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	Competency
	Scope & description
	Learning topics
	Proficiency levels
	Learning outcomes

	1. Dealing with Operational Risk
	The Dealing with Operational Risk competency refers to the following activities:
- Demonstrates the knowledge and ability to deal with operational risk on a daily basis; 
- Is able to apply general principles, methods and tools commonly used for risk assessment and management; 
- Knows when to escalate risks.
	a. Introduction to risk and risk management
b. Risk identification, analysis and evaluation

c. Risk treatment and risk treatment plans
	PL 1 - Awareness
	The person has a general awareness and basic knowledge of:

· The elements that contribute to effective handling of operational risk in the context of Customs activities;

· The importance of having appropriate mechanisms in place to deal with operational risks related to Customs (including an understanding of the impact of not having appropriate mechanisms in place);

· The main concepts of risk management (risk identification, risk assessment, risk prioritisation).


	
	
	
	PL 2 - Trained

This proficiency level builds further on learning topics and learning outcomes already established up to PL 1.
	The person has received either formal or informal training and is able to handle standard situations and related tasks in the field of (operational) Customs risk independently. This implies that this person has good working knowledge of the following elements and is able to apply and use this knowledge in their daily activities:
a. Introduction to risk and risk management
· Understands and is able to apply the main elements related to dealing with operational risk in the context of Customs activities;

· Understands and is able to apply the main concepts of risk management (risk identification, risk types, risk assessment, risk prioritisation);

· Has knowledge of how to differentiate risks from issues;

· Has knowledge of which elements constitute a risk (e.g. probability, negative outcome and impact).

b. Risk identification, analysis and evaluation
· Has good working knowledge of how operational risks can be identified, analysed and evaluated in a public or private Customs environment(e.g. assigning a risk owner, urgency and impact); 

· Is able to use the mechanisms in place to deal with risks (and is able to explain what the impact of not having appropriate mechanisms in place could be);

· Is able to track risks using a risk log.

c. Risk treatment and risk treatment plans

· Is able to explain the flow of work and the communication channels  to deal with operational Customs risk; 
· Is able to create and use risk treatment plans.


	
	
	
	PL 3 - Experienced 

This proficiency level builds further on learning topics and learning outcomes already established up to PL 2.

	The person has built significant experience in the area of dealing with operational risk. He or she:

· Has broad and in-depth knowledge (built on career experience) of more advanced topics in the field of dealing with operational risk 

· Is able to deal with exceptions and special cases in the field of dealing with operational business risk;

· Is able to effectively share his or her knowledge and experience (e.g. with more junior profiles and other professionals).


	 
	Competency
	Scope & description
	Learning topics
	Proficiency levels
	Learning outcomes

	1. Dealing with Operational Risk (contd.)
	The Dealing with Operational Risk competency refers to the following activities:
- Demonstrates the knowledge and ability to deal with operational risk on a daily basis; 
- Is able to apply general principles, methods and tools commonly used for risk assessment and management; 
- Knows when to escalate risks.
	a. Introduction to risk and risk management

b. Risk identification, analysis and evaluation

c. Risk treatment and risk treatment plans
	PL 4 - Expert

This proficiency level builds further on learning topics and learning outcomes already established up to PL 3.
	The person has extensive expert knowledge and skills in the field of dealing with operational risk. He or she:

· Is able to compare, explain and highlight the advantages and disadvantages of the processes to deal with operational risk and is able to link them to the bigger picture (e.g. impact on the individual, team and the wider organisation, the supply chain, etc.);

· Is able to provide tailored advice and to underpin it with relevant and context specific arguments in responding to both internal and external queries in the field of dealing with operational risk;

· Is able to effectively explain the importance of appropriate risk management for an organisation by using compelling arguments and providing examples;

· Is able to take the lead in organisation wide risk management programmes. 



	 
	Competency
	Scope & description
	Learning topics
	Proficiency levels
	Learning outcomes

	2. Drive for Results
	The Drive for Results competency refers to the following activities:
- Demonstrates and encourages action oriented behaviour;
- Does not give up before finishing; 
- Pushes and motivates self and others to achieve results.
	a. Result-oriented working
b. Applying a result-oriented approach to personal organisation 
	PL 1 - Awareness
	The person has a general awareness and basic knowledge of:

· The main concepts relevant to result-oriented working (personal organisation, "Getting things done", etc.);

· The main theories of result-oriented working (outcome focussed, SMART objectives (Specific, Measurable, Attainable, Relevant, Time-bound), can-do attitude);

· The importance of a result-oriented working attitude in an organisation.


	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	PL 2 - Trained

This proficiency level builds further on learning topics and learning outcomes already established up to PL 1.

 
	The person has received either formal or informal training and is able to handle standard situations and related tasks in the field of result-driven approaches independently. The person is able to apply the theories and concepts of result-oriented working to his or her day-to-day life. This implies that this person has good working knowledge of the following elements and is able to apply and use this knowledge in their daily activities:

a. The concept of result-oriented working
· Is able to explain the main concepts relevant to result-oriented working (personal organisation, "Getting things done", etc.);

· Is able to explain and apply the main theories of result-oriented working (outcome focussed, SMART objectives, can-do attitude);

· Is able to set clear and SMART objectives and targets;

· Has built skills and is able to demonstrate a ’can-do’ attitude;

· Is able to persist and persevere to achieve results;

· Is able to explain the importance of a result-oriented working attitude in a Customs environment.

b. Applying a result-oriented approach to personal organisation 
· Has knowledge of a particular approach to manage his/her own work and focus on the result and is able to apply it.


	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	PL 3 - Experienced 

This proficiency level builds further on learning topics and learning outcomes already established up to PL 2.

	The person has built significant experience in the area of result-oriented working. He or she:
· Has broad and in-depth knowledge (built on career experience) of more advanced topics in the field of result-oriented working; 

· Is able to deal with exceptions and special cases in the field of result-oriented working; 

· Is able to effectively share his or her knowledge and experience (e.g. with more junior profiles and other professionals).



	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	


	 
	Competency
	Scope & description
	Learning topics
	Proficiency levels
	Learning outcomes

	2. Drive for Results (contd.)
	The Drive for Results competency refers to the following activities:
- Demonstrates and encourages action oriented behaviour;
- Does not give up before finishing; 
- Pushes and motivates self and others to achieve results.
	a. Result-oriented working

b. Applying a result-oriented approach to personal organisation
	PL 4 - Expert

This proficiency level builds further on learning topics and learning outcomes already established up to PL 3.
	The person has extensive expert knowledge and skills in the field of result-oriented working. He or she:

· Is able to compare, explain and highlight the advantages and disadvantages of the different methods and theories to define and implement a result-oriented attitude in an organisation, and is able to link them to the bigger picture (e.g. impact on the individual, team and the wider organisation, the supply chain, etc.);

· Is able to provide tailored advice and to underpin it with relevant and context specific arguments in responding to both internal and external queries in the field of result-oriented working;

· Is able to effectively explain the importance of result-oriented working approaches for the organisation by using compelling arguments and providing examples;

· Has excellent communication skills and is able to apply those in relevant communications.



	 
	Competency
	Scope & description
	Learning topics
	Proficiency levels
	Learning outcomes

	3. Teamwork
	The Teamwork competency refers to the following activities:
- Is able to work and collaborate as a team in pursuit of a common goal; 
- Is cooperative and mutually supportive of team members;
- Effective in dealing with people involved in cross-border activities.
	a. Theories on teamwork

b. Tools for working in a team

c. Dealing with multi-cultural teams

d. Decision-making in teams
	PL 1 - Awareness
	The person has a general awareness and basic knowledge of:

· The main concepts and theories relevant to working in teams (e.g. The five stages of team development: forming, storming, norming, performing and adjourning);

· The main tools and processes to facilitate teamwork (e.g. assigning roles, clear description of the tasks, the need for alignment, regular status meetings, IT tools to support teamwork etc.).


	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	PL 2 - Trained

This proficiency level builds further on learning topics and learning outcomes already established up to PL 1.

 
	The person has received either formal or informal training and is able to handle standard situations and related tasks in the field of working in teams independently. The person is able to apply the principles that underlie efficient and effective teamwork into his or her day-to-day professional life. This implies that this person has good working knowledge of the following elements and is able to apply and use this knowledge in their daily activities:

a. Theories on teamwork
· Has knowledge of the main theories regarding working in teams (e.g. The five stages of team development: forming, storming, norming, performing and adjourning);

· Is able to set-up effective and efficient team development structures.

b. Tools for working in a team
· Has knowledge of different tools and ways to collaborate in teams (e.g. assigning roles, clear description of the tasks; the need for a clear team vision, status meetings, and IT tools to support teamwork etc.).

c. Dealing with multi-cultural teams
· Has knowledge of the challenges related to multi-cultural teams;

· Is able to overcome the challenges of working with multi-cultural teams.

d. Decision-making in teams
· Has knowledge of the various ways to make decisions in a team and their respective advantages and disadvantages (e.g. majority vote, consensus, etc.).


	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	PL 3 - Experienced 

This proficiency level builds further on learning topics and learning outcomes already established up to PL 2.

	The person has built significant experience in the area of teamwork. He or she:
· Has broad and in-depth knowledge (built on career experience) of more advanced topics in the field of teamwork (e.g. large teams, virtual teams, etc.);
· Is able to deal with exceptions and special cases in the field of teamwork;
· Is able to effectively share his or her knowledge and experience (e.g. with more junior profiles and other professionals).



