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Introduction  

 

In most socio economic and political agendas, Corporate Social Responsibility (CSR) as 

well as Sustainable Development (SD) have become topics of great importance. 

Companies are now also seen as responsible actors for assuring a more sustainable 

future. 

Nevertheless, it is commonly believed that only those big corporations and companies 

should take care of CSR as well as SD issues, even if small and micro companies may 

also contribute to the cause according to their possibilities. 

In fact, this is the main objective of this Erasmus+ project ISORESS “Promoting the idea 

of corporate social responsibility and sustainable development in small and medium 

enterprises”: to promote the idea of CSR and sustainable development also in small and 

micro enterprises, including those run by migrants.  

In order to achieve our goal, the partnership has developed different outputs that aim to 

raise awareness and encourage those small and micro companies to implement 

different initiatives in the field of CSR and SD.  

This Handbook for Trainers aims to provide the necessary theoretical methodological 

framework for trainers. It provides a comprehensive source of knowledge on CSR and 

SD issues as well as didactical guidelines for on-line, in-class and blended learning. 

Therefore, it is addressed to trainers in the field of entrepreneurship who will transfer 

their knowledge to those aspirants or already working entrepreneurs with the final goal 

of promoting CSR and SD in micro and small companies. 

The first part of the Handbook consists on the following chapters: 

1. ICT for learning purposes 

2. E-learning and b-learning 

3. Focus on learners: psychology and soft skills 

4. Intercultural communications 

5. CSR & SD 
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The handbook includes the in-class training part of the Training course for entrepreneurs 

as an appendix, which consists on the following chapters: 

1. Introduction 

2. Environment 

3. Fair Operating Practices 

4. Consumer Issues 

5. Community Involvement & Development 

6. Human Rights 

7. Labour Practices 

8. Revision 

All the units follow the same structure: a short introductory part, main content and 

closure. The instructions for the trainers as well as for the students are included 

together with the correct answers for all activities.  

At the end of each unit, the necessary worksheets are attached. 

 



 
Intellectual Output 6 

Handbook for Trainers 

4 

 

2017-1-PL01-KA202-038501 

1. ICT for learning purposes 
 

ICT stands for "Information and Communication Technologies." ICT refers to 

technologies that provide access to information through telecommunications. It is 

similar to Information Technology (IT), but focuses primarily on communication 

technologies. This includes the Internet, wireless networks, cell phones, and other 

communication mediums. 

 

In the past few decades, information and communication technologies have provided 

society with a vast array of new communication capabilities. For example, people can 

communicate in real-time with others in different countries using technologies such as 

instant messaging, voice over IP (VoIP), and video-conferencing. Social networking 

websites like Facebook allow users from all over the world to remain in contact and 

communicate on a regular basis. 

 

Modern information and communication technologies have created a "global village," in 

which people can communicate with others across the world as if they were living next 

door. For this reason, ICT is often studied in the context of how modern communication 

technologies affect society. 

 

ICT has been for widely used in teaching and learning since the idea of online learning 

and b-learning was born. 

 

Whatever type of learning facilitated by technology or by instructional practice that 

makes effective use of technology can be regarded as digital learning. Nowadays almost 

in all fields of science this model of learning has been adopted. 

 

It is manifested in the application of a wide spectrum of practices and techniques 

including: blended and virtual learning, accessing digital content, collaborating locally 

and globally, game-based learning, assessment and reporting online, active participation 

in online communities, using technology to connect and collaborate.  
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There are several categories for classifying the different types of ICT tools - we can 

differentiate between Learning Management Systems, collaborating and 

communications tools, synchronous and asynchronous as well as search and research 

tools. 

 

A learning management system(LMS) is a software application for the administration, 

documentation, tracking, reporting, and delivery of educational courses, training 

programs, or learning and development programs. The learning management system 

concept emerged directly from e-Learning. Although the first LMS appeared in the 

higher education sector, the majority of the LMSs today focus on the corporate market. 

Learning Management Systems make up the largest segment of the learning system 

market. The first introduction of the LMS was in the late 1990s. 

 

Learning management systems were designed to identify training and learning gaps, 

utilizing analytical data and reporting. LMSs are focused on online learning delivery but 

support a range of uses, acting as a platform for online content, including courses, both 

asynchronous based and synchronous based. An LMS may offer classroom 

management for instructor-led training or a flipped classroom, used in higher education, 

but not in the corporate space. 

 

Collaborating and communication tools enhance and facilitate online communication 

and enable teamwork through online meetings, web-live chats, discussion forums, task 

sharing and others. We can communicate with the participants using a specific learning 

management system and all the functionalities which are available in a particular tool. 

Nowadays most of the organisations providing training courses have access to an 

institutional LMS. 

 

When talking about communication one should mention synchronous and 

asynchronous nature of some tools. Synchronous tools include those which enable 

real-time communication and collaboration in a "same time-different place" mode. All 

the participants have to get connected at the same time, they may participate in 

discussions, webinars, the interaction takes place “right now”. Asynchronous tools are 

characterised by a "different time-different place" mode, which means that participants 

do not have to participate at the same time, they can adjust their timetables to perform 

the tasks assigned. 
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Trainers should encourage course participants to use a wide range of search and 

research tools whenever they are particularly interested in a special topic. What is 

covered by the ISORESS can be supplemented by other Internet resources. 

 

A wide range of tools is available including books, journals, documents, magazines, 

newspapers, archives, dissertations as well as many other traditional and digital 

resources. 

 

When running an e-learning course supported by in-class meetings the trainer has to 

consider many factors in order to provide a comprehensive and effective training. 

 

They will include: 

 

1) Digital literacy of participants – depending on age groups, education, job, 

experience 

2) Participants’ knowledge on technological advancement 

3) Time, which participants can spend on doing course activities 

4) Access to IT tools and the Internet 

5) Type of work they do 

6) Building relationship 

7) Teamwork – team roles, mutual solving problems, decision making process 

8) Updating content 

9) Providing feedback – self reflection, peer feedback, monitoring progress 

10) Practical arrangements regarding the premises, access to the Internet, 

computers, projectors, seating arrangements etc... 

 

A number of different guides, manuals, handbooks and websites have been developed 

regarding ICT. 

 

Below you fill find some which you might find useful in your everyday practice. They will 

also help you develop your own digital and technological skills. 
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Projects: 

 

1) Distance Training Trainers Development Paths 

http://dl-trainers.eu/ 

 

The project is the response to the lack of programs that offer new skills to the 

trainers/educators/mentors who work in a traditional way and would like to acquire new 

skills connected with e-learning. The trainers/educators/mentors with experience usually are 

afraid of entering new areas and using new tools that require IT knowledge. The problems of 

non-formal education and staff skills are particularly important. Organizations from Poland, 

Lithuania, Greece, and Romania have experienced trainers who can smoothly pass from 

traditional teaching to DL (e-learning). 

 

2) Strategies to Digitalise Adult Education 

https://www.digitaladulteducation.eu/pl/toolkit/ict-training/ 

 

It aims to provide adult education centres with the skills necessary to implement a strategy 

that allows them to go from analogical, old-fashioned techniques to a modern-day approach 

with the use of the new technologies available to educators. 

 

ICT online tools 

Useful tools in ICT 

E-learning CMS/LMS Moodle 

Lectora 

Communication Messaging and chats tools: 

GroupMe 

HipChat 

Discussion forums: 

Lefora 

MyBB 

Nabble 

Presentation PowerPoint  

Prezi 

SlideShare 

 

 

 

http://dl-trainers.eu/
https://www.digitaladulteducation.eu/pl/toolkit/ict-training/
https://moodle.org/
http://trivantis.com/
https://groupme.com/
https://www.hipchat.com/
http://www.lefora.com/
http://www.mybb.com/
http://www.nabble.com/
http://www.microsoft.com/powerpoint
https://prezi.com/
http://www.slideshare.net/
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Collaboration Google Drive 

Dropbox 

LiveBinders 

Co-Sketch 

Creately 

Flowchart 

Padlet 

BrainReactions 

Cmap 

Academic research and 

sharing knowledge 

Google Search 

Google Scholar 

Scoopit 

Delicious 

Google Translate 

IFTTT 

More advanced tools: 

 Web conferencing 

 Website building 

and designing 

 Blogs 

 Digital Publishing 

 Featured tools 

Google Hangouts 

WebEx 

Google Sites 

WordPress 

Blogger 

Blogsome 

 

 

Case study 1 

Most of the course participants are people running small businesses in the town where 

the training takes place. However, there are 3 farmers from nearby villages. 

1) Which of the factors mentioned before would you have to take into consideration in 

the first place? 

2) What difficulties would you expect when running online/in-class course? 

 

 

https://www.google.es/intl/es/drive/
https://www.dropbox.com/
http://www.livebinders.com/
http://cosketch.com/
http://creately.com/
http://flowchart.com/
https://padlet.com/
http://www.brainreactions.net/
http://cmap.ihmc.us/
https://google.com/
https://scholar.google.com/
http://www.scoop.it/
http://delicious.com/
https://translate.google.com/
https://ifttt.com/
http://hangouts.google.com/
http://www.webex.com/
http://sites.google.com/
http://www.wordpress.com/
https://www.blogger.com/
http://www.blogsome.com/
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Case study 2 

In the group of participants there are 2 men in their 20-ties, one of them is running a 

shop with computer hardware, the other is a freelancer designing websites. There are 8 

other participants, from 40 to 60 years of age.  

1) How can you make sure that all people have an adequate level of ICT literacy? 

2) Are there any strategies you could implement to facilitate teamwork and bridge the 

generation gap, which at the same time would improve some people’s ICT skills? 

 

A modern trainer is equipped with a wide array of tools and techniques which 

support training/teaching/learning process. Nevertheless, in many courses a direct 

contact with the learners is still a must. It includes all these training courses which 

influence mindset, general approach to certain issues, change in behaviour, attitude, 

habits or bring about changes to routine actions. Whenever one wants to come up with 

new nonstandard ideas what matters is personal charisma of the trainer, strong 

personality, authority, engagement, deep belief in the ideas presented, certain kind of 

relationship with the participants and power to influence them. In order to meet all 

these requirements the ISORESS course has been designed in a blended-learning mode. 

The part which is more knowledge-research oriented and technical can be done using 

available ICT tools, the part related to businesspeople attitude and approach, which 

needs some emotional engagement has been designed as in-class meetings. This is the 

guarantee to ensure success of the whole ISORESS experience. 
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2. E-learning and b-learning 

 

In the globalised and hyper-connected world we are living in, new technologies and 

digital devices offer new opportunities. This is also the case of education, where a broad 

range of new teaching possibilities has risen. 

 

As we have seen in the previous unit, digital devices may be used as a supportive tool 

for teaching purposes in order to enrich the training method. Besides, they have also led 

the way to innovative learning methodologies such as e-learning and b-learning.  

 

However, these new methodologies require new competences and abilities and current 

trainers may not be familiar with these exigencies. This unit aims to represent a very 

first approach to these methodologies and deep into the new role of the trainer. 

 

What is the difference between e-learning and b-learning? 

E-learning or on-line learning refers to those training programs that are exclusively 

delivered through digital technologies, by using a computer and internet connection, for 

example. On the other hand, blended learning combines both traditional face to face 

learning with e-learning. 

In both methodologies, the tutor or trainer should adapt both the content to the chosen 

methodology as well as its role.  

 

Different models of blended learning 

Due to the combination of different learning methodologies, blended learning offers a 

wide range of possibilities that led to the development of major models: 

1. Rotation model 

The Rotation model refers to the model where a given course rotates on a fixed 

schedule between learning modalities, one of them being online learning. There are 

different rotation possibilities such as: 
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a. Station rotation.  

In this model students rotate among learning modalities that are classroom-based. 

The learning takes place in the classroom, but apart from online activities other types 

of activities such as lectures, group work or individual assignments also take place.  

b. Lab rotation 

In this model, the on-line learning modality takes place in a different location from 

the classroom where other learning methodologies take place. Instead of staying in 

the same room for all methodologies, they change the location for the online 

learning.  

c. Flipped Classroom 

Although this modality still follows a fixed schedule, in this case, the traditional order 

for the learning process is inverted. Students receive the bulk of the course’s 

theoretical contents online at a remote location of their choice (usually at home), 

while classroom activities concentrate on projects or teacher-guided practice.  

d. Individual rotation 

In this modality, students are given a fixed yet customized schedule, which may even 

be randomly generated by an algorithm, where they rotate from learning modality to 

learning modality in set periods throughout their day. For instance, their courses 

might require them to spend 1 hour of face-to-face group project work, then several 

1-hour sessions of online-learning, followed by another short period of personal 

attention, seminars, etc. 

2. Flex model 

 

Flex models follow individually customized and fluid schedules where the bulk of the 

learning is carried out by the students themselves through the internet, while 

teachers remain available in physical locations for support activities such as small-

group seminars, group projects or individual tutoring. 

The actual portion of face-to-face attention for students in Flex courses may vary 

greatly depending on the course, its location and the resources of the provider. 

Some have substantial support with teacher complementing students’ learning daily, 

while others may rely primarily on students being almost entirely self-sufficient. 
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3. Self-blend model 

 

Self-blend models follow the idea of the student attending some courses at a physical 

location but also having the option to take courses online to work on in their own time 

(be it remotely or in specifically appointed areas of the centre).  

Hence, a student may attend maths, English and History in a brick-and-mortar 

classroom, but take a couple of other subjects, such as foreign languages or literature 

online under the supervision of the corresponding teacher to progress in their own 

time. Students “blend” online and offline learning according to their needs and wants, 

hence the name. 

4. Enriched Virtual model 

 

This model is applied not to individual courses or part of the total workload of students, 

but is pervasive: it is a whole school, all levels teaching model.  

In an Enriched Virtual environment, after an initial introductory session to the course, 

the vast majority of the learning is done online and remotely, and students are seldom 

required to be present on the brick-and-mortar premises of the centre every day, if not 

being able to study remotely with complete autonomy outright provided they meet the 

standards required of them. Schools applying Enriched Virtual models are probably 

institutions that began operating online only, and then complemented them with some 

face-to-face activities. 

A tutor or trainer, on the basis of target group characteristics and the objectives, should 

choose the best model and adapt the content to it.  

 

Skills required for an on-line tutor 

Gilly Salmon developed a model in five different steps to foster online student 

engagement and learning. She provides a new definition for any tutors working within 

online environments, naming them “e-moderators”, as their job is not so much to 

transfer learning, but to encourage, manage and assist in the mostly autonomous 

learning process of students in e-learning. 
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- Step 1. Access and motivation.  

It is the on-line tutor’s role to welcome participants and encourage them to 

interact, as well as making sure the e-learning system is properly set up and 

accessible. 

 

- Step 2. Online socialisation 

Likewise, an e-moderator should able to promote online socialization, bridging 

gaps between social, cultural and learning environments among participants in 

the e-learning course.  

In more prosaic terms, this also includes exchanging messages with the students 

in order to highlight the social dimension of e-learning environments. 

 

- Step 3. Information exchange 

Here an e-moderator comes into its own: they are facilitators of information 

exchange, meaning that they offer tutoring and support in how to use the 

learning resources at the disposal of students, as well as adding a personalized 

dimension to their learning process by searching specific items and tailoring the 

learning experience to the users.  

 

- Step 4. Knowledge construction 

E-moderators should also be able to facilitate a way for their students to 

“construct” knowledge, in the sense of aiding them in properly internalizing the 

knowledge acquired during the course and making it their own. This might imply, 

say, holding conferences. 

 

- Step 5. Development 

The most important skill of online tutors is being able to support the 

development of their students, and responding to their changing needs, wants 

and circumstances. Their learning might take them in unpredicted directions, and 

a given subject might tickle their curiosity, that is why an online tutor needs to be 

able to also provide extra or external resources if necessary, to ensure the most 

complete learning experience possible. 

 

 Tip: Entrepreneurs are the main target group of the ISORESS project, and due to 

the dedication starting a business requires, these people usually lack the time 

and are unable to involve themselves in a traditional learning course. 
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This is why the ISORESS course uses blended learning that allows the final users to be 

autonomous in their learning process with just a first face to face session at the 

beginning of the course. 

Besides, the on-line course is located in a Moodle platform, which allows users to access 

the platform depending on their availability. The course is composed by activities that 

will be evaluated on the spot, so the users will be the ones creating their own training 

itinerary.  

Learning Management Systems 

In both cases the course is delivered supported by a Learning Management System 

(LMS) that facilitates the whole learning process.  

Learning Management Systems are digital tools that allow e-learning processes and 

resources of a wide variety of formats to be set up and organized in a comprehensive 

manner. Some examples of these might be Moodle, Canvas, Edmodo, and a myriad 

other. 

 Tip: check the different characteristics of the LMS in order to choose the one that 

meets your needs best! 

Main characteristics and requirements 

An LMS is a web-based, online learning environment, although early iterations in the 

1990’s and 2000’s were locally hosted after purchasing the corresponding software from 

the vendor and installing it on a computer. What does this change mean now, then? That 

it is usually designed and set up using a web-based specific toolkit (such as those 

mentioned above) under a SaaS (Software as a Service) model, with the vendor providing 

the online hosting.  

In any case, regardless of whether one is a tutor or a student, setting up and accessing a 

course delivered through an LMS will require a computer or similar device (smartphones 

or tablets, mainly) with an internet connection.  

There is a huge variety of Learning Management Systems, and each is different in what 

features they offer -such as the formats of resources that can be added to them in order 

to set up a course-, who they are aimed at, and whether or not they are open-source or 

proprietary.  
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There are some that are generalist in nature, some that are oriented towards education 

at all three levels, and even some that are tailored towards being used as tools in a 

company-environment as a means of promoting life-long learning among employees. 

