich coa té chuc
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Knowledge

Kién thuc

Personal strengths inventory

Ban liét ké diém manh cd nhén

Goal-setting techniques

K{ thudt thiét Iap muc tiéu

Learning styles

Phong cdch hoc tép

Organisational performance goals

Muc tiéu vé hiéu qud hoat dong cua té chuc
Outcomes of career planning

Két qud mong doi cua ké hoach nghé nghiép
Techniques to provide constructive feedback
K thudt dua phdan héi mang tinh xéy dung

e Coaching and mentoring techniques

K{ thuat hudn luyén (coaching) va cé van
(mentoring)

Motivation and reinforcement concepts

Cdc khdi niém dong luc va cong cé

Listening techniques

K thudt ldng nghe

Organisation learning and development policies
and procedures

Cdc chinh sdch va quy trinh hoc tdp va phdt trién
cua to chuc

Questioning techniques

K thuat dat cau hoi

Self-reflection techniques

K{§ thugt tu chiém nghiém

Performance review techniques

K{§ thugt danh gig hiéu qud céng viéc

e Career management reporting

Bdo cdo quan Iy su nghiép

Career development strategies

Chién lugc phdat trién nghé nghiép
Engagement and empowerment techniques
K(§ thuat gdn két va trao quyén

Performance management processes and
frameworks

Quy trinh va khung quan Iy hiéu quad céng viéc
Organisation’s vision, objectives, and operating
climate

Tam nhin, muc tiéu va méi trudng hoat déng cua
t6 chuc
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Abilities

Khd ndng

Initiate career planning activities to identify
learning and development goals

Khdi xudng cdc hoat déng IGp k€ hoach nghé
nghiép dé xdc dinh muc tiéu hoc tdp va phdt
trién

Identify links among personal, professional and
organisational performance goals

Xac dinh su lién két gida cac muc tiéu cd nhan,
muc tiéu nghé nghiép va muc tiéu coa té chuc
Support co-workers in executing work activities
to achieve intended goals and improve work
performance

Hé tro dong nghiép thuc hién cdc hoat dong
céng viéc dé dat dugc cdc muc tiéu dé dinh va
cai thién hiéu qud cong viéc

Share career planning related experiences with
co-workers

Chia sé kinh nghiém lién quan dén Igp ké hoach
nghé nghiép vdi dong nghiép

Participate in activities that challenge self and
contribute to capability development

Tham gia cdc hoat dong thu thdch ban than va
gop phan vao viéc phdat trién ndng luc

Provide constructive feedback to co-workers in
accordance with organisational guidelines,
standards and procedures

Dua ra phan héi mang tinh xdy dung cho déng
nghiép theo hudng dan, tiéu chudn va quy trinh
cua to chuc

Guide team members in identifying personal and
professional goals

Hudng ddén cdc thanh vién trong déi ngd xdc dinh
muc tiéu cd nhan va nghé nghiép

Coach and mentor team members on achieving
personal, professional and organisational goals
Hudn luyén va cd vdn cho cdc thanh vién trong
doi ngd dat dugc muc tiéu cd nhan, muc tiéu
nghé nghiép va muc tiéu coa té chuc

Evaluate individual strengths, capabilities and
learning styles to create tailored coaching and
development interventions in different contexts
Ddnh gid diém manh, khd ndng va phong cdch
hoc tdp cua tung cd nhdn dé tao ra cdc cdch
hudn luyén va phdat trien pho hgp trong cdc boi
cdnh khac nhau

Facilitate discussions with team members to
ensure accountability for setting goals and
development plans

Tao diéu kién dé thao lugn vdi cdc thanh vién
trong déi ngd nhdm dam bdo su chju trdch
nhiém trong viéc thiét Igp muc tiéu va ké hoach
phdt trién

Advise team members on the formulation of
career development plans

Tu vdn cho cdc thanh vién trong déi ngd vé viéc
xay dung k& hoach phdt trién nghé nghiép
Recommend stretch goals and opportunities to
harness the potential of team members

Dé xudt cdc muc tiéu thdch thuc va co hoi dé
khai thac tiém ndng cua cdc thanh vién trong doi
ngl

Provide continuous feedback and reinforce
behaviours that contribute positively to
performance or growth

Build support for organisation-wide capability
development interventions to facilitate the
attainment of personal and professional goals
Xay dung su hd trg cho cdc tac déng phdt trién
ndng luc trong todn té chuc dé tao diéu kién dat
duoc muc tiéu cd nhén va nghé nghiép

Guide employees to understand the principles for
translating organisational objectives to personal
and professional goals

Hudng dén nhén vién hiéu cdc nguyén tdc
chuyén muc tiéu coa té chuc thanh muc tiéu cd
nhdan va nghé nghiép

Provide expertise on coaching and mentoring
techniques

Cung cdp chuyén mon vé ki thudt hudn luyén
(coaching) va cé van (mentoring)

Create or recommend platforms and procedures
to enable exposure to new opportunities and
enriching experiences within the organisation

Tao hodc dé xudt cdc nén tang/ kénh va quy
trinh d€ thuc day viéc tiép xuc vdi cac cd héi mdi
va lam phong phu thém trdi nghiém trong to
chuc

Champion the development of a supportive and
positive climate which encourages continuous
improvement and development within the
organisation

Ung ho su phdt trién coa maéi trudng lam viéc hd
tro va tich cuc, khuyén khich cdi tién va phat trién
lién tuc trong té chuc
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Dua ra phdn héi lién tuc va cung ¢ cdc hanh vi
doéng gop tich cuc vao su phdt trién hodc hiéu
qua cong viéc
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Interacting with Others

CCS Category
5 Tuong tac vdi ngudi khac
Danh muyc kg
ndang
cCS Collaboration
L Tinh than Céng tac/Hop tdc
Ky nang

CCS Description Manage relationships and work collaboratively and effectively with others to achieve goals

L Quan Iy cac mdi quan hé, Iam viéc vdi tinh than hop tdc va hiéu qud véi moi ngudi dé dat duoc muc tiéu
M6 td ki ndng

CCS Proficiency Basic Intermedic’nte Advanced
Description Co bén Trung cap Cao cép
A ez g - CCS-CLB-B001-1 CCS-CLB-1001-1 CCS-CLB-A001-1

Mo ta trinh do

k{j néng Contribute to a positive and cooperative Build relationships and work effectively with Establish team effectiveness and manage partnerships to create a
working environment by fulfilling own internal and external stakeholders to create cooperative working environment which enables the achievement
responsibilities, managing interpersonal synergies in working towards shared goals of goals
relationships and providing support to others Xay dung moi quan hé va lam viéc hiéu qua vdi | Thiét Igp hiéu qua cua nhém va quadn Iy quan hé déi tdc dé tao ra
to achieve goals cdc bén lién quan ndi bo va bén ngodi té chuc dé | mét maéi trudng lam viéc hop tdc tao diéu kién dat dugc cdc muc
Déng gdp vao mdét méi trudng lam viéc tich hop luc trong viéc hudng tdi cac muc tiéu chung | tiéu
cuc va hop tdc bdng cach hoan thanh trach
nhiém coa ban thén, qudn Iy cdc moi quan hé
lién ca nhan va hé tro déng nghiép dé dat
dugoc muc tiéu
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Knowledge

Kién thuc

Types of collaboration tools and platforms
Cdc céng cu va nén tdng khdc nhau phuc
VU Viéc cong tac

Team roles and responsibilities

Cac vai tro va trach nhiém trong nhom
Team communication techniques

K{ thudt giao tiép trong lam viéc nhém
Diversity dimensions and preferences
Cac khia canh va vu tién cua su da dang
Behavioural styles

Cac phong cdch hanh vi

Knowledge sharing methods and tools
Cdc phuong phdp va céng cu chia sé kién
thuc

Listening techniques

Cdc kg thudgt Iang nghe

Emotional intelligence dimensions

Cdc khia canh cua théng minh cdm xuc
Techniques to develop empathy

Cdc kg thudt phdt trién sy déng cam
Workplace and social etiquette

Cdc quy tac ung xu tai noi lam viéc va trong
xa hoi

Types of team structures

Cac ki€u cdu truc déi nhom

Types of team development methods
Cdc phuong phdp phdt trién nhom

Team goal-setting concepts

Khdai niém thiét Iap muc tiéu nhom

Group facilitation and problem-solving
methods

Phuong phdp diéu phdi nhém va gidi quyét
van dé

Stakeholder analysis techniques

K{§ thuat phan tich cdc bén lién quan
Persuasion methods

Phuong phdp thuyét phuc
Communication styles

Cdc phong cdch giao tiép

Interpersonal communication techniques
K({ thudgt giao tiép gida cdc cd nhdn
Personality types and interpersonal needs
Cac loqi tinh cach va nhu cau lién cé nhén
Emerging virtual collaboration tools and
platforms

Cdc céng cu va nén tang céng tdc do mdi noi

e Organisation’s vision, objectives and operating climate

Tam nhin, muc tiéu va méi truong hoat déng coa to chuc
Team organisation theories

Ly thuyét vé té chuc nhém

Motivation theories

Ly thuyét vé déng luc

Measures of team effectiveness

Cdc chi sé do luong hiéu qud coa nhém

Behavioural science concepts

Cdc khdi niém khoa hoc hanh vi

Stakeholder dynamics

Dong luc cua cac bén lién quan

Stakeholder management strategies

Chién lugc quan Iy cdc bén lién quan

Best practices in virtual collaboration

Cdc ung dung thuc tién tot nhdt trong céng tdc qua nén tang sé
Conflict management strategies