	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	PL 4 - Expert

This proficiency level builds further on learning topics and learning outcomes already established up to PL 3.
	The person has extensive expert knowledge and skills in the field of teamwork. He or she:

· Is able to compare, explain and highlight the advantages and disadvantages of tools and processes to facilitate teamwork and is able to link them to the bigger picture (e.g. impact on the individual, team and the wider organisation, etc.);

· Is able to provide tailored advice and to underpin it with relevant and context specific arguments in responding to both internal and external queries in the field of teamwork;
· Is able to take the lead in regional, national or organisation wide initiatives in his or her area of expertise to improve and/or promote teamwork;

· Has excellent communication skills and is able to apply those in relevant communications.

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	


	 
	Competency
	Scope & description
	Learning topics
	Proficiency levels
	Learning outcomes

	4. Professional Networking
	The Professional Networking competency refers to the following activities:
- Establishes and cultivates contacts that are useful to the business of Customs (both in public or private Customs organisations ); 
- Builds up relevant contacts and establishes a rapport; 
- Draws upon network of contacts to improve own professional effectiveness and efficiency.
	a. Value of professional networking

b. Fundamentals of professional networking

c. Professional networking tools
	PL 1 - Awareness
	The person has a general awareness and basic knowledge of:

· The main concepts and theories relevant to professional networking (e.g. The 7 Ps of networking, professional behaviour, asking questions etc.);

· The main tools and processes to build and maintain a professional network.

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	PL 2 - Trained

This proficiency level builds further on learning topics and learning outcomes already established up to PL 1.

 
	The person has received either formal or informal training and is able to handle standard situations and related activities in the field of professional networking independently. The person is able to apply the principles of professional networking into his or her day-to-day professional life. This implies that this person has good working knowledge of the following elements and is able to apply and use this knowledge in their daily activities:

a. Value of professional networking

· Is able to explain the value and importance of networking from both a personal and an organisational perspective.

b. Fundamentals of professional networking

· Has knowledge of the different aspects of professional networking (e.g. The 7 Ps of networking, professional behaviour, asking questions etc.); 

· Is able to apply the theory regarding professional networking within a specific Customs context.

c. Professional networking tools

· Has knowledge of and can apply the different tools that exist in the context of professional networking.


	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	PL 3 - Experienced 

This proficiency level builds further on learning topics and learning outcomes already established up to PL 2.

	The person has built significant experience in the area of professional networking. He or she:

· Has broad and in-depth knowledge (built on career experience) of more advanced topics in the field of professional networking;

· Is able to deal with exceptions and special cases in the field of professional networking;

· Is able to effectively share his or her knowledge and experience (e.g. with more junior profiles and other professionals).

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	PL 4 - Expert

This proficiency level builds further on learning topics and learning outcomes already established up to PL 3.
	The person has extensive expert knowledge and skills in the field of professional networking. He or she:

· Is able to compare, explain and highlight the advantages and disadvantages of the tools and processes to build and maintain a professional network and is able to link them to the bigger picture (e.g. impact on the individual, team and the wider organisation, trade facilitation, etc.);

· Is able to provide tailored advice and to underpin it with relevant and context specific arguments in responding to both internal and external queries in the field of professional networking

· Is able to build and maintain a large professional network of both relevant internal and external stakeholders;

· Is able to effectively explain the importance of professional networking for an organisation by using compelling arguments and providing examples;

· Is able to interact as the liaison with external parties (e.g. Customs organisations, trade companies, other agencies, etc.) and is able to build an atmosphere of trust and cooperation in which he or she informs and works with these external parties.


	
	
	
	
	

	
	
	
	
	

	
	
	
	
	


	 
	Competency
	Scope & description
	Learning topics
	Proficiency levels
	Learning outcomes

	5. Coaching/Mentoring
	The Coaching/Mentoring competency refers to the following activities:
- Uses own experience and knowledge to coach and help out co-workers at all levels when appropriate; 
- Improves the overall performance of co-workers by sharing experience and approaches to work.
	a. General coaching and mentoring 
b. Coaching models and styles
	PL 1 - Awareness
	The person has a general awareness and basic knowledge of:

· The main concepts in the area of coaching and mentoring (e.g. active and empathic listening, providing constructive feedback, boosting the self-awareness of the mentees, organising and conducting coaching meetings, etc.);

· The main tools and processes to effectively perform the role of a coach or a mentor;

· The impact of coaching and mentoring in an organisation.


	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	PL 2 - Trained

This proficiency level builds further on learning topics and learning outcomes already established up to PL 1.

 
	The person has received either formal or informal training and is able to handle standard situations and related tasks in the field of coaching and/or mentoring independently. The person is able to apply the principles of coaching and mentoring into his or her day-to-day professional life. This implies that this person has good working knowledge of the following elements and is able to apply and use this knowledge in their daily activities: 

a. General coaching and mentoring 
· Is able to use and apply the tools to be an effective coach or mentor (e.g. active and empathic listening, providing constructive feedback, boosting the self-awareness of the mentees, organising and conducting coaching meetings, etc.);

· Is able to explain the impact and the importance of coaching and mentoring in a Customs environment.

b. Coaching models and styles
· Has knowledge of the different coaching models and styles that exist (e.g. FUEL, GROW, etc.); 
· Is able to use the appropriate coaching model and apply it in his or her day-to-day work.


	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	PL 3 - Experienced 

This proficiency level builds further on learning topics and learning outcomes already established up to PL 2.

	The person has built significant experience in the area of coaching and mentoring. He or she:

· Has broad and in-depth knowledge (built on career experience) of more advanced topics in the field of coaching and mentoring (e.g. mentoring roles in complex and multicultural teams); 

· Is able to deal with exceptions and special cases in the field of coaching and mentoring;

· Is able to effectively share his or her knowledge and experience (e.g. with more junior profiles and other professionals).

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	PL 4 - Expert

This proficiency level builds further on learning topics and learning outcomes already established up to PL 3.
	The person has extensive expert knowledge and skills in the field of coaching and mentoring. He or she:

· Is able to compare, explain and highlight the advantages and disadvantages of the coaching and mentoring processes and is able to link them to the bigger picture (e.g. impact on the individual, team and the wider organisation, etc.);

· Is able to provide tailored advice and to underpin it with relevant and context specific arguments in responding to both internal and external queries in the field of coaching and mentoring;
· Is able to take the lead in regional, national or organisation wide initiatives in his or her area of expertise to improve and/or promote coaching and mentoring;

· Is able to effectively explain the importance of coaching and mentoring for an organisation by using compelling arguments and providing examples;

· Is able to build and maintain a large professional network of both relevant internal and external stakeholders;



	
	
	
	
	

	
	
	
	
	

	
	
	
	
	


	 
	Competency
	Scope & description
	Learning topics
	Proficiency levels
	Learning outcomes

	6. Knowledge/Experience Sharing
	The Knowledge/Experience Sharing competency refers to the following activities:
- Is open and aware of benefits of sharing knowledge and experience;
- Able to explain things in an easily understandable way; 
- Able to change the way they communicate according to the audience at hand; 
- Knows how to verify that the message was understood by the recipients.
	a. Knowledge sharing as part of knowledge management in the organisation

b. Tips and tricks when sharing experiences and knowledge

c. Using technology to facilitate and promote knowledge and experience sharing
	PL 1 - Awareness
	The person has a general awareness and basic knowledge of:

· The main concepts relevant to knowledge and experience sharing and how it fits in the bigger picture of knowledge management;

· The tools that are used in the context of knowledge and experience sharing (e.g. organisations promote internal sharing of experiences using technological platforms like PICS, blogs, discussion forums, etc.); 

· The impact of knowledge and experience sharing on an organisation.


	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	PL 2 - Trained

This proficiency level builds further on learning topics and learning outcomes already established up to PL 1.

 
	The person has received either formal or informal training and is able to handle standard situations and related activities in the field of knowledge and experience sharing independently. The person is able to apply the principles of knowledge and experience sharing into his or her day-to-day professional life. This implies that this person has good working knowledge of the following elements and is able to apply and use this knowledge in their daily activities:
a. Knowledge sharing as part of knowledge management
· Is able to explain how knowledge sharing fits in the overall knowledge management strategy of an organisation in the Customs environment;

· Is able to explain the importance of knowledge and experience sharing from an organisational perspective.

b. Tips and tricks when sharing experiences and knowledge
· Is able to structure Customs presentations and documentation in a logical and easily understandable manner;

· Is able to tailor the message to the intended audience.

c. Using technology to facilitate and promote knowledge and experience sharing
· Is able to use the appropriate tools and technology platforms within public or private Customs organisations to support knowledge and experience sharing on an organisational level.


	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	PL 3 - Experienced 

This proficiency level builds further on learning topics and learning outcomes already established up to PL 2.

	The person has built significant experience in the area of knowledge and experience sharing. He or she:

· Has broad and in-depth knowledge (built on career experience) of more advanced topics in the field of knowledge and experience sharing (e.g. sharing experience without disclosing confidential data);

· Is able to deal with exceptions and special cases in the field of knowledge and experience sharing (e.g. special target audience of the knowledge sharing);

· Is able to effectively share his or her knowledge and experience (e.g. with more junior profiles and other professionals).

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	


	 
	Competency
	Scope & description
	Learning topics
	Proficiency levels
	Learning outcomes

	6. Knowledge/Experience Sharing (contd.)
	The Knowledge/Experience Sharing competency refers to the following activities:
- Is open and aware of benefits of sharing knowledge and experience;
- Able to explain things in an easily understandable way; 
- Able to change the way they communicate according to the audience at hand; 
- Knows how to verify that the message was understood by the recipients.
	a. Knowledge sharing as part of knowledge management in the organisation

b. Tips and tricks when sharing experiences and knowledge

c. Using technology to facilitate and promote knowledge and experience sharing
	PL 4 - Expert

This proficiency level builds further on learning topics and learning outcomes already established up to PL 3.
	The person has extensive expert knowledge and skills in the field of knowledge and experience sharing. He or she:

· Is able to compare, explain and highlight the advantages and disadvantages of knowledge and experience sharing tools and is able to link them to the bigger picture (e.g. organisation wide knowledge management, etc.);

· Is able to provide tailored advice and to underpin it with relevant and context specific arguments in responding to both internal and external queries in the field of knowledge and experience sharing.