In the end, these tools are aimed at designing learning environments and experiences, 

hosting all elements necessary to that end. We recommend you explore on your own, 

and to try and find one that meets your needs and is user-friendly enough for you.  

Benefits 

 Compatibility with multiple devices (mobile, tablet, computer, etc.) 

 Accessibility from anywhere (provided there is an internet connection or mobile 

data available) 

 The opportunity to re-use and expand upon the learning materials. 

 Learning materials remain hosted online forever 

 Even basic computer users can build and maintain them 

 Adaptability to a wide variety of target groups 

 

Risks 

 Low user engagement 

 Low online tutor engagement 

 If not properly motivated, students may drop off 

 

 Tip: check all the characteristics and possibilities of the LMS according the 

requirements of your course in order to choose the best option in advance! 

Tools 

Learning Management Systems offer online tutors a wide variety of tools and 

automatized processes that are rarely available in other educational modalities than e-

learning. The exact nature of the tools and features depends on which LMS is being 

used and are readily detailed in the vendors’ websites. 

Generally speaking, however, they include an edition tool allowing the user to set up 

professionally structured courses, giving tutors the chance to organize topics, sections, 

adding multi-media content and sometimes even interactive elements.  
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It also gives tutors the chance to establish different degrees of access the platform, 

setting up hierarchy trees of different types of users. Most importantly, however, it 

allows for tutors to keep a one-by-one track of the student’s activity, progress and 

results. 

LMSs will also customarily incorporate some form of evaluation tool, giving tutors the 

chance to design and implement tests within the courses themselves. Also related to 

evaluation, but perhaps not so crucial when dealing with adult learners, some Learning  

Additionally, they usually have a communication interface built in -most often in the 

form of at the very least a forum-like messaging system, if not an e-mail like function-, 

which allows for students to communicate with one another, and to have ready access 

to the tutor as well.  

 Tip: In some LMS their possibilities may be limited but with the integration of 

certain concrete plug-ins the possibilities multiply! 

Role of the tutor 

As we have explained before, the role of the tutor in an online learning context is not so 

much about knowledge-transfer, but of acting as a ‘moderator’ or ‘facilitator’ for 

students. This is due to the fact that e-learning, to a smaller or greater degree 

depending on the modality being engaged, relies on the student to become at least 

partially autonomous. Learning materials and resources are already available in the 

Learning Management System of choice, so the dependency on a tutor in e-learning 

education is not nearly as great as that of traditional brick-and-mortar schools relying on 

regular classes and analogic means. This requires more autonomy on the part of the 

students, but it is a necessary trade-off for the sheer convenience and commodity of 

engaging in learning remotely and often in their own time.  

E-learning tutors, then, are in turn freed from the activities related to knowledge 

transfer to some -varying- degree. These traditional duties and readily available 

knowledge-base of an educator are supplanted, in this context, with more social tasks. It 

is their responsibility to ensure that students make proper use of the resources 

available, as well as establishing horizontal and vertical lines of communication, 

dynamizing students’ participation in the online learning environment and 

troubleshooting issues that may arise concerning the learning resources as well 

(ensuring LMS access and functionality, for instance). 
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As a matter of fact, due to this shift in qualifications, e-learning tutors are often not the 

ones who have designed the e-learning resources, which has led them to be considered 

something of a ‘limited’ professional, due to the fact that they make use of resources but 

have had no hand whatsoever in their design and preparation. 

In a nutshell, e-learning tutors are not necessarily experts in the field of the subject 

matter they are teaching, which reduces their flexibility and adaptability to the needs of 

the students to some degree.  

Their role, then, their function, is to make sure that the learning resources receive the 

best use possible and the potential of students and courses is realized to its fullest. To 

do so, they are required to manage the interpersonal communication level among 

students themselves, as well as promoting their participation, and giving support -both 

moral and technical- and encouragement when needed. 

Thus, the role of the online tutor is not so much that of a teacher, but that of a ‘leader’, 

insofar as their task is to guide and support students in their learning process. 

Needless to say, their students will get to have the best of both worlds should the online 

tutor also happen to be (or make the effort of becoming) a specialist in the field they are 

tutoring. 

 Tip: sometimes online platforms frighten the students. It would be necessary to 

make them comfortable in order to enjoy the experience. 

 

Case study 1 

Your group of students is formed by a small group of adults that are already working. 

They are aiming to take the ISORESS course as they would like to create a small 

cooperative among them and they are very interested in the topic. Even if they are very 

enthusiastic, they do not count on a high-level of digital skills that makes impossible for 

them to take just an online course by their own. 

Which of the methodologies and models discussed may be the most suitable option 

based on the characteristic of the target group? 
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Case study 2 

Imagine you will provide the ISORESS training course to a group of potential 

entrepreneurs. Based on Gilly Salmon five step model, design a strategy and customize 

the five steps to foster student´s engagement and learning. 

 

New technologies offer new possibilities thus, learning methodologies have evolved and 

adapted to those new times. Online and blended learning have become very popular, 

but they also represent new challenges not only for the students but also for the 

trainers.  

It is essential that the trainer is aware of the limitations and possibilities the 

methodology and the model chosen has. The trainer should be able to choose the best 

tool that adapts best to its needs and exploit it. 

This also means that the role of the trainer has also changed, and it is crucial that he/she 

is able to motivate and help students to also accommodate to these new 

methodologies. 
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3. Focus on learners: psychology and soft skills 

Hard skills are job-specific skills and knowledge that we all need to perform a job, which 

can be acquired and improved through education and training programs. These are 

typically quantifiable skills that can be easily defined and evaluated. Soft skills, on the 

contrary, are defined as a big group of intrapersonal and interpersonal characteristics 

related to self-knowledge, self-management, attitude, disposition and personality 

needed for a general personal wellbeing, and as a consequence, for success on the job. 

 

The classification of soft skills varies. Nevertheless, there is no one defining list of soft 

skills, but one can find common elements, which is that soft skills are divided into three 

main groups: 

 

a) Personal skills, i.e. learning skills, tolerance to stress, professional ethics, self-

awareness, commitment, life balance, creativity and innovation. 

b) Social skills, i.e. communication, teamwork, contact network, negotiation, conflict 

management, leadership, culture adaptability. 

c) Content-reliant/methodological skills, i.e. customer/user orientation, continuous 

improvement, adaptability to change, results orientation, analytical skills, 

decision making, management skills, research and info management (Cinque, 

2016). 

 

Recently, companies are searching for employees that possess soft skills. And they have 

become increasingly important. Many studies and surveys highlighted a problem of the 

labour market by reporting a skill shortage among employees, especially in the case of 

the youngest generations. More specifically, a research conducted by McKinsey (2016) 

reported that one third of employers believe that the lack of soft skills is causing major 

business problems in the form of costs, quality, or time. Thus, soft skills are critical both 

for the employee and for the development of the company. 

 

In the following pages, soft skills will be defined as well as its importance in the 

corporate world. As trainers, we should be aware of their importance and transmit it 

also to the students. Often entrepreneurs have to face difficulties in their career, 

especially in the beginning, so it is essential to bear in mind that soft-skills are as 

important as the tacit knowledge. 

 

Last, a trainer should use handle different situations that will require the best of his/her 

soft-skills. 
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1. Self-knowledge 

Self-knowledge is the state in which a person is deeply aware of his/her personality at all 

levels: strengths and weaknesses, needs and desires, passions and motivations, traumas 

and bounds, fears and dreams, mechanisms and tools, etc.. In addition to 

acknowledging his/her personal characteristics, a person who knows his/herself well will 

continue having an introspective attitude in order to balance his/her strength and 

weaknesses and pursue the best version of his/herself. 

Self-knowledge is crucial in the corporative world, because it is reflected in the work that 

the employee delivers. Mostly, the person’s confidence and self-esteem will, without any 

doubt, impact on the quality of the work. 

 

 Tip: introspection is the key. It is important that we are able to look inside and 

observe without judging. Be aware of your strong and weak points in order to be 

prepared in advance for the challenges.  

 

1.1  Confidence 

Confidence is a feeling of trust and belief in oneself. A confident person is proud of who 

he/she is, does not feel inferior or superior to others and sees him/herself at the same 

level as others. This type of person encourages people to do things and uses a gentle 

and encouraging speech to him/herself too. 

To show confidence in the work-place is highly important so that others believe in the 

quality of work of the employee. On the contrary, expressing a lack of confidence 

through the delivered worked or through a personal attitude could lead to a lack of trust 

from colleagues and superiors. 

In the case of entrepreneurs it is highly important that they are confident on their 

business ideas and they are willing to work had for it.  

 

 Tip: As a trainer, it is important to be able to transmit confidence to the students, so 

they feel in a safe environment. In case a student is not confident about its idea, the 

trainer should discuss those doubts. 

 

1.2  Self-esteem 

Self-esteem is the state in which a person accepts all the characteristics discovered by 

self-knowledge, feels fine about both his/her strengths and weaknesses, and values and 

shows love to his/herself. A person with self-esteem is capable of looking after and value 

him/herself regardless the evaluations of others and positions him/herself in the first 

place without being selfish. 
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Self-esteem will certainly affect our career. A high self-esteem will have an impact on 

how we operate in the workplace, how we deal with people and how much we achieve in 

our career. A low self-esteem will make other not  

 

 Tip: As trainers and especially when dealing with entrepreneurs, it is important to 

make them aware that the failure or difficulties should not affect their self-

esteem. They should be confident and be aware that nobody is perfect.   

 

2. Emotional intelligence 

Emotional intelligence is the skill with which a person notices and accepts all emotions 

and impulses understanding on how they influence his/her thinking and responses, and 

is able to handle and manage them. Thus, emotional intelligence is the sum of 

emotional awareness and emotional regulation. 

The workplace is a place full of social interactions between superiors, colleagues, 

customers, partners and etc., in which emotional intelligence will play a crucial role for 

the wellbeing of the employee and of the company itself. When owning a business, it is 

important to also be aware of the employees emotions, that will affect directly to the 

productivity and efficiency of the company. 

 

 Tip: To identify, acknowledge, manage and control emotions is crucial, not only in 

the personal sphere but also in the professional one.  

 

2.1  Emotional awareness 

Emotional awareness is being able to recognise, identify, accept, and understand our 

emotions in a moment to moment basis without judging them. An emotionally aware 

person knows what he/she is feeling and why, and is able to name, label or express the 

emotion. Besides, the connection between his/her thinking, feeling and actions are in 

line and knows how his/her feelings affect performance. 

The workplace will certainly host different type of situations with different type of 

people, and being able to be aware of our emotions will be an important skill to handle 

and understand the circumstances better. 

 

 Tip: it is important to identify and analyse why and how we are feeling that way. It 

will help us to handle and to prevent non-desired emotional responses. Self-

analysis essential. 
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2.2 Emotional regulation 

Emotional regulation is the ability to handle and manage the emotions. In other words, 

the skill which the person deals with, channels and controls emotions in an efficient and 

beneficial way for him/herself and for the ones surrounding him/her. 

A person with good emotional regulation does not judge certain emotions and 

understands that all of them have value. Thus, he/she will not categorise them as good 

or bad, but rather as comfortable or uncomfortable emotions. With this perspective, 

he/she will take action and put in practice personal tricks to manage them. 

 

In the workplace, the regulation of certain emotions is crucial, for example, in cases of 

anger, rage, frustration or sadness. The reactions that the person may have facing this 

kind of emotions could have consequences in his/her career. That is why it is important 

to know how to manage strong emotions. 

 

 Tip: It is crucial that we are able to remain objective and do not let the emotions 

to control us. It is important to keep professional even if we are going through a 

very emotional experience (positive or negative). 

 

3. Social skills 

Social skills are a set of behaviours learnt naturally which allow the person to induce 

socially accepted situations when communicating with others. Social skills imply taking 

into account social norms the sociocultural context, as well as moral criteria. 

In the corporative world, communication, assertiveness and team working skills are 

especially important, as they will have certainly an impact on our career, either if we use 

them in a good or a bad way. As entrepreneur, it is important that it also defined the 

attractiveness of a business, for the stakeholders of the whole value chain as well as to 

potential workers.  

 

 Tip: As a trainer, social skills also facilitate the delivery of the training. 

Nevertheless, remember to establish a line and bear always in mind your role. 

 

3.1 Communication 

Communication is to interact with other people, both verbally and non-verbally, through 

gestures, body language and even with actions themselves. Good way of communication 

is the ability to detect and use the appropriate resources needed in specific moments: 

which words, expressions, intonation, modulation of the voice, gesture and channel 

should be used. 
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At the workplace, a person will need to communicate continuously, and whether the 

communication is effective and appropriate or not, will have consequences, especially if 

the message is important or urgent. 

For business, communication may be internal (distributors, workers…) or external 

(clients, potential customers…) and both are crucial.  

 

 Tip: communication should be adapted to the situation and especially to the 

receiver. A previous analysis of your goal will help to find a suitable strategy.  

 

3.2 Assertiveness 

Assertiveness is a key social skill and is defined as the adequate expression of emotions 

and needs in social relations i.e. in direct, honest and appropriate ways. Assertiveness 

consists of asking clearly and honestly for what the person needs or wants in a manner 

that respects others. Assertive people do not shy away from defending their points of 

view or goals, or from trying to influence others. 

Assertiveness is a necessary skill in the workplace, because the person will need to 

clearly state their needs and believes in several situations.  

 

For example, assertiveness is a must when negotiating, giving opinion about something 

in the company or speaking to the superiors about different important matters. 

Assertiveness will ensure that the person in taken into consideration by the other 

around him/her. In case of entrepreneurs, they will need to be assertive during the 

beginning and be able to defend their idea. 

 

 Tip: As a trainer, assertiveness is essential, but always bear in mind that being 

assertive is also respecting the others. 

 

3.3 Teamwork 

Teamwork skills include the mix of interactive, interpersonal, problem solving and 

communication skills needed by a group of people working on a common task, in 

complementary roles, towards a common goal whose outcomes are greater than those 

possible by any one person working independently. Teamwork is all about being able to 

operate smoothly and efficiently within a group, by being adaptable, flexible, being able 

to get on and lay aside the differences with people and to put the aims of the team first. 

 

Nowadays, the corporative world asks their employees to often work in teams. That is 

why it is necessary to be able to adjust to the way of how work is carried out in teams.  
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Even if the person is a very good solo worker, if he/she is not capable of working in 

teams, this will negatively impact on his/her career. On the other hand, good teamwork 

skills can have a very positive impact. 

 

 Tip: Communicate often with others, ask for feedback, mobilise others, be 

assertive, deliver your work on time, do not criticise, help others and ask for help, 

and say praise others and say thank you. As a trainer, make them also to work in 

team.  

 

Case Study 1  

A participant does not feel confident enough to present and support his/her entrepreneurial 

skills in front of others 

The trainer should consider several issues in order to solve the problem: 

- A topic of self – knowledge. It is possible that a migrant entrepreneur has no self-

esteem in terms of speaking about him/herself and his/her business in front of people 

from other countries.  

- Other reasons? Maybe he/she does not even feel accepted yet by locals. Maybe other 

entrepreneurs nearby are more ambitious and competitive, so he/she does not share 

the same fiery spirit. 

The trainer can discuss with the learner and ask him/her about the short and long term 

goals of his/her entrepreneurship in the future, so as to motivate him/her to be more 

active. 

 

 

Case Study 2  

 

A participant becomes furious with others very easily 

 

The trainer should consider several issues:  

 

- Emotional Intelligence issue.  Sometimes, when a person feels threatened, undermined 

or over-exposed has the tendency to react in a bad or rude way. 
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- Other reasons? A migrant entrepreneur is facing difficulties in adjusting and adopting 

parts of a new culture; that means that he/she is often under pressure, which makes 

even harder to manage feelings and control his/her behaviour towards others 

 

The trainer can advise the learner to sit back and think about his/her attitude and realise 

that this bears down on his/her relationship and co-operation with others. 

 

 

Case Study 3 

A participant is reluctant to interfere or interact with others in the classroom 

The should make a reflection: 

 Social skills issue. A person might feel afraid of other people ’s reaction, of being 

criticised or feels embarrassed about his/her need for asking for help. 

 Other reasons? A migrant entrepreneur might have a different perception of 

assertiveness; expressing feelings is not common in every culture and putting 

that in a communicative - or in an even more demanding - business framework, 

might cause him/her insecurity due to emotional exposure. 

The trainer can address the learner individually and discuss the perspective of 

teamwork encouraging him/her to be part of it. 

 

As already stated, hard-skills must be complemented by soft-skills to foster the 

employability of a person. Only by possessing hard-skills, the employee will not 

guarantee a successful career. In fact, the lack of soft-skills causes major business 

problems such as costs, quality or time, and that is why companies seek employees with 

soft skills.  
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4. Intercultural communication 

ISORESS project is also especially addressed to those entrepreneurs with migrant 

background. This means that as a trainer, there are different aspects to be taken into 

consideration.  

It is assumed that the qualified course trainers are familiar with the basic concepts of 

culture and intercultural communication. This is the reason why this handbook section 

will mainly focus on issues that may come up during this in-class course or in relation 

with the online course. The challenges as well as solution concepts for the trainers will 

be described in short scenarios. 

1. Culture 

Over the centuries each country and each region have developed their own and distinct 

cultures. The main characteristics of culture are: 

 Culture is learned 

It is acquired through education, training and experience. Most of the behaviour 

is learned in society. This learning might be conscious or unconscious, but 

nobody will deny the process of learning. 

 Culture is shared 

It is shared as a social codex with a certain group of people. 

 Culture is transmitted 

It is transmitted from one generation to another through the medium of 

language, verbal or non-verbal, through the gestures or signs, by gestures, orally 

or in writing. 

 Culture is changing 

It is changing in every society, but with different speed and causes. It constantly 

undergoes changes and adapts itself to the changing environment. 