Chién lugc quan Iy xung dét

Types of social, political, economic and cultural factors which
impact stakeholder relationships

Cdc kiéu yéu té xa hoi, chinh tri, kinh t€ va vdn hda tdc déng dén
ma&i quan hé cua cdc bén lién quan
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Abilities

Khd ndng

Perform work activities collaboratively with
others to foster team spirit and contribute
to identified goals

Thuc hién cdc hoat déng céng viéc trén tinh
than hop tdc véi nhing ngudi khdc dé thuc
day tinh than déng déi va déng gdp vao
cdc muc tiéu da xdc dinh

Demonstrate a positive attitude in various
situations and interactions with
stakeholders

Thé hién thai dé tich cuc trong cdc tinh
hudng khdc nhau va tuong tdc vai cdc bén
lién quan

Share information, knowledge and
experiences with co-workers

Chia sé thong tin, kién thuc va kinh nghiém
vGi déng nghiép

Implement collaboration tools and
platforms to enable different types of
collaboration and information sharing
Trién khai cdc cong cu va nén tang céng
tdc tao diéu kién cho cdc cdch cdng tdc va
chia sé thong tin khdc nhau

Seek to understand others’ situations,
perspectives and emotions

Tim cdch hi€u tinh huéng, quan diém va
cdm xuc cua ngudi khac

Build rapport with co-workers to maintain
relationships

Xay dung moi quan hé vai dong nghiép dé
duy trl méi quan hé

Escalate information pertaining to conflicts
in teams to relevant stakeholders

Nghiém tuc bdo cdo théng tin lién quan dén
xung dot trong nhom cho cdc bén lién quan

ldentify shared goals which require
collaboration to facilitate the achievement of
team and organisational objectives

Xdc dinh cac muc tiéu chung va doi hdi su
hop tdc dé€ tao diéu kién thudn Igi cho viéc
dat duoc muc tiéu do coa nhom va té chuc
Organise teams in a manner that capitalises
on team members’ strengths

T6 chuc cdc nhém theo cdch tan dung thé
manh cua cdc thanh vién

Adapt methods of interaction to cater to the
needs and motivations of others

Diéu chinh cdc phuong phdp tuong tdc dé
ddp ung nhu cau va déng co coa moi ngudi
Align values, beliefs and perceptions amongst
team members to establish harmonious
working relationships

Dong thudn cdc gid tri, niém tin va nhdn thuc
gida cdc thanh vién trong nhom deé thiét Igp
cdc méi quan hé lam viéc hai hoa

Guide team members to manage work
challenges and tasks in a positive manner
Hudng dén cdc thanh vién trong nhém qudn
Iy cdc thdch thuc va nhiém vu céng viéc theo
cdch tich cuc

Develop partnerships with key internal and
external stakeholders to achieve win-win
outcomes

Phdt trién quan hé déi tac vdi cdc bén lién
quan trong yéu (ndi bé va bén ngodi) dé dat
duoc két quad doi bén cong co Igi

Resolve issues arising from working in teams
Gidi quyét cdc van dé phdt sinh khi lam viéc
theo nhom

e Champion the development of an open and collaborative

organisational culture

Duy tri su phdt trién mot nén vdn héa té chuc ¢ tinh cdi md va
hop tdc

Establish organisational policies and procedures that promote a
cooperative working environment

Thiét Iap cdc chinh sdch va quy trinh cua té chuc nhdm thuc
day maéi trudng lam viéc hop tdc

Drive mutual understanding between teams across the
organisation to encourage the achievement of shared goals
Thuc ddy su hiéu biét Ian nhau gida cdc nhém trong toan té
chuc dé khuyén khich dat duoc cdc muc tiéu chung

Navigate diverse views and opinions within and beyond the
organisation to achieve beneficial outcomes

Diéu hudng cdc quan diém va y§ kién da dang trong va ngodi té
chuc dé dat duoc két qua ¢ Igi

Build strategic alliances and partnerships to achieve desired
organisational objectives

Xay dung cdc lién minh va quan hé déi tac chién luoc dé dat
duoc cdc muc tiéu té chuc mong mudn

Oversee the resolution of conflicts or removal of barriers to
collaboration across the organisation

Gidm sdt viéc gidi quyét xung dét hodc logi bo cdc rao can déi
Vi sU hop tdc trong toan té chuc

Devise feedback processes to ensure the organisation strives to
work cooperatively and continuously improve

Dua ra cdac quy trinh phdn hoi dé€ dam bdo té chuc nd luc lam
viéc hop tac va lién tuc cdi tién

Evaluate the effectiveness of virtual collaboration across the
organisation to recommend improvements

Ddnh gid hiéu quad cua viéc céng tdc to xa trong toan toé chuc dé
dé xudt cdc cdi tién
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e Seek feedback from co-workers on own e Provide feedback to team members on their
role and performance in the team roles, working styles and performance in the
Tim kiém phdn hoi tor dong nghiép vé vai tro team
va hiéu qud céng viéc cua ban than trong Chia sé phdn hoi cho cdc thanh vién trong
nhom nhom vé vai tro, phong cdch lam viéc va hiéu

qua coéng viéc cua ho trong nhém

e Suggest tools and platforms which could be
integrated to facilitate virtual collaboration
and enhance productivity of teams
Dé xudt cdc cong cu va nén tang co thé dugc
tich hgp dé€ tao diéu kién céng tdc to xa va
ndng cao ndng sudt cua cac nhém
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CCS Category

Danh myc ki ndng

Interacting With Others
Tuong tac vdi ngudi khdc

CCs
K{g ndng

Customer Orientation
Hudng dén khdch hang

CCS Description
M6 ta kg ndng

Identify the needs of customers, both internal and external, to deliver an effective customer experience

Xdc dinh nhu cau cua khdch hang ndi bé va khdch hang bén ngodi dé€ mang lai trdi nghiém khdch hang hiéu quad

CCS Proficiency
Description

M6 tad trinh dé kg
ndng

Basic
Co bdn

Intermediate
Trung cap

Advanced
Cao cép

CCS-CUO-B0OO1-1

CCS-CUO-1001-1

CCS-CUO-A001-1

Demonstrate an understanding of customer needs
or objectives to respond in a way which delivers an
effective customer experience

Thé hién su hiéu biét vé nhu cau hodc muc tiéu coa
khdch hang dé dap ung theo cdch mang lai trdi
nghiém khdch hang hiéu quad

Build relationships with customers to anticipate
needs and solicit feedback to improve the customer
experience

Xay dung moi quan hé vdi khdch hang dé du dodn
nhu cau va thu hut phén hoi véi muc dich cdi thién
trdi nghiém cua khdach hang

Foster the creation of an effective customer
experience

Thuc day viéc tao ra trai nghiém khdch hang hiéu
quad

Knowledge

Kién thuc

e Customer needs analysis
Phan tich nhu cau khdch hang

e Types of data collection tools and methods
Cac logi cong cu va phuong phdp thu thop do
liéu

e Customer listening methods and guidelines
Cdc phuong phdp va bé hudng dan Idng nghe
khdch hang

e Customer feedback management systems
Hé théng quan Iy phén héi coa khdch hang

e Organisation’s service policies and procedures
Chinh sdch va thu tuc dich vu cia té chuc

e Organisation’s customer experience philosophy
Triét Iy trai nghiém khdch hang coa té chuc

e Customer behavioural patterns
Xu hudng hanh vi cua khach hang

e Service evaluation models
Mo hinh ddnh gid dich vu

e Customer experience metrics
Chi s& trai nghiém khdch hang

e Customer experience management strategies
Chién lugc quan 1y trdi nghiém khdch hang

e Customer relationship management strategies
Chién lugc quan Iy quan hé khdch hang

e Strategies to design customer experience
philosophies
Chién lugc thiét ké triét Iy trai nghiém khdch hang
e Strategies to develop service policies and
procedures
Cdc chién lugc dé phdt trién cdc chinh sdch va
thu tuc dich vu
e Types of business strategies and operations
Chién lugc kinh doanh va phuong thuc van hanh
e Organisation’s vision and objectives
Tam nhin va muc tiéu coa té chuc
e Emerging industry and market trends
Cdc xu hudng nganh va thi trudng mdi ndi
e Stakeholder dynamics
Dong luc cua cac bén lién quan
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Abilities

Khd ndng

Analyse customer needs or perspectives to
identify appropriate responses or actions

Phan tich nhu cau hodc quan diém cua khdch
hang dé xdc dinh cdc phdan hoi hodc hanh déng
phu hop

Demonstrate positive outlook and behaviour in
customer interactions in line with organisation’s
customer experience philosophy

Thé hién quan diém va hanh vi tich cuc trong cdc
tuong tdac vdi khdch hang pho hop vdi triét 1y trdi
nghiém khdch hang coa té chuc

Respond to customer requests in accordance
with the organisation’s service policies and
procedures

Ddp ung cdc yéu cau cua khdch hang theo cdc
chinh sdch va quy trinh dich vu cua toé chuc
Identify potential customer experience issues to
be escalated

Xdc dinh cdc van dé co thé phdt sinh trong trdi
nghiém khdach hang sé dugc bdo cdo chi tiét
Collect data to measure defined customer
experience parameters or metrics

Thu thép dU liéu dé do luong cdc théng sé hodic
chi sé trdi nghiém khdch hang dé xdc dinh
Suggest potential methods to improve customer
experience