· Is able to take the lead in regional, national or organisation wide initiatives in his or her area of expertise to improve and/or promote Knowledge and Experience Sharing;

· Is able to effectively explain the importance of Knowledge and Experience Sharing for an organisation by using compelling arguments and providing examples;

· Is able to build and maintain a large professional network of both relevant internal and external stakeholders;

· Has excellent communication skills.



	 
	Competency
	Scope & description
	Learning topics
	Proficiency levels
	Learning outcomes

	7. Coping with Stress
	The Coping with Stress competency refers to the following activities:
- Is able to deal with complex, high-pressure challenges; 
- Remains calm and keeps oversight in stressful situations; 
- Can deal with and find solutions for urgent issues; 
- Does not avoid accountability; 
- Is able to put things into perspective; 
- Demonstrates a positive, can-do attitude.
	a. Understanding stress and causes of stress

b. Dealing with stress and stressful situations

c. Stress reduction tools

d. Developing an action plan
	PL 1 - Awareness
	The person has a general awareness and basic knowledge of:

· The main concepts related to dealing with stress;

· The drivers and causes of stress;

· The tools that are available to reduce stress and remain calm;

· The concept of a stress management action plan.


	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	PL 2 - Trained

This proficiency level builds further on learning topics and learning outcomes already established up uo PL 1.

 
	The person has received either formal or informal training and is able to cope with stress in an independent manner. The person is able to apply the principles of stress management into his or her day-to-day professional life. This implies that this person has good working knowledge of the following elements and is able to apply and use this knowledge in their daily activities:
a. Understanding stress and causes of stress
· Has knowledge of the drivers and causes of stress and anxiety feelings (e.g. external and internal demands, etc.).
b. Dealing with stress and stressful situations

· Is able to identify the causes of stress when confronted with stress.
c. Stress reduction tools

· Is able to apply the appropriate stress reduction tools to reduce stress, both prior to; during; or after stressful events (e.g. focussing on the positive, reframing problems, looking at the bigger picture, healthy lifestyle, humour, mindfulness, etc.).
d. Developing an action plan
· Has knowledge of all aspects of a stress management action plan;

· Is able to create a stress management action plan (both from the perspective of an employee, and from the perspective of a manager).


	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	PL 3 - Experienced 

This proficiency level builds further on learning topics and learning outcomes already established up to PL 2.


	The person has built significant experience in the area of coping with stress. He or she:

· Has broad and in-depth knowledge (built on career experience) of more advanced topics in the field of coping with stress (e.g. dealing with a burnout, stress reduction programs, etc.);
· Is able to deal with exceptions and special cases in the field of coping with Stress;

· Is able to effectively share his or her knowledge and experience (e.g. with more junior profiles and other professionals).



	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	PL 4 - Expert

This proficiency level builds further on learning topics and learning outcomes already established up to PL 3.
	The person has extensive expert knowledge and skills in the field of coping with stress. He or she:

· Is able to compare, explain and highlight the advantages and disadvantages of stress reduction tools and is able to link them to the bigger picture (e.g. impact on the individual, team and the wider organisation, etc.);

· Is able to provide tailored advice and to underpin it with relevant and context specific arguments in responding to both internal and external queries in the field of coping with stress;

· Is able to take the lead in regional, national or organisation wide initiatives his or her area of expertise (e.g. organisation wide programs to help employees coping with stressful situations). 


	
	
	
	
	

	
	
	
	
	

	
	
	
	
	


	 
	Competency
	Scope & description
	Learning topics
	Proficiency levels
	Learning outcomes

	8. Handling Conflict
	The Handling Conflict competency refers to the following activities:
- Anticipates, manages and resolves conflicts and disagreements in a positive and constructive manner; 
- Analyses situations thoroughly before taking actions; 
- Tries to look at the issue from the different parties’ perspective;
- Applies active listening, finds common ground and resolves disputes equitably.
	a. Conflict management fundamentals
b. Conflict resolution
	PL 1 - Awareness
	The person has a general awareness and basic knowledge of:

· The main concepts and theories related to handling conflicts, conflict management and conflict resolution (e.g. depersonalising the issue, questioning to understand the underlying arguments, mediating towards a solution etc.);
· The possible impact of conflicts for an individual and for an organisation.


	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	PL 2 - Trained

This proficiency level builds further on learning topics and learning outcomes already established up to PL 1.

 
	The person has received either formal or informal training and is able to handle standard situations and related tasks when dealing with personal conflict situations in an independent manner. The person is able to apply the principles of dealing with personal conflict situations into his or her day-to-day professional life. This implies that this person has good working knowledge of the following elements and is able to apply and use this knowledge in their daily activities:
a. Conflict management fundamentals
· Is able to explain the fundamentals and drivers of personal conflict;

· Is able to identify conflicts and to understand the positions and interests of the persons involved;

· Is able to explain the five methods for dealing with conflict: avoiding, accommodating, forcing, compromising, collaborating;

· Is able to deal with a personal conflict in a professional and constructive manner;

· Is able to assess the impact of conflicts in a Customs environment.

b. Conflict resolution
· Has knowledge of the fundamentals of conflict resolution (e.g. listening, searching for common ground and gaining cooperation with minimal friction);

· Is able to depersonalise the issues;

· Is able to pose the right questions to understand the underlying positions and interests;

· Is able to arbitrate towards a resolution in personal conflicts.


	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	PL 3 - Experienced 

This proficiency level builds further on learning topics and learning outcomes already established up to PL 2.

	The person has built significant experience in the area of handling conflict. He or she:

· Has broad and in-depth knowledge (built on career experience) of more advanced topics in the field of handling conflict;

· Is able to deal with exceptions and special cases in the field of handling conflict (e.g. verbal or physical aggression, etc.);

· Is able to effectively share his or her knowledge and experience (e.g. with more junior profiles and other professionals).

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	


	 
	Competency
	Scope & description
	Learning topics
	Proficiency levels
	Learning outcomes

	8. Handling Conflict (contd.)
	The Handling Conflict competency refers to the following activities:
- Anticipates, manages and resolves conflicts and disagreements in a positive and constructive manner; 
- Analyses situations thoroughly before taking actions; 
- Tries to look at the issue from the different parties’ perspective;
- Applies active listening, finds common ground and resolves disputes equitably.
	a. Conflict management fundamentals

b. Conflict resolution
	PL 4 - Expert

This proficiency level builds further on learning topics and learning outcomes already established up to PL 3.
	The person has extensive expert knowledge and skills in the field of handling conflict. He or she:

· Is able to compare, explain and highlight the advantages and disadvantages of methods and techniques to handle conflict situations and is able to link them to the bigger picture (e.g. impact on the individual, team and the wider organisation, the supply chain, etc.);

· Is able to provide tailored advice and to underpin it with relevant and context specific arguments in responding to both internal and external queries in the field of handling conflict;

· Is able to interact as the liaison with external parties (e.g. Trade, Customs administrations, other agencies, etc.) and is able to build an atmosphere of trust and cooperation in which he or she informs and works with these external parties;

· Is able to build and maintain a large professional network of both relevant internal and external stakeholders.



	 
	Competency
	Scope & description
	Learning topics
	Proficiency levels
	Learning outcomes

	9. Adaptability to Change
	The Adaptability to Change competency refers to the following activities:
- Demonstrates willingness to adapt to change; 
- Demonstrates a continuous improvement mind-set; 
- Shifts strategy or approach in response to demands of the situation;
- Responds to change with a positive attitude.
	a. Principles of change resistance and change enablers

b. Principles of the continuous improvement methodology
	PL 1 - Awareness
	The person has a general awareness and basic knowledge of:

· The main concepts and theories related to change, change resistance and change enablement. This refers to understanding the psychology of how people deal with changes in their day-to-day tasks;

· The main concepts concerning continuous improvement in the workplace (e.g. Kaizen events).

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	PL 2 - Trained

This proficiency level builds further on learning topics and learning outcomes already established up to PL 1.

 
	The person has received either formal or informal training and is able to adapt to change independently. The person is able to apply the principles of how to effectively deal with change adaptability at a personal level during his or her professional activities. This implies that this person has good working knowledge of the following elements and is able to apply and use this knowledge in their daily activities:

a. Principles of change resistance and change enablers
· Has knowledge of the human psychology regarding change resistance and change enablers;

· Is able to link observed behaviour to a specific cause of change resistance.

b. Principles of the continuous improvement methodology

· Has built skills to demonstrate an open and can-do attitude towards change and improvement initiatives in the Customs environment;

· Has knowledge of and is able to explain the main principles of the continuous improvement methodology (e.g. Kaizen, feedback, efficiency and effectiveness);
· Is able to implement a continuous improvement methodology in his/her day-to-day work (e.g. participate and contribute to Kaizen events).


	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	PL 3 - Experienced 

This proficiency level builds further on learning topics and learning outcomes already established up to PL 2.


	The person has built significant experience in the area of adaptability to change. He or she:

· Has broad and in-depth knowledge (built on career experience) of more advanced topics in the field of adaptability to change (e.g. culture change, change in a volatile or unsupportive environment, etc.);

· Is able to deal with exceptions and special cases in the field of adaptability to change;

· Is able to effectively share his or her knowledge and experience (e.g. with more junior profiles and other professionals).



