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Disclaimer

This project has been funded with support from the European Commission. The European Com-
mission support for the production of this publication does not constitute an endorsement of the
contents which reflects the views only of the authors, and the Commission cannot be held respon-
sible for any use which may be made of the information contained therein.

Project reference number: 2017-1-ELO1-KA204-036335.
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Rights to Use

This work is licensed under CC BY Creative Commons Attribution 4.0 International License.
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1. RE-USE OF I03 MODEL — TRANSFERABILITY GUIDELINES

The overall aim of I03 Impact Circular Model is to both create an impact but also to have a circular
approach, that of being reused and repurposed within an organisation. Having applied all the pre-
vious steps, an organisation is now able to re-use the 103 results within any department. For each
step, the organisation has now designed a strategy, the necessary templates and tools to be used,
set up the necessary cooperation and networking structures but also created a list / database of
collaborators and trainers to cooperate with. Having successfully designed the Impact Circular
Model within, they are now in a position to implement strategic changes and motivational attitu-
dinal changes of their staff.

Preparation by organisation:
1. Recycling of model to other departments
2. Instructions for transferability

3. Good practice template and identification guidelines for selecting case studies.
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2. SUGGESTED USEFUL TOOLS

PART 1: UNDERSTANDING WHAT THE PROJECT Q-SER IS ABOUT

The Q-SER project focuses on the intercultural training of municipality employees in various sec-
tors in order to acquire the skills and knowledge they need to perform to the highest standards
and serve the immigrants equally, according to their needs. The project will create two models
integrated within an online system allowing the target audience to interact and learn.

|03: The Impact Circular Model - training and iterative service provision and

|04: The Circular Cycle Mentoring Model creating multiplier mentors and e-mentors allowing for
grass-root level interaction.

During the course of the two models and their circular aspect, it is imperative that the good prac-
tices identified and recorded during the sessions, are re-used and re-fed into the Q-SER system.

The below document provides input on principles to be considered when identifying good prac-
tices and case studies as well as a template to be used by the trainers and mentors themselves.

Principle 1:

Optimize communication skills by the organisations employees when dealing with specific target
groups, in this case, Q-SER’s, immigrants and refugees.

Principle 2:

Foster the organisation’s effectiveness by reducing complaints, customer service provision, mini-
mizing time to serve and reiterative services.
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PART 2: FINDING RELEVANT CASE-STUDIES

1.

What is the total of ‘Yes’ replies above?

Answer the following questions for each identified case-study

4 or larger — Case study is appropriate — proceed to Step 5 below

Each mentor should be able to identify good practices and case studies that can act as work-
ing scenarios for them and the future mentors.

Case studies can be found within their organisations, departments or through interviewing
customers and target group members.

Smaller than 4 — Please find another case-study which better meets the principles of
Q- SER project and answer the questions again.

Yes

No

Comments

Is this a reoccurring issue within the
department?

Can this issue be recorded, and a writ-
ten solution be provided / be distrib-
uted?

Is this issue identified in other depart-
ments?

If this issue is resolved, will it bring
about a change in how customer ser-
vice is provided?

Does the case-study bring benefits for
both the staff member and the organi-
sation?

Total
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Fill in the one-page Case Study summary template (Part 3).

PART 3: CASE-STUDY SUMMARY TEMPLATE

Name Case Study Number

Case Study Title / issue identified

Sector/ department

Problem Background

How it was addressed?

Resulting benefits

Source/Reference/ Comments
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