Dé xudt cdc phuong phdp tiém ndng dé cdi thién
trdi nghiém khdach hang

Apply learnings from customer feedback to
improve customer experience and service
standards

Ap dung cdc bai hoc t phdn héi cua khdch hang
dé cai thién trai nghiém khdch hang va tiéu
chudn dich vu

e Analyse multiple information sources on

customer behaviour and trends to anticipate
customers’ needs and expectations

Phan tich nhiéu ngudn théng tin vé hanh vi va xu
hudng coa khdch hang dé€ du dodn nhu cau va
mong dgi cua khdch hang

Evaluate customer needs to prioritise responses
or action based on urgency and criticality

Ddnh gid nhu cdu cua khdch hang nhdm uu tién
phdn héi hodc hanh déng dua trén muc do khan
cdp va quan trong

Analyse customer engagements and conduct
follow-up actions to analyse customer
experience

Phan tich su tuong tdc cua khdch hang va tién
hanh cdc hanh déng tiép theo dé phan tich trai
nghiém khdch hang

Manage critical customer issues and identify
appropriate service recovery interventions
Quadn Iy cdc van dé quan trong cua khdch hang
va xdc dinh cdc bién phdp can thiép phuc hoi
dich vu phu hop

Analyse customer experience metrics to identify
areas for improvement or gaps in customer
experiences

Phan tich sé liéu trdi nghiém khdch hang dé xdc
dinh cdc khu vuc can cdi thién hodc 16 héng
trong trai nghiém khdch hang

Recommend changes to the organisation’s
service policies or procedures to improve
customer experience

Dé xudt cdc thay doi déi vai chinh sach hodc thu
tuc dich vu coa té chuc dé cai thién trdi nghiém
khdch hang

Implement strategies to maintain relationships
with customers to cultivate loyalty and trust

Establish the organisation’s customer experience
philosophy and strategy for service delivery
Thiét 1gp triét Iy va chién lugce trai nghiém khdch
hang coa té chuc dé cung cdp dich vu

Guide the development of service policies and
procedures to create a customer experience
which prioritises customer needs or objectives
Hudng dén phdat trién cdc chinh sdch va quy trinh
dich vu dé tao trdi nghiém khdch hang vdi muc
dich uu tién cdc nhu cau hodc muc tiéu coa
khdch hang

Balance strategic and operational requirements
against the fulfilment of customer needs to
design effective customer experience
management strategies

Can bdng cac yéu cau chién luoc va van hanh
hoat déng vdi viéc ddp ung nhu cau coa khdch
hang dé thiét k& cdc chién lugc quan Iy trdi
nghiém khdch hang hiéu quad

Evaluate the impact of emerging industry and
market trends on the customer experience to
pre-empt customer issues

Danh gid tdc dong cua xu hudng thi trucng va
nganh mdi néi déi vdi trdi nghiém khdch hang dé
gidi quyét trudc cdc vdn dé coa ho

Champion customer-oriented behaviours across
the organisation

Thuc day cdac hanh vi hudng dén khdch hang
trong toan té chuc

Define metrics to measure customer experience
Xdc dinh cdc sé liéu dé do ludng trai nghiém
khdch hang

Advocate for continuous improvement in
customer experience across the organisation to
drive service excellence
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Thuc hién cdc chién luoc duy tri mdi quan hé vdi
khdch hang dé nudi dudng long trung thanh va
su'tin tudng

Van dong viéc cdi tién lién tuc trai nghiém khdch
hang trong toan té chuc nhdm thuc day dich vu
dat thanh tich xudt sdc
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CCS Category

Danh myc ki ndng

Interacting with Others
Tuong tac vdi ngudi khdc

CCs
K{g ndng

Influence
Suc dnh hudng

CCS Description
M6 ta kg ndng

Influence behaviours, beliefs or attitudes in order to achieve desired outcomes and solutions
Anh hudng dén hanh vi, niém tin hodc thdi dé dé dat duoc két qud va gidi phdp mong mudn

CCS Proficiency
Description

M6 tad trinh dé kg
ndng

Basic Intermediate Advanced
Co bén Trung cap Cao cép
CCS-IFL-B0OO1-1 CCS-IFL-1001-1 CCS-IFL-A001-1

Demonstrate empathy to understand the feelings
and actions of others and communicate in ways that
limit misunderstandings and influence others on
operational issues

Dong cdm dé thdu hi€u cam xuc va hanh déng coa
ngudi khdc, giao tiép theo cdch han ché hiéu lam va
anh hudéng dén moi ngudi néu xay ra van dé vé hoat
dong van hanh

Develop relationships with stakeholders to build
confidence, alignment and communicate desired
purpose, goals or objectives

Phat trién méi quan hé vdi cdc bén lién quan dé xdy
dung su tu tin, lién két va truyén dat muc dich, thanh
tuu hodc muc tiéu mong mudn

Build consensus with stakeholders to achieve
desired outcomes on matters of strategic
importance

Xay dung su dong thudn vdi cdc bén lién quan dé
dat dugc két qud mong mudn vé cdc van dé coé tam
quan trong chién lugc
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Knowledge

Kién thuc

Diversity dimensions and preferences

Cdc khia canh va uvu tién cua su da dang
Emotional intelligence dimensions

Cac khia canh coa théng minh cdm xuc
Listening techniques

K thudt lang nghe

Problem solving techniques

K thudt gidi quyét van dé

Types of communication channels and tools
Cdc logi kénh va céng cu truyén thong

Verbal and non-verbal communication
techniques

K thudt giao tiép bang 16i néi va phi ngdn ngd
Knowledge sharing methods and tools

Cdc phuong phdp va céng cu chia sé kién thuc
Questioning techniques

K{J thudat dat cau hoi

e Types of networks
Cdc méi quan hé
e Verbal and non-verbal signals
Tin hiéu thong qua I6i noi va phi ngén ngd
e Stakeholder analysis techniques
Ky thuat phéan tich cdc bén lién quan
e Strategies to develop trust
Chién lugc phdt trién niém tin
e Interpersonal communication techniques
K{ thudgt giao tiép lién cd nhan
e Communication styles
Phong cdch giao tiép
e Persuasion methods
Phuong phdp thuyét phuc
e Techniques for analysing audience reactions
K{g thudat phan tich phdn ung cuoa ngudi nghe
e Collaboration techniques
K{§ thudt hop tac

e Goal or purpose setting strategies

Chién lugc thiét IGp muc tiéu hodc muc dich
Strategies to drive behaviour change

Chién luoc thuc ddy thay déi hanh vi
Negotiation strategies

Chién lugc dam phdn

Motivation theories

Ly thuyét vé déng luc

Types of social, political, economic and cultural
factors which impact stakeholder relationships
Cdc loqgi yéu té xd hoi, chinh tri, kinh té€ va vdn
hda tdc déng dén moi quan hé coa cdc bén lién
quan

Stakeholder dynamics

Dong luc cua cac bén lién quan

Stakeholder management strategies

Chién lugc quan Iy cdc bén lién quan
Storytelling techniques

K{ thudt ké chuyén

Conflict management strategies

Chién lugc quan Iy xung dot
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Abilities

Khd ndng

Develop a clear understanding of purpose and
desired goals or outcomes

Phdt trién su hiéu biét ré rang vé muc dich va
muc tiéu Iy tudng hodc két qué mong mudn
Analyse stakeholder responses and interactions
to understand needs

Phan tich phan hoéi va tuong tdc cua cdc bén lién
quan dé hi€u nhu cau coa ho

Encourage stakeholders to share views and
opinions to enable an understanding of different
perspectives

Khuyén khich cdc bén lién quan chia sé quan
diém va g kién dé hiéu dugc cdc goc nhin khdc
nhau

Appreciate nuances and impact of diversity
dimensions and cultural backgrounds when
interacting with stakeholders

Ddnh gid cao cdc sdc thdi va tdc dong cua cdc
khia canh da dang va nén tang vdn héa khi
tuong tdc vdi cac bén lién quan

Communicate to stakeholders in a manner which
encourages open conversations and reduces
potential misunderstandings

Giao tiép vdi cdc bén lién quan theo cdch khuyén
khich cdc cudc tro chuyén cdi md va giam thiéu
nhing hiéu lam tiém an

Adapt personal style to demonstrate empathy
and enable the communication of desired goals
Diéu chinh phong cdch cd nhan dé thé hién su
déng cam va tao diéu kién cho viéc truyén dat
cdc muc tiéu mong mudn

Ask questions to understand stakeholders’
responses or potential issues

Ddt cGu hdi dé€ hiéu phdan hoi coa cdc bén lién
quan hodc cdc van dé tiém an

ldentify stakeholders and networks that are
critical in meeting desired goals and objectives
Xac dinh cac bén lién quan va mang Iudi moi
quan hé quan trong dé dat duoc cdc muc tiéu va
thanh tuu mong mudn

Integrate different stakeholders into the decision
making process to garner their support

Tich hgp cac bén lién quan khdc nhau vao qud
trinh ra quyét dinh dé thu hut su hé trg cua ho
Utilise combinations of logic, conviction and
interpersonal skills when communicating desired
goals and objectives

Tén dung su két hop logic, su thuyét phuc va kg
ndng giao tiép khi truyén dat cdc muc tiéu va
thanh tuu mong mudn

Align ideas and plans with relevant stakeholders
to build ownership and garner buy-in

Sdp xép cdc y tudng va ké hoach vdi cdc bén lién
quan dé€ xady dung tu duy lam chd céng viéc va
thu hut su dong thudn

Ensure | decisions made are supported with
relevant experience, facts and knowledge

