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Definition of "learning outcomes":  
knowledge, skills and competences 



 

   

PREMESSA 

La task 1.2  InPluServe prevede la definizione dei “learning outcomes” (risultati di apprendimento) relativi alla Gestione 
della diversità per servizi pubblici inclusivi. 

In base alle direttive del CEDEFOP1 (centro europeo per lo sviluppo della formazione professionale) potremmo descrivere i 
risutati di appredimento come “statements regarding what a learner knows, understands and is able to do on completion 
of a learning process, which are defined in terms of knowledge, skills and responsibility and autonomy” (affermazioni 
relative a ciò che un discente conosce, comprende ed è in grado di fare al termine di un processo di apprendimento, definite 
in termini di conoscenze, competenze, responsabilità e autonomia). (Council of the European Union, 2017). 

Generalmente i risultati di apprendimento sono costituiti da: 

Skills- In questo ambito si pone attenzione sulla modifica o sul miglioramento dei compiti che l'allievo può svolgere. 

Knowledge - Questo ambito si concentra sull'aumento delle conoscenze dei partecipanti 

Competence – Ovvero la comprovata capacità di utilizzare conoscenze, competenze e abilità personali, sociali e/o 
metodologiche, in situazioni di lavoro o di studio e nello sviluppo professionale e personale 

 

Per definire i Learning Outcomes in maniera precisa e approfondita andremo a delineare tutte le componenti del sistema 
di apprendimento: 

- Gli obiettivi generali, ovvero lo sviluppo di un curriculum e di un percorso formativo in grado di coniugare il duplice 
risultato di promuovere la gestione della diversità e la mediazione dei conflitti sia nell'erogazione dei servizi pubblici 
che all'interno dei luoghi di lavoro, attraverso una formazione per lo più asincrona.  

- I risultati di apprendimento, esplicitando quindi cosa i partecipanti sapranno e cosa sapranno fare al termine del 
training. 

- le unità di apprendimento, le risorse e i contenuti che permetteranno ai discenti di saper gestire diversità e conflitti 
alla fine del percorso di apprendimento. 

- le metodologie didattiche (metodi, materiali, forme di supporto…) per creare un adeguato ambiente di 
apprendimento. 

- Gli strumenti di verifica per valutare se e quanto i discenti raggiungano i risultati di apprendimento, attribuendo 
un giudizio sulle performances a seconda del livello raggiunto. 

- La Certificazione della valutazione tramite lo strumento appropriato (EQAVET, EQF, ECVET). 

 

La nostra intenzione è quella di strutturare un approccio completo e coerente di tutti gli elementi sopra descritti, con 
l’obiettivo di ottenere un modello che risulti flessibile e adattabile al contesto che cambia, capace di essere concreto e al 
tempo stesso trasferibile a livello organizzativo. Infine, e questa è la cosa più importante, che abbia una reale utilità nel 
processo di inclusione degli utenti finali, con un’attenzione particolare ai soggetti vulnerabili, scopo ultimo del nostro 
progetto. 

Ci troviamo, nel concreto, a lavorare con una pluralità di strumenti, approcci pratici, metodologie e valutazioni e 
certificazioni, consapevoli che la nostra sfida sia realizzare il trasferimento dell’apprendimento attraverso la formazione on 
line asincrona, che rappresenta la maggioranza del nostro training (5 moduli, 60 ore). 

  

FOREWORD 

The realization of task 1.2 of the InPluServ project developed into the definition of 'learning outcomes' related to 
Diversity Management for Inclusive Public Services. 

According to CEDEFOP (European Centre for the Development of Vocational Training) guidelines, we can describe 
learning outcomes as "statements regarding what a learner knows, understands and is able to do on completion of 
a learning process, which are defined in terms of knowledge, skills and responsibility and autonomy". (Council of 
the European Union, 2017). 

Generally, the learning outcomes consist of: 

Skills- This area focuses on modifying or improving the tasks that the learner can perform. 

Knowledge - This area focuses on increasing the learners' knowledge 

Competence - the proven ability to use personal, social and/or methodological knowledge, skills and abilities in 
work or study situations and in professional and personal development 

In order to define Learning Outcomes accurately and thoroughly, we coordinated all components of the learning 
system: 

- The general objectives, in our case the development of a curriculum and training course that can combine 
the dual outcome of promoting diversity management and conflict mediation both in public service delivery 
and within the workplace, through mostly asynchronous training.  