 

2. Cultural Differences 

 

The main cultural differences are to be observed in the three fields of 

1. Communication 

 Verbal communication 

- language 
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 phonology (differences in sound) 

 semantics (differences in meaning of words) 

 syntax (differences in the sequence of the word and their 

relationships to one another) 

 pragmatics (differences in effects of language on 

perceptions) 

- paralanguage 

 intonation 

 laughing, crying 

 questioning 

 Non-verbal communication 

- Body movement 

- Space and Touch 

- Sense of Time 

- Other non-verbal codes 

 clothing 

 building 

 furnishing 

 cosmetics 

 skin and hair 

 body shape 

2. Social Categories 

 role 

 status 

 class 

 attitudes toward human nature 

 activity 

 relationships between individuals 

 hierarchy 

 

3. Rules of Social Behaviour 

 describing reasons and opinions 

 expressing dissatisfaction and criticism 

 complimenting and complaining / showing warmth / gift giving 

 addressing people / asking personal questions 

 apologizing 

 joking 
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Intercultural Interaction Model 

Different shapes of the individual represent the influence of different cultures on an 

individual. When an individual leaves its culture and reaches another culture, his or her 

behaviour will change because of the influence of a culturally different society.  

For example, in case a group work activity is refused, as a trainer you should consider: 

- Rules of Social Behaviour: Maybe the learner does not accept group work as 

an effective learning method; he/she is not capable to stand up to criticism? 

- Social Categories: Are there any role or status issues involved, e.g. he/she is 

used to be the boss; the competitor on the market is also taking part; the 

group is not balanced in terms of age, gender, religion, cultural background or 

prior knowledge? 

 Tip: The trainer will act as a moderator in order to handle the situation also with 

view to all participants. A slight change of the group arrangement or some 

motivating words might be helpful to solve the problem. 

Imagine role play activity is refused, as a trainer the following should be taken into 

consideration: 

- Communication: Space and touch could be problematic in a role play, in 

particular when men and women act together 

- Social Categories: Are there any role or status issues involved, e.g. hierarchy, 

men/women? 

- Rules of Social Behaviour: Is the refusal a way to hide shyness or stage fright? 

 Tip: A minor role, performing at a later stage or some motivating words might be 

helpful to solve the problem. Alternatively, the learner could have the task of an 

active observer. 

In case icebreaking activities or games with competitive character as being refused as 

“childish”, the following issues should be taken into consideration: 

- Social Categories: As an entrepreneur the person is used to be the leader and 

to take the decisions. However, building up relationships between individuals 

such as socializing with others in an icebreaker activity is an important 

competence of an entrepreneur. Moreover, the modern teaching builds on 

teambuilding, exchange of experiences and group work among the learners.  
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So it is recommended that they firstly have some familiarising activities to get 

to know each other better. Games like Kahoot are intended to revise learning 

contents in an enjoyable, short and efficient form.  

The trainer may explain these reasons, however, he/she should check the feedback from 

other participants and also focus on a good balance of such kind of activities and 

alternative learning activities in the course. 

In case some course participants being late regularly the trainer should make a reflection 

about the following issues: 

- Communication: A different sense of time: In some cultures it may be impolite 

to be too early, in others it is impolite to be late. 

- Social Categories: Are there any role or status issues involved, e.g. being a 

boss assigns the right to come last? 

- Other reasons: The entrepreneur may just close his/her shop on the hour 

when course starts, so he/she does not have the chance to really be on time. 

 Tip: If there are other reasons, the trainer may explain these to the group and at 

the same time express his/her appreciation for all participants being on time in 

order to avoid any delays or interruptions. 

Last, another common situation is the lack of activity in the course.  What to consider and 

how to react as a trainer in this case? 

-  A topic of Social Categories: Are there any role or status issues involved, e.g. 

giving a wrong answer will imply losing face as an entrepreneur, employer or 

boss? 

- Other reasons: When working with migrant entrepreneurs a lack of language 

skills could be an obstacle for the participant to follow the course, to 

understand the tasks and to actively contribute. In particular with evening 

classes some learners might be tired because they worked all day. A lack of 

motivation to complete the course is to be considered but quite unlikely since 

the entrepreneurs take their own decision as to attend the course. 

 Tip: The trainer will address the learner individually and offer support, e.g. with 

explanations in the case of language issues or with activating tasks for tired 

learners. 
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General tips to take into consideration when dealing with an intercultural group: 

 reflect on your own cultural background and any related habits or behaviours 

 think about your own teaching experiences – were there any situations that could 

be caused by intercultural communication difficulties? 

 in case of problems in a course – try to consider whether intercultural 

communication difficulties could be involved. 

 try to sensitize your learners for intercultural communication difficulties which 

could also impact their business (e.g. with clients, etc.) 

 be specific, practical, adjust all contents to the learners’ needs and their 

background 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Case Study 1  

A participant in the course insists on his/her point of view in discussions and also always 

asks the trainer for clear solutions to all the topics. He/she does also not agree with the 

topic of involving employees in business decisions. 

What to consider and how to react as a trainer? 

 Social Categories. A traditional teacher-orientated learning style includes 

more hierarchical elements: All decisions are taken by the leader – it is not 

usual to criticize the leader – criticism is equivalent to exposure – 

independent acting is not encouraged. In contrary, modern learning 

methodologies focus on the involvement of the learners. 

 Social Behaviour. Is the problem related to describing reasons and opinions, 

how to deal with criticism and finding compromises?  

 Other reasons? For some content-related topics in the course there are even 

cultural differences among (European) countries and their legislations, e.g. 

environment: returnable bottles, plastic bags. Moreover, an entrepreneur 

has to take individual decisions, e.g. to illuminate the shop windows for 

advertising purposes or to prioritise the topic of saving energy; to prioritise 

low producer prices in favour of local producers in order to stay competitive 

on the market. 

The trainer will point out the importance of finding compromises as an 

entrepreneur. Business life in many cases does not offer simple correct or wrong 

answers but taking decisions is often a process of carefully weighting the pro and 

con arguments. 
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These common challenges illustrate some of the common intercultural problems that 

may occur during the training course. However, it is obvious that the majority of 

challenges are related to a different understanding of hierarchy and/or modern learning 

styles. One reason for that could be a different cultural background. Across all cultural 

groups the age of the participants as well as their educational background will also 

severely influence the training activity and its success.  

Case Study 2 

A participant seems rather more to click around the screen than to effectively follow  

and complete the tasks  

What to consider and how to react as a trainer? 

 Not all learners may be used to online learning which demands a high 

level of self-motivation and autonomy but also working with longer texts 

or tasks. 

 Social Categories. Are there any role or status issues involved, e.g. being a 

boss means not to ask for help? Online learning also demands a high 

level of discipline and a kind of objectivity toward one’s own performance 

and competences – which means admitting and improving own 

weaknesses. 

 Social behaviour. It could be a “polite” way of neither expressing 

dissatisfaction nor addressing the trainer directly that the tasks are either 

too easy or too difficult. Moreover, the online learning demands clear 

answers (e.g. multiple choice, drag and drop) as there is no room to 

express oneself, to discuss or give detailed explanations. 

 Other reasons? A lack of ICT competences or a lack of language 

competences could be other reasons for such kind of uncoordinated 

performance. 

The trainer will contact the participant individually and offer some support, e.g. with 

answering questions or giving feedback. If the participant does not get along with 

the country language version of the online course maybe a change to the English or 

any other version could be suggested. Moreover, the trainer has to make sure that 

all learners are well-prepared to work with the online version and know how to log 

in, etc. Furthermore it is recommended evaluate the individual learning progress.  
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The fact that culture is changing is a global aspect. The younger generations are more 

used to work with digital resources and devises. They enjoy any learning that is related 

to games or competitions. Sometimes they have more in common (e.g. clothing style, 

music) with their international peer groups than with other generations in their own 

country.  

Any aspect that is related to a lack of educational background has to be respected by the 

trainer in order to ensure the successful participation of all learners. The trainer has to 

support the learners with any kind of problems that are related to language or ICT and is 

also a motivator for all participants – during the in-class part as well as when working on 

the online part. 

However, any reaction of participants during the course should be taken seriously. 

Although a trainer is qualified and experienced such kind of feedback is an opportunity 

to reflect on one’s own culture, on the training approaches and on the way of teaching. 

Not only the learners are individuals who bring in their cultural backgrounds and have 

their preferred learning styles. Also the trainers might apply some methodologies more 

than others, e.g. group work, games/ice-breakers – not always verifying the 

appropriateness and usability for to the specific learning group. 
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5. CSR & SD 

Teaching entrepreneurs and training them in Corporate Social Responsibility (CSR) and 

Sustainable Development (SD) seems to be a challenging task since it involves developing 

a special kind of mindset among people, who sometimes might need to change 

considerably their attitude to business. CSR and SD are concepts which need deep 

understanding and willingness to be put in practice. The trainer’s role here cannot be 

underestimated. Although the ISORESS course has been mainly designed for online 

training, the main insights and inspirations may come during in-class training when the 

learners encounter a truly inspired and committed trainers, who can transfer their 

positive attitude towards and strong belief in the concepts presented. A good trainer 

should try to reason with the trainees so that after the course the entrepreneurs 

running micro and small enterprises are fully convinced about the advantages of 

introducing CSR and SD concepts in their own companies. One of the aims of the course 

is also to raise entrepreneurs’ awareness of the issues related to both concepts. Some of 

the business owners might have been introducing ideas presented for a long time. 

However, they might not have been aware of the significance and relevance of their 

actions so far. Thus, it is also a trainer’s role to make the entrepreneurs think of their 

actions in the context of CSR and SD, look at the activities in a more systematic way to 

make them even more meaningful to business. The course can also help them confirm 

their beliefs and the right path they are following. 

 

The trainers have a wide range of teaching material at their disposal, however, before 

running the course it would be advisable to revise their knowledge, review their 

experience so far and develop their own expertise in the field as much as possible. 

Apart from the ISORESS course itself the trainers have to get acquainted with the major 

documents referring to CSR and SD, most of which are accessible in many languages, 

namely: 

A renewed EU strategy 2011-14 for corporate social responsibility 

Action plan on human rights and democracy (2015-2019) 

Communication on the next steps for a sustainable European Future 

Reflection paper: towards a sustainable Europe by 2030 

Directive 2014/95/EU on non-financial reporting 

United Nations global compact 

United Nations guiding principles on business and human Rights 

UN 2030 agenda for sustainable development 

ISO 26000 guidance standard on social responsibility 

https://eur-lex.europa.eu/legal-content/EN/TXT/?uri=CELEX:52011DC0681
https://ec.europa.eu/anti-trafficking/eu-policy/action-plan-human-rights-and-democracy-2015-2019_en
https://ec.europa.eu/europeaid/sites/devco/files/communication-next-steps-sustainable-europe-20161122_en.pdf
https://ec.europa.eu/commission/publications/reflection-paper-towards-sustainable-europe-2030_en
https://eur-lex.europa.eu/legal-content/EN/TXT/?uri=CELEX%3A32014L0095
http://www.unglobalcompact.org/
http://www.ohchr.org/Documents/Publications/GuidingPrinciplesBusinessHR_EN.pdf
https://www.un.org/sustainabledevelopment/development-agenda/
https://www.iso.org/iso-26000-social-responsibility.html
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OECD guidelines for multinational enterprises 

OECD due diligence guidance for responsible business conduct 

Social policy principles for multinational enterprises by the International Labour 

Organization 

 

What is Corporate Social Responsibility and Sustainable Development? 

 

Corporate Social Responsibility 

The beginnings of CSR and SD go back to the ancient times when the first guidelines 

regarding what we now would recognise as corporate responsibility were put forward by 

scholars such as Aristotle who distinguished the condemned "art of making money" 

from "the art of household management."  

Certainly, the moment when entrepreneurs started to realize that their social or 

ecological activities bring them measurable benefits is important.  

This conscious activity, which was the result of own regulations, but also the pressure of 

stakeholders, combined with a strategic approach to responsibility, can be considered 

the beginning of CSR. 

 

The concepts have developed over time, taking into account economic, environmental 

and societal changes taking place in the 20th and the beginning of the 21st century. 

Many scholars have given various definitions and the first attempts to define CSR and SD 

were mainly academic. There were a lot of problems with defining what CSR is and what 

it is not. “According to Göbbels (2002), Votaw and Sethi (1973) considered social 

responsibility a brilliant term: “it means something, but not always the same thing to 

everybody”. Too often, CSR was regarded as the panacea which will solve the global 

poverty gap, social exclusion and environmental degradation. Employers’ associations 

emphasize the voluntary commitment of CSR. Local governments and some Non-

Governmental Organizations (NGOs) believe public-private partnerships can, for 

instance rejuvenate neighbourhoods. Also various management disciplines have 

recognised that CSR fit their purposes, such as quality management, marketing, 

communication, finance, HRM, and reporting. Each of them present views on CSR that 

align with their specific situation and challenges.”  

 

More concepts and definitions were biased towards specific interests. Banerjee 

(2001:42) stated that corporate social responsibility is “too broad in its scope to be 

relevant to organizations” and Henderson (2001: 21-22 ) “there is no solid and well-

developed consensus which provides a basis for action”. The lack of an “all-embracing 

http://www.oecd.org/corporate/mne/
http://mneguidelines.oecd.org/OECD-Due-Diligence-Guidance-for-Responsible-Business-Conduct.pdf
http://www.ilo.org/empent/Publications/WCMS_094386/lang--en/index.htm
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definition of CSR” (WBCSD, 2000: 3) and subsequent diversity and overlap in 

terminology, definitions and conceptual models hampered academic debate and 

ongoing research (Göbbels, 2002:5).” 

 

Over time CSR and SD have become of interest of national and international authorities, 

which provided relevant acts of law and guidelines. 

 

The European Commission at first defined Corporate Social Responsibility (CSR) as “a 

concept whereby companies integrate social and environmental concerns in their 

business operations and in their interaction with their stakeholders on a voluntary 

basis”. 

 

It concerned actions by companies over and above their legal obligations towards 

society and the environment. Certain regulatory measures created an environment 

more conducive to enterprises voluntarily meeting their social responsibility. 

 

On October 25, 2011, the European Commission presented the document A renewed EU 

strategy for 2011-2014 regarding corporate social responsibility (COM (2011) 681).  

 

The Commission put forward a new definition of CSR as “the responsibility of 

enterprises for their impacts on society”. Respect for applicable legislation, and for 

collective agreements between social partners, is a prerequisite for meeting that 

responsibility. To fully meet their corporate social responsibility, enterprises should have 

in place a process to integrate social, environmental, ethical, human rights and 

consumer concerns into their business operations and core strategy in close 

collaboration with their stakeholders, with the aim of: 

 

– maximising the creation of shared value for their owners/shareholders and for their 

other stakeholders and society at large; 

– identifying, preventing and mitigating their possible adverse impacts. 

 

The document contains information relevant to the European private sector on current 

EU policies in the field of CSR. Contrary to expectations, the document does not define 

new regulatory mechanisms, but only signals the direction of further work of the 

Commission on promoting CSR in Europe, specifies its expectations towards enterprises 

operating in the EU and defines how the committee understands social responsibility.  
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The new CSR strategy is complementing the Europe 2020 strategy with regard to 

corporate social responsibility. The directions of actions indicated therein are to help in 

the implementation of the strategy and restore confidence in business, damaged in 

times of economic crisis. In its communication, the Commission calls on entrepreneurs 

to adopt a more responsible attitude, striving for transparency throughout the supply 

chain, respect for human rights and accountability for their impact on the environment. 

Particular emphasis is placed on large enterprises, especially those employing over 

1,000 employees. However, the Commission understands the specificity of small and 

medium-sized enterprises, stating that "for most small and medium-sized enterprises in 

particular micro-enterprises, the CSR mechanism is likely to remain informal and 

intuitive."  

 

For companies seeking a formal approach to CSR, especially large companies, 

authoritative guidance is provided by internationally recognised principles and 

guidelines, in particular the recently updated OECD Guidelines for Multinational 

Enterprises, the Ten Principles of the United Nations Global Compact, the ISO 26000 Guidance 

Standard on Social Responsibility, the ILO Tri-partite Declaration of Principles Concerning 

Multinational Enterprises and Social Policy, and the United Nations Guiding Principles on 

Business and Human Rights. This core set of internationally recognised principles and 

guidelines represents an evolving and recently strengthened global framework for CSR. 

European policy to promote CSR should be made fully consistent with this framework. 

 

Responsible business conduct (RBC) 

This is an alternative term introduced by the OECD in close cooperation with business, 

trade unions and non-governmental organisations. The OECD has defined RBC as 

"making a positive contribution to economic, environmental and social progress with a 

view to achieving sustainable development and avoiding and addressing adverse 

impacts related to an enterprise's direct and indirect operations, products or services". 

 

Sustainable Development 

Sustainable development is a concept that appeared for the first time in 1987 with the 

publication of the Brundtland Report, warning of the negative environmental 

consequences of economic growth and globalization, which tried to find possible 

solutions to the problems caused by industrialization and population growth. 

Sustainability is development that satisfies the needs of the present without 

compromising the capacity of future generations, guaranteeing the balance 

between economic growth, care for the environment and social well-being. 
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As a part of a new sustainable development roadmap, the United Nations approved the 

2030 Agenda, which contains the Sustainable Development Goals, a call to action to 

protect the planet and guarantee the global well-being of people. These common goals 

require the active involvement of individuals, businesses, administrations and countries 

around the world. 