Dam bdo cac quyét dinh dua ra duoc dua trén
kinh nghiém, dd kién va kién thuc lién quan
Articulate pros and cons behind decisions taken
and proposed to build confidence amongst
stakeholders

Néu ré nhdng uu va nhuoc diém dédng sau cdc
quyét dinh dugc dua ra va dé xudt dé xay dung
niém tin gida cdc bén lién quan

Present findings and thoughts in an open and
flexible manner

Trinh bay nhdng phdt hién va suy nghi mot cdch
cdi md va linh hoat

Escalate issues to senior stakeholders if own
efforts to enlist support have not succeeded

Establish alignment among different
stakeholders’ needs and objectives to achieve
intended outcomes

Thiét Igp su lién két gida cdc nhu cau va muc tiéu
khdc nhau cua cdc bén lién quan dé dat duoc két
qua du kién

Establish key stakeholder relationships to ensure
goals and objectives are achieved

Thiét 16p mdi quan hé vdi cdc bén lién quan chu
chdét dé dém bdo dat dugc cdc muc dich va muc
tiéu

Share strategic insights in a manner that
addresses the issues and interests of relevant
stakeholders

Chia sé nhdng hiéu biét chién lugc theo cdch gidi
quyét cac van dé va Igi ich coa cdc bén lién quan
Evaluate compromises to gain commitment from
relevant stakeholders

Ddnh gid cdc thda hiép dé dat dugc cam két tur
cdc bén lién quan

Endorse win-win solutions that benefit all parties
involved

Xdc nhan cdac gidi phdp déi bén cung co Igi mang
lai loi ich cho tdt cd cdc bén lién quan

Anticipate objections and challenges that
potentially impact desired results

Du dodn nhdng phdn déi va thdch thuc coé kha
ndng dnh hudng dén két qua mong mudn
Negotiate issues that impact long-term strategic
objectives

Dam phdn cdc vdn dé dnh hudng dén cdc muc
tiéu chién lugc dai han
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Bdo cdo van dé vdi cdc bén lién quan cdp cao
néu su nd luc hé tro coa bdn thén khéng thanh
cong
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CCS Category

Danh myc ki ndng

Staying Relevant

Ham bdo thich ung

CCs
Kg ndng

Adaptability
Khd ndng thich nghi

CCS Description
M6 ta kg ndng

Exercise flexibility in behaviours or approaches to respond to changes and evolving contexts

Tu linh hoat trong hanh vi hodc cdch tiép can d€ phdn ung vdi su thay ddi va su phdt trién coa bdi canh

CCS Proficiency
Description

M6 ta trinh dé kg
ndng

Basic Intermediate Advanced
Co ban Trung cép Cao cép
CCS-ADT-B001-1 CCS-ADT-1001-1 CCS-ADT-A001-1
Modify behaviours and approaches to respond to Manage change in evolving contexts Foster a culture of flexibility that caters to changes
changes and evolving contexts Quadn Iy su thay déi trong su phdt trién coa bdi cdnh | and evolving contexts
Thay doi hanh vi va cdch tiép can dé phdan ung vdi Tao dung mot vdn héa linh hoat nham ddp ung vdi
su'thay doéi va su phdt trién cua béi cdnh su'thay doéi va su phdt trién cua béi cdnh
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Knowledge

Kién thuc

ldeation techniques

K{g thuat gy tuong sdng tao
Experimentation techniques

K{§ thuat thuc nghiém

Problem solving techniques

K({ thudt gidi quyét van dé
Emotional regulation techniques
K{ thudt diéu chinh cam xuc
Questioning techniques

K{g thuat dat cau hoi

Information processing techniques
K{g thudt xJ Iy théng tin
Self-awareness concepts

Khdi niém tu nhan thuc

Impact measurement techniques
K{§ thuat do luong tdc dong

e Stakeholder analysis techniques
Ky thugt phan tich cdc bén lién quan
e Group dynamic concepts
Khdi niém vé dong luc nhém
e Collaboration styles
Cac phong cdch hop tac
e Coaching and mentoring techniques
K{ thuat hudn luyén (coaching) va ¢ van
(mentoring)
e Risk analysis techniques
K{g thudt phan tich rdi ro
e Self-reflection techniques
K{J thuat tu chiém nghiém
e Strategies to evaluate impact of new ideas,
improvements or solutions
Chién lugc ddnh gid dnh hudng cua y tudng mdi,
cdi tién hodc gidi phdp

Organisation’s vision, objectives and operating
climate

Tam nhin, muc tiéu va méi trudng hoat déng cua
to chuc

Strategies to build resilient teams

Chién lugc xdy dung déi ngd thich ung linh hoat
Strategies to drive the continuous development
of new approaches

Chién lugc thuc day su phdat trién lién tuc coa cdc
phuong phdp mdi

Risk mitigation strategies

Chién lugc giam thiéu rui ro

Strategies to identify emerging industry
disruptors and trends

Chién lugc xdc dinh cdc yéu té gdy bién déng va
XU hudng mdi trong nganh

Change management strategies

Chién lugc quan Iy thay doi

Stakeholder dynamics

Tuong tdc gita cdc bén lién quan

Stakeholder management strategies

Chién lugc quan Iy cdc bén lién quan

Conflict management strategies

Chién lugc quadn Iy xung dot

Page 41 of 59




SKILLSFUTURE SINGAPORE

CRITICAL CORE SKILLS (CCS) REFERENCE DOCUMENT

SKILLSFUTURE SINGAPORE

TAI LIEU THAM KHAO - BO KY NANG COT LOI QUAN TRONG (CRITICAL CORE SKILLS - CCS)

Abilities

Khd ndng

Demonstrate an openness to seek and interpret
opinions and practices different from own

S&n sang ma réng géc nhin dé tim kiém va phdn
tich g kién hay thuc tién co su khdc biét so vdi
goc nhin cd nhan

Seek out information about changes or evolving
contexts which may impact work activities or
priorities

Tim thong tin vé nhing thay déi hodc su phat
trién cua boi canh cé thé dnh hudéng dén cong
viéc hodc cdc uu tién trong cong viéc

Set short-term goals in order to perform work
activities effectively during periods of change
Dt muc tiéu ngdn han dé thuc hién céng viéc
hiéu qua trong khodng thdi gian xudt hién su
thay doéi

Adjust existing work activities in response to new
instructions, guidelines or operating procedures
Diéu chinh cong viéc hién tai pho hop vdi hudng
dén hodc quy trinh hoat déng mdi

Assess own reactions to changes and evolving
contexts to improve future responses and
behaviours

Ddnh gid phdn ung coa ban thén déi vdi cac thay
doéi va su phdt trién coa béi cdnh dé cai thién
phan ung va hanh vi trong tuong lai

Monitor own work performance to identify
potential development areas to enhance
responses to changes and evolving contexts
Theo déi hiéu quad céng viéc cd nhdn dé xdc dinh
cac linh vuc phdt trién tiém ndng nhdm ndng cao
kha ndng phdn ung vdi cdc thay doéi va su phdt
trién cua boi canh

Identify appropriate skills and training which
could improve one’s response and behaviour to
changes and evolving contexts

Assess the impact of changes and evolving
contexts to identify ways to adapt skills or
processes

Ddnh gid tdc déng cua cdc thay doi va su phdt
trién cua béi canh dé thich nghi vdi kg ndng hodc
quy trinh

Analyse the rationale for change or underlying
factors driving evolving contexts

Phan tich Iy do cho su thay déi hodc cdc yéu té
an tang thuc day su phdt trién coa boi canh
Develop creative solutions to address challenges
and leverage on opportunities arising from
changes and evolving contexts

Phdt trién nhing gidi phdp sdng tao dé déi phd
VJi thdch thuc va tan dung co hoi t su thay déi
Va su phdt trieén coa béi canh

Evaluate inputs from various stakeholders and
different courses of actions to determine how to
navigate through change and evolving contexts
Danh gid théng tin tu cdc bén lién quan khdc
nhau va cdac hudng hanh déng khdc nhau dé xdc
dinh cdch diéu hudng qua su thay déi va su phdt
trién cua bdi canh

Prioritise work activities in order of criticality to
navigate through change and evolving contexts
Uu tién cong viéc theo muc dé quan trong dé
dieéu hudng qua su thay déi va su phdat trién cua
béi cdnh

Coach team members in responding to changes
and evolving contexts

Hudn luyén cdc thanh vién trong nhom cdch ddp
Ung vdi su thay doi va su phdt trién cua bdi canh
Reflect on responses to change and evolving
contexts to recommend future actions,
behaviours and approaches

Articulate strategic goals to navigate through
periods of change and evolving contexts

Phdc thdo cdc muc tiéu chién lugc dé diéu hudng
qua giai doan chuyén doi va su phdt trién coa boi
canh

Evaluate the impact on the operating climate,
emerging trends and industry disruptors

Dadnh gid anh huong Ién maoi truong hoat dong,
XU hudng mdi va yéu té gay bién doi trong ngdnh
Determine potential opportunities and/or risks of
change or evolving contexts

Xdc dinh co hoi tiém ndng va/hodc ri ro to su
thay doéi hodc su phdt trién cua bdi cdnh

Direct the development of new and alternative
approaches to respond to changes and evolving
contexts

Dinh hudng phdt trién cdc phuong phdp mdi va
cdch tiép cdn phu hop dé phdn ung vdi su thay
doéi va su phdt trién cua bdi cdnh

Guide stakeholders to successfully navigate
through change and disruptions

Hudng dén cdc bén lién quan thanh céng diéu
hudng vuot qua su thay doi va su phdt trién coa
béi cdnh

Lead the resolution of any issues which impact
the organisation’s ability to adapt to changes
and evolving contexts

D4&n ddt gidi quyét cdc van dé éanh hudng dén
kha ndng thich nghi cua té chuc vdi su thay doi
Va sU phdt trién coa béi canh

Review existing strategies and approaches to
changes and evolving contexts.