- The learning outcomes, thus making explicit what participants will know and be able to do at the end of 
the training. 

- The learning units, resources and content that will enable learners to know how to manage diversity and 
conflict at the end of the training. 

- The teaching methodologies (methods, materials, forms of support...) to create an adequate learning 
environment. 

- The assessment tools for evaluating whether and how well the learners achieve the learning outcomes, 
giving a judgement on performance according to the level achieved. 

- The certification of the assessment through the appropriate tool (EQAVET, EQF, ECVET). 

 

We have structured a complete and coherent approach of all the elements described above, with the aim of 
obtaining a model that is flexible and adaptable to the changing context, capable of being concrete and at the 
same time transferable to the organisational level. Finally, and this is the most important thing, that it has a 
real utility in the process of inclusion of the end users, with a special focus on the vulnerable, the ultimate aim 
of our project. 

We found ourselves, in practice, working with a plurality of tools, practical approaches, methodologies and 
evaluations and certifications, aware that our challenge is to achieve learning transfer through asynchronous 
online training, which represents the majority of our training (5 modules, 60 hours). 



 

 

Our training model in fact consists of an asynchronous online platform and only two moments of synchronous 
interchange, at the beginning and at the end. To these is added a one-to-one evaluation and orientation 
moment in the middle of the platform.  

This is a significant constraint for such a focused training: 

- on the person: which requires the learner to reflect on him/herself, his/her world view and personal 
beliefs and convictions, to achieve a greater awareness of his/her competences as a leader and 
possibly to be motivated to undertake any change.  

- On interpersonal relations: which requires the learner to improve his/her skills in managing working 
relationships, reading organizational contexts and leading work groups, to improve relations with 
end users. 

- On personal skills to concretely affect the context, generate inclusion, support the growth of other 
colleagues, respond to the needs of one's own area. 

In order to do a good job, we tried to recognize and focus on the strengths that online training offers in these 
areas and tried to identify what learning outcomes can realistically be achieved through this channel.  

It was also important to recognize and use the critical points as leverage for innovation. The good use of 
technology can also be a tool for improving relationships and developing both personal and organizational 
growth. 

 

THE BROAD TOPIC OF DIVERSITY 

In the following paper there is a summary of the comprehensive and in-depth work in the reports produced 
by UNIPORTO in task 1.1, which analyse our efforts in gathering information through literature, benchmarks, 
interviews and focus groups.  

Diversity is a very broad and complex topic. It consists of more or less visible and intangible components. 
Very context-dependent and constantly changing. 

It might be useful to establish a definition of it that seems inclusive and appropriate. 

 Taking up what UNIPORTO has outlined in its reports, we offer this definition as a starting point: 

“From this review of the literature insights, we propose that diversity can be understood as a concept that is 
concerned with the differences among individuals and/or groups - either visible or less visible, more stable or 
less stable - that includes a multiplicity of attributes, that yield different implications for the individual or 
group, which are dependent on social, cultural, economic and historical contexts. Among diversity 
characteristics, it must be highlighted that diversity considers the contextual implications for groups that have 
a history of inequality, such as women and racial/ethnic minorities, but it also goes beyond these 
characteristics and encompasses other sociodemographic characteristics (such as age, disability, nationality, 
and socioeconomic background), as well as job-related characteristics, such as job experience and different 
educational backgrounds.” Auscultation Report (Literature Review and Benchmark segments) p.18 
 
“Diversity is an expression of different talents, brings new knowledge and experience to the work performed, 
allowing innovation and different approaches to work tasks; 

Provides learning content and different approaches to solutions, allowing team members to learn with each 
other through different perspectives and experiences; 

 Provides the ability to relate to the reality and needs of diverse PA users, allowing the services provided to be 
effective to a diverse population of public users.” Auscultation Report (Auscultation segment) p. 5 



 

  

On the basis of what emerged in the reports of task 1.1., each partner summarised the work through 5 areas of 
development from which the relevant learning outcomes emerged. The work of each partner was then reviewed 
by another, according to this division of tasks: 

 

 

At the end of the collaborative work, these are the 5 areas of development and the related learning outcomes: 

 



 

 

 

 

 

 



 

 

 

 

 

 

  

 

 

 

 

 

 

 


