Quick Guide to access Training Plans in the Skills Framework

Go to the Enterprise Portal for Jobs and Skills (EPJS)

Step 1: Visitthe website by clicking onto the link or typing in enterprisejobskills.sg

Step 2: There are three quick ways to find the jobs and skills resources to match your needs

ENTERPRISE PORTAL
FOR JOBS & SKILLS

How can we help you?

I wantto enhance and digitalise human capital practices

1. Quick Search
(igital Services )

2. Search by
Business
Need

Develop Recruit Upgrade Redesign
Human Capital Talent Skills Jobs

Learn at the
Workplace

3. Search by
Business
Category

Follow the next few steps to identify the relevant training plans in the Skills

Frameworks

Step 3: Go to EPJS - Quick Search, type in Skills Framework

ENTERFRISE FORTAL
POt JO8S & SOuLE

Click Here

pinl Tevam

Within the Skills Frameworks, you will have access to skills content covering more than:

e 1,500 Job Roles
e 1,800 Technical Skills & Competencies
e 18 Generic Skills & Competencies
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Quick Guide to access Training Plans in the Skills Framework

Step 4: Pick a Skills Framework sector.
Let’s use the “Air Transport Skills Framework” as an example.

You will see this.

Skills Framework for

Air Transport .
P A I
Home > Learn at the Workplace > Skills Framework > Air Transport i ‘

The Skills F are developed for the Singap by the g in partnership with industry i unions, and pi i bodies. The Skills RESOURCES
provide up-to-date i ion on career i job roles, existing and emerging skills and competencies, as well as relevant education and
training programmes. Employers can use the Skills F 1o design ive human resource ices to ise skills and make i on skills

The Skills Frameworks are part of the SkillsFuture movement to promote mastery and recognition of skills, and to foster a culture of lifelong learning

€D

(®) Level Up Your Team

Click Read More TOOLKITS

(a) Air Transport Skills Framework
"~/ Template

Step 5: Clickon “Read More”.

You will see this.

SKILLSW About SkillsFuture  Programmes for You = e-Services - Newsroom  SkillsFuture Stories  Contact  Advanced Search

» B B % g E ®

SKILLS FRAMEWORK FOR AIR TRANSPORT

/Al

WHAT IS IT? WHO IS IT FOR? HOW DOES IT WORK? SKILLS FRAMEWORK TEMPLATES GET HELP

WHAT IS IT?
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You can read up on Sector Information — Part (i) and Career Pathways — Part (ii).

HOW DOES IT WORK?

The SFw for Air Transport contains information on trends, career pathways, occupations, job roles, skills and competencies and training programmes.

(i) Sector Information

This sggtion provides information on the SFw for Air Transport, including information on trends and workforce profiles in the sector.

b download the Guide to Occupation and Skills for the SFw for Air Transport.
Click Here
(i) Career Pathways

The Career Pathways show the possible options for vertical and lateral progression for advancement and growth. Five (5) tracks, (i) Airport Ground Handling,
(ii) Airport Management, (iii) Airline Ground Operations, (iv) Airline Flight Operations, (v) Airline Commercial Management, which encompass 93 job roles.

Click download the Career Pathways for the Air Transport sector.

Click Here

Step 6: Download the Skills Map — Part (iii) for an identified Job Role
Let’s use the “Customer Service Supervisor, Commercial” Job Role as an example.

Select “Airline Commercial Management” and click on the drop-down button on the extreme
right end of the bar.

(iii) Skills Map

The Skills Maps covers a total of 93 job roles, critical work functions, key tasks and skills and competencies aligned to the five tracks.

(a) View the Occupations/Job Roles under the SFw for Air Transport

Click on the tracks listed below to download the Skills Map for each track.

Airline Ground Operations v
Airline Flight Operations v
Airline Commercial Management A
1. Select Airline Commercial Management : l
2. Click Here
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Step 7: Select the Job Role — “Customer Service Supervisor, Commercial”

You can download the word format and customise it further to suit your business needs.

Airline Ground Operations

Airline Flight Operations

Airline Commercial Management

* Customer Services Officer (Call Centres)/Customer Services Officer (Reservations & Ticketing)/Passenger Relations Officer [PDF/Word]

Senior Customer Services Officer (Call Centres)/Senior Customer Services Officer (Reservations & Ticketing)/Senior Passenger Relations Officer
[BOE M ad]

Customer Services Supervisor (Call Centres)/Customer Services Supervisor (Reservations & Ticketing)/Premium Services Supervisor [PDF/Word] I

Executive (Contact Centre Operations)/Executive (Service Centres)/Executive (Premium Passenger Services) [PDF/Word]

Manager (Contact Centre Operations)/Manager (Service Centres)/Manager (Premium Passenger Services) [PDF/Word]

Vice President (Customer Services) [PDF/Word]

Network Planning Analyst [PDF/Word]

Assistant Manager (Network Planning) [PDF/Word]
Manager (Network Planning) [PDF/Word]

Vice President (Network Planning) [PDF/Word]

Select Customer Service Supervisor

You will see this.