	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	PL 4 - Expert

This proficiency level builds further on learning topics and learning outcomes already established up to PL 3.
	The person has extensive expert knowledge and skills in the field of adaptability to change. He or she:

· Is able to compare, explain and highlight the advantages and disadvantages of methods and tools to handle situations of change and is able to link them to the bigger picture (e.g. impact on the individual, change management programs, etc.);

· Is able to provide tailored advice and to underpin it with relevant and context specific arguments in responding to both internal and external queries in the field of change adaptability;
· Is able to take the lead in regional, national or organisation wide initiatives in his or her area of expertise to improve the adaptability of employees to change; 

· Has excellent communication skills and is able to apply those in relevant communications.


	
	
	
	
	

	
	
	
	
	

	
	
	
	
	


	 
	Competency
	Scope & description
	Learning topics
	Proficiency levels
	Learning outcomes

	10. Decision Making
	The Decision Making competency refers to the following activities:
- Makes well-informed, effective and timely decisions using sound logical thinking, analysis of facts, personal experience and well-reasoned judgment; 
- Understands and anticipates the implication of decisions; 
- Has the courage to make tough decisions.
	a. Decision making models

b. Choosing between options and analysing the impact of each option

c. Communicating decisions 
	PL 1 - Awareness
	The person has a general awareness and basic knowledge of:

· The main concepts, theories and models relating to decision making (e.g. cost-benefit analysis, what if analysis, paired comparison analysis, Pareto analysis, etc.);

· How the decision making process works;

· How decisions and their expected impact ought to be communicated.


	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	PL 2 - Trained

This proficiency level builds further on learning topics and learning outcomes already established up to Pl 1.
	The person has received either formal or informal training and is thereby able to handle standard situations and related tasks to make well informed and educated decisions independently. The person is able to apply the principles of effective decision making at a personal level during his or her professional activities. This implies that this person has good working knowledge of the following elements and is able to apply and use this knowledge in their daily activities:

a. Decision making models

· Is able to explain and apply various models in the context of decision making (e.g. the Vroom-Yeton-Jago Decision model, The Kepner -Tregoe Matrix, OODA loops, the recognition-primed decision process, etc.).
b. Choosing between options and analysing the impact of each option

· Has knowledge of the various techniques to compare options (e.g. Pareto analysis, paired comparison analysis, decision tree analysis, etc.);

· Is able to apply the appropriate technique to score multiple options and select the most appropriate one.
c. Communicating decisions
· Is able to develop clear communications to communicate decisions;

· Is able to define and use the appropriate communication channel to communicate decisions taken to the organisation. 


	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	PL 3 - Experienced 

This proficiency level builds further on learning topics and learning outcomes already established up to PL 2.

	The person has built significant experience in the area of decision making. He or she:

· Has broad and in-depth knowledge (built on career experience) of more advanced topics in the field of decision making;
· Is able to deal with exceptions and special cases in the field of decision making (e.g. decisions with a negative impact (lose-lose decisions), decisions that need to be based upon incomplete information, etc.);

· Is able to effectively share his or her knowledge and experience (e.g. with more junior profiles and other professionals).


	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	PL 4 - Expert

This proficiency level builds further on learning topics and learning outcomes already established up to PL 3.
	The person has extensive expert knowledge and skills in the field of decision making. He or she:

· Is able to compare, explain and highlight the advantages and disadvantages of methods and tools for getting to a well informed and effective decision and is able to link them to the bigger picture (e.g. impact on the individual, team and the wider organisation, etc.);

· Is able to provide tailored advice and to underpin it with relevant and context specific arguments in responding to both internal and external queries in the field of decision making;
· Is able to take the lead in regional, national or organisation wide initiatives in his or her area of expertise to improve the decision making process;
· Is able to build and maintain a large professional network of both relevant internal and external stakeholders;

· Has excellent communication skills and is able to apply those in relevant communication.

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	


	 
	Competency
	Scope & description
	Learning topics
	Proficiency levels
	Learning outcomes

	11. Analytical Thinking
	The Analytical Thinking competency refers to the following activities:
- Is able to approach issues and difficulties from a logical and analytical point of view; 
- Is able to break down issues into different parts to increase understanding;
- Is able to assess these parts separately and to assess how they are linked and influence each other.
	a. Problem/issue definition

b. Breaking down the problem/issue into  manageable units or parts

c. Analytical tools and techniques
	PL 1 - Awareness
	The person has a general awareness and basic knowledge of:

· The main concepts related to analytical thinking (e.g. problem definition, breaking the problem down, understanding how the different parts are interlinked, looking at the problem from different perspectives, etc.);

· The most common tools and methods that are used for analysis (e.g. SWOT analysis, Fishbone diagrams, Root cause analysis, etc.).


	
	
	
	PL 2 - Trained

This proficiency level builds further on learning topics and learning outcomes already established up to PL 1
 
	The person has received either formal or informal training and is able to handle standard situations and related tasks to independently approach assessments using an analytical mind-set. The person is able to apply the principles of analytical thinking to his or her day-to-day professional life. This implies that this person has good working knowledge of the following elements and is able to apply and use this knowledge in their daily activities:

a. Problem/issue definition

· Is able to explain the difference between a problem and an issue in a Customs context;

· Is able to explain the importance of well-defined problems/issues in a Customs context.

b. Breaking down the problem/issue into manageable units or parts

· Is able to break down problems and issues into manageable units and parts.

c. Analytical tools and techniques

· Has knowledge of various analytical tools and techniques;

· Is able to use analytical techniques and tools such as SWOT analysis, Fishbone diagrams or Root cause analysis;

· Is able to distinguish facts from non-confirmed information and case relevant from non-case relevant information (e.g. is able to identify relevant facts from a variety of sources to be used as an input for further processing).


	
	
	
	PL 3 - Experienced 

This proficiency level builds further on learning topics and learning outcomes already established up to PL 2).

	The person has built significant experience in the area of analytical thinking. He or she:

· Has broad and in-depth knowledge (built on career experience) of more advanced topics in the field of analytical thinking; 

· Is able to deal with exceptions and special cases in the field of analytical thinking (e.g. deal with extremely complex problems that require a thorough and complex analysis);

· Is able to effectively share his or her knowledge and experience (e.g. with more junior profiles and other professionals).



	
	
	
	PL 4 - Expert

This proficiency level builds further on learning topics and learning outcomes already established up to PL 3.

	The person has extensive expert knowledge and skills in the field of analytical thinking. He or she:

· Is able to compare, explain and highlight the advantages and disadvantages of methods and tools to analyse situations and is able to link them to the bigger picture (e.g. impact on the supply chain, etc.);

· Is able to provide tailored advice and to underpin it with relevant and context specific arguments in responding to both internal and external queries in the field of analytical thinking;

· Is able to effectively explain the importance of analytical thinking for an organisation by using compelling arguments and providing examples.



	 
	Competency
	Scope & description
	Learning topics
	Proficiency levels
	Learning outcomes

	12. Interpersonal Relations
	The Interpersonal Relations competency refers to the following activities:
- Interacts positively with different people at all levels – internal and external to the administration; 
- Builds appropriate rapport and treats others with courtesy, sensitivity, and respect.
	a. Professional conduct and behaviour

b. Communication styles
	PL 1 - Awareness
	The person has a general awareness and basic knowledge of:

· The main concepts related to interpersonal relations (e.g. soft skills and emotional intelligence);
· The different types of communication or social styles (e.g. assertive, aggressive, passive-aggressive, submissive, manipulative);
· The appropriate business conduct or business ethics (e.g. appropriate level of rapport, respect, courtesy, etc.).

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	PL 2 - Trained

This proficiency level builds further on learning topics and learning outcomes already established up to PL 1.

 
	The person has received either formal or informal training and is able to handle standard situations and related tasks to effectively manage his or her interpersonal relations. The person is able to apply the principles of relationship/stakeholder management to his or her day-to-day professional life. This implies that this person has good working knowledge of the following elements and is able to apply and use this knowledge in their daily activities:
a. Professional conduct and behaviour
· Is able to explain the appropriate business conduct or business ethics in a Customs environment (e.g. appropriate level of rapport, respect, courtesy, etc.);

· Has built skills to demonstrate the appropriate behaviours in all professional situations;
· Is able to effectively and efficiently interact with all levels and departments;

· Is able to actively and effectively listen;
· Is able to take an empathic, relatively passive position when the situation asks for it and follows up afterwards;

· Is able to demonstrate emotional intelligence in the day-to-day tasks.
b. Communication styles

· Is able to explain the different communications styles (e.g. assertive, aggressive, passive-aggressive, submissive, manipulative);
· Is able to maintain his or her position whilst demonstrating an understanding of others’ point of view;

· Has knowledge of the benefits of each communication style and the best method to deal with each style.

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	PL 3 - Experienced 

This proficiency level builds further on learning topics and learning outcomes already established up to PL 2.
	The person has built significant experience in the area of interpersonal relationship building. He or she:

· Has broad and in-depth knowledge (built on career experience) of more advanced topics in the field of interpersonal relations;

· Is able to deal with exceptions and special cases in the field of interpersonal relations;

· Is able to effectively share his or her knowledge and experience (e.g. with more junior profiles and other professionals).