Xem xét lai cac chién lugc va phuong phdp hién
co dé€ phan ung vdi su thay doi va su phdt trién
cua boi canh
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Xdc djnh cdac kg ndng va phuong phdp dao tao
CO thé cdi thién phan ung va hanh vi coa ban
than doi vai cdc thay doi va su phdt trién coa boi
canh

Nhin nhan lai cdch phan ung doi vai su thay doi
Va SU phdt trién cua bdi canh dé cé phuong
hudng hanh doéng, dinh hudng hanh vi va cdch
tiép cdn phu hop trong tuong lai
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CCS Category

Danh myc ki ndng

Staying Relevant
Ham bdo thich ung

CCs
K{g ndng

Digital Fluency
Théng thao ki thugt s6

CCS Description
M6 ta kg ndng

Leverage digital technology tools, systems, and software across work processes and activities to solve problems, drive efficiency and facilitate information

sharing

Tan dung cdc cong cu, hé théng, va phan mém coéng nghé sé vao quy trinh va hoat déng céng viéc dé gidi quyét van dé, tdng hiéu sudt va tao diéu kién chia sé

théng tin

CCS Proficiency
Description

M6 ta trinh dé kg
ndng

Basic
Co ban

Intermediate
Trung cap

Advanced
Cao cép

CCS-DGF-B0OO1-1

CCS-DGF-1001-1

CCS-DGF-A001-1

Perform work processes and activities using
identified digital technology tools, systems and
software

Thuc hién cdc quy trinh va hoat déng cong viéc
bdng cdch su dung cdc cong cu, hé théng va phan
mém céng nghé sé dé duoc xdc dinh.

ldentify opportunities and evaluate risks of
integrating digital technology tools, systems and
software across work processes and activities
Nhan dién co hoi va danh gid rui ro khi tich hgp cac
céng cu, hé théng va phan mém céng nghé sé vao
cdc quy trinh va hoat déng céng viéc.

Drive the creation of a digital culture and
environment, educating stakeholders across the
organisation on the benefits and risks of digital
technology tools, systems and software

Thuc day tao dung mdt van héa va méi truong ki
thudt so, gido duc cdc bén lién quan trong to chuc
Vvé lgi ich va rui ro cia cdc cong cu, hé théng va
phan mém céng nghé sé.
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Knowledge

Kién thuc

Digital terminologies

Thudt ngd kg thudt s6

Digital etiquettes

Quy tac ung xJ kg thudt sé

Types of digital search and information collection
tools

Cdc loai céng cu tim kiém va thu thdp théng tin
kg thugt sé

Types of digital technology tools, systems and
software

Cdc logi céng cu, hé théng va phan mém céng
nghé sé

Types of technology-enabled communication
channels

Cdc logi kénh truyén théng coé hé tro cong nghé
Organisation’s InfoComm Technology
troubleshooting and Information Technology (IT)
back-up processes

Quy trinh khac phuc su cd céng nghé théng tin
va sao luu théng tin coa té chuc

Organisation’s IT, personal data and privacy
policies

Chinh sdch céng nghé théng tin (IT), dd liéu ca
nhan va bédo mat coa té chuc

Types of cyber security risks

Cac logi rui ro an ninh mang

Organisation’s policies to monitor cyber security
risks

Chinh sdch cua té chuc dé€ gidm sat cdc rui ro an
ninh mang

e Emerging digital technology tools, systems and
software
Cdc cong cu, hé théng va phan mém céng nghé
SO mdi ndi

e Emerging digital communication channels
Cdc kénh truyén théng ki thudt s6 mdi noi

e Methods to evaluate suitability of digital
technology tools, systems and software
Phuong phdp dé ddnh gid tinh pht hgp coa cdc
céng cu, hé théng va phan mém céng nghé sb

e Types of visualisation tools and techniques
Cac logi cong cu va kg thugt truc quan héa

e Technology implementation processes
Quuy trinh trién khai céng nghé

e Problem solving techniques
Cdc kg thudt gidi quyét van dé

e Decision evaluation and prioritisation
frameworks
Khung ddnh gid va vu tién quyét dinh

e Risk assessment techniques
Cac kg thuat danh gid rui ro

e Strategies to manager cyber security risks
Chién lugc qudn Iy rdi ro an ninh mang

e Types of metrics to measure effectiveness of
digital tools, systems and software
Cdc loai chi s6 do luong hiéu qud cua cdc céng
cu, hé théng va phan mém coéng nghé sé

Best practice applications of digital technology
tools, systems and software

Cdc ung dung tot nhdt cua cdc cong cu, hé théng
va phan mém coéng nghé sé

Emerging trends in the digital environment

Cdc xu hudng mdi néi trong moi truong kg thudt
sé

Strategies to manage technology
implementation

Chién luoc quan Iy trién khai céng nghé

Digital education strategies

Chién lugc gido duc kg thugt sé

Types of digital training programmes

Cdc loai chuong trinh ddo tao ki thudt sé
Strategies to manage InfoComm Technology
troubleshooting and back-up processes

Chién lugc quan Iy su cé céng nghé théng tin va
sao luu théng tin

Strategies to manage cyber security risk
strategies and policies

Chién lugc quan 1y roi ro an ninh mang va chinh
sdch lién quan

Strategies to manage personal data and privacy
policies

Chién lugc quan Iy dd liéu cd nhén va chinh sdch
bdo mat

Legal and regulatory frameworks related to
digital technology tools, systems and software
Cdc khung phdp Iy va quy dinh lién quan dén
céng cu, hé théng va phan mém céng nghé sé
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Abilities

Khd ndng

Interpret instructions and actions based on digital
terminologies

Hi€u cdc chi dan va hanh déng dua trén cdc
thugt ngU ki thudt sé

Operate identified digital technology tools,
systems and software to perform own work
processes and activities

Van hanh cdc cong cu, hé théng va phan mém
céng nghé sé da xdc dinh dé thuc hién cdc quy
trinh va hoat déng coéng viéc cua minh

Present information using identified digital
technology tools, systems and software

Trinh bay théng tin béng cdch sU dung cdc céng
cu, hé théng va phan mém céng nghé sé dé xdc
dinh

Exchange information with other stakeholders
using identified technology-mediated
communication channels

Trao doéi théng tin vdi cdc bén lién quan khdc
bdng cdch su dung cdc kénh truyén théng cé hd
trg cong nghé dé xdc dinh

Perform searches to source information using
digital search and information collection tools
Tién hanh tim kiém dé thu thdp théng tin bang
cdch su dung cdc céng cu tim kiém va thu thép
thong tin kg thugt sé

Assess the credibility of information sourced
using digital search and information collection
tools

Danh gid tinh xdc thuc cua théng tin dugoc thu
thdp bdng cdch sU dung cdc céng cu tim kiém va
thu thdp théng tin kg thudt sé

Organise digital content to be stored and
retrieved in line with organisational requirements
T6 chuc ndi dung kg thugt sé dé€ luu trd va truy
xudt theo yéu cau cua té chuc

e Analyse work processes and activities across

own team to identify potential applications of
digital technology tools, systems or software
which drive efficiency and solve problems

Phén tich cdc quy trinh va hoat doéng céng viéc
trong nhém dé xdc dinh cdc ung dung tiém ndng
cua cdc cong cu, hé théng hodc phan mém céng
nghé sé nhém tdng hiéu sudt va gidi quyét van
deé

Evaluate emerging digital technology tools,
systems or software to propose applications
which drive efficiency and solve problems in own
team

Ddnh gid cdc céng cu, hé théng hodc phan mém
céng nghé sé mdi néi dé dé xudt cac ung dung
nhdm tang hiéu sudt va gidi quyét van dé trong
nhom

ldentify applications of different visualisation
techniques and tools to analyse and present
information

Xdc dinh ung dung cua cdc k§ thugt va cong cu
truc quan khdc nhau dé phan tich va trinh bay
théng tin

Deploy processes to manage technology
implementation

Trién khai quy trinh quadn Iy viéc trién khai céng
nghé

Review usage of digital technology tools,
systems and software to identify any breaches
of organisation’s digital and IT policies

Xem xét viéc sU dung cdc céng cu, hé théng va
phan mém coéng nghé sé dé xdc dinh viéc vi
pham cdc chinh sdch sé va céng nghé théng tin
cua té chuc

Assess current applications of digital technology
tools, systems or software to propose
improvement areas

Champion the benefits of digital applications and
advancements to build an organisation-wide
community which focuses on digital approaches
and adopts a digital mindset

Ung hoé nhong loi ich cua ung dung va tién bé ki
thudt sé dé xay dung mét céng déng trong té
chuc tdp trung vao cdc phuong phdp kg thudt sé
Vva dp dung tu duy ki thudt s6

Synthesise emerging trends in the digital
environment to anticipate changes required to
organisation’s current digital technology tools,
systems and software

Tong hop cdc xu huéng mdi ndi trong méi trudng
kg thugt sé dé€ tién dodn cdc thay déi can thiét
cho cdc coéng cu, hé théng hodc phan mém céng
nghé sé hién tai cua té chuc

Oversee the progress of digital intervention
implementations across the organisation