Seventeen goals have been defined in order to assure sustainable development. These 

17 objectives are interrelated and often the key to one's success will involve the issues 

most frequently linked to another. They can be summarised as follows: 

 

 eradicate poverty and hunger, guaranteeing a healthy life, 

 universalize access to basic services such as water, sanitation and sustainable energy, 

 support the generation of development opportunities through inclusive education 

and decent work, 

 foster innovation and resilient infrastructure, creating communities and cities able to 

produce and consume sustainably, 

 reduce inequality in the world, especially that concerning gender, 

 care for the environment combating climate change and protecting the oceans and 

land ecosystems, 

 promote collaboration between different social agents to create an environment of 

peace and sustainable development. 

 

CSR and SD cover a lot of areas, which are interrelated such as human rights, labour and 

employment practices (such as training, diversity, gender equality as well as employee 

health and well-being) and environmental issues (such as biodiversity, climate change, 

resource efficiency, life-cycle assessment and pollution prevention). Community 

involvement and development, consumer issues and fair operating practices are also 

part of the CSR approach.  

 

ISO 26000: 

ISO 26000 provides guidance on how businesses and organizations can operate in a 

socially responsible way. This means acting in an ethical and transparent way that 

contributes to the health and welfare of society. 

General information about ISO 26000 can be obtained from the ISO SR website 

www.iso.org/sr. 

ISO 26000 is available in over 30 languages, including Arabic, Chinese, English,  Farsi, 

French, German, Hebrew, Japanese, Portuguese, Russian, Spanish, Vietnamese… 

http://www.iso.org/sr
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It contains and discusses the 7 principles, which are vital for implementing CSR strategy. 

1. Accountability 

2. Transparency 

3. Ethical behaviour 

4. Respect for stakeholder interests 

5. Respect for the rule of law 

6. Respect for international norms of behaviour 

7. Respect for human rights 

 

ISO 26000 also classifies the CSR activities into the following subjects and issues: 

 

Organizational governance 

Issue 1: Decision-making processes and structure 

 

Human rights 

Issue 1: Due diligence 

Issue 2: Human rights risk situations 

Issue 3: Avoidance of complicity 

Issue 4: Resolving grievances 

Issue 5: Discrimination and vulnerable groups 

Issue 6: Civil and political rights 

Issue 7: Economic, social and cultural rights 

Issue 8: Fundamental principles and rights at work 

 

Labour practices 

Issue 1: Employment and employment relationships 

Issue 2: Conditions of work and social protection 

Issue 3: Social dialogue 

Issue 4: Health and safety at work 

Issue 5: Human development and training in the workplace 

 

The environment 

Issue 1: Prevention of pollution 

Issue 2: Sustainable resource use 

Issue 3: Climate change mitigation and adaptation 

Issue 4: Protection of the environment, biodiversity and restoration of natural habitats 
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Fair operating practices 

Issue 1: Anti-corruption 

Issue 2: Responsible political involvement 

Issue 3: Fair competition 

Issue 4: Promoting social responsibility in the value chain 

Issue 5: Respect for property rights 

 

Consumer issues 

Issue 1: Fair marketing, factual and unbiased information and fair contractual practices 

Issue 2: Protecting consumers' health and safety 

Issue 3: Sustainable consumption 

Issue 4: Consumer service, support, and complaint and dispute resolution 

Issue 5: Consumer data protection and privacy 

Issue 6: Access to essential services 

Issue 7: Education and awareness 

 

Community involvement and development 

Issue 1: Community involvement 

Issue 2: Education and culture 

Issue 3: Employment creation and skills development 

Issue 4: Technology development and access 

Issue 5: Wealth and income creation 

Issue 6: Health 

Issue 7: Social investment 

 

The ISORESS course covers some of the subjects stated in the ISO 26000. The choice was 

based on the questionnaires concerning entrepreneurs’ needs and awareness as well as 

the needs and potential of training institutions.  

 

Also the size of the enterprise was accounted for and the specific conditions which 

especially migrant entrepreneurs may face when running a business in a foreign 

country. It focuses on basic issues, which are easily understandable and might 

immediately be implemented. Some of the issues typical for big corporations have been 

limited or omitted. 
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General tips for trainers when dealing with CSR and SD issues: 

 read the documents issued by national and EU governing bodies 

 search for best practices consistent with entrepreneurs’ business profiles 

 try to analyze some best practices with learners 

 discuss what strategies / policy can be adapted in the businesses the learners 

run/work for 

 talk about costs and benefits of implementing each strategy / policy / solution 

 be specific, practical, adjust the contents to the trainers’ needs 

 make sure that the suggested solutions are relevant, compatible with 

entrepreneurs’ profiles and potential 

 

Case study 1 

You train a group of migrant entrepreneurs, most of them run grocery or greengrocer’s 

small shops employing maximum 2 people, mainly family members. Which issues. 

classified by ISO 26000, do you think would be relevant to them? 

 

 

Case study 2 

 

Your trainers come from different cultural background. How would you approach the 

problem of environmental protection and consumer issues in a discussion? 

 

 

Corporate Social Responsibility, Responsible Business Conduct and Sustainable Development 

all represent a kind of basic philosophy which each entrepreneur should follow. The 

trainer’s role is undoubtedly to enhance the positive attitude among the learners 

towards the concepts and motivate them to approach them in a more systematic way. 

There are a lot of documents, especially those issued by the governing bodies of the EU, 

which provide guidelines and solutions for adapting certain strategies. As some of the 

learners may be sceptical about introducing new policies to their companies, the trainer 

should highlight positive aspects of employing CSR, RBC and SD principles such as: 

 

• showing a commitment to continual improvement, 

• attracting like-minded partners, investors, customers and staff, 
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• improving relations with employees, communities, the media, suppliers, and 

government agencies, 

• helping to establish more robust, stable supply chains, 

• contributing to sustainable development by reducing harmful environmental, 

social and economic impacts, 

• helping manage and reduce risks, 

• identifying new opportunities. 

 

By analyzing some practical, real-life examples the entrepreneurs will realize that in 

order to function in the present world economy one has to adapt the principles, 

otherwise the potential to remain and expand one’s business will be lost. 
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Summary 

 

This handbook had the objective of providing the necessary methodological framework 

for trainers in order to deliver the ISORESS training course appropriately.  

 

The different chapters covered relevant issues that help the trainer with the preparation 

when delivering a course face to face.  

 

The first two units deal with new technologies and the online and blended learning 

methodologies that have gained popularity due to the latest technological 

advancements.  As ISORESS training course has a face to face and also an online part, it 

is crucial that trainers get familiar with this methodology in order to take advantage of it. 

 

The next unit deals with soft-skills, which is a key success factor in personal as well as 

professional life. For trainers, especially when dealing with entrepreneurs, it is crucial to 

raise awareness and work on those skills that have become as relevant as the hard 

skills.  

 

As ISORESS takes into consideration those entrepreneurs with migrant background, it 

was considered important to include a unit dealing with intercultural communication 

towards mutual understanding. 

 

Last but not least, as a trainer dealing with Corporate Social Responsibility and 

Sustainable Development issues, the last chapter offers a first approach to those topics.  

 

All issues are essential to take into account by a trainer when preparing the lesson. All 

the units are specially designed focussing on entrepreneurs as final beneficiaries of the 

course. 

 

In all cases it is important to realise that the trainer should be aware of different 

characteristic of each group which requires flexibility and adaptation to the needs of the 

target group.  

 

The following appendix includes the face to face part of the Training course for 

entrepreneurs, with the corresponding instructions and worksheets for carrying it out.   
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APPENDIX 
 

 

 

The following annexes are guidelines and instructions provided to trainers in order to 

carry out their face to face training session of ISORESS training course specially targeted 

at entrepreneurs.  

 

Please note: 

 

 At the beginning of each activity, guidelines for the trainer come first.   

 The instructions that need to be provided to the trainees are marked by a symbol 

(a green arrow) and are in italics. 

 Correct answers are highlighted and marked in green. 

 All worksheets mentioned are included as attachments at the end of each unit. 
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Unit A0 Introduction 
 

 

 
 

 

 

 

 

 

 

 

 

 

 

Time: 60 minutes 

 

Teaching aids: blackboard/ flip chart, adhesive tape/ stickers, big sheets of paper, 

copies of worksheets, colour markers, post-it notes 
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Welcome to ISORESS training course :-).  

 

Please read the introduction and try to do some exercises which will introduce you to 

the main concepts of Corporate Social Responsibility (CSR) and Sustainable 

Development (SD). 

 

The training course for entrepreneurs consists of two parts covering material designed 

for 50 hours. Part A of the course has been designed as an 8 hours training/workshop 

to be run in classroom environment by a professional trainer. Part B is an online course 

which can be done without trainer’s support. The material has been arranged in 6 core 

areas of CSR, namely: 

- Environment 

- Fair Operating Practices 

- Consumer Issues 

- Community Involvement & Development 

- Human Rights 

- Labour Practices 

 

Each Unit consists of Introduction, Main part and Revision. 

In the Introduction you will get acquainted with the basics regarding each area, then the 

skills are developed in the Main part and you can test your knowledge and skills in the 

Revision part at the end of each unit. You can also use additional material developed in 

the ISORESS project such as Study on Specific Needs Related to CSR and SD Training in 

Micro and Small Enterprises in Partner Countries and Good Practice Guide. 

 

In the online course you will have access to all exercises with suggested time limit. You 

have several attempts to do each exercise with the possibility to see correct answers. Try 

to remember as much as possible from each unit. In the sections STOP TO THINK you 

will find some questions which might stimulate discussion or give you ideas to introduce 

in your own business or the business you work for. In the course you will find a variety 

of activities which will stimulate your professional development as far as CSR and SD are 

concerned. Hopefully, the ideas presented will also positively affect your attitude 

towards CSR and SD practices and when implemented will make your business a better 

one. 

 

Good luck and enjoy the course! 
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Warm-up 

Activity 1 

 

Part 1 

 

Participants work as a whole group. The trainer shows the expressions on the slides. The 

trainees have to choose expressions related to CSR. These will be displayed in green. 

 

What is CSR? Which expressions do you associate with CSR? 

 

voluntary      business ethics  

corruption      corporate citizenship 

environmental concerns    child labour 

sustainability      corporate philanthropy 

responsibility      negligence  

respect for applicable legislation   environmental responsibility 

pollution of the environment    respect for collective agreements 

    

 

Part 2 

Participants work in pairs. The trainer distributes a set of 5 definitions for each pair. The 

trainees have to put them in the correct order WORKSHEET A0_1. The trainees present 

their orders, if there is enough time they can look for differences among various 

definitions. The answers are provided in the correct order.   

(10 mins) 

 

Work in pairs. Put the definitions/concepts in the order they evolved. 
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D. 

“the obligations of businessmen to pursue those policies, to make those decisions, or to 

follow those lines of action which are desirable in terms of the objectives and values of 

our society” 

Bowen, 1953 

F. 

“A corporate status and activities with respect to its perceived societal or, at least, 

stakeholder obligations.”  

Brown & Dacin, 1997 

C. 

“a concept whereby companies integrate social and environmental concerns in their 

business operations and their interaction with their stakeholders on voluntary basis” 

European Commission 2001 

B. 

“CSR is a cluster concept which overlaps with such concepts as business ethics, 

corporate philanthropy, corporate citizenship, sustainability, and environmental 

responsibility. It is a dynamic and contestable concept that is embedded in each social, 

political, economic and institutional context.” 

Matten & Moon, 2004 

A. 

“the responsibility of enterprises for their impacts on society”. Respect for applicable 

legislation, and for collective agreements between social partners, is a prerequisite for 

meeting that responsibility. 

European Commission 2011 

Source: https://mpra.ub.uni-muenchen.de/75040/1/MPRA_paper_75040.pdf  

https://www.researchgate.net/publication/294428397_Corporate_Social_Responsibility_i

n_European_Context 

 

https://mpra.ub.uni-muenchen.de/75040/1/MPRA_paper_75040.pdf
https://www.researchgate.net/publication/294428397_Corporate_Social_Responsibility_in_European_Context
https://www.researchgate.net/publication/294428397_Corporate_Social_Responsibility_in_European_Context
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Activity 2 

 

Participants work individually. The trainer distributes WORKSHEET A0_2. The trainees 

have to fill in the missing spaces with the given concepts. They check the results 

together. 

(5 mins).  

 

 Complete the table with the missing parts. 

 

 

Table 1 - Dimensions of CSR Definitions 

 

Period & Focus Area      Summary of Dimensions  

1950’s – 1960’s       Philanthropy 

 

Religious & Humane philosophies 

Community development 

Unregulated philanthropy 

Poverty alleviation 

Obligation to the society 

 

1970’s – 1980’s      Regulated CSR 

Extension of CSR commitments 

CSR as symbol of Corporate citizenship 

Stakeholder relationship management 

Corporate reputation 

Socio-economic priorities 

Bridging governance gap 

Stakeholders rights 

Legal & Ethical responsibilities 

 

1990’s – 21st Century     Instrumental/Strategic CSR 

Competitive strategy 

Environmental protection 

Sustainability  

Internationalisation of CSR standards 

Transparency & accountability 
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Main Training 

Activity 3 

 

The trainees are divided into 2 or 3 groups, depending on the number of participants. 

Each group is given a big sheet of paper with the 6 core areas of CSR, then the trainer 

distributes among participants the topics – slips of paper cut out from WORKSHEET A0_3 

– one set per group. The participants have to match the topics with the areas of CSR. 

Then the groups check and compare the results. Correct answers are displayed.  

(10 mins) 

 

Classify the following issues under correct headings. 

- Environment 

- Fair Operating Practices 

- Consumer Issues 

- Community Involvement & Development 

- Human Rights 

- Labour Practices 

 

Environment Waste Management 

Energy Saving 

Water Saving 

Transportation and Logistics 

Cleaner Production 

Fair Operating Practices Fair and Sustainable Partnerships with Business 

Partners 

Fair competition 

Communication 

Staff Orientation and Employer Attractiveness 
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Consumer Issues Quality Control Policy 

Enhancing Customer Satisfaction 

Consumer Surveys 

Customer Service 

Universal Design 

Community Involvement & 

Development 

Stakeholder Engagement 

Volunteering and Giving 

Employee Engagement 

Human Rights Workplace Situations 

Discrimination and vulnerable groups 

The Future of Human Rights 

Economic, Social and Cultural Rights 

Labour Practices Employees’ Health and Safety 

Good Working Conditions 

Team Work Concept 
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Activity 4 

 

The trainer shows statements using a PowerPoint presentation. The trainees have to 

decide whether the behaviour presented is based only on the law or is also related with 

social responsibility or sustainable development. The statements are presented one by 

one, the trainees work collectively. In the second part the trainees need to classify them 

to one of the 6 core areas. 

(15 mins) 

 

Part 1 

 

Read the short scenarios. Use your common sense to decide whether the cases 

presented refer to CSR practices or are just required by law. 

 

 

Part 2 (optional) 

 

Please classify the practices to one of the six areas discussed earlier. 
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Activity 5 

 

 

The trainer distributes the short text WORKSHEET A0_4 among participants. They have 5 

minutes to read it carefully. Then the trainer takes away the text and displays 3 

questions on the PowerPoint slides. The trainees have to choose a, b or c for each 

question. Correct answers are highlighted and marked in green.  

 

Read the text. Then answer three questions without looking back at the text. 

 

Question 1 

In terms of the time invested for CSR – this is _________________________ spent together 

with the team for the benefit of your business.  

A. lost time 

B. extra time 

C. quality time 

 

Question 2 

Working on CSR issues is _______________ linked to investing money. 

A. not directly 

B. always 

C. never 

 

Question 3. 

_______________ is “disinformation disseminated by an organization so as to present an 

environmentally responsible public image”. 

 

A. Whitewashing 

B. CSR 

C. Greenwashing 
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Follow-up 

Activity 6 

Part 1 

 

The trainer distributes WORKSHEET A0_5 among participants. They read the text, then 

they try to identify the practices which are mentioned. If the participants have problems 

with the task, the trainer can support them with the list of topics from which they can 

choose WORKSHEET A0_6. Suggested answers are highlighted and marked  in green: 

 

You will get a handout with the text. Read the case study. Which CSR practices are 

mentioned in the story? (Choose from the list below.) 

 

 

Environment 

Issue 1: Prevention of pollution 

Issue 2: Sustainable resource use 

Issue 3: Climate change mitigation and adaptation 

Issue 4: Protection of the environment, biodiversity and restoration of natural habitats 

 

Fair operating practices 

Issue 1: Anti-corruption 

Issue 2: Responsible political involvement 

Issue 3: Fair competition 

Issue 4: Promoting social responsibility in the value chain 

Issue 5: Respect for property rights 

 

Consumer issues 

Issue 1: Fair marketing, factual and unbiased information and fair contractual practices 

Issue 2: Protecting consumers' health and safety 

Issue 3: Sustainable consumption 

Issue 4: Consumer service, support, and complaint and dispute resolution 

Issue 5: Consumer data protection and privacy 

Issue 6: Access to essential services 

Issue 7: Education and awareness 
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Community involvement and development 

Issue 1: Community involvement 

Issue 2: Education and culture 

Issue 3: Employment creation and skills development 

Issue 4: Technology development and access 

Issue 5: Wealth and income creation 

Issue 6: Health 

Issue 7: Social investment 

 

Human rights 

Issue 1: Due diligence 

Issue 2: Human rights risk situations 

Issue 3: Avoidance of complicity 

Issue 4: Resolving grievances 

Issue 5: Discrimination and vulnerable groups 

Issue 6: Civil and political rights 

Issue 7: Economic, social and cultural rights 

Issue 8: Fundamental principles and rights at work 

 

Labour practices 

Issue 1: Employment and employment relationships 

Issue 2: Conditions of work and social protection 

Issue 3: Social dialogue 

Issue 4: Health and safety at work 

Issue 5: Human development and training in the workplace 

 

 

Part 2 

 

 

Depending how much time is left a short discussion can follow. The trainees can share 

their ideas concerning particular CSR and SD initiatives which are present in their 

companies in groups or with the whole class. The discussion should be more general as 

more detailed aspects of CSR and SD will be discussed in the following parts. 