	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	


	 
	Competency
	Scope & description
	Learning topics
	Proficiency levels
	Learning outcomes

	12. Interpersonal Relations (contd.)
	The Interpersonal Relations competency refers to the following activities:
- Interacts positively with different people at all levels – internal and external to the administration; 
- Builds appropriate rapport and treats others with courtesy, sensitivity, and respect.
	a. Professional conduct and behaviour

b. Communication styles
	PL 4 - Expert

This proficiency level builds further on learning topics and learning outcomes already established up to PL 3.
	The person has extensive expert knowledge and skills in the field of interpersonal relations. He or she:

· Is able to compare, explain and highlight the advantages and disadvantages of the different methods to build relations and carry out professional conversations and is able to link them to the bigger picture (e.g. impact on stakeholder management and networking, etc.);

· Is able to provide tailored advice and to underpin it with relevant and context specific arguments in responding to both internal and external queries in the field of interpersonal relationship building;

· Is able to build and maintain a large professional network of both relevant internal and external stakeholders;

· Has excellent communication skills and is able to apply those in relevant communications.



	 
	Competency
	Scope & description
	Learning topics
	Proficiency levels
	Learning outcomes

	13. Problem Solving
	The Problem Solving competency refers to the following activities:
- Uses sound logic, methods and experience to anticipate, identify, analyse and solve problems; 
- Weighs the relevance and accuracy of information; 
- Generates alternative solutions and recommendations; 
- Decides, acts and follows up.
	a. Problem solving process 

b. Problem definition 
c. Generating and selecting solutions

d. Implementing and communicating a solution
	PL 1 - Awareness
	The person has a general awareness and basic knowledge of:

· The main theories and concepts related to problem solving;

· The phases of solving problems: problem definition, generating solutions, selecting the best solution and implementing and communicating the solution.


	
	
	
	PL 2 - Trained

This proficiency level builds further on learning topics and learning outcomes already established up to PL 1.

 
	The person has received either formal or informal training and is able to handle standard situations and related tasks to effectively and independently solve problems. The person is able to apply the principles of effective problem solving into his or her day-to-day professional life. This implies that this person has good working knowledge of the following elements and is able to apply and use this knowledge in their daily activities:
a. Problem solving process 

· Is able to explain the different phases in the problem solving process (e.g. problem definition, generating solutions, etc.);

· Is able to explain the importance of appropriate and effective problem solving in a public or private Customs organisation.

b. Problem definition
· Is able to define a problem correctly;
· Is able to use various techniques to understand problems (e.g. Fishbone diagrams, Root cause analysis, etc.);

· Is able to explain the importance of an appropriate definition of a problem.

c. Generating and selecting solutions
· Has knowledge of the different tools and techniques to generate and select solutions (e.g. brainstorming);

· Is able to encourage and engage in creative thinking to find a solution to a problem;

· Is able to use the appropriate technique to generate a list of potential solutions;

· Is able to use a wide range of techniques to rank and select the appropriate solution(s) that best meet the business need.

d. Implementing and communicating a solution

· Is able to implement the most appropriate solution by following a defined action plan;

· Is able to use the appropriate communication channel to communicate the solution.


	
	
	
	PL 3 - Experienced 

This proficiency level builds further on learning topics and learning outcomes already established up to PL 2.

	 The person has built significant experience in the area of problem solving. He or she:

· Has broad and in-depth knowledge (built on career experience) of more advanced topics in the field of problem solving;

· Is able to deal with exceptions and special cases in the field of problem solving (e.g. problems with a high impact on the public or private Customs organisation);

· Is able to effectively share his or her knowledge and experience (e.g. with more junior profiles and other professionals).


	 
	Competency
	Scope & description
	Learning topics
	Proficiency levels
	Learning outcomes

	13. Problem Solving (contd.)
	The Problem Solving competency refers to the following activities:
- Uses sound logic, methods and experience to anticipate, identify, analyse and solve problems; 
- Weighs the relevance and accuracy of information; 
- Generates alternative solutions and recommendations; 
- Decides, acts and follows up.
	a. Problem solving process 

b. Problem definition 
c. Generating and selecting solutions

d. Implementing and communicating a solution
	PL 4 - Expert

This proficiency level builds further on learning topics and learning outcomes already established up to PL 3.
	The person has extensive expert knowledge and skills in the field of problem solving. He or she:

· Is able to compare, explain and highlight the advantages and disadvantages of the different tools and techniques to generate and select solutions and is able to link them to the bigger picture (e.g. impact on the individual, team and the wider organisation, etc.);

· Is able to provide tailored advice and to underpin it with relevant and context specific arguments in responding to both internal and external queries in the field of problem solving;

· Is able to build and maintain a large professional network of both relevant internal and external stakeholders;

· Has excellent communication skills and is able to apply those in relevant communications.



	 
	Competency
	Scope & description
	Learning topics
	Proficiency levels
	Learning outcomes

	14. Time Management
	The Time Management competency refers to the following activities:
- Organises and manages own time and work effectively;
- Communicates all potential time and workload related issues in a proactive manner; 
- Can deal with several tasks simultaneously.
	a. Time management concepts
b. Time management approaches 

c. Implementation of time management approaches in day-to-day activities
	PL 1 - Awareness
	The person has a general awareness and basic knowledge of:

· The main concepts relevant to time and workload management (e.g. prioritisation, task queues, estimating time to completion etc.);

· The main time management strategies (e.g. ABC analysis, Eisenhower method, POSEC method, etc.);

· How a time management strategy can be implemented in day-to-day work.


	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	PL 2 - Trained

This proficiency level builds further on learning topics and learning outcomes already established up to PL 1.

 
	The person has received either formal or informal training and is able to handle standard situations and related tasks in the field of time management. The person is able to apply the principles of effective time management into his or her day-to-day professional life. This implies that this person has good working knowledge of the following elements and is able to apply and use this knowledge in their daily activities:
a. Time management concepts
· Is able to explain the importance of time management;

· Is able to explain the concept of time management.
b. Time management approaches

· Is able to identify ways of evaluating time usage to ensure both efficient and effective use of the time available to perform tasks in a public or private Customs organisation;
· Has knowledge of the most commonly used time management strategies, such as ABC analysis; the Eisenhower method, the POSEC method, task lists;

· Is able to apply the appropriate techniques and strategies to evaluate current time usage depending on the specific situation and is able to suggest and implement measures for improvement. 
c. Implementation of time management approaches in day-to-day life
· Is able to scrutinize own usage of time and look for optimisations;

· Is able to implement a time management strategy in his or her day-to-day activities;
· Is able to prioritise time for specific tasks;

· Is able to estimate the time to complete certain tasks;

· Is able to deal with several tasks simultaneously.


	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	PL 3 - Experienced 

This proficiency level builds further on learning topics and learning outcomes already established up to PL 2).

	The person has built significant experience in the area of time management. He or she:

· Has broad and in-depth knowledge (built on career experience) of more advanced topics in the field of time management;

· Is able to deal with exceptions and special cases in the field of time management (e.g. time management in stressful situations);

· Is able to effectively share his or her knowledge and experience (e.g. with more junior profiles and other professionals).

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	


	 
	Competency
	Scope & description
	Learning topics
	Proficiency levels
	Learning outcomes

	14. Time Management (contd.)
	The Time Management competency refers to the following activities:
- Organises and manages own time and work effectively;
- Communicates all potential time and workload related issues in a proactive manner; 
- Can deal with several tasks simultaneously.
	a. Time management concepts

b. Time management approaches 

c. Implementation of time management approaches in day-to-day activities
	PL 4 - Expert

This proficiency level builds further on learning topics and learning outcomes already established up to PL 3.
	The person has extensive expert knowledge and skills in the field of time management. He or she:

· Is able to compare, explain and highlight the advantages and disadvantages of time management strategies and is able to link them to the bigger picture (e.g. impact on the wider organisation, the supply chain, etc.);

· Is able to provide tailored advice and to underpin it with relevant and context specific arguments in responding to both internal and external queries in the field of time management;

· Is able to take the lead in regional, national or organisation wide initiatives (workshops, projects) in his or her area of expertise to improve the time management of the employees;

· Is able to effectively explain the importance of time management for an organisation by using compelling arguments and providing examples.



	 
	Competency
	Scope & description
	Learning topics
	Proficiency levels
	Learning outcomes

	15. Priority Setting
	The Priority Setting competency refers to the following activities:
- Spends own time and the time of others on what is most important in relative terms; 
- Focuses on high impact measures; 
- Quickly identifies and focuses on the critical items; 
- Prioritises based on the severity of the consequences; 
- Works quickly to identify and focus on factors that will assist accomplishing a goal while eliminating the obstacles to reaching that goal.
	a. Priority setting process and foundations

b. Priority setting methods and tools

c. Implementing a priority setting approach in the day-to-day tasks
	PL 1 - Awareness
	The person has a general awareness and basic knowledge of:

· The main concepts relevant to the correct setting of priorities (e.g. assessing impact and consequences, identifying critical items);

· The main theories and tools on priority setting;

· How a priority setting approach can be implemented in the day-to-day tasks.


	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	PL 2 - Trained

This proficiency level builds further on learning topics and learning outcomes already established up to PL 1.

 
	The person has received either formal or informal training and is able to handle standard situations and related tasks in the field of priority setting. The person is able to apply the principles of priority setting into his or her day-to-day professional life. This implies that this person has good working knowledge of the following elements and is able to apply and use this knowledge in their daily activities:
a. Priority setting process and foundations
· Is able to explain the concept and the importance of priority setting.
b. Priority setting methods and tools
· Has knowledge of the different methods and tools to set the correct priorities;

· Is able to use and apply the methods and tools in a public or private Customs organisation (e.g. assessing impact of the tasks and measures, identifying critical tasks, etc.)
c. Implementing a priority setting approach in the day-to-day tasks
· Is able to integrate certain procedures in his or her day-to-day Customs tasks to ensure appropriate priority-setting.


	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	PL 3 - Experienced 

This proficiency level builds further on learning topics and learning outcomes already established up to PL 2.