Gidm sdat tién trinh trién khai cac bién phdp can
thiép cdéng nghé so trén toan té chuc

Champion digital education strategies across the
organisation to address digital literacy skill gaps
and drive continuous learning

Ung ho cdc chién luoc gido duc ki thudt s6 trén
toan té chuc dé gidi quyét khodng cdch vé ki
ndng doc hi€u ki thudt sé va thuc day viéc hoc
tap lién tuc

Influence stakeholders to communicate the
narrative of digital transformation and manage
any change barriers

Tac déng dén cdc bén lién quan dé truyén dat
cdu chuyén vé su chuyén déi kg thudt sé va qudn
Iy moi rao cdn thay doéi

Direct the development and implementation of
organisational digital and IT policies

Chi dao viéc phdt trién va trién khai chinh sdch kg
thudt sé va céng nghé théng tin coa té chuc
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e Adhere to organisation’s personal data and Ddnh gid cdc ung dung hién tai cua cong cu, hé | e Guide the analysis of past breaches of
privacy policies théng hodc phan mém céng nghé sé dé dé xudt organisational digital and IT policies to mitigate
Tuén tho cdc chinh sach vé da liéu ca nhén va cdc linh vuc can cdi thién

future impacts of cyber security issues, data
breaches or system failures

Hudng dén phén tich cdc vi pham chinh sdch kg
thudt sé va céng nghé théng tin coa té chuc
trong quad khu dé gidm thiéu tdc déng cua cdc
vdan dé an ninh mang, viéc xam pham di liéu
hodic su cé hé théng trong tuong lai

bdo mdat coa té chuc
e Follow organisation’s cyber security policies to
identify potential risks

Tudn thu cdc chinh sdch an ninh mang coa té
chuc dé xdc dinh cdc rui ro
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CCS Category Staying Relevant
Danh myc kg nang | ©am bdo thich ung

CCs Global Perspective
Kg ndng Goc nhin quy mé toan cau
CCS Description Operate in cross-cultural environments, demonstrating an awareness of the wider global context and markets to identify potential opportunities and risks

M6 td ki nding Hoat déng trong mai truong da vdn hoa, thé hién nhén thuc vé boi cdnh va thi trudng todn cau rong Ién hon dé xdc dinh cdc co hdi va rdi ro tiém an

CCS Proficiency Basu’: Intermedngte Advanc::‘d
Description Co bdn Trung cap Cao cap
L. o CCS-GBP-B001-1 CCS-GBP-1001-1 CCS-GBP-A001-1
M6 ta trinh dé kg
néng Demonstrate an understanding of global [ Develop global networks and determine impact of Lead the resolution of the challenges of operating in a
challenges and opportunities to work global context and trends on the organisation’s cross-cultural environment and build the organisation’s
effectively in a cross-cultural environment | vision, objectives and operating climate capabilities to compete in a global environment

Thé hién su hiéu biét vé nhing thdch thuc | Phdt trién mang Iudi toan cau va xdc dinh tdc déng Da&n dat viéc gidi quyét cdc thdch thuc khi hoat déng trong mai
va ¢d hoi toan cau dé lam viéc hiéu quad cua bdi cdnh va xu hudng toan cau doi vdi tam nhin, | trudng da vdn héa va xdy dung ndng luc coa té chuc dé canh
trong moi truong da vdn hoa muc tiéu va moi trudng hoat déng coa té chuc tranh trong maoi trudng toan cau
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Knowledge

Kién thuc

Research techniques

K{g thuat nghién cuu

Types of information collection tools
Cac logi cong cu thu thop thong tin
Knowledge sharing methods and tools
Phuong phdp va céng cu chia sé kién
thuc

Verbal and non-verbal communication
techniques

K thuat giao tiép bang 10i ndi var phi
ngon ngd

Types of communication channels and
tools

Cdc loai kénh va cong cu truyén thong
Modes of collaboration

Phuong thuc cong tdc

Diversity dimensions and preferences
Cdc khia canh va vu tién cua su da
dang

Self-awareness concepts

Cdc khdi niém vé tu nhdn thuc
Workplace and social etiquette

Cdc quy tdc ung xU tai ndi lam viéc va
trong x& hoi

Research and information collection
methodologies

Phuong phdp nghién cuu va thu thgp théng tin
Organisation structure

Co cdu té chuc

Macro-economic, environmental, technology,
political and social trends

Cdc xu hudng kinh té vi mé, méi truong, céng
nghé, chinh tri va x& hoi

Methods to analyse impacts of global trends
Cdc phuong phdp phan tich tdc dong coa xu thé
toan cau

Types of networks

Cdc loai mang Iuci két noi

Stakeholder analysis techniques

K thuat phan tich cdc bén lién quan
Communication styles

Phong cdch giao tiép

Barriers to workplace diversity and inclusion
Rao cdn déi vdi sy da dang va hoa nhdp tai noi
lam viéc

Organisation’s vision, objectives and operating climate

Tam nhin, muc tiéu va méi trudng hoat déng cua té chuc
Types of global business strategies

Cdc loai chién lugc kinh doanh toan cau

Types of business performance metrics

Cac logi thudc do hiéu quad kinh doanh

Emerging research on macro-economic, environmental,
technology, political and social trends

Nghién cuu mdi ndi vé cdc xu hudng kinh t& vi mé, méi truong,
céng nghé, chinh tri va x& hoi

Stakeholder management strategies

Chién lugc quan Iy cdc bén lién quan

Inclusion strategies and best practices

Chién luoc téng thé va thuc tién tét nhdt

Types of social, political, economic and cultural factors which
impact cross-cultural collaborations

Cdc loai yéu to xa hoi, chinh tri, kinh té€ va vdn hdéa anh hudng
dén su hop tdc da vdn héa

Conflict management strategies

Chién lugc quan Iy xung dot

Best practices for businesses operating in global and
cross-cultural environments

Nhing cdch lam tét nhdt danh cho doanh nghiép hoat déng
trong maéi trudng toan cau va da vdn hoéa
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Abilities

Khd ndng

Conduct research on identified global
challenges or opportunities

Tién hanh nghién cuu vé nhdng thdch
thuc hodc co héi toan cau dé xdc dinh
Exchange information using identified
knowledge sharing methods and tools
Trao déi théng tin sU dung cdc phuong
phdp va céng cu chia sé kién thuc dé
xdac dinh

Seek opportunities to source for
diverse perspectives beyond
immediate environment

Tim kiém co hoi dé€ thu thdp cdc quan
diém da dang ndm ngodi méi truong
truc tiép

Participate in interactions with diverse
groups within the organisation to
source for relevant perspectives on
global challenges and opportunities
Tham gia tuong tdc vdi cac nhom da
dang trong té chuc dé tim kiém cdc
quan diém phu hop vé nhing thdch
thuc va cd hoi toan cau

Conduct oneself in accordance with
the organisation’s inclusion policies
and practices

Ung x phu hop vdi cac chinh sdch va
thong Ié hoa nhdp cua té chuc
Monitor own behaviour to identify any
non-inclusive practices

Gidm sdt hanh vi coa ban thén dé xac
dinh bdt ky tinh huéng khéng hoa
nhdp nao

Develop research and information collection
approaches and processes to analyse impact of
global context and trends on team’s work area
Phdt trién cdc phuong phdp va quy trinh nghién
cuu va thu thdp théng tin d€ phdén tich tac déng

cua béi cdnh va xu hudng todan cau doi vdi khu vuc

lam viéc cua nhém

Analyse outcome of research on global trends to
determine impact on work area and identify
potential opportunities and risks

Phan tich két qud nghién cuu vé cdc xu hudng
toan cau dé xdc dinh tac déng dén linh vuc lam
viéc va xdc dinh cdc cd héi va rdi ro tiém an
Review internal structures and external operating
climate to identify opportunities to build global
networks

Xem xét cAu truc ndi bé va maéi truong hoat déng
bén ngoadi dé xdc dinh co héi xay dung mang IuGi

toan cau

Prepare for interactions with global stakeholders
by learning about workplace and social etiquette
in different countries and cultures

Chudn bi cho su tuong tdc vdi cac bén lién quan
quy mo toan cau bang cdch tim hi€u vé cac quy
tac ung xU tai noi lam viéc va trong x& hoi & cdc
qudc gia va nén vdn héa khdc nhau

Analyse global and local perspectives when
evaluating information and making decisions
Phan tich quan diém toan cau va dja phuong khi
ddnh gid théng tin va dua ra quyét dinh

Identify barriers to workplace diversity and
inclusion when operating in cross-cultural
environments

Xac dinh cdc rao can déi vdi su da dang va hoa
nhap tai noi lam viéc khi hoat déng trong maoi
truong da van hoa

Establish objectives for global development and cross-cultural
cooperation which align with organisation’s vision, objectives
and operating climate

Thiét 16p cdc muc tiéu phdt trién toan cau va hop tdc da vdn
héa phu hop vdi tam nhin, muc tiéu va méi trudng hoat déng
cua té chuc

Champion the importance of understanding the global
environment and encouraging cross-cultural collaborations
Ung ho tdm quan trong coa viéc hiéu maéi truséng todn cau va
khuyén khich hop tdc da vdn héa

Anticipate global developments in order to position the
organisation for potential opportunities or risk management
Du dodn su phdt trién toan cau dé dinh vi té chuc cho cdc co
hoi tiem ndng hodc quan Iy roi ro

Synthesise inputs and analyses from various sources to
determine potential impact of global context and trends on
business operating climate, vision and performance