smus?%ﬂw SG

SKILLS FRAMEWORK FOR AIR TRANSPORT
SKILLS MAP — CUSTOMER SERVICES SUPERVISOR (CALL CENTRE)/
CUSTOMER SERVICES SUPERVISOR (RESERVATIONS & TICKETING)/
PREMIUM SERVICES SUPERVISOR

Sector Air Transport

Sub-Sector Airline

Track Customer Services

Occupation Customer Services Professional

Job Role Customer Services Supervisor (Call CentreCusiomer Sernvices Supernvisor

(Reservations & Ticketing)/Premium Services Supervisor
The Customer Services Supervisor (Call Centre)/Customer Services Supervisor
(Reservations & Ticketing)/Premium  Services Supervisor identifies and
proposes areas of enhancements to improve the airline’s customer experiences.
He/She coordinates activities of team members to ensure service delivery meets
or exceeds expected standards. He enforces safety and/or security compliance
in the workplace and conducts investigation on the root causes of all safety
and/or security breaches. He manages staff disputes and provides on-the-job
training to improve their performance.

Job Role
Description The Customer Services Supervisor (Call Centre)/Customer Services Supervisor
(Reservations & Ticketingy/Premium Services Supervisor has a strong
understanding of the industry to anticipate customer preferences, needs and
expectations. He is customer-centric with strong attention to details to identify
areas of enhancements for customer service delivery. In addition, he is also able
to show initiative and consider industry best practices to solve customer
problems and issues. He possesses excellent interpersonal and customer
service skills whilst working in shifts. He also displays leadership capabilities in
order to manage and mentor junior and senior officers.

Critical Work

Functions Key Tasks

Anticipate customer preferences, needs and expectations
Resolve exceptional customer situations
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Step 8: Readup on the Skills and Competencies — Part (iv) if you would like to know what the Skills and
Competencies entail

Let’s select Skills Category “Customer and Passenger Service” and Technical Skills and
Competency “Call Centre Management” for the “Customer Service Supervisor, Commercial” Job
Role, as an example.

(iv) Skills and Competencies

The Skills and Competencies identified for each of the job roles fall under two broad classifications: (i) Technical Skills and Competencies, and (ii) Generic
Skills and Competencies.

(a) View the Technical Skills and Competencies for the SFw for Air Transport

Technical Skills and Competencies comprise occupation/job-specific knowledge, skills and abilities that a person needs to have to perform the various
tasks.

Clic @ download the Overview of Technical Skills and Competencies for the SFw for Air Transport.

Click Here
Commercial Management . v
i 1. Select Customer and Passenger Services
Customer and Passenger Services A

* Baggage Services Management [PDF/Word]

e Call Centre Management [PDF/Word) | 2. Click Here
* Customer and Passenger Handling and Care [PDF/Word] k
* Customer Relationship Management [PDF/Word] 3. Select Call Center Management

* Customer Service Delivery [PDF/Word]
* Flight Check-In Operations [PDF/Word]

* People and Relationship Management [PDF/Word]

Service Challenges [PDF/Word]

* Service Coaching [PDF/Word]

You will see this.

SKILLS FRAMEWORK FOR AIR TRANSPORT SKILLS‘ﬂ!foE SG

TECHNICAL SKILLS & COMPETENCIES (TSC) REFERENCE DOCUMENT

TSC Call Gentre Management
TSC Tmplement and ddress queries and needs of customers
TSC v Tevel 1 Tevel2 Tevel 3 Teveld Tevels Tevel 6
ipti ATP-CPS-1002-1.1 ATP-CPS-2002-1.1 ATP-CPS-3002-1.1 ATP-CPS-4002-1.1
Provide assistance o Resoly lated perv Develop call centre
customers and handle issues and suggest actions | customer service teams to | operational strategies in line
customer enquiries inthe | to meet the needs of deliver expected service | with customer and
call centres customers standards passenger service delivery
models of airines
Rnowledge + Telephone etiquetie « Telephone etiquetie « Telephone efiquetle + Customer service
+ Communication skills |+ Communication skils |+ Customer sewvice Standard Operating
+ Customer service + Customer service Standard Operating Procedures (SOPs) of
Standard Operating Standard Operating Procedures (SOPS) of airines
Procedures (SOPs) of Procedures (SOPs) of airines + Ailines reservation
aifines airlines - Aifines reservation systems.
+ Airlines reservation « Airlines reservation systems + Procedures for
systems systems « Procedures for documentation and
+ Procedures for documentation and maintaining records in
dacumentation and maintaining records in the call centres.
‘maintaining records in the call centres + Tools and techniques of
tha eall rantras « Trrle andtachninies of | enacking and mantaring

Page 5 of 9


https://www.skillsfuture.sg/skills-framework/air-transport

Quick Guide to access Training Plans in the Skills Framework

Next, Download Generic Skills and Competencies

(b) View the Generic Skills and Competencies for the SFw for Air Transport

Generic_Skills and Competencies are employability/transferable skills and competencies.

Clic

o download the Overview of Generic Skills and Competencies for the SFw for Air Transport.
Click Here
You can download more than one, whichever is applicable

Step 9: Download Training Programmes — Part (v) i.e. the Training Plan for the Job Role

You can download the word format and customise it further to suit your business needs.