	The person has built significant experience in the area of priority setting. He or she:

· Has broad and in-depth knowledge (built on career experience) of more advanced topics in the field of priority setting;

· Is able to deal with exceptions and special cases in the field of priority setting (e.g. deal with complex combinations of tasks and resources with fast changing priorities);

· Is able to effectively share his or her knowledge and experience (e.g. with more junior profiles and other professionals).



	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	PL 4 - Expert

This proficiency level builds further on learning topics and learning outcomes already established up to PL 3.

	The person has extensive expert knowledge and skills in the field of priority setting. He or she:

· Is able to compare, explain and highlight the advantages and disadvantages of tools within the spectrum of priority setting and is able to link them to the bigger picture (e.g. impact on the wider organisation, the supply chain, etc.);

· Is able to provide tailored advice and to underpin it with relevant and context specific arguments in responding to both internal and external queries in the field of priority setting.



	
	
	
	
	

	
	
	
	
	

	
	
	
	
	


	 
	Competency
	Scope & description
	Learning topics
	Proficiency levels
	Learning outcomes

	16. Processing Information
	The Processing Information competency refers to the following activities:
- Able to interpret information; 
- Able to retrieve, process and input information both in virtual and physical contexts; 
- Able to engage in the appropriate procedures when required information is missing.
	a. The concept of processing information

b. Dealing with large amounts of information from different sources
	PL 1 - Awareness
	The person has a general awareness and basic knowledge of:

· The concept of processing information;

· The main theories related to processing information ( e.g. The Working Memory, Cognitive Development Theory);

· The types of processing information (e.g. parallel, sequential, etc.);

· The techniques available to convert large amounts of data in digestible formats;

· What to do if information is missing and needs to be retrieved.


	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	PL 2 - Trained

This proficiency level builds further on learning topics and learning outcomes already established up to PL 1.

 
	The person has received either formal or informal training and is able to handle standard situations and related tasks in the field of processing information. The person is able to apply the principles of effective information processing to his or her day-to-day professional life. This implies that this person has good working knowledge of the following elements and is able to apply and use this knowledge in their daily activities:
a. The concept of processing information
· Is able to explain the concept of processing information;

· Is able to explain the main theories related to processing information (e.g. The Working Memory, Cognitive Development Theory, etc.);

· Has knowledge of the different ways in which information can be processed (e.g. parallel, sequential, etc.).

b. Dealing with large amounts of information from different sources
· Is able to explain the different techniques to process information;

· Is able to collect and analyse large volumes of information without losing oversight using a structured approach in a public or private Customs organisation;

· Is able to interpret information in the relevant context from a variety of sources to develop a factual view to use as a basis for decision making;

· Is able to take the appropriate measures when certain pieces of key information or data are missing.

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	PL 3 - Experienced 

This proficiency level builds further on learning topics and learning outcomes already established up to PL 2.

	 The person has built significant experience in the area of processing information. He or she:

· Has broad and in-depth knowledge (built on career experience) of more advanced topics in the field of processing information;

· Is able to deal with exceptions and special cases in the field of processing information (e.g. dealing with very high volumes of complex information from a variety of sources without losing the oversight);

· Is able to effectively share his or her knowledge and experience (e.g. with more junior profiles and other professionals).



	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	PL 4 - Expert

This proficiency level builds further on learning topics and learning outcomes already established up to PL 3.

	The person has extensive expert knowledge and skills in the field of processing information. He or she:

· Is able to compare, explain and highlight the advantages and disadvantages of methods, tools and systems that exist within the spectrum of processing information and is able to link them to the bigger picture (e.g. impact on the wider organisation, the supply chain, etc.);

· Is able to provide tailored advice and to underpin it with relevant and context specific arguments in responding to both internal and external queries in the field of processing information.



	
	
	
	
	

	
	
	
	
	

	
	
	
	
	


	 
	Competency
	Scope & description
	Learning topics
	Proficiency levels
	Learning outcomes

	17. Written Communication
	The Written Communication competency refers to the following activities:
- Writes clearly and succinctly in a variety of communication settings and styles; 
- Conveys messages in a coherent manner for the intended audience.
	a. Developing written communication

b. Models linked to written communication
	PL 1 - Awareness
	The person has a general awareness and basic knowledge of:

· The main concepts relevant to appropriate written communications (e.g. target group, structure of the message, etc.);

· The main theories and models on written communication, (e.g. the AIDA model).


	
	
	
	PL 2 - Trained

This proficiency level builds further on learning topics and learning outcomes already established up to PL 1.

 
	The person has received either formal or informal training and is able to handle standard activities and related tasks in the field of written communications. The person is able to produce effective and high quality written communications and is able to embed these into his or her day-to-day professional life. This implies that this person has good working knowledge of the following elements and is able to apply and use this knowledge in their daily activities:
a. Developing a written communication
· Has knowledge of the elements of an efficient and audience-oriented written communication;

· Is able to choose the appropriate structure for any written communication;

· Is able to explain the importance of the structure of a written communication;

· Is able to tailor the communication based on the intended audience and readership of the written communication (e.g. simplifying a communication);

· Has knowledge of strategies for generating, revising, editing and proof-reading;

· Is able to explain the importance of adapting the message to the target audience;

· Is able to explain the importance of proofreading and reviewing for all written communications;

· Is able to perform thorough reviews of written communications.

b. Models linked to written communication

· Has knowledge of the models linked to written communication (e.g. the AIDA model: Attention - Interest - Desire - Action);

· Is able to apply the different models in his or her written communications in a public or private Customs organisation; 

· Has developed writing techniques.


	
	
	
	PL 3 - Experienced 

This proficiency level builds further on learning topics and learning outcomes already established up to PL 2.

	The person has built significant experience in the area of written communication. He or she:

· Has broad and in-depth knowledge (built on career experience) of more advanced topics in the field of written communication (e.g. communication of bad news) which he or she has built up through his or her experience;

· Is able to deal with exceptions and special cases in the field of written communication (e.g. crisis communications);

· Is able to effectively share his or her knowledge and experience (e.g. with more junior profiles and other professionals).


	 
	Competency
	Scope & description
	Learning topics
	Proficiency levels
	Learning outcomes

	17. Written Communication (contd.)
	The Written Communication competency refers to the following activities:
- Writes clearly and succinctly in a variety of communication settings and styles; 
- Conveys messages in a coherent manner for the intended audience.
	a. Developing written communication

b. Models linked to written communication
	PL 4 - Expert

This proficiency level builds further on learning topics and learning outcomes already established up to PL 3.
	The person has extensive expert knowledge and skills in the field of written communication. He or she:

· Is able to compare, explain and highlight the advantages and disadvantages of the different types of written communication and is able to link them to the bigger picture (e.g. impact on the individual, team and the wider organisation, etc.);

· Is able to provide tailored advice and to underpin it with relevant and context specific arguments in responding to both internal and external queries in the field of written communication;

· Is able to take the lead in regional, national or organisation wide communication campaigns;

· Is able to interact as the liaison with external parties (e.g. trade, other agencies, etc.) and is able to build an atmosphere of trust and cooperation in which he or she informs and works with these external parties;

· Is able to build and maintain a large professional network of both relevant internal and external stakeholders;

· Has excellent communication skills and is able to apply those in relevant communications.



	 
	Competency
	Scope & description
	Learning topics
	Proficiency levels
	Learning outcomes

	18. Oral Communication
	The Oral Communication competency refers to the following activities:
- Listens to and communicates effectively with others in a variety of settings using clear and coherent language.
	a. Principles of effective verbal communication

b. Actively listening

c. Facilitating a group discussion
	PL 1 - Awareness
	The person has a general awareness and basic knowledge of:

· The main concepts relevant to appropriate verbal communication;

· The main aspects to reach effective oral communications (e.g. active listening, tailoring the message to the audience, clear language).

· The basic principles of moderation, giving feedback and audience-oriented communication.

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	PL 2 - Trained

This proficiency level builds further on learning topics and learning outcomes already established up to PL 1.
 
	The person has received either formal or informal training and is able to handle standard activities and related tasks in the field of oral communications. The person is able to engage in effective and high quality oral communications and to embed these into his or her day-to-day professional life. This implies that this person has good working knowledge of the following elements and is able to apply and use this knowledge in their daily activities:
a. Principles of effective verbal communication
· Is able to explain the main principles of effective verbal communication;

· Has knowledge of the importance of tailoring the message to the audience as well as to specific situations (e.g. client versus internal meetings);

· Is able to analyse the audience and to cater the message to the intended audience;

· Is able to explain the importance of well-structured verbal communication;

· Is able to use clear and to-the-point language;

· Has knowledge of the tools that can be used to support presentations.
b.  Actively listening
· Is able to apply the correct etiquette when listening (e.g. not interrupting the speaker, emphatically listening, posing the right questions etc.).
c. Facilitating a group discussion
· Has knowledge of the tools and methods that can be used to facilitate a group discussion and is able to apply those (e.g. asking open questions, asking follow-up questions, setting ground rules, etc.).

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	PL 3 - Experienced 

This proficiency level builds further on learning topics and learning outcomes already established up to PL 2.
	The person has built significant experience in the area of oral communication. He or she:

· Has broad and in-depth knowledge (built on career experience) of more advanced topics in the field of oral communication (e.g. lead panel discussions);

· Is able to deal with exceptions and special cases in the field of oral communication (e.g. information sessions during a restructuring, reconciling and summarising different and/or opposing point of views);

· Is able to effectively share his or her knowledge and experience (e.g. with more junior profiles and other professionals).