Tong hgp théng tin va phdén tich to nhiéu ngudn khdc nhau dé
xdc dinh tac déng tiém an cua boi canh va xu hudng todn cau
déi véi moi truding hoat dong kinh doanh, tam nhin va hiéu
quad cua té chuc

Lead the identification of opportunities within and beyond the
organisation to broaden exposure to global environments and
trends

DA&n ddt viéc xdc dinh cdc co hdi trong va ngodi té chuc dé
ma réng tiép xuc vdi méi trudng va xu hudng todn cau

Lead the resolution of conflicts which may occur during
global collaboration or in cross-cultural environments

Dén ddt viéc gidi quyét cdc xung dot co thé xdy ra trong qud
trinh hop tac toan cau hodc trong maéi truong da vdn hoa
Endorse changes to existing systems, processes and policies
that facilitate global and cross-cultural collaboration

Xdc nhdn nhiong thay déi déi vdi cdc hé théng, quy trinh va
chinh sdch hién cé nhém tao diéu kién thudn Ioi cho su hop
tac toan cau va da vdn héa
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Recommend refinements to existing systems,
processes and policies to facilitate global and
cross-cultural cooperation

Dé xudt cdc cdi tién doi vai cdc hé théng, quy trinh
var chinh sdch hién cé dé tao diéu kién hop tac
toan cau va da vdn héa

Evaluate the impact of individual and organisational actions
on local communities and the wider social, economic, political
or environment sphere

Ddnh gid tac déng cua cdc hanh déng cua cd nhén va téo
chuc déi véi cong doéng dia phuong va pham vi xd hoi, kinh té,
chinh tri hogc moi truong rong Idn hon
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CCS Category

Danh muc k{ ndng

Staying Relevant
Ham bdo thich ung

CCs
K{ ndng

Learning Agility
Hoc tap linh hoat

CCS Description
M6 ta ki nang

Deploy different learning approaches which enable continuous learning across different contexts to drive self-development and the achievement of long-term

career goals

Trién khai cdc phuong phdp hoc tép khdc nhau cho phép hoc tap lién tuc trong cdc bdi cdnh khdc nhau dé€ thuc day su phdt trién ban thén va dat dugc cdc muc

tiéu nghé nghiép dai han

CCS Proficiency
Description

M6 td trinh do ki
ndng

Basic
Co bdn

Intermediate
Trung cép

Advanced
Cao cap

CCS-LGA-BOO1-1

CCS-LGA-1001-1

CCS-LGA-A001-1

Identify opportunities and targets for learning to
facilitate continuous career development

Xdc dinh cdc co héi va muc tiéu hoc tép dé tao diéu
kién phat trién nghé nghiép lién tuc

Deploy various learning approaches in different
settings to maximise opportunities for learning and
self-reflection and measure their impact on the
achievement of career goals

Trién khai cdc phuong phdp hoc tdp khdc nhau
trong cdc moi truong khdc nhau dé toi da hoa co hoi
hoc tdp song song vdi tu chiém nghiém va do ludng
tac déng cua chung déi vdi viéc dat dugc cdc muc
tiéu nghé nghiép

Establish an organisational culture of continuous
learning to encourage the adoption of new learning
approaches and identification of new learning
opportunities

Thiét 1p vdn héa té chuc hoc tdp lién tuc dé€ khuyén
khich dp dung cdc phuong phdp hoc tdp mdi va xdac
dinh cac co hoi hoc tap mdi
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Knowledge

Kién thuc

Goal-setting techniques

K({ thudt thiét Iap muc tiéu

Career planning techniques

K thudt 1dp ké hoach nghé nghiép

Methods to gather feedback about own
performance from others

Phuong phdp thu thdp phdn hoi vé hiéu qud cong
viéc cua ban than to nhdng ngudi khdc
Questioning techniques

K{g thuat dat cau hoi

Types of feedback channels

Cdc kénh phan hoi

Types of learning preferences

Phong cdch hoc tép va thich

Types of learning modes

Phuong thuc hoc tap

Techniques to structure learning approaches
Cdc kg thudt thiét ké dinh hudng hoc tdp

e Career management strategies
Chién lugc qudn Iy nghé nghiép

e Coaching and mentoring techniques
K§ thudat hudn luyén (coaching) va cé van
(mentoring)

e Experimentation techniques
K{g thugt thuc nghiém

e Self-directed learning techniques
K{§ thudt hoc tap tu dinh hudng

e Self-reflection techniques
Ky thuat tu chiém nghiém

e Strategies to measure impact of learning
outcomes
Cdc chién luoc do ludng tdc déng cua két qua
hoc top

e Types of learning and development pathways
Cdc loai 16 trinh hoc tdp va phdt trién

e Techniques to apply learning outcomes
K{ thudt dp dung két qua hoc tdp

e Best practices in learning and development

Ung dung thuc tién tét nhdt trong hoc tdp va
phdt trién

Career development strategies

Chién lugc phat trién nghé nghiép

Emerging learning trends, approaches and
theories

Cdc xu hudng, phuong phdp tiép cén va Iy thuyét
hoc tap mdi néi

Methods to tailor learning approaches

Phuong phdp diéu chinh cdc cdch tiép can hoc
tap

Methods to overcome learning obstacles
Phuong phdp vuot qua trd ngai hoc tép
Purposes of learning goals

Muc dich cua viéc xdc Iap muc tiéu hoc tap
Strategies to evaluate learning effectiveness
Cdc chién lugc ddnh gid hiéu quad hoc tép
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Abilities

Kha ndng

Collect feedback from internal and external
sources on own career and learning
development

Thu thdp phdn hoi to cdc ngudn ndi bo va bén
ngoai vé su phdt trién nghé nghiép va hoc tdp
cua badn than

Identify areas of strengths and development
needs by internalising experiences, feedback and
knowledge acquired

Xdac dinh cdac linh vuc thé manh va nhu cau phdt
trién bang cdch tiép thu kinh nghiém, phén héi va
kién thuc thu dugc

Set learning goals in line with development
needs, interest areas and career plans

Ddt muc tiéu hoc tdp phu hop vdi nhu cau phat
trién, linh vuc quan tam va k&€ hoach nghé nghiép
Record previous learning experiences in order to
identify own learning preferences

Ghi lai kinh nghiém hoc tdp trudc day dé xdc dinh
phong cdach hoc tép va thich coa ban than
Review different learning modes to identify
suitable systematic learning approaches which
meet own development needs

Xem xét cdc phuong thuc hoc tép khdc nhau dé
xdc dinh cdc phuong phdp hoc tdp co hé théng
phU hop ddp ung nhu cau phdt trién cua ban
than

Use appropriate questioning techniques in
different settings to acquire new skills and
knowledge

SU dung cdc k§ thuat dat cGu hoi thich hop trong
cdc bdi canh khdc nhau dé co dugc cdc kij ndng
va kién thuc mdi

Document own progress against learning goals
Ghi lai tién dé coa bdn thdn so vdi muc tiéu hoc
tap

Communicate the importance of knowledge
sharing and feedback to team members

Truyén dat tam quan trong cua viéc chia sé kién
thuc va phdn héi cho cdc thanh vién trong nhém
Design personal learning and development
pathways which maximise learning opportunities
across multiple contexts, modes and content
areas

Thiét k& 16 trinh hoc tdp va phat trién cd nhdn
nham téi da héa co hdi hoc tdp trong nhiéu boi
cdnh, ché dé va linh vuc ndi dung

Evaluate learning goals to determine potential
opportunities for collaborative learning or
exchange of knowledge and skills with other
stakeholders

Ddnh gid cdc muc tiéu hoc tdp dé€ xdc dinh cdc
co hoi tiém ndng cho viéc hoc tép hop tdc hodc
trao doi kién thuc va kg ndng vdi cac bén lién
quan khac

Prioritise opportunities to apply new knowledge
or skills across multiple different work areas or
disciplines

Uu tién cdc co hoi ap dung kién thuc hodc ki
ndng mdi trong nhiéu linh vuc céng viéc hodc
nganh khdc nhau

Integrate mentoring or reverse mentoring
approaches to enable continuous self-reflection
and feedback sharing

Tich hop cdc phuong phdp cé van hodc ¢ vdn
nguoc dé cho phép tu chiém nghiém va chia sé
phdn hoi lién tuc

Identify learning opportunities which can support
the development of team members

Xdc dinh cdc co héi hoc tdp cé thé hé trd su phdt
trién cua cdc thanh vién trong nhém

Champion the importance of self-reflection and
development to foster a culture of continuous
learning across the organisation

Dé cao tam quan trong cua viéc tu chiém
nghiém va phdt trién dé thuc ddy vdn héa hoc
tap lién tuc trong todn té chuc

Formulate long-term career development
strategies to determine priority learning goals
and opportunities

Xay dung cdc chién lugc phdt trién nghé nghiép
dai han dé xdac dinh cdc muc tiéu va co hoi hoc
tap vu tién

Define criteria to evaluate learning approaches
for diverse development needs

Xdc dinh cdc tiéu chi dé ddanh gid cdc phuong
phdp hoc tép cho cdc nhu cau phdt trién da
dang

Evaluate causes of learning obstacles to
recommend alternative approaches

Danh gid nguyén nhan gdy ra nhing rao cdn hoc
tGp dé dé xudt cac phuong phdp thay thé

Lead the development and implementation of
organisational learning initiatives

Da&n ddt su phdt trién va thuc hién cdc séng kién
hoc tdp cua té chuc

Leverage organisation-wide networks to
establish opportunities for cross-organisational
learning exchanges and initiatives