 

Think of 2-3 activities which you do in your company that are related to CSR or SD. 

Discuss them in groups. 
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Closing 

 

The trainer sums up the class, thanks all the participants for taking part and 

commitment and encourages them to work further on this topic. (3 mins) 
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WORKSHEET A0_1 
 

WORKSHEET A0_1 

A. 

“the responsibility of enterprises for their impacts on society”. 

Respect for applicable legislation, and for collective agreements 

between social partners, is a prerequisite for meeting that 

responsibility.” 

B. 

“CSR is a cluster concept which overlaps with such concepts as 

business ethics, corporate philanthropy, corporate citizenship, 

sustainability, and environmental responsibility. It is a dynamic and 

contestable concept that is embedded in each social, political, 

economic and institutional context.” 

C. 

“a concept whereby companies integrate social and environmental 

concerns in their business operations and their interaction with their 

stakeholders on voluntary basis” 

D. 

“the obligations of businessmen to pursue those policies, to make 

those decisions, or to follow those lines of action which are desirable 

in terms of the objectives and values of our society” 

F. 

“A corporate status and activities with respect to its perceived societal 

or, at least, stakeholder obligations.”  
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WORKSHEET A0_2 
 

WORKSHEET A0_2 

Table 1 - Dimensions of CSR Definitions 

 

Period & Focus Area      Summary of Dimensions  

1950’s – 1960’s      Philanthropy 

 

Religious & Humane philosophies 

Community development 

Unregulated philanthropy 

Poverty alleviation 

__________________________________ 

 

1970’s – 1980’s      Regulated CSR 

Extension of CSR commitments 

CSR as symbol of Corporate citizenship 

Stakeholder relationship management 

__________________________________ 

Socio-economic priorities 

Bridging governance gap 

Stakeholders rights 

__________________________________ 

 

1990’s – 21st Century     Instrumental/Strategic CSR 

Competitive strategy 

Environmental protection 

__________________________________ 

Internationalisation of CSR standards 

__________________________________ 
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WORKSHEET A0_3 
 

WORKSHEET A0_3 

Fair Competition Water Saving 

Transportation and Logistics Quality Control Policy 

Cleaner Production 
Fair and Sustainable Partnerships 

with Business Partners 

Customer Service Energy Saving 

Communication 
Staff Orientation  

and Employer Attractiveness 

Volunteering and Giving Waste management 

Enhancing Customer 

Satisfaction 
Team Work Concept 

Universal Design Economic, Social and Cultural Rights 

Stakeholder Engagement The Future of Human Rights 

Employees’ Health 

and Safety 

 

Employee Engagement 

Workplace Situations Good Working Conditions 

Consumer Surveys Discrimination and vulnerable groups 
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WORKSHEET A0_4 

 

WORKSHEET A0_4 

Although the need of an active involvement in CSR seems quite obvious, many 

entrepreneurs in SMEs are still reluctant. Some of the main issues are: 

“CSR is time-consuming for SMEs” 

It is correct that the first attempt towards CSR means to invest some time. However, the 

reflection on the enterprise, if possible by involving the staff, will create alternative 

insights, new approaches and innovative ideas. In terms of the time invested for CSR – 

this is “quality time” spent together with the team for the benefit of your business. Being 

aware of CSR issues and to prevent potential risks might even help to save time in the 

future (e.g. acquiring new staff, finding new clients, etc.). 

“CSR is too expensive for SMEs” 

The big players on global level have enough financial resources to start huge CSR 

campaigns. However, working on CSR issues is not directly linked to investing money. In 

the long run the cost saving effect can even increase the amount invested originally, e.g. 

renewable energy, long-term staff members, reliable and flexible local suppliers. 

“CSR for SMEs is not obligatory by law” 

It is worth considering CSR issues, even if it is not obligatory for SMEs to publish an 

annual CSR report. Dealing with the ideas of CSR may raise awareness for their 

importance. Many crucial items of business management are directly linked with CSR, 

e.g. how to treat and support the staff, how to communicate with clients and business 

partners. 

“CSR is only ‘greenwashing’” 

‘Greenwashing’ is “disinformation disseminated by an organization so as to present an 

environmentally responsible public image” 

(https://en.oxforddictionaries.com/definition/greenwash). It means that a company tries 

to build up an ecological and CSR orientated image without having it in reality. This is a 

very dangerous strategy since the negative image could even be worse if such kind of 

strategy will be detected by clients and media. For realising a CSR strategy it is not 

sufficient to implement single CSR activities but focus on the main CSR topics for your 

company, e.g. if you have a shop it is always a good CSR idea to make use of energy-

saving light sources. However, if your business is selling carpets, it would be crucial to 

check first whether the carpets are produced without child labour, without using 

dangerous colours, etc. 

Even for SMEs it seems that there are more opportunities with CSR than there are risks. 

So do not hesitate to start your CSR activities soon! 

https://en.oxforddictionaries.com/definition/greenwash
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WORKSHEET A0_5 
 

WORKSHEET A0_5 

TRAINER 
Gloria runs a small greengrocer’s selling fresh fruit and vegetables in a town, which is a 

popular tourist destination, of around 8000 inhabitants. Her shop is not far from the 

local primary school. She employs 2 full-time workers and 2 seasonal workers in the 

summer, usually part-time students. She offers them very cheap accommodation in her 

spacious house. The students employed help her deliver fruit and vegetables to guest 

houses, B&B hotels as well as three small local restaurants which are full in the summer. 

Her business started 6 years ago when she graduated from gardening college and she 

has been running it successfully so far. She cooperates with local farmers since she wants 

to offer fresh fruit and vegetables to her customers. In her business practice she once 

noticed that a local farmer, she had cooperated with for quite a long time, employed very 

young children on his farm. She met the children and found out that they didn’t get paid 

and got just some sweets for their hard work. Gloria talked to her supplier but he 

continued this practice the next year. She decided to stop buying from this farmer. Gloria 

also noticed that many children hate eating fruit and vegetables. She decided to organise 

a workshop in the local primary school, showing the children different tastes of fruit and 

teaching them how to prepare delicious and healthy fruit desserts. She also prepared 

information which is displayed in her shop showing all the positive effects different fruits 

and vegetables have on our health. The info is also available on her website, through 

which different local firms make orders. In her small shop Gloria uses very efficient 

especially designed shades and roller blinds thanks to which she does not have to use air 

conditioning even on very hot days. She is a very positive person and always welcomes 

her customers with a smile. 
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WORKSHEET A0_6 
 

TRAINER 

Environment 

Issue 1: Prevention of pollution 

Issue 2: Sustainable resource use 

Issue 3: Climate change mitigation and 

adaptation 

Issue 4: Protection of the environment, 

biodiversity and restoration of natural 

habitats 

 

Fair operating practices 

Issue 1: Anti-corruption 

Issue 2: Responsible political involvement 

Issue 3: Fair competition 

Issue 4: Promoting social responsibility in 

the value chain 

Issue 5: Respect for property rights 

 

Consumer issues 

Issue 1: Fair marketing, factual and unbiased 

information and fair contractual practices 

Issue 2: Protecting consumers' health and 

safety 

Issue 3: Sustainable consumption 

Issue 4: Consumer service, support, and 

complaint and dispute resolution 

Issue 5: Consumer data protection and 

privacy 

Issue 6: Access to essential services 

Issue 7: Education and awareness 

 

 

 

 

 

 

 

Community involvement and 

development 

Issue 1: Community involvement 

Issue 2: Education and culture 

Issue 3: Employment creation and skills 

development 

Issue 4: Technology development and access 

Issue 5: Wealth and income creation 

Issue 6: Health 

Issue 7: Social investment 

 

Human rights 

Issue 1: Due diligence 

Issue 2: Human rights risk situations 

Issue 3: Avoidance of complicity 

Issue 4: Resolving grievances 

Issue 5: Discrimination and vulnerable 

groups 

Issue 6: Civil and political rights 

Issue 7: Economic, social and cultural rights 

Issue 8: Fundamental principles and rights at 

work 

 

Labour practices 

Issue 1: Employment and employment 

relationships 

Issue 2: Conditions of work and social 

protection 

Issue 3: Social dialogue 

Issue 4: Health and safety at work 

Issue 5: Human development and training in 

the workplace 
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Unit A1 Environment 
 

 

 

 
 

 

 

 

 

 

 

 

 

Time: 60 minutes 

 

Teaching aids: blackboard/ flip chart, adhesive tape/ stickers, 

copies of worksheets, colour markers, post-it notes 
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Warm-up 

Activity 1 

 

Participants work in pairs. They think of some practices in their business or business 

they know which can be related to environment protection and visualise them. They 

should use the ideas which were introduced during the first part of the training. The 

variety of the ideas which will be presented will stimulate discussion. 

(10 mins) 

 

Work in pairs. Design a poster (combining drawings and texts) that promotes the 

environmental responsibility of a company. Remember about the guidelines from the 

Introduction. 

 

 

Activity 2 

 

Participants work individually. You, as the spokesperson, give a very short presentation 

of your company (sector, size, main activities) and a summary of some policies you 

implement related to the environment. The participants must interview you and identify 

which activities are indeed CSR practices, going beyond compliance with regulatory 

requirements. Intentionally you should mention some activities that are not considered 

as CSR and expect the reactions of the participants. You can use the scenario of the 

WORKSHEET A1_1 or adapt it in case your course is sector-oriented. 

(10 mins) 

 

Role-play scenario. 

You are at the press conference. The trainer is the spokesperson, presenting the CSR and SD 

strategy related to environmental issues of his/her small, family-run company.  

You are the reporters who ask questions during the press conference. The questions should 

be “challenging” but always fair. Your aim is to collect enough information to write an article 

about the “Best environmental practices by small companies”. 
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Main Training 

Activity 3 

 

Write on the blackboard/flipchart the general headings of environmental CSR and SD 

which were introduced during the first part of the training. Give each participant some 

post-it notes and ask them to write down as many ideas as they can during 5’ (one idea 

on each post-it) and put them under the appropriate heading. Use the rest of the time to 

read loud all the ideas posted on the board and discuss. Add more post-it notes with 

ideas if needed. You may use WORKSHEET A1_2 for the headings and for ideas. (15 

mins) 

 

Work individually.  

 

Write down as many activities/ideas as you can related to environmental responsibility and 

classify them into groups.  

 

Activity 4 

 

Participants are divided in 4 groups. They look at the board which they have created. 

Each group is asked to talk about the possible benefits of the activities listed in one 

category. They have to choose two practices and explain if and how they could apply 

them to their business. The discussion should be focused on the benefits in comparison 

to the cost of implementation. (10 mins) 

 

Work in 4 groups.  

 

Look at the board which you have created. Each group will choose one heading and think 

about the possible benefits of each activity. Choose two of the activities and think how you 

could apply these to your business / the business your work for. Are they applicable, are they 

already practised, are they easy to implement? How could you modify any of them to make 

them less costly, less time-consuming etc...?  
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Follow-up 

Activity 5 

 

Participants work in groups (3-4 people). They think about one idea which has inspired 

them or which they think might have a positive impact and can be implemented. They 

present it to other participants. (10-12 mins) 

 

Think of the examples discussed today related to environment. Choose one idea which 

you could implement in your company. Discuss it with other participants. 

 

Closing 

 

The trainer sums up the class, thanks all the participants for taking part and 

commitment and encourages them to work further on this topic. (3 mins)
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WORKSHEET A1_1 

 

Spokesperson’s speech 

 
 

I am happy to present you today my company, ECO-DRESS. Our story began 5 years ago, 

when my wife/husband and I decided to start our own fashion label committed to 

socially responsible and eco-friendly practices. We focus on the careful selection of our 

resources, of our suppliers and of our co-workers. We also take several measures for 

energy saving and waste reducing.  

 

(take questions from the reporters – you may use the following answers or improvise if 

needed) 

 

We use only 100% organic fabrics and colour dyes.  

We use 100% recycled paper for our packaging.  

We prefer local suppliers to minimize the transportation distance of goods. 

We cooperate with eco-responsible delivery company. 

 

(mention intentionally some practices that are not considered as CSR to stimulate 

reactions) 

 

We are careful to switch off the lights and machines when we finish work. 

We do not throw toxic waste in the regular waste bins. 

We grow many plants in our backyard. 
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WORKSHEET A1_2 

 

Resources Energy  Pollution Public 

awareness 
Reduce raw 

materials 

Energy saving bulbs Waste segregation Environmental 

training of staff 

Water saving 

practices/ 

equipment 

Energy saving 

equipment 

Waste management Raise awareness of 

clients/ provide 

information 

Local suppliers 

(reduce 

transportation 

distance) 

Ecological heating Recycling Volunteering in eco 

activities 

Eco-criteria for 

selection of raw 

materials 

Use renewable 

energy resources 

(photovoltaic, solar 

panels, wind power 

plants, cogeneration 

plan for own power 

generation etc.) 

New equipment with 

low emissions of air 

pollutants 

Campaign for eco 

causes 

Eco-packaging 

materials 

Newer machines with 

energy optimization 

systems 

Environmentally 

friendly shipping 

options 

Start an eco-

initiative 

Criteria for 

suppliers with 

sustainable 

practices 

Heat recovery 

systems 

Avoid paper printing / 

prefer digital 

marketing & 

communication 

Foster the use of 

public 

transportation by 

employees 

 External thermal 

insulation of the 

building 

Practices/ equipment 

to avoid the risk of 

contamination/ 

pollution 

Monitoring of 

environmental 

performance 

   Eco-friendly 

certificate 

   Donations to 

environmentally 

friendly 

organisations 
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Unit A2 Fair Operating Practices 
 

 

 

 
 

 

 

 

 

 

Time: 60 minutes 

 

Teaching aids: blackboard/ flip chart, adhesive tape/ stickers, 

copies of worksheets, colour markers, post-it notes 
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Warm-up 

Activity 1 

 

Participants work in pairs. They think of some practices in their business or business 

they know which can be related to fair operating practices and visualise them. They 

should use the ideas which were introduced during the first part of the training. If the 

group has more than 3 pairs, it is recommended to specify the activity to the sub 

sections of Fair Operating Practices. This will help to avoid overlapping. The variety of 

the ideas which will be presented will stimulate discussion.(5-7 mins) 

 

Work in pairs.  

Identify 2 practices in your business or in a SME business that you know which are related to 

Fair Operating Practices. Summarize their key characteristics on a poster and present it to the 

group. 

 

Activity 2 

 

Participants work in pairs or small groups. The trainer gives each pair a copy of 

WORKSHEET A2_1. The participants have to classify the activities. When the participants 

have completed the classification, the trainer uses the poster wall in order to create a 

“common version” when discussing the results with the participants. For some the 

activities there might be more “correct” options for allocation. (10 mins) 

 

Work in pairs.  

You will be publishing your first CSR Report for your business or the business you know and at 

present you have to draft the structure of the Fair Operating Practice part.  

You should allocate the activities of the business to the sub sections of this topic.  

You have a list of activities that the business is doing in this field. Now work on the allocation 

of these activities. (Please feel free to add the practices discussed in Activity 1) 
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Main Training 

Activity 3 

 

Once again you can use the poster wall with the whole range of activities from Activity 2. 

The participants will mark the three categories of activities: green – the ones they have 

already implemented, yellow – the ones that would be worth considering, red – the ones 

not applicable. This methodology will support the visualization of what is done (green) 

and what is to be done (yellow). At this point the yellow ones are the most interesting 

and will also help to start the reflection in Activity 4.(5 mins) 

 

Work individually.  

Think about your own business or the business you know. Are any of the activities done there 

similar to those discussed previously?  

Please use green (yes), yellow (maybe in future) and red (no, not applicable) adhesive points in 

order to mark them on the poster wall.  

 

Activity 4 

 

Time frame for collecting and writing down the activities in individual work is 10 mins. 

Then the group will meet in front of the poster wall, each participant will present their 

activities and add them to the poster wall. It is also okay to add further ideas for the 

future. (18-20 mins for the whole activity) 

 

 

Work individually.  

Think about the activities of the business you work for or you know in Activity 2.  

Think about the activities, which you marked in green in Activity 3, already implemented in 

your business or the business you know.  

Do you do any other additional activities?  

Collect your activities on Worksheet WORKSHEET A2_2. There is also free space for ideas for 

future activities of your business or the business you know. 
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Activity 5 

 

Once again use the poster wall with the whole range of activities from Activity 4. The 

participants will mark the three categories of activities: green – the ones they have 

already implemented, yellow – the ones that are worth considering, red – the ones which 

are not applicable. This methodology will support the visualization of what is done 

(green) and what is to be done (yellow). For future discussion, the yellow ones are the 

most interesting. (5 mins) 

 

Work individually.  

Re-start the Activity 3 with the newly added activities from Activity 4. 

 

 

Activity 6 

 

Participants are divided into 4 groups. They look at the board which they have created. 

Each group is asked to select 2 activities (from the yellow category with high potential!) 

and to discuss the possible implementation and benefits of the activities in their 

enterprises or the ones they know/work for.  (10 mins) 

 

Work in 4 groups.  

 

Look at the poster wall with all the activities that you have created. Each group will choose 2 

activities which got the most yellow points.  Discuss their possible implementation in your 

business or the business you know and consider their potential benefits. 

How time-consuming and how expensive are they?  

Is it possible to adapt them to the several professional fields in your group? 