	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	


	 
	Competency
	Scope & description
	Learning topics
	Proficiency levels
	Learning outcomes

	18. Oral Communication (contd.)
	The Oral Communication competency refers to the following activities:
- Listens to and communicates effectively with others in a variety of settings using clear and coherent language.
	a. Principles of effective verbal communication

b. Actively listening

c. Facilitating a group discussion
	PL 4 - Expert

This proficiency level builds further on learning topics and learning outcomes already established up to PL 3.
	The person has extensive expert knowledge and skills in the field of oral communication. He or she:

· Is able to compare, explain and highlight the advantages and disadvantages of the different ways of communication to a group and is able to link them to the bigger picture (e.g. impact on the individual, team and the wider organisation, etc.);

· Is able to provide tailored advice and to underpin it with relevant and context specific arguments in responding to both internal and external queries in the field of oral communication;

· Is able to take the lead in regional, national or organisation wide communication campaigns;

· Is able to build and maintain a large professional network of both relevant internal and external stakeholders;

· Has excellent communication skills and is able to apply those in relevant communications.



	 
	Competency
	Scope & description
	Learning topics
	Proficiency levels
	Learning outcomes

	19. Reporting
	The Reporting competency refers to the following activities:
- Knows when, how and for whom to create clear reports using the appropriate systems and/or documents in a consistent manner.
	a. Gathering and consolidating information from various sources

b. Developing structured reports
	PL 1 - Awareness
	The person has a general awareness and basic knowledge of:

· The concepts relevant to reporting (e.g. collecting and consolidating information, highlighting the important information, structuring the report and using the appropriate format of the report).

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	PL 2 - Trained

This proficiency level builds further on learning topics and learning outcomes already established up to PL 1.

 
	The person has received either formal or informal training and is able to handle standard activities and related tasks in the field of reporting. The person is able to produce concise and high quality reports and to use these in his or her day-to-day professional life. This implies that this person has good working knowledge of the following elements and is able to apply and use this knowledge in their daily activities:
a. Gathering and consolidating information from various sources
· Has knowledge on which (Customs) sources to use depending on the type of information that is needed;

· Has knowledge of how information can be gathered and is able to use the adequate channels; 
· Is able to extract the most important information and data from a large amount of information.
b. Developing structured reports
· Has knowledge of how to create an effective and structured report;

· Is able to explain the importance of a logical structure of reports;

· Is able to analyse the audience of the report and tailor the report to the intended audience;

· Is able to consolidate the information into a consistent and coherent report.


	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	PL 3 - Experienced 

This proficiency level builds further on learning topics and learning outcomes already established up to PL 2.

	The person has built significant experience in the area of reporting. He or she:

· Has broad and in-depth knowledge (built on career experience) of more advanced topics in the field of reporting (e.g. extensive and complex status reports for large scale programs);

· Is able to deal with exceptions and special cases in the field of reporting;

· Is able to effectively share his or her knowledge and experience (e.g. with more junior profiles and other professionals).



	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	PL 4 - Expert

This proficiency level builds further on learning topics and learning outcomes already established up to PL 3.

	The person has extensive expert knowledge and skills in the field of reporting. He or she:

· Is able to compare, explain and highlight the advantages and disadvantages of the reporting techniques that are used in the organisation and is able to link them to the bigger picture (e.g. impact on the supply chain, etc.);

· Is able to provide tailored advice and to underpin it with relevant and context specific arguments in responding to both internal and external queries in the field of reporting;

· Is able to effectively explain the importance of reporting for an organisation by using compelling arguments and providing examples.


	
	
	
	
	

	
	
	
	
	

	
	
	
	
	


	 
	Competency
	Scope & description
	Learning topics
	Proficiency levels
	Learning outcomes

	20. Data Management
	The Data Management competency refers to the following activities:
- Demonstrates the knowledge and ability to apply the principles, procedures, and tools of data management, such as modelling techniques, data backup, data recovery, data dictionaries, data warehousing, data mining, data disposal, and data standardisation processes.
	a. Concepts of data management:
- Data governance,
- Data architecture,
- Database management,
- Data security management,
- Data quality management,
- Reference and master data management,
- Data warehousing,
- Data mining,
- Data modelling,
- Data dictionaries.
	PL 1 - Awareness
	The person has a general awareness and basic knowledge of:

· The main concepts related to data management (e.g. data governance, data architecture, database management, data security, etc.);

· The importance of good data management for an organisation.

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	PL 2 - Trained

This proficiency level builds further on learning topics and learning outcomes already established up to PL 1.

 
	The person has received either formal or informal training and is able to handle standard activities and related tasks in the field of data management. The person is able to apply the principles of effective data management into his or her day-to-day professional life. This implies that this person has good working knowledge of the following elements and is able to apply and use this knowledge in their daily activities:
a. Concepts of data management
· Is able to explain the concept of data management in an organisation;

· Is able to explain the importance of good data management for a public or private Customs organisation.
· Has knowledge and is able to apply the principles and procedures for all concepts of data management related to, e.g.: 

· data governance;

· data architecture;

· database management;

· data security management;

· data quality management;

· data warehousing; 
· data mining;

· data modelling;

· data dictionaries.


	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	PL 3 - Experienced 

This proficiency level builds further on learning topics and learning outcomes already established up to PL 2.

	The person has built significant experience in the area of data management. He or she:

· Has broad and in-depth knowledge (built on career experience) of more advanced topics in the field of data management (setting up a data architecture.);

· Is able to deal with exceptions and special cases in the field of data management;

· Is able to effectively share his or her knowledge and experience (e.g. with more junior profiles and other professionals).



	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	PL 4 - Expert

This proficiency level builds further on learning topics and learning outcomes already established up to PL 3.
	The person has extensive expert knowledge and skills in the field of data management. He or she:

· Is able to compare, explain and highlight the advantages and disadvantages of the different principles and procedures linked to data management and is able to link them to the bigger picture (e.g. impact on the individual, the wider organisation, the supply chain, IT system, etc.);

· Is able to provide tailored advice and to underpin it with relevant and context specific arguments in responding to both internal and external queries in the field of data management;

· Is able to take the lead in regional, national or organisation wide initiatives his or her area of expertise to improve data management; 

· Is able to effectively explain the importance of structured data management for an organisation by using compelling arguments and providing examples.


	
	
	
	
	

	
	
	
	
	

	
	
	
	
	


	 
	Competency
	Scope & description
	Learning topics
	Proficiency levels
	Learning outcomes

	21. Technological Ability
	The Technological Ability competency refers to the following activities:
- Has an affinity for technology and information technology; 
- Picks up on new technology (such as collaborative tools, online software platforms and e-learning) quickly and is eager to learn; 
- Seeks opportunities to learn about new technology; 
- Understands the importance of technology in the world of Customs.
	a. Fundamentals of information technology
b. Trends and evolutions in technology 
c. Using information technology in day-to-day tasks

	PL 1 - Awareness
	The person has a general awareness and basic knowledge of:

· The main concepts in information technology;

· The main trends and evolutions in information technology;

· The flow of work and necessary communication channels when working with information technology (e.g. who to contact in case of system failure or technical problems).


	
	
	
	PL 2 - Trained

This proficiency level builds further on learning topics and learning outcomes already established up to PL 1.

 
	The person has received either formal or informal training and is able to leverage the different technology solutions that are available to him or her during his or her day-to-day professional life. This implies that this person has good working knowledge of the following elements and is able to apply and use the relevant information technologies in their daily activities:
a. Fundamentals of information technology

· Has knowledge of what technology is available to him or her and for what it can and should be used;
· Is able to explain the importance of information technology in a Customs environment;

· Is able to explain the key elements of an information technology landscape.

b. Trends and evolutions in technology 

· Has knowledge of the information technology systems used in his or her environment (e.g. brokers, shippers, etc.);

· Is able to follow-up and stay up-to-date on the main trends and evolutions in technology .
c. Using information technology in day-to-day tasks

· Is able to use (and manage/update, if appropriate) the technological devices and the required information technology systems and software programmes, as a part of his or her daily work;

· Has knowledge of the necessary communication channels when working with information technology (e.g. who to contact in case of system failure or technical problems);

· Has basic computer skills and is able to use technology (e.g. relevant Customs systems to create documents, spread sheets and presentations, is able to consult and input databases, etc.).


	
	
	
	PL 3 - Experienced 

This proficiency level builds further on learning topics and learning outcomes already established up to PL 2.

	The person has built significant experience in the area of information technology. He or she:

· Has broad and in-depth knowledge (built on career experience) of more advanced topics in the field of information technology (e.g. use more advanced and less commonly used functions of a software package);

· Is able to deal with exceptions and special cases in the field of information technology (e.g. system failures);

· Is able to effectively share his or her knowledge and experience (e.g. with more junior profiles and other professionals).




	 
	Competency
	Scope & description
	Learning topics
	Proficiency levels
	Learning outcomes

	21. Technological Ability (contd.)
	The Technological Ability competency refers to the following activities:
- Has an affinity for technology and information technology; 
- Picks up on new technology (such as collaborative tools, online software platforms and e-learning) quickly and is eager to learn; 
- Seeks opportunities to learn about new technology; 
- Understands the importance of technology in the world of Customs.
	a. Fundamentals of information technology

b. Trends and evolutions in technology 

c. Using information technology in day-to-day tasks

	PL 4 - Expert

This proficiency level builds further on learning topics and learning outcomes already established up to PL 3.
	The person has extensive expert knowledge and skills in the field of information technology. He or she:

· Is able to compare, explain and highlight the advantages and disadvantages of technologies and devices in his/her domain and is able to link them to the bigger picture (e.g. impact on the wider organisation, the supply chain, IT infrastructure, etc.);

· Is able to provide tailored advice and to underpin it with relevant and context specific arguments in responding to both internal and external queries in the field of information technology;

· Is able to take the lead in regional, national or organisation wide initiatives his or her area of expertise such as roll-out or support and maintenance of organisation wide IT projects;

· Is able to effectively explain the importance of technology for a modern public or private Customs organisation by using compelling arguments and providing examples.