Tan dung mang Iudi toan té chuc dé thiét Iap co
hoi trao doi kién thuc va sang kién gida cdc té
chuc

Spearhead the integration of mentoring
approaches across the organisation

Di dau trong viéc tich hop cdc phuong phdp cé
vdan trong toan té chuc
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Implement different learning approaches to test
strengths and weaknesses of different
approaches for own learning goals

Thuc hién cdc phuong phdp hoc tdp khdc nhau
dé kiém tra diém manh va diém yéu coa cdc
phuong phdp nay cho muc tiéu hoc tgp cua bdn
thén

Analyse effectiveness and impact of learning on
work performance and development against
defined criteria

Phan tich hiéu quad va tac déng cua viéc hoc doi
VJi hiéu qud céng Viéc va su phdt trién theo cdc
tiéu chi dé xdc dinh

Measure progress against learning goals to
identify potential stretch targets or adjustments
to be made to learning approaches

Do luong tién do so vdi cdc muc tiéu hoc tdp dé
xdc dinh cd héi md réng tiém ndng hodc diéu
chinh can thuc hién déi véi phuong phdp hoc tép

Devise criteria to measure learning effectiveness
and impact on work performance and
development

Xay dung cac tiéu chi do lucng hiéu quad hoc tap
va tdc déng dén két qua cong viéc va phdt trién
Assess emerging learning trends, approaches
and theories to recommend improvements to
learning approaches and initiatives

Dadnh gid cdc xu hudng, phuong phdp va Iy
thuyét hoc tap mdi néi dé dé xudt cdi tién cdc
phuong phdp va sdng kién hoc tdp
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CCS Category

Danh muc k{ ndng

Staying Relevant

Ham bdo thich ung

CCs
K{ ndng

Self Management

Quadn Iy tu thén

CCS Description
M6 ta ki nang

Take ownership of managing one’s personal effectiveness, personal brand and holistic physical, mental, emotional and social well-being
Nam quyén qudn Iy hiéu qué cd nhdn, thuong hiéu cd nhdn va suc khde toan dién vé thé chat, tinh than, cadm xuc x& hoi

CCS Proficiency
Description

Mo td trinh do ki
ndng

Basic
Co bdn

Intermediate
Trung cép

Advanced
Cao cap

CCS-SMT-B0OO01-1

CCS-SMT-1001-1

CCS-SMT-A001-1

Exercise self-awareness by monitoring own
behaviours and ways of working in personal and
professional capacities, and implement techniques
for improvement

Reén luyén khd ndng tu nhén thuc bang cdch giagm
sdt cdc hanh vi va cdch lam viéc cua ban than trong
khia canh cd nhan va chuyén mon, déng thdi thuc
hién cdc kg thugt dé cdi thién

Analyse own well-being and personal effectiveness
to develop strategies to regulate self and build
personal brand

Phan tich suc khoe va hiéu qua cd nhan dé phdat
trién cdc chién lugc diéu chinh ban thén va xdy dung
thuong hiéu ca nhan

Evaluate strategies to manage own well-being,
personal effectiveness and personal brand
Ddnh gid cdc chién lugc dé quan Iy suc khde cd
nhan, hiéu qua ca nhan va thuong hiéu cd nhén
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Knowledge

Kién thuc

Characteristics of personal branding
Ddc diém cua thuong hiéu cd nhdn
Emotional regulation techniques

K{§ thugt diéu chinh cdm xuc

Emotional intelligence dimensions

Cac khia canh cua théng minh cam xuc
Methods for gathering feedback

Cdc phuong phdp thu thdp phdn hoi
Self-awareness concepts

Khdi niém tu nhan thuc

Self-care techniques

K{J thudt tu chdm soc

Stress management techniques

K thudt quan Iy cdng thdng

Time management and prioritisation techniques
Kg thuat quan Iy thdi gian va ddt vu tién
Types of feedback channels

Cdc logi kénh phdn hoi

Workplace and social etiquettes

Cdc quy tac ung xu tai noi lam viéc va trong xd
hoi

e Self-reflection techniques
K{J thugt tu chiém nghiém
e Coaching and mentoring techniques
K§ thudat hudn luyén (coaching) va cé van
(mentoring)
e Methods to develop personal branding
Phuong phdp phdt trién thuong hiéu cd nhén
e Productivity metrics
Chi sé ndng sudt
e Productivity tools
Céng cu ndng cao ndng sudt
e Stress management concepts
Khdi niém quaén Iy céng thdng
e Types of stress triggers
Cdc loai tdc nhéan géy cdng thang
e Types of networking strategies
Cdc loai chién luoc két néi mang IUGi

Emerging self management trends, approaches
and theories

Cdc xu hudng, phuong phdp va Iy thuyét quan 1y
ban than duong dai

Strategies to promote work-life balance

Cdc chién luoc thuc déy can bdng céng viéc va
cudc séng

Strategies to evaluate well-being and work-life
balance

Cdc chién lugc dé danh gid suc khée ban thén va
cén bdng céng viéc va cudc séng

Strategies to promote personal brand

Cdc chién lugc quang bd thuong hiéu cd nhén
Strategies to evaluate stress management
techniques

Cdc chién lugc dé danh gid cdc kg thugt quan Iy
cdng thdng
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Abilities

Kha ndng

Identify goals and priorities across workload and
plan work activities accordingly

Xdc dinh cdc muc tiéu va uu tién trong khéi luong
céng viéc va 1én ké hoach hoat déng céng viéc
phu hop

Monitor progress against goals and priorities to
identify time management issues

Theo déi tién do so vdi cdc muc tiéu va uvu tién dé
xdc dinh cdc van dé quan Iy thoi gian

Escalate time management issues to
stakeholders to mitigate its impact on intended
goals and priorities

Bdo cdo cdc van dé vé quan Iy thoi gian cho cdc
bén lién quan dé giam thiéu tdc déng cua chung
1én cdc muc tiéu va uvu tién da dinh

Implement stress management techniques to
maintain own well-being

Thuc hién cdc kG thudt qudn Iy cdng thang dé
duy tri suc khde ban than

Monitor emotional well-being and regulate
responses to situations

Theo dbi suc khde cam xuc va diéu chinh phdn
Ung vdi cdc tinh huéng

Implement self-care techniques to maintain
physical and mental wellness

Thuc hién cdc ki thudt tu chdm séc dé duy tri
suc khoe thé chdt va tinh than

Maintain standards for personal and professional
image in line with expectations of work
environment

Duy tri cdc tiéu chudn vé hinh dnh cd nhdn va
hinh anh chuyén nghiép phu hop vdi ky vong cua
moi truong lam viéc

Follow workplace and social etiquette when
interacting with stakeholders

Tuén thu cdc quy tac ung xu tai noi lam viéc va
trong x& hoi khi tuong tdc vdi cac bén lién quan

Review work goals and priorities to align with
personal vision and purpose

Xem xét cdc muc tiéu va uu tién cong viéc dé phu
hop vdi tam nhin va muc dich cd nhén

Resolve barriers or issues encountered while
managing goals and priorities

Gidi quyét cac rao can hodc van dé gdp phdi
trong khi quan Iy cdc muc tiéu va uu tién
Integrate productivity enhancement tools to
improve personal effectiveness

Tich hgp cdc céng cu ndng cao ndng sudt dé cdi
thién hiéu qud cd nhéan

Analyse own personal effectiveness to review
productivity and effectiveness of time
management approaches

Phdén tich hiéu qud cd nhdn dé xem xét ndng sudt
va hiéu qud cua cdc phuong phdp qudn Iy thoi
gian

Analyse own well-being to reflect on potential
issues or improvement areas

Phan tich suc khde cua bdn than dé phan dnh
cdc van dé tiém ndng hodc cdc linh vuc can cdi
thién

Apply appropriate stress management strategies
to address triggers of stress identified

Ap dung cdc chién lusc quan Iy cang thdng thich
hop dé gidi quyét cdc tac nhan gay cang thdng
dudgc xdac dinh

Evaluate strengths and weaknesses to define
own personal brand

Ddnh gid diém manh, diém yéu dé xdc dinh
thuong hiéu ca nhan

Identify stakeholders and networks to build own
personal brand

Xdc dinh cac bén lién quan va mang ludi dé€ xéy
dung thuong hiéu cd nhan

Anticipate potential workload or stress triggers to
implement mitigating actions

Dy dodn khéi luong céng viéc tiém ndng hodc
téc nhan gdy cdng thang dé thuc hién cdc hanh
déng giam thiéu tinh trang doé

Reflect on personal and professional life to
improve prioritisation, time and stress
management

Chiém nghiém vé cudc séng cd nhén va nghé
nghiép dé cdi thién viéc sdp xép thu tu uu tién,
quan Iy thoi gian va cdng thdng

Integrate emerging trends, approaches and
theories in self management to improve own
personal effectiveness and well-being

Tich hop cdc xu hudng, phuong phdp va Iy thuyét
mdai ndi trong quan Iy ban thén dé cdi thién hiéu
qua va suc khoe cd nhan

Design a strategy to build own personal brand
across organisation, industry and networks

Thiét k€ mét chién luoc dé xdy dung thuong hiéu
cd nhén coa bdn thén trén toan té chuc, nganh
va mang ludi méi quan hé

Evaluate own personal branding strategies to
identify areas for improvement

Ddnh gid cdc chién lugc xay dung thuong hiéu ca
nhdan cua bén than dé xdc dinh cdc linh vuc can
cdi thién
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