 

Closing 

 

The trainer sums up the class, thanks all the participants for taking part and 

commitment and encourages them to work further on this topic, in particular with the 

ideas collected during the activities. The participants are encouraged to take photos of 

the poster wall in order to remember all the activities and ideas. (3 mins)
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WORKSHEET A2_1 TRAINER 

 

WORKSHEET A2_1 TRAINER 

(Headlines for the poster wall) 

Labour and Social Standards 

Fair and Sustainable Partnerships 

with Business Partners 

Communication 

Fair Pay and Other Benefits for Staff 

Diversity and Equality 

Education and Training 

Staff Orientation and Employer Attractiveness 
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WORKSHEET A2_1 PARTICIPANTS 

 

WORKSHEET A2_1 

PARTICIPANTS 

Annual Open Day for general public 

Participation in BoysDay / GirlsDay initiative 

Hiring staff with handicap 

Providing job offers to migrants / refugees 

Equal pay for men and women in same position 

Annual training opportunities for all staff members 

Complaint management system is implemented 

Flexible working hours for parents 

Attractive rooms for staff (breaks) 

Suppliers confirm that they pay fair wages 
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Products without child labour 

Safety clothing and shoes are available (paid by the enterprise) 

Ear protection is provided 

Salaries are paid monthly and punctually 

Use of service/suppliers from social enterprises or other social 

initiatives 

Website uses responsive design 

Website offers special options 

(English version, easy language, big fonts) 

Staff fitness room 

Cooperation with regional suppliers 
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WORKSHEET A2_2 
 

Labour and Social Standards 

 

 

 

 

 

Fair and Sustainable Partnerships 

with Business Partners 

 

 

 

 



 
Intellectual Output 6 

Handbook for Trainers 

76 

 

2017-1-PL01-KA202-038501 

 

Communication 

 

 

 

 

 

Fair Pay and Other Benefits for Staff 
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Diversity and Equality 

 

 

 

 

 

Education and Training 
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Staff Orientation and Employer 

Attractiveness 
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Unit A3 Consumer Issues 

 

 

 

 

 

 

 

 

 

 

 

 

 

Time: 60 minutes 

 

Teaching aids: blackboard/ flip chart, adhesive tape/ stickers, 

copies of worksheets 
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Warm-up 

 

 

Activity 1 

 

Participants work in pairs. They think of 2 practices in their business or the business 

they know which can be related to consumer issues. They should use the general 

guidelines which were introduced during the first part of the training. (5 mins) 

 

Work in pairs. Think of 2 practices in your business or the business you know which 

can be related to consumer issues. Remember about the guidelines from the Introduction. 

 

 

Activity 2 

 

Participants work in pairs. The trainer gives each pair a set of activities WORKSHEET A3_1, 

which have to be cut.  The participants have to classify the ideas. When the participants 

have classified the activities the trainer writes the headings on the blackboard and the 

participants have to check whether the groups they created match the headings. (10 

mins) 

 

Work in pairs. You will get a set of 20 activities/ideas related to consumer issues. Try to 

classify them into 5 groups – there should be 4 of them in each group.  
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Main Training 

Activity 3 

 

Each participant is given a set of  expressions WORKSHEET A3_2. The trainer shows the 

20 sentences written on a big sheet of paper / blackboard. Each participant has to place 

an expression next to each sentence. They can stick them with any type of adhesive 

agent. (5 mins) 

 

not applicable     

practised      

not practised      

easy to implement     

difficult to implement    

needs too many resources  

innovative      

costly       

time-consuming  

needs an expert to be implemented 

 

Think about your company or the company you work for. Read the activities once 

again and classify them using the given expressions. 

 

Activity 4 

 

Participants work in groups of four. They look at the graph which they have created. 

They have to choose the practices which have been regarded by most participants as not 

practised, difficult to implement, needing too many resources, costly, time consuming or 

needing and expert. They have to choose two of the examples and think how they could 

apply these in their business / the business they work for or how to modify them so that 

they can be less costly, less time or resources consuming. They present their findings to 

other participants (groups – depending on the number of people). (15 mins) 

 

Think about your company or the company you work for. Choose the practices which 

have been regarded by most participants as not practised, difficult to implement, needing too 

many resources, costly, time consuming or needing an expert. Choose two of the examples 

and think how you would apply these to your business / the business your work for. Would 

you modify any of them to make them less costly, less time-consuming etc...? 
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Activity 5 

 

Participants work in groups of 3 or 4. Each group is given two examples of good 

practices from WORKSHEET A3_3.  They have to discuss potential consequences of each 

decision. At the end, the trainer gives second parts of each case so that the participants 

could compare their ideas with a particular solution. The trainer can give PART 1 and 

PART 2 of each case study separately or can distribute the whole case with PART 2 

folded. After reading and discussing PART 1 the participants can unfold the sheet of 

paper to read PART 2 (10 mins). 

 

Part 1  

 

Read the examples of 2 good practices. Which do you like, which don’t you like? Would 

you act the same as the owner of the business? What do you think the consequences of each 

decision might be? 

 

 

Part 2 

 

Read about the consequences of each decision. Were they the same as you discussed? 

 

Follow-up 

Activity 6 

 

 

Participants work in groups (3-4 people). They think about one particular idea which has 

been new to them or which they think might increase their positive CSR attitude and can 

be implemented. They present it to other participants. (10-12 mins) 

 

Think of the examples related to customer issues discussed today. Choose one idea 

which you could implement in your company. Discuss it with other participants. 

 

Closing 

 

The trainer sums up the class, thanks all the participants for taking part and 

commitment and encourages them to work further on this topic. (3 mins) 
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WORKSHEET A3_1 TRAINER 

 
Quality 

control policy 

Ensuring 

product safety 

Enhancement of 

product 

satisfaction 

Universal 

design 

Customer 

service and 

support 

monitor quality 

level through the 

product lifecycle 

 

comply with the 

applicable laws 

and regulations 

on product safety 

 

respond to 

requests and 

inquiries from 

customers 

sincerely, rapidly 

and appropriately 

 

create a 

society where 

everyone can 

live at ease 

and in 

comfort 

regardless of 

age, gender 

and abilities 

 

introduce system 

to facilitate 

handling of 

customer 

inquiries and 

claims 

 

develop quality 

control policy 

and make sure 

that all 

employees act 

on quality 

control policy 

 

issue alerts, as 

necessary, and 

employ warning 

labels to 

encourage safe 

use 

 

provide 

appropriate 

information to 

customers 

 

create 

products 

accessible and 

safe to use for 

everyone 

 

educate and train 

employees on 

dealing with 

customers 

 

engage in quality 

assurance from 

the customers’ 

point of view 

 

gather 

information on 

product safety 

incidents and 

disclose such 

information in a 

proactive manner 

 

run customer 

satisfaction surveys 

 

design a 

process 

emphasizing 

users’ 

perspective, 

incorporating 

the needs of 

as many 

customers as 

possible 

arrange checks 

and audits 

concerning 

customer support 

 

enhance the 

training of 

personnel who 

can support the 

development of 

the  quality 

system 

 

analyse the 

causes of any 

product safety 

incident and 

strive to prevent 

recurrence 

 

value the voice of 

customers and 

endeavour to 

develop and 

improve products 

make sure 

that the 

products can 

be used 

intuitively with 

low physical 

effort and 

minimal 

anxiety 

raise employees’ 

customer service 

awareness 

through 

employee 

briefings 
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WORKSHEET A3_1 PARTICIPANT 

 

monitor quality level through the product lifecycle 

 

 

develop quality control policy and make sure that all employees act 

on quality control policy 

 

 

engage in quality assurance from the customers’ point of view 

 

 

enhance the training of personnel who can support the development 

of the quality system 

 

 

comply with the applicable laws and regulations 

on product safety 

 

 

issue alerts, as necessary, and employ warning labels to encourage 

safe use 

 

 

gather information on product safety incidents and disclose such 

information in a proactive manner 

 

analyse the causes of any product safety incident and strive to 

prevent recurrence 

 

respond to requests and inquiries from customers sincerely, rapidly 

and appropriately 

 

 

provide appropriate information to customers 
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run customer satisfaction surveys 

 

 

value the voice of customers and endeavour to develop and improve 

products 

 

 

create a society where everyone can live at ease and in comfort 

regardless of age, gender and abilities 

 

 

create products accessible and safe to use for everyone 

 

 

design a process emphasizing users’ perspective, incorporating the 

needs of as many customers as possible 

 

 

make sure that the products can be used intuitively with low 

physical effort and minimal anxiety 

 

introduce system to facilitate handling of customer inquiries and 

claims 

 

educate and train employees on dealing with customers 

 

 

arrange checks and audits concerning customer support 

 

 

raise employees’ customer service awareness  

through employee briefings  
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WORKSHEET A3_2 

 

not applicable not applicable not applicable 

practised practised practised 

not practised not practised not practised 

easy to implement easy to implement easy to implement 

difficult to 

implement 

difficult to 

implement 

difficult to 

implement 

needs too many 

resources 

needs too many 

resources 

needs too many 

resources 

innovative innovative innovative 

costly costly costly 

time-consuming time-consuming time-consuming 

needs an expert to 

be implemented 

needs an expert to 

be implemented 

needs an expert to 

be implemented 
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WORKSHEET A3_3 

Case 1 

PART 1 

Barbara runs a small grocery shop. She orders breadstuff from a local bakery and sells 

about 200 loaves of bread a day. Two of her customers frequently asked about gluten-

free bread, which they had to buy in a faraway supermarket, since their children suffer 

from allergy. Barbara thought that it would be too small an order to make (just 1% of 

her sales) but after some time decided to order gluten-free bread as well.  

Case 1 

PART 2 

Three months later she sells 20 loaves of gluten-free bread. It is bought also by people 

who are not allergic to gluten and by people who used to buy bread in other shops. 

While they buy gluten-free bread for their families, they also buy other things – the 

turnover and profits have increased and the customers are satisfied with a wider 

selection of breadstuff. 

Case 2 

PART 1 

Theresa runs a small pastry shop. On a very hot day she sold some cakes filled with 

cream which she tasted that day and thought they might have gone bad. As she knew 

who she sold the cakes to she immediately phoned the customers, who have often 

ordered cakes in her shop, and informed them about bad product quality which may 

cause food poisoning. She warned them not to taste the cakes and promised to give the 

money back. 

Case 2 

PART 2 

Her customers did not stop buying in her shop as they found out she was a reliable and 

responsible owner who they can trust. Her decision could have prevented them from 

potential food poisoning so they are grateful that their health was her priority. 
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Case 3 

PART 1 

Toy Ltd. is a small manufacturer of teddy bears. They have been producing teddy bears 

for more than 20 years. Their products have always been considered durable and well 

designed. However, some customers, who bought their first teddy bears about 20 years 

ago and gave them to their children to play with, found out that some of the inside stuff 

comes out and children try to taste it, which may be dangerous. 

The manager of the company decided to announce (via email, on the company’s 

website, through newspapers and in kindergartens) the possibility of exchanging older 

teddy bears (more than 15 years old) to the new ones, free of charge. 

Case 3 

PART 2 

The manager suggested opening a small exhibition consisting of returned teddy bears 

in one of the factory’s rooms. Each teddy bear has an embroidered name of its former 

owner. Now it is a great attraction for kids who come with their parents to buy a teddy 

bear in a factory shop. 

Case 4 

PART 1 

Tom is the owner of a small manufacturing firm producing customised cups and mugs. 

Many clients order the cups or mugs as gifts to their friends and relatives. Some of 

them asked about the possibility to buy water-level sensor with a cup which is very 

helpful for blind people. 

Tom decided to start cooperation with a company producing such sensors and placed 

his first order.  

Case 4 

PART 2 

It turned out to be a very good decision. It not only satisfied the customers’ needs but 

considerably increased turnover. The cups and mugs with sensors are now bought not 

only by the blind but also for elderly people and children. The sensors became a unique 

selling point of his customised products. 
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Unit A4 Community Involvement & Development 
 

 

 

 

 

 

 

 

 

 

 

 

Time: 60 minutes 

 

Teaching aids: blackboard/ flip chart, post-it notes 
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Warm-up 

Activity 1 

 

Participants work in pairs. They are requested to tell each other their own story about 

the city where their own company or the company they work for is based. Then they 

change roles – 5 minutes per participant in each pair. (max: 10 minutes) 

 

       You are a story teller who tells his/her own story about the city where the company you 

work for is located/based: 

- Is there something special to tell about the history and development of the city? 

- Are there any interesting regional activities or traditions? 

- What special things have happened there? 

 

Activity 2 

Participants are requested to think and tell how their company or the company they 

work for is connected with the local community, what it gives to and takes from the 

community. In order to enable the story teller to focus his presentation on a few and 

comprehensible issues make sure that each story is told in a maximum 3 minutes’ time 

(or less depending on the number of participants). 

Ask each participant after having heard a story to name 1 strength, 1 weakness, 1 

opportunity and 1 threat regarding the CSR dimension from their own point of view.  

Participants can use the Worksheet A4_1.(15 minutes) 

 

      Now bring in your company into the story: 

- In which ways is the story teller connected with the local community? 

- In which fields does the story teller profit from the community? 

- What does he give back? 
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Main Training 

Activity 3 

 

Present the activity giving the following explanations: 

- Corporate volunteering is a strategy that can fulfil CSR aims without spending 

money, but investing time, engagement and competences. 

- Corporate volunteering can be organized for the whole team of a company or 

only for some, either in activities happening in a certain period of time or, for 

example, one day a year. 

- In such way, employees and owners of a company are enabled to use and 

expand their skills in a totally new environment and to support the community in 

environmental, social or economic matters. 

- A team-building day can have a knock-on effect of stimulating strategic 

partnerships between the community and corporate sector. 

- Students can use the Worksheet A4_2.(15 minutes) 

 

Present an idea of a corporate volunteering activity your company could organize:  

-  what? 

-  when? 

-  who? 

- why? 

Explain the win-win situation on both sides (company and community/local community). 

 

Activity 4 

 

Ask participants to name 1 strength, 1 weakness, 1 opportunity and 1 threat regarding 

the ideas submitted. They can look at the post-it note to recall the presentation.  

(10 minutes) 

 

       Write the title of the idea you presented and a few lines to describe it on a post-it note. 

Place the post-it note on the flip chart. 
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Closing  

Activity 5 

 

Draw the conclusions of the lesson highlighting the different possibilities of 

implementing CSR activities that are profitable for the company and for the community. 

(10 minutes) 

 

What do you take home with you after this training session? 

Name at least 1 thing you learned about possible activities to implement CSR Community 

Involvement and Development in your company. 
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WORKSHEET 4_1A 
 

In which ways is the story teller connected with the local community? 

 

 

 

 

 

 

 

 

In which fields does the story teller profit from the community? 

 

 

 

 

 

 

 

 

 

What does he give back? 
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WORKSHEET A4_2 

 

 

what? 

 

 

 

 

 

 

 

 

 

 

 

when? 

who? 

 

 

 

 

 

 

 

 

 

 

 

 

why? 
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Unit A5 Human Rights 
 

 

 

 
 

 

 

 

 

 

 

 

 

Time: 60 minutes 

 

Teaching aids: blackboard, copies of worksheets, post-it notes 
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Warm-up 

Activity 1 

 

Participants work in pairs. They come up with 2 examples of human rights issues in their 

business or a business they are involved in. Then, they must describe how the issues 

were solved or how they would recommend the issues to be solved. (5 mins) 

 

 

Work in pairs and think of 2 examples of human rights issues in your business or a 

business you know. How were the issues solved, or how would you recommend they be 

solved?  

 

Activity 2 

 

Participants work in 5 groups. The trainer gives each group a type of discrimination from 

WORKSHEET A5_1. The participants must define the topic and give either a real-life 

example that they have seen in the workplace or create a new example. Then, the 

groups must explain why it is important and what a company should do to prevent this 

type of discrimination. (10 mins) 

 

 

Work in 5 groups. Each group will get one type of discrimination that may occur 

in the workplace. Describe what might happen in this form of discrimination and think 

of one example. Why is this important for human rights, and how can this be prevented? 

 

Main Training 

Activity 3 

 

Based on the 10 rights of employees in the workplace given in WORKSHEET A5_2, each 

participant is asked to rate the 10 employee rights from #1-10 based on how important 

each right is to the company they own or work for. The participants are asked whether 

any of the rules are missing from their company, or if any of them should be improved. 

A short discussion follows. (10 mins) 
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        Read the rights of employees in the workplace given and rate those rights from 1-10, 1 

being the most important, based on how important they are to your company or the 

company you know. Are there any that your company does not follow, or you believe they 

should focus on improving more? 

 

Activity 4 

 

Participants split into four different groups. Each group is assigned one of the 4 cases 

from WORKSHEET A5_3 presenting the issues which might occur in the workplace and 

must say how they relate to human rights. They can suggest a solution to the problem. 

Also, they can present a similar example from their experience if possible. They present 

their findings to other participants (groups – depending on the number of people).(10-12 

mins) 

 

Work in 4 different groups.  

Each group gets a case. Answer the questions at the end of the case and describe how the 

workplace issue relates to human rights and how it should best be resolved 

 

 

Activity 5 

 

Participants work in pairs. They brainstorm benefits to human rights in the workplace 

and how human rights relate to Corporate Social Responsibility and SD. They will share 

their best ideas with the entire group. (10 mins) 

 

Work in pairs.  

Think of 2-3 potential benefits for a company which obeys human rights and has introduced 

human rights strategy / policy. 

 

 Write them down on a flip chart. 

 Read them all and in the group discuss their importance. 

 

 

 

 

 

 



 
Intellectual Output 6 

Handbook for Trainers 

98 

 

2017-1-PL01-KA202-038501 

 

Follow-up 

Activity 6 

 

Participants work in groups (3-4 people). They think about one example of dealing with 

human rights in the workplace that is new to them and they want to implement in their 

company. They present it to other participants. (10-12 mins) 

 

Think of the examples related to human rights in the workplace discussed today. 