	 
	Competency
	Scope & description
	Learning topics
	Proficiency levels
	Learning outcomes

	22. Working Virtually
	The Working Virtually competency refers to the following activities:
- Able to effectively and efficiently use the appropriate systems (physical and virtual) as a way to read, report, store and communicate data and information; 
- Applies practices, processes and procedures necessary to get things done.
	a. Benefits and challenges of working in virtual teams (including impact on culture)
b. Tools to facilitate virtual teamwork
	PL 1 - Awareness
	The person has a general awareness and basic knowledge of:

· The benefits and challenges of working virtually;

· The tools available to support and facilitate virtual teams;

· The techniques that can be used to overcome the challenges of working virtually.

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	PL 2 - Trained

This proficiency level builds further on learning topics and learning outcomes already established up to PL 1.

 
	The person has received either formal or informal training and is able to handle standard activities and related tasks in the field of virtual working. The person is able to apply the principles of effective virtual working and collaboration to his or her day-to-day professional life. This implies that this person has good working knowledge of the following elements and is able to apply and use this knowledge in their daily activities:
a. Benefits and challenges of working in virtual teams
· Has knowledge of the benefits and challenges of working virtually (e.g. impact on the team culture); 
· Is able to overcome the challenges of working in virtual Customs teams;

· Has knowledge of the measures that can be taken to tackle the challenges of working virtually (e.g. remote management).
b. Tools to facilitate virtual teamwork
· Is able to use a set of tools to facilitate working virtually (e.g. conference calls, virtual meetings, web conferences, etc.).


	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	PL 3 - Experienced 

This proficiency level builds further on learning topics and learning outcomes already established up to PL 2.

	The person has built significant experience in the area of virtual working. He or she:

· Has broad and in-depth knowledge (built on career experience) of more advanced topics in the field of virtual working (e.g. manage potential cross cultural challenges during cross-border virtual communications);

· Is able to deal with exceptions and special cases in the field of virtual working (e.g. remote management);

· Is able to effectively share his or her knowledge and experience (e.g. with more junior profiles and other professionals).



	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	PL 4 - Expert

This proficiency level builds further on learning topics and learning outcomes already established up to PL 3.
	The person has extensive expert knowledge and skills in the field of virtual working. He or she:

· Is able to compare, explain and highlight the advantages and disadvantages of tools and systems that exist within the spectrum of working virtually and is able to link them to the bigger picture (e.g. impact on the wider organisation, IT infrastructure, etc.);

· Is able to provide tailored advice and to underpin it with relevant and context specific arguments in responding to both internal and external queries in the field of virtual working;

· Is able to take the lead in regional, national or organisation wide initiatives his or her area of expertise to promote virtual working;

· Is able to interact as the liaison with external parties (e.g. other trade organisations, Customs administrations, other governmental agencies, etc.) and is able to build an atmosphere of trust and cooperation in which he or she informs and works with these external parties;

· Is able to effectively explain the importance of virtual working for a public or private Customs organisation by using compelling arguments and providing examples.


	
	
	
	
	

	
	
	
	
	

	
	
	
	
	


	 
	Competency
	Scope & description
	Learning topics
	Proficiency levels
	Learning outcomes

	23. Research
	The Research competency refers to the following activities:
- Able to conduct research following structured methodology; 
- Able to ensure sufficient leadership support for the research; 
- Has intellectual capacity; has a deep understanding of the core of the professional area that is being researched; 
- Has insight into the most recent developments in the professional area that is being researched.
	a. Types of research methodologies 

b. The different stages of a research
	PL 1 - Awareness
	The person has a general awareness and basic knowledge of:

· The main concepts and theories regarding research (e.g. qualitative versus quantitative research);

· The different stages of conducting a research (e.g. identify problem, collect information, analyse the data, etc.).

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	PL 2 - Trained

This proficiency level builds further on learning topics and learning outcomes already established up to PL 1.
 
	The person has received either formal or informal training and is able to handle standard activities and related tasks in the field of research. The person is able to apply the principles of effective research to his or her day-to-day professional life. This implies that this person has good working knowledge of the following elements and is able to apply and use this knowledge in their daily activities:
a. Types of research methodologies
· Is able to distinguish the different methods to conduct research (e.g. quantitative versus qualitative);

· Is able to explain the difference between these methods.
b. The different stages of a research

· Has knowledge on all different stages of conducting a research, i.e. 
· identifying the problem;

· reviewing available information and literature;

· determining the specific research and literature;

· determining the specific research questions or hypotheses;

· collecting the data, analysing and interpreting the data;

· and finally consolidating and presenting the research results.
· Is able explain the importance and content of each of these stages.


	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	PL 3 - Experienced 

This proficiency level builds further on learning topics and learning outcomes already established up to PL 2.

	The person has built significant experience in the area of research. He or she:

· Has broad and in-depth knowledge (based on career experience) of more advanced topics in the field of research;

· Is able to deal with exceptions and special cases in the field of research;

· Is able to effectively share his or her knowledge and experience (e.g. with more junior profiles and other professionals).



	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	PL 4 - Expert

This proficiency level builds further on learning topics and learning outcomes already established up to PL 3.

	The person has extensive expert knowledge and skills in the field of research. He or she:

· Is able to compare, explain and highlight the advantages and disadvantages of methods and approaches that exist within the spectrum of performing research and is able to link them to the bigger picture (e.g. impact on the wider organisation, the supply chain, etc.);

· Is able to provide tailored advice and to underpin it with relevant and context specific arguments in responding to both internal and external queries in the field of research;

· Is able to contribute to national, EU or international Project Groups in an effective and efficient manner.

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	


	 
	Competency
	Scope & description
	Learning topics
	Proficiency levels
	Learning outcomes

	24. Act as a Role Model (
)
	The Act as a Role Model competency refers to the following activities: 

· Sets a good example for Customs employees;
· Highlights and practices good governance;
· Focuses on delivering good service;
· Able to ensure conformity concerning regulatory compliance with their team;
· Behaves in a fair and ethical manner;
· Creates a culture that fosters high standards of integrity and honesty;
· Encourages others to follow their example.
	a.  Acting as an effective role model

b. Managing by example

c. Defining and encouraging expected behaviour
	PL 1 - Awareness
	The person has a general awareness and basic knowledge of:

· The elements that contribute to acting as an effective role model, such as ethical behaviour, quality and service oriented work attitude, good governance, integrity, leading by example, etc.;

· The impact and importance of having sufficient role models in the organisations (including the impact of not having role models);

· The behaviours and actions that are expected from a role model.

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	PL 2 - Trained

This proficiency level builds further on learning topics and learning outcomes already established up to PL 1.

 
	The person has received either formal or informal training and is able to act as a role model in standard situations independently. This implies that this person has good working knowledge of the following concepts and systems and is able to apply and use this knowledge in their daily activities:

a. Acting as an effective role model

· Has good working knowledge of the different roles a role model can have (e.g. mentor, leader, peer, etc.) and has the ability to apply that knowledge;

· Has knowledge of the elements that contribute to acting as an effective role model (e.g. status, competence, similarity, etc.);

· Is able to identify the different types and stages of acting as a role model (e.g. passive role, active role model, etc.);

· Is able to handle standard situations in the field of acting as a role model (e.g. being a mentor, acting as a leader, etc.) in an independent manner.

b. Managing by example

· Has knowledge of the Social Learning Theory;

· Has developed management skills (e.g. motivate, reward, etc.) to encourage employees to learn from and emulate his/her behaviour;

· Has good working knowledge of the concept of good governance and has the ability to apply that knowledge;

· Has developed skills related to active listening and articulating his/her values and ethical standards.

c. Defining and encouraging expected behaviour

· Has good working knowledge of the techniques to define expected behaviour (e.g. workshops, focus groups) and has the ability to apply that knowledge;

· Is able to use the correct method and approach to encourage expected behaviour (e.g. reward system, motivation meeting, etc.).



	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	PL 3 - Experienced 

This proficiency level builds further on learning topics and learning outcomes already established up to PL 2.
	The person has built significant experience in the area of acting as a role model. He or she:

· Has broad and in-depth knowledge (built on career experience) of more advanced topics in the field of acting as a role model;

· Is able to deal with exceptions and special cases in the field of acting as a role model;

· Is able to effectively share his or her knowledge and experience (e.g. with more junior profiles and other professionals).



	
	
	
	
	

	
	
	
	
	

	
	
	
	
	


	 
	Competency
	Scope & description
	Learning topics
	Proficiency levels
	Learning outcomes

	24. Act as a Role Model (contd.)
	The Act as a Role Model competency refers to the following activities: 

· Sets a good example for Customs employees;

· Highlights and practices good governance;

· Focuses on delivering good service;

· Able to ensure conformity concerning regulatory compliance with their team;

· Behaves in a fair and ethical manner;

· Creates a culture that fosters high standards of integrity and honesty;

· Encourages others to follow their example.
	a. Acting as an effective role model

b. Managing by example

c. Defining and encouraging expected behaviour
	PL 4 - Expert

This proficiency level builds further on learning topics and learning outcomes already established up to PL 3.
	The person has extensive expert knowledge and skills in the field of acting as a role model. He or she:

· Is able to compare, explain and highlight the advantages and disadvantages of different approaches and methods, when acting as a role model and is able to link them to the bigger picture (e.g. impact on the individual, team and the wider organisation etc.);

· Is able to provide tailored advice and to underpin it with relevant and context specific arguments in responding to both internal and external queries related to acting as a role model;

· Has excellent communication skills and is able to apply those in relevant communications.



� The competency mentioned is specific to trade organisations only. 
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