Choose one idea which you believe could be implemented in your company or the company 

you know. Discuss it with other participants in the group. 

 

Closing 

The trainer sums up the class, thanks all the participants for taking part and 

commitment and encourages them to work further on this topic. (3 mins) 
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WORKSHEET A5_1 
 

Age 

Discrimination 

 

 

 

 

 

 

 

 

LGBTQ 

Discrimination 

Gender 

Discrimination 

Racial 

Discrimination 

Religious 

Discrimination 

 

 

 

 

 

 

 

WORKSHEET A5_2 
 

 

Employees 

must receive 

equal pay for 

equal 

amounts of 

work 

Mandatory 

Human Rights 

Training for all 

employees, 

especially 

management 

Accepting and 

properly 

handling 

complaints 

from employees 

Hearing the 

ideas and 

opinions of 

all employees 

regardless of 

position 

Allowing 

employees 

sufficient 

vacation time 

for family life 

or sickness 

Guaranteeing 

a work 

environment 

free of sexual 

harassment 

Ensuring 

workplace and 

any 

equipment is 

sanitary and 

safe for 

employees 

Employees are 

not exploited in 

any way or 

forced to work 

too many hours 

Employees 

cannot be 

dismissed or 

fired without 

a reasonable 

cause 

Providing 

access to clean 

restroom 

facilities and 

drinking water 
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WORKSHEET A5_3 
 

Case 1 

Ahmed is an immigrant from Morocco working in a small marketing agency. He 

has just completed a project that he and some of his co-workers have been 

working on for months. The project is a big success and the boss is clearly very 

pleased with the work.  

On his lunch break, Ahmed overhears the other people he worked with mention 

the bonus they each got from the project. Ahmed did not receive a bonus and 

cannot help but think that it was because he is an immigrant working in a 

primarily white company.  

How should Ahmed approach his boss, and how should his boss handle the 

situation? 

Case 2 

Pam is a receptionist working in a small family business where she is one of the 

only females, and consistently deals with forms of harassment from her male co-

workers. To her co-workers it is just harmless fun but Pam is tired of receiving 

comments on what she is wearing or questions about her personal life. Pam wants 

to speak with her boss about these issues but is not sure how he will react.  

 What are some clear problems with this company?  

 What actions should management take to make the company a better 

place to work? 

Shadhi is a Muslim woman working in a small bakery employing 6 people. As her 

religion requires she prays 5 times a day, sometimes at work. The owner of the 

bakery receives a complaint from an employee that is not comfortable with her 

display of religion.  

What should the company do  

to solve this issue?  

What should the owner do to eliminate the possibility of this type of issue 

occurring again? 
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Case 4 

Tomek from Poland works in a small business producing T-shirts and socks. The 

owner asks employees if their children could help at the peak season when the 

demand increases. The children could work at home and earn some extra money, 

but not as much as regular employees. The cost of production would be much 

lower, the demand can be met and it will boost the profits.  

 Tomek has suspicions that the children may be getting exploited and be 

working in conditions that are not safe.  

 What should the owner consider when making this decision?  

 Should the company not be worried about something that happens out 

of their control, or is this something that is important to their Corporate 

Social Responsibility? 
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Unit A6 Labour Practices 
 
 
 

 

 
 

 

 

 

 

 

 

 

 

 

Time: 60 minutes 

 

Teaching aids: blackboard/ flip chart, adhesive tape/ stickers, 

copies of worksheets 
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Warm-up 

Activity 1 

 

 

Participants work in groups of 4-5 people. The trainer gives each group a paper with bad 

labour practices described in Worksheet A6_1. The participants per group should explain 

the meaning of the expressions as they understand them and if possible provide an 

example from their own business or the business they know / work for. The main aim of 

this activity is to make the trainees aware of potential risks and issues related to labour 

practices thus providing introduction to the main topic (labour practices). 

 (10 min) 

 

Work in groups of 4-5.  

Look at some issues you can face at work. Try to describe the situation / problem in more 

detail and give an example.  

What scenarios could occur further if there is no reaction by the owner / managers? 

 

 

 

Main Training 

Activity 2  

 

The trainees work in pairs. They read the guidelines and discuss suggested solutions 

based on the tips. They can suggest alternative solutions or work out the details of the 

ones which have been given. In open discussion they extend some ideas on how these 

tips could be applied.  

(5 mins)  
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        Work in pairs. Read some guidelines / tips related to labour practices.  

Think of their practical implications in the workplace. 

 

IMPROVE HEALTH AND SAFETY OF EMPLOYEES  

 Employees who eat healthily are 25% more likely to perform better at work. 

 Employees who exercise for at least 30 minutes, three times a week, are 15% more 

likely to perform better at work. 

 Healthy employees take fewer sick days. 

 

Solutions: 

 Implement a low-cost wellness program. 

 Provide membership discounts to a local gym. 

 Organise workshops with a dietician. 

 

 

Activity 3 

 

The trainer collects the ideas and gives feedback. If the trainees have run out of ideas or 

cannot find a specific example then the trainer should support them with the ideas 

below.  (15 min) 

 

 

         Work in pairs.  

Read the headings related to labour practices.  

Try to develop the concepts. 

For each heading think of … 

1) the explanation. 

2) one practical implementation.  

3) a situation / scenario at workplace. 

 

PROVIDE GOOD WORKING CONDITIONS FOR EMPLOYEES 

 

 Give positive reinforcement 

 Show gratitude  

 Spread happiness 

 Motivate others  

 Celebrate victories 

 Decor  

 Environment  



 
Intellectual Output 6 

Handbook for Trainers 

105 

 

2017-1-PL01-KA202-038501 

 

CREATE WORK ENVIRONMENT THAT EMBRACES DIVERSITY IN HUMAN CAPITAL  

 Increased creativity 

 Increased productivity 

 Global impact 

 

MOTIVATE YOUR EMPLOYEES BY “WORKING EXPERIENCES”  AND INVOLVE THEM IN THE 

WHOLE PROCESS 

 Openness  

 Employee - trainer 

 Mentorship  

 Efficient doesn’t mean more 

 Employees education 

 Workers’ needs 

 

 

PROVIDE GOOD WORKING CONDITIONS FOR EMPLOYEES 

EXAMPLES and TIPS:  

 Give positive reinforcement (I appreciate the way you…, I’m impressed 

with…) 

 Show gratitude (thank someone for something they did but weren’t 

expecting to get thanked for – be specific about what it was and why it was 

helpful or important) 

 Spread happiness (smile and say “Hi” to twice as many people as you 

normally would – but be genuine in your smile) 

 Motivate others (post a new upbeat poster, picture or quote at your desk 

where everyone can see it) 

 Celebrate wins (start a meeting off by sharing something positive that is 

going on in your group, project, work etc) 

 Decor (the way you decorate your workplace can go a long way toward 

creating good working conditions. In an office environment, having plants 

around can brighten the place up, bringing life into the workplace. A 

workplace free of distractions can also make it easier for employees to 

concentrate.) 

 Environment (the workplace environment includes factors such as lighting 

and temperature. Your office should have adequate lighting). 
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CREATE WORK ENVIRONMENT THAT EMBRACES DIVERSITY IN HUMAN CAPITAL  

EXAMPLES and TIPS: 

 Increased creativity (employees from diverse backgrounds will bring diverse 

solutions to achieve a common goal – your goal) 

 Increased productivity (the more diverse your workforce, the more diverse 

your brainstorming, the more diverse your solutions, the more diversely 

productive your team) 

 Global impact (you have the ability to make a difference, in every community 

in which you operate, by making a difference in the lives of your employees) 

 

PROMOTE TEAM WORK CONCEPT 

EXAMPLES and TIPS: 

 A positive team works better (having a positive team mentality can improve 

the following areas: productivity, work quality, morale, perseverance on hard 

jobs, willingness to help each other) 

 Team building (combine your team building and giving back budget by 

interacting with local orgs whose mission aligns with yours). 

 Conflict resolution (any tension or conflict should be resolved as quickly as 

possible to prevent communication breakdowns and a division of team 

members) 

 

MOTIVATE YOUR EMPLOYEES BY “WORKING EXPERIENCES” AND INVOLVING THEM IN 

THE WHOLE PROCESS 

EXAMPLES and TIPS: 

 Openness (No matter what type of business you run, your employees want to 

feel that their contributions are valued. It is thus essential to keep your 

workplace open. Two-way communication allows you to clearly communicate 

to your employees what you need and expect from them) 

 Use employees as trainers 

 Start a mentorship program - consider partnering new or less experienced 

employees with mentors 

 Encourage efficient work – not more work 

 Educate employees 

 Ask your workers what they need 
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Activity 4  

 

All the points related to labour practices discussed in Activity 3 should be written down 

on a flipchart. The trainees are given colourful stickers in 3 colours (red, yellow, green). 

Each of the colours will mean a different level of importance. Each participant should 

make a choice with 3 stickers according to the situation that could potentially occur in 

their business or the business they know. After this activity, the trainer will have an 

overview of the current awareness and importance of each point under labour practices.  

Those points which will have the most stickers with red colour (less important) will be 

the subject of discussion (interactive) between the trainer and the group.  

The outcome of this activity will lead to the leading to next activity, identification and 

solving some issues that could occur in participants’ companies based on gained 

knowledge from the previous activity. (15 mins) 

 

      Look at the flipchart with all the main points discussed in Activity 3. 

Use three different colours to mark the points. 

   red – not important 

   yellow – neutral 

   green – the most important 

 

Then discuss your choices in groups of 3-4 people. 

Answer the questions: 

Why did you select this point? 

How can an entrepreneur put the guideline into practice? 

What might the negative consequences be if one does not follow the guideline? 
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Follow up  

 

Activity 5  

 

The trainees are divided into groups of 3-4 people. Each groups gets one scenario (case 

study, if there are more participants two groups may get the same scenario). Each group 

should read the scenario and then answer the two questions. The trainees present the 

scenarios and the solutions to other groups. They try to think about similar experiences 

from their business or the business they know. (10 mins) 

 

         Work in groups of 3-4. Each group will get one case study. Read it carefully and answer 

the questions: 

1) What issues related to labour practices are discussed? 

2) What solutions would you suggest to overcome the problems? 

 

 

Closing 

Activity 6 

 

The participants talk about possible implementation of the ideas discussed during the 

workshop. 

Think of the examples related to labour practices discussed today. 

Choose one idea which you could implement in your company or the company you work for. 

Discuss it with other participants. 

 

Closing 

The trainer sums up the workshop, thanks all the participants for taking part and 

commitment and encourages them to work further on this topic. (5 mins) 
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WORKSHEET A6_1 
 

 

Overweight 

employees 

Religious 

differences 

No breaks 

during working 

time 

Lack of 

acceptance 

of the 

diverse 

culture 

Gender 

discrimination 

Ethnic 

differences 

Long time at 

desk 

Cultural 

diversity 

Gender 

equality 

Wheelchair 

ramps are not 

available 

Generation 

gap 

Language 

barriers 

 

Heterogeneous 

groups 

Increased 

fear 

Poor 

communication 

Negative 

environment 

Low skilled 

employees 

Forbidden 

social media 

Very high 

office 

temperature 

during winter 

Dimmed office 

lights 

 

 

 

 

 

 

 

 

 

 

 

 



 
Intellectual Output 6 

Handbook for Trainers 

110 

 

2017-1-PL01-KA202-038501 

WORKSHEET A6_2 
 

Case 1 

Anna works in a small marketing company with 30 employees. She is a very creative 

person who gets inspired when working outside. The most successful projects that 

Anna has worked on are those realized during summer time. Unfortunately, it is the 

end of October, winter is coming and one of the best projects should start right now. 

Anna is under pressure, knowing that she cannot use her full potential, she is afraid 

that she will lose her most valued client. What could Anna do and what could her 

manager do in order to boost her creativity and not lose her client? 

Case 2 

Zoran is a manager and owner of a small business which  provides software solutions. 

He is a really nice person, sociable and aware of the morale of his employees. 

Sometimes Zoran and his colleagues organise employee team buildings in other 

countries, in the mountains or at the lakes. His employees are very satisfied and they 

love and appreciate Zoran’s spirit. But Zoran faces problems with sick leaves of his 

employees related to their obesity. Zoran’s company is facing serious financial 

problems because he cannot deliver the software on agreed deadlines. What should 

Zoran change or modify in his company to become a leader in software development?        

Case 3 

Ivica is a person with 1000 ideas. Long time ago he opened a business whose main 

activity is delivering food to people’s houses. As  manager he is a bit stubborn but his 

attitude and ambition has made his company become the national best food supplier. 

Ivica’s company has over 50 vehicles and vans working on deliveries, but the orders are 

mostly done by phone. Ivica is getting older and the company is no longer able to follow 

the modern trends in this sector. If the situation does not change he soon might be 

facing financial problems. His workers are of different age including the young, newly 

employed ones with fresh ideas. What could Ivica change in his attitude and in his 

company in order to follow the modern trends and get back company’s reputation? 
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Unit AR Revision 
 

 

Time: 60 minutes 

Teaching aids: cards with letters A, B ad C (WORKSHEET AR_1) and YES/NO 

options (WORKSHEET AR_2) 

 

 

In the Revision part the participants can revise all the knowledge and skills which they 

have acquired during the training sessions.  

 

The Revision part has been designed in such a way so that it can be flexibly adjusted to 

the needs of the trainees and the trainer. The trainer can choose the best option 

(selecting the activities and allocating time). 

 

Our suggestions: 

 

1) If the training in-class has been organized before or during completing the whole 

on-line course the whole in-class session can be devoted to reflection on the 

activities done during the 6 training sessions – Activities 1, 2 and 3. (The allocated 

time is the suggestion for this option) 

 

2) If the training in-class has been organized after completing the whole on-line 

course and the participants have not had an opportunity to do two quizzes the 

trainer can do them in class with the whole group as a revision – Activities 4 and 5. 

(the timing should be adjusted or the trainer can skip some of the activities) 
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Activity 1 

 

The participants divided into groups of 3 have to share their experiences related to the 

course. They think of the solutions they would like to implement in their workplace. The 

trainer moves around the classroom and listens to participants’ discussion. (time: 15 

minutes) 

 

       Work in groups of three. Think of the whole training session and the course. Answer the 

questions. 

1) Which of the CSR/SD solutions can I implement in my workplace? 

2) How can I implement them? 

3) Which of the CSR/SD solutions I would definitely not implement in my workplace? Give 

reasons. 

 

 

Activity 2 

 

Participants work individually and think of ONE particular CSR/SD solution they can 

implement in their business practice. It can be the practice from the workshop or any 

other inspired by the course. The solutions are then presented to the whole group. (30 -

45 minutes) 

 

        Work individually. Choose one practice discussed during today’s sessions. Try to work 

out a mini business plan for implementing it.  

Think of 

- the resources needed 

- the estimated cost 

- potential obstacles/difficulties 

- benefits for the company 

 

Present the plan to the group. 
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Activity 3 

 

The participants work as a whole group. The sentences are displayed on a PowerPoint 

slide one by one. The participants have to complete them with their own words or 

choose one out of two options. Each participant should be given an opportunity to 

express their feelings but nobody should be forced to do so. (time: 12 minutes) 

 

Work as a whole group. Reflect on the whole experience.  

Complete the sentences with your own ideas: 

1) The whole experience was positive/negative because _________________. 

2) What I found surprising was _________________. 

3) The course has/hasn’t changed my attitude towards CSR/SD. 

4) What I would like to remember is _________________. 

5) I would/wouldn’t recommend this course to other business people. Why? 

 

Activity 4 

 

The quiz consists of two parts, the first part is a simple multiple choice quiz, the second 

part is a kind of reflection on CSR and SD and their practical application in business. 

 

Using the PowerPoint the trainer will display the questions, the participants have to raise 

their hands with the correct card corresponding to the chosen option: A, B or C. 

(WORKSHEET AR_1). The correct answer is highlighted and marked in green. One point is 

given per correct question.  

 

Each person needs to calculate the score, the trainer then comments on the score 

obtained. Once all questions have been revised, the trainer will provide feedback based 

on the points participants obtained. Note this feedback is provided at the end of the 

questionnaire.  

 

The trainer displays each question – the participants have 15 seconds to read it and 

choose the card with the correct answer. They raise their hands, then the trainer 

displays the correct answer. (Estimated time: 15 minutes) 

 

Read the sentences / questions. Then choose the best option A, B or C. 
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Environment 

 

1. _______________________ is the presence in or introduction into the air of a substance 

which has harmful or poisonous effects. 

A. Energy efficiency 

B. Air pollution 

C. Emissions 

 

2. A preventive, company-specific environmental protection initiative, intended to 

minimize waste and emissions and maximize product output is called 

_______________________. 

A. cleaner production 

B. green design 

C. green procurement 

 

3. Socially responsible companies towards the environment will _______________________. 

A. motivate the employees by “working experiences” and involve them in the whole 

process 

B. raise health and safety management levels across the group through promotion of 

global health and safety management 

C. reduce operational costs and find opportunities to revenue generation 

 

4. When you install low-flow toilets, 6L or less per flush, in restrooms you are concerned 

about _______________________. 

A. energy efficiency 

B. air quality 

C. water conservation 

 

5. If your vehicle, building and open area are 100% smoke-free you care about 

_______________________. 

A. energy efficiency 

B. air quality 

C. water conservation 
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6. When you use natural light or sky lighting during the day instead of artificial lighting it 

means that you are concerned about _______________________. 

A. energy efficiency 

B. air quality 

C. water conservation 

 

7. Which set of products is recyclable? 

A. aluminium and tin cans, envelopes, plastic cups, shoes, shiny paper, plastic water 

bottles, toilet paper 

B. aluminium and tin cans, envelopes, plastic cups, paper egg cartons, shiny paper, 

plastic water bottles 

C. clothing , CDs, plastic cups, paper egg cartons, shiny paper, plastic water bottles 

 

8. Providing quick and easy access to information electronically to reduce paper 

requirements and increase the use of email while discouraging the printing of 

messages is an example of _______________________. 

A. waste reduction 

B. waste reuse 

C. waste recycling 

 

9. Establishing partnerships with contractors to take recyclables for free is related to 

_______________________. 

A. waste reduction 

B. waste reuse 

C. waste recycling 

 

10. _______________________ is a key first step to understanding your water use patterns. It 

can help identify practices which can waste water. 

 

A. Water auditing (on-site) 

B. Leak detection 

C. Developing a water strategy 
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Fair Operating Practices 

 

11. Which of the statements refers to Fair Operating Practices? 

A. managing available natural and energy resources efficiently 

B. working to provide high quality and safe products as well as services 

C. offering equal wages for women and men 

 

12. Which of the statements does NOT refer to Fair Operating Practices? 

A. creating space for employees' rest 

B. building a better future through collaborative creation 

C. promoting employment of people with disabilities 

 

 

13. Which practice is good for maintaining positive Fair Operating Practices standards? 

A. refusing to evaluate the quality of products and working conditions of your suppliers 

B. attending management training for updating your skills in labour and social standards 

C. not respecting the leisure period in between two shifts 

 

14. Which is the correct order? 

A. selecting a business area, doing research about clients’ needs, making a business plan 

B. doing research about clients’ needs, selecting a business area, making a business plan 

C. making a business plan, selecting a business area, doing research about clients’ needs 

 

15. Which is the correct order? 

A. checking product quality, placing orders with business partners, receiving deliveries 

B. placing orders with business partners, checking product quality, receiving deliveries 

C. placing orders with business partners, receiving deliveries, checking product quality 

 

16. _______________________ is a period during which an employee can take time away 

from work to study or travel. 

A. Maternity leave 

B. Sabbatical 

C. Job-sharing 
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17. _______________________can be defined as help that a company offers employees with 

personal problems that might affect their work. 

A. Employee assistance programme 

B. Job-sharing 

C. Occupational pension 

 

18. Which of the following aspects does NOT increase employer’s attractiveness? 

A. offering different working time models 

B. offering a discount when staff members buy your products or services  

C. not allowing to be or become a member of a trade union 

 

19. _______________________ is a difference between the way men and women are treated 

in society, or between what men and women do and achieve. 

A. Gender gap 

B. Discrimination 

C. Harassment 

 

20. _______________________ is the process of making two opposite beliefs, ideas, or 

situations agree. 

A. Reconciliation 

B. Work-life balance 

C. Equality 

 

Consumer Issues   

 

21. Which of the following refers to Consumer Issues in CSR? 

A. offering equal wages for women and men 

B. contributing to building societies where everyone can enjoy a lifestyle of convenience 

and comfort 

C. promoting the ban on child labour 

 

22. Which of the following does NOT refer to Consumer Issues in CSR? 

A. prioritizing the customer's perspective 

B. creating space for employees' rest 

C. offering training to the community on healthy and responsible consumption 
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23. Which of the following factors will satisfy environmentally aware consumers? 

A. lots of chemical substances 

B. attractive and cheap but non-biodegradable packaging 

C. good biodegradability of the products 

 

24. Which of the following factors will NOT satisfy environmentally aware consumers? 

A. protection of biodiversity 

B. ecologically sensible packaging 

C. only plastic bags and boxes for packaging 

 

25. Which is the correct order? 

A. manufacture the prototype, design the product, collect all necessary certificates and 

permissions 

B. collect all necessary certificates and permissions, design the product, manufacture 

the prototype 

C. design the product, manufacture the prototype, collect all necessary certificates and 

permissions 

 

26. Which is the correct order? 

A. redesign the product to prevent reoccurrence of incidents, recall the product from the 

market/sustain production, ask for additional experts’ opinion,  

B. recall the product from the market/sustain production, ask for additional experts’ 

opinion, redesign the product to prevent reoccurrence of incidents 

C. ask for additional experts’ opinion, redesign the product to prevent reoccurrence of 

incidents, recall the product from the market/sustain production,  

 

27. Intercultural workshops for children is the perfect initiative to be organised by a 

_______________________. 

A. small family restaurant 

B. beauty studio 

C. language school 

 

28. Workshops on baking home-made bread could be organised by a 

_______________________. 

A. small producer of candies 

B. local bakery 

C. grocery 
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29. _______________________ refers to ensuring greater access to information to all 

interested parties, rejecting any form of concealment or deception. 

A. Confidentiality 

B. Transparency 

C. Responsibility 

 

30. _______________________ relates to pursuing goals repudiating all forms of religious 

discrimination, political, sexual, ethnic, registry. 

A. Fairness 

B. Loyalty 

C. Objectivity 

 

Community Involvement & Development 

 

31. The value generated by various forms of civic engagement, trust, norms of 

reciprocity, networks, associations and information sharing within a community is called 

_______________________. 

A. social capital 

B. social support 

C. social responsibility 

 

32. _______________________ is the variation of characteristics within a population, such as 

age, gender, ethnicity, sexual orientation, ability, income, education, political ideology, 

values and beliefs. 

A. Community 

B. Social disclosure 

C. Diversity 

 

33. The main concern of organizations that establish and maintain positive relationships 

with external communities is NOT _______________________. 

A. opening new education and employment doors for residents 

B. reducing operational costs or finding opportunities to revenue generation 

C. helping to identify and understand stakeholders values and perspectives in order to 

meet their needs and address issues that affect them the most 
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34. Which of these benefits are related to Community Involvement and Development? 

A. reduction of energy-related costs 

B. a smaller carbon footprint and reduction of toxins released into the atmosphere 

C. improving communication channel between the firm and the community facilitating 

buy–in on social project undertaken by the company thus generating community 

support. 

 

35. Which of the following characteristics is described below? 

Help all involved listen to each other, explore new ideas unconstrained by predetermined 

outcomes, learn and apply information in ways that generate new options, and rigorously 

evaluate public engagement activities for effectiveness. 

A. Inclusion and demographic diversity 

B. Openness and learning 

C. Transparency and trust 

 

 

36. A group of citizens who are representative of the general public and meet to 

consider a complex issue by gathering evidence, deliberating and then reaching a 

decision is called_______________________. 

A. citizens' jurie 

B. roundtable discussion 

C. citizens' panel 

 

37. Better work/life balance, flexible mobility, training opportunities are the engagement 

strategies characteristic for_______________________. 

A. Baby Boomers 

B. Generation X 

C. Generation Y 

 

38. Which is the correct order? 

A. identify the leadership and establish a plan, implement the plan, review and evaluate 

the planning outcomes 

B. review and evaluate the planning outcomes, identify the leadership and establish a 

plan, implement the plan 

C. implement the plan, identify the leadership and establish a plan, review and evaluate 

the planning outcomes 
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39. Societal expectations concerning business activity from the point of view of ethics 

can be summarized in the statement: 

A. Be profitable. 

B. Obey laws and regulations. 

C. Do what is right. 

40. _______________________ social performance is focussed on objectives rather than 

reactive to crises. 

A. Systematized 

B. Pro-active 

C. Integrated 

 

Human Rights 

 

41. Finish the title of one of the human rights. 

Freedom from torture and _______________________ 

A. degrading treatment 

B. forced labour 

C. slavery 

 

42. Which of the following is related to human rights? 

A. Religion is something to be kept hidden at work both in appearance and conversation. 

B. Managers focused on profit for shareholders. 

C. The company ensures that workplace and any equipment is sanitary and safe for 

employees. 

 

43. _______________________ recommends certain courses of actions to improve the 

situation of human rights. 

A. The Working Group on Situations (WGS) 

B. The UN’s “Right Up Front” action plan 

C. The UNHRC 

 

44. _______________________ means free from bias or opinions. 

A. Impartial 

B. Non-binding 

C. Independent 
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45. _______________________ is a binding agreement between states, stronger than 

declarations. 

A. Assembly 

B. Treaty 

C. Convention 

 

46. Which stage is characterised by the following action? 

Not accepting an older applicant because his/her background is too diversified or contains 

gaps, or too specialized for learning new things. 

A. Hiring 

B. On the job 

C. Retirement 

 

47. Which stage is characterised by the following action? 

Limiting or rejecting employment opportunities such as transfer, promotion and training 

opportunities. 

A. Hiring 

B. On the job 

C. Retirement 

 

48. Which of the following is one of the employer’s responsibilities? 

A. treating complaints of harassment and discrimination seriously 

B. trying to identify main risks or problems that may arise between work colleagues in 

order to be able to address them 

C. being open and supportive to its peers in the whole process of complaints 

 

49. Which of the following is one of the employee’s responsibilities? 

A. offering a continued support to the workers, providing them with tools and 

mechanisms to work normally and safely 

B. taking measures against the people generating the toxic environment 

C. when the need arises testifying in favour of the victims involved in the case of 

harassment or discrimination 
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50. Which principle is expressed in the following statement? 

Anything which causes harm to someone (either customer or other people) is unethical. 

A. the principle of beneficence 

B. the principle of autonomy 

C. the principle of non-maleficence 

 

Labour Practices 

 

51. A _______________________ is someone who does not come from the country where 

they are working. 

A. citizen 

B. migrant worker 

C. mentor 

 

52. _______________________ is a degree to which an employee feels that their job 

compliments and supports their quality of life as opposed to reducing it. 

A. work-life balance 

B. health and safety 

C. occupational stress 

 

53. _______________________ can be defined as a supportive learning relationship between 

a caring individual who shares his/her knowledge, experience and wisdom with another 

individual who his willing and ready to benefit from this exchange. 

A. Teamwork 

B. Mentoring 

C. Training 

 

54. Read the items and select the one which does NOT relate to employees’ health and 

safety. 

A. booking only 5 star hotels for employees who go on a business trip 

B. keeping supervisors updated about the unsafe conditions 

C. keeping crisis exits which are easily accessible 
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55. Which sentence refers to office environment? 

A. The employees know that what they contribute affects the organization that they are 

affiliated with. 

B. Having many small lamps for people helps to localize lighting. 

C. Employees should be able to come to the manager when they need to. 

 

56. _______________________ addresses the employee’s need to feel that what they have to 

say has value. 

A. Transparent and open communication 

B. Decor 

C. Office environment 

 

57. Teamwork _______________________. 

A. limits an individual 

B. makes things more complicated 

C. fosters creativity and learning 

 

58. When working in a team one should NOT _______________________. 

A. value cooperation 

B. keep good ideas to themselves 

C. show openness 

 

59. Which is the correct order of group development? 

A. storming, forming, norming, performing, dissolution of the group 

B. norming, forming, performing, dissolution of the group, storming 

C. forming, storming, norming, performing, dissolution of the group 

 

60. Which is the characteristics of a bad team? 

A. cooperation for mutual benefits 

B. limited communication and interaction 

C. individual competences 
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FEEDBACK FOR THE TRAINER:  

 

less than 36 

You score is ____________________ (number of points) out of 60. It is advisable that you go 

over the course once again. You need to revise some material in order to understand 

certain concepts related to CSR and SD better. 

 

between 37-47 

You score is ____________________ (number of points) out of 60. It is a good result, which 

means you have understood most of the concepts related to CSR and SD properly. You 

may analyse you score and improve the result by revising the areas in which you 

obtained the lowest score. Regardless of the result always try to introduce as many 

ideas as possible in your business activity. 

 

between 48-60 

You score is ____________________ (number of points) out of 60. Well done! You have fully 

understood the concepts of CSR and SD and it is likely that you will remember them in 

the long run. However, it is always worth expanding your knowledge in this area and 

developing particular skills. Try to introduce as many ideas as possible in your business 

activity. 
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Activity 5 

 

Using the PowerPoint the trainer will display the questions, the participants have to raise 

their hands with the correct card corresponding to the chosen option: YES / NO 

(WORKSHEET AR_2) 

 

Each person needs to calculate the score, the trainer then comments on the score 

obtained. 

 

The trainer displays each question – the participants have 15 seconds to read it and 

choose the card with the correct answer. One point will be given per correct answer. 

They raise their hands, then the trainer displays the correct answer. Note that correct 

answers are highlighted and marked in green. (Estimated time: 15 minutes).  

 

Feedback will be provided at the end of the exercise based on the pains acquired by 

each partner. Please note this feedback is given at the end of the list of statements.  

 

Which of the presented practices can be regarded as CSR/SD and which not? 

Choose YES if they represent positive CSR/SD approach, choose NO if they do not. 

 

1. YES  reusing out-of-date headed paper and wasted printouts as scrap / 

notebooks 

2. NO  not setting all printers to print on both sides 

3. NO  printing sent fax messages to show whether the task has been completed 

successfully or not 

4. YES  raising employees’ awareness on software options to print more than one 

page to a side 

5. NO  throwing away cardboard, paper, IT equipment, scrap metal, wooden 

pallets, ink cartridges, batteries and bulbs in the same waste bin 

6. YES  sealing window frames to prevent heat loss 

7. YES closing or setting the thermostat at a lower temperature in the evening or 

when there is no one in the room for several hours 

8. NO  leaving the charger in the socket all the time 

9. YES  using automatic control systems (timers, techniques for automatic 

adjustment of interior lighting in relation to the exterior) 

10. NO  serving all dishes in a restaurant on plastic plates to avoid washing them 
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11. YES conducting regular interviews with your staff 

12. YES providing written and detailed working contracts 

13. NO  avoiding to take responsibility for safety at workplace 

14. YES asking your suppliers for statements that their products do not involve 

child labour 

15. NO  relying on one single producer 

16. NO  being confident in the national laws all over the world 

17. YES assuring end-to-end fair trade chain from producer to consumer 

18. NO  using dumping practices with your suppliers 

19. YES being reliable with midterm or long-term contracts with suppliers 

20. YES supporting the suppliers in exceptional situations 

21. NO  validating and revising your QMS without involving third parties 

22. YES providing training to employees on quality 

23. NO  ignoring the root causes of process failure 

24. YES improving the Quality Management System 

25. YES using organic product ingredients 

26. NO  using only plastic bags and boxes for packaging 

27. YES reporting product safety incidents to the competent authorities 

28. NO  not issuing alerts on product/service safety when necessary 

29. YES employing warning labels to encourage safe use 

30. YES accommodating a wide range of individual preferences and abilities by the 

design 

31. YES sponsoring or taking part in community programmes 

32. YES supporting a local charity with financial contributions or other kind of 

support 

33. NO  running projects for the community with untrained, inexperienced, or 

ideologically biased organizers and programs 

34. YES employing local people 

35. NO  holding public meetings in inaccessible, confusing venues, with inflexible 

schedules that do not provide adequate time for doing what needs to be 

done 

36. YES encouraging and facilitating direct community participation, monitoring, 

and reporting 

37. NO  leaving unaddressed logistical, class, racial, and cultural barriers to 

participation 
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38. NO  getting interested in using CSR to obtain the cooperation (or social license-

to-operate) of communities to get away with ecological and social abuses 

of their activities. 

39. YES establishing an ongoing, transparent dialogue with and between key 

community stakeholders, including relevant suppliers 

40. NO  not reacting or being defensive in case of lack of stakeholders’ support 

41. NO  skipping sexual harassment training because it is common knowledge 

42. YES treating each employee with respect regardless of their position 

43. YES offering sufficient vacation time and holidays to employees each year 

44. YES accepting and swiftly dealing with employee complaints 

45. YES checking contracts if your business partners respect human rights 

46. NO  entitling employees minimum wage as long as they meet all production 

goals 

47. NO  offering management positions only to male applicants only 

48. YES offering equal remuneration for male and female employees for the same 

work 

49. NO  discriminating employees who are part of a worker union or association 

50. NO not giving opportunity for promotion for people who are going to retire in 

a few years’ time 

51. NO  keeping workplace environment stress at high level 

52. YES promoting and fostering social connections 

53. NO  offering a lot of overtime work at peak seasons 

54. NO  employing people representing one religion only 

55. YES allowing the employees to plan their breaks at work by themselves 

56. YES providing some space where employees can relax without being disturbed 

57. NO  providing employees with a company car 

58. NO  ignoring employees’ opinion in safety planning 

59. YES providing training on workplace diversity 

60. YES giving the same opportunities to everyone, regardless of gender or 

cultural background 
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FEEDBACK FOR THE TRAINER 

less than 36 

You score is ____________________ (number of points) out of 60. It is advisable that you go 

over the course once again. You need to revise some material in order to understand 

certain concepts related to CSR and SD better. You have problems with identifying 

different CSR and SD initiatives. Read once again Good Practice Guide so that you get a 

better overview of practical implications of CSR and SD. 

 

between 37-47 

You score is ____________________ (number of points) out of 60. It is a good result, which 

means you are able to characterise concepts related to CSR and SD properly. You may 

analyse you score and improve the result by revising the areas in which you obtained 

the lowest score. Identifying CSR and SD practices is the vital skill when you want to run 

a socially responsible business. Regardless of the result always try to introduce as many 

ideas as possible in your business activity. 

 

between 48-60 

You score is ____________________ (number of points) out of 60. Well done! You can 

identify solutions related to CSR and SD effortlessly and you are likely to put them in 

practice in your business. However, it is always worth developing your skills in this area. 

Make use of the ideas and try to apply as many positive solutions as possible in your 

business activity. 

 

 

Closing 

 

The trainer sums up the class, thanks all the participants for taking part in the training 

session, their commitment and encourages them to work further on CSR and SD. (3 

mins) 
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WORKSHEET AR_1 

 

A A 

B B 

C C 
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WORKSHEET AR_2 

 

YES NO 

YES NO 

YES NO 
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