(b) View the Training Programmes for in-service employees

For in-service employees who work in the Air Transport sector and who aspire to take on more challenging roles at work, you can identify and enrol in the
training programmes listed here to acquire the relevant skills.

These are programmes for in-service personnel to broaden or deepen specific skills and knowledge for the various job roles in the sector.

Airport Ground Handling v
Airport Management v
Airline Ground Operations v
Airline Flight Operations k 1. Select Airline Commercial Management v
2. Click Here > .
Airline Commercial Management A

* Customer Services Officer (Call Centres)/Customer Services Officer (Reservations & Ticketing)/Passenger Relations Officer [PDF/Word]

Senior Customer Services Officer (Call Centres)/Senior Customer Services Officer (Reservations & Ticketing)/Senior Passenger Relations Officer
[PDF/Word]

Customer Services Supervisor (Call Centres)/Customer Services Supervisor (Reservations & Ticketing)/Premium Services Supervisor [PDF/Word] |

Executive (Contact Centre Operations)/Executive (Service Centres)/Executive (Premium Passenger Services) [PDF/Word]
Manager (Contact Centre Operations)/Manager (Service Centres)/Manager (Premium Passenger Services) [PDF/Word]
Vice President (Customer Services) [PDF/Word]

Network Planning Analyst [PDF/Word) . .
Assistant Manager (Network Planning) [PDF/Word) 3. Select Customer Service Supervisor
Manager (Network Planning) [PDF/Word)

Vice President (Network Planning) [POF/Word]
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You will see this.

Skills Framewaork for Air Transport

Programmes that broaden or deepen specific skills and knowledge

for the various job roles in the sector
Job Role:

Airline Commercial Management Customer Services Supervisor (Call Centre]/Customer Service Supervisor (Reservations &
Ticketing)/Premium Services Supervisor
Full Qualification Pragrammes Providers
Ciplomain Engineering [Aviation Manzgement) Temaszk Polytechnic
Technical skills and Competencies (T5C]
i Modular Programmes Providers
Category Title Proficiency Level
P - I . Post-diploma Certificate in International Trade and .
Organisational Dev Cchange Management 3 . anyang Palytechnic
Business
. post-diploma Cartificate in International Trade and .
Business BAEmi Human Factors Management 3 . P lanyane Polytechnic
A Business
Productivity & e Post-diploma Certificate in Internztionz| Trade and .
Innovation banagement 3 X hznyang Polytechnic
nnovation Business
_ . : rost-diploma Certificate in Internations| Trade and .
Organisational Dev Learning and Development 3 ) Wanyang Polvtechnic
Business
Modular Certificate in Customer Relationship o
Management anyang Balytzchnic
Organisational Dav Manpower Planning 4 Modular cartificats in Service Manzzement Manyang Polytechnic
odular Certificats in Teurism Management y |
Business jiemt stakeholder Management 3 . = Manyans Polytechnic
e - ) VAN Business
rost-diploma Certificate in International Tradea .
Technology MEmE. Technology Application E] Busimf_ k lianyang Palytechnic
13

Select a programme and search from the 175 courses available
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Step 10: Go to myskillsfuture.sq portal to search for the course information based on the course title.

M,;Klu.s‘ﬁdwz

Home Courses

Type inthe Title to search

COURSES for courseinformation for
identified courses.
All information listed is provided by training providers.
To enrol or find out more about the courses, please contact the training provider. k

Browse By Categories v Q modular certificate in tourism management m

Search by G2 € D D @ DD G RSN |
=

-

£

Sort by 175 course(s) found for "modular certificate in tourism management”

Accurate as of 02 Apr 2020

Select ? = g—

Filter by Clear all

Training Duration -

SURVIVE THE ROBOTS! SURVIVE THE ROBOTS! HOSPITALITY INDUSTRY
I — PREPARING... PREPARING... ANALYTICS
Less than 1 day More than 1 year ERRSSEAREESERS R Madces
Full Fee - D9 SD S0

NANYANG POLYTECHNIC NANYANG POLYTECHNIC NANYANG POLYTECHNIC
_———————
$0 More than $5,000 Hotel & Accommodation information and Tourism, Travel and Tour

Communications
The End

Annex A - Sample of a Training Plan developed for a School Bus Captain Job Role
Annex B- Sample of a Whole-of-Company Training Plan developed for an SME

Need further help?

You may sign up for the complimentary Skills Framework Workshops at
https://www.ihrp.sg/skills-framework/workshops-for-hr-professionals/

Or, you could email us at: enterprise_engage@ssg.gov.sg.

Thank you.
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Annex A

Sample of a Training Plan developed for a School Bus Captain Job Role

SKILLS & LEARNING

1. TECHNICAL SKILLS & COMPETENCIES

TRAINING PLAN FOR SCHOOL BUS CAPTAIN

- . L Training Training
skill Proficiency Description Programme Provider
Bus Vocational NA Obtain a vocational license as the mandatory requirement | Valid Class 4 driving licence and Land Transport Authority
Driving to drive a school bus Omnibus Driver's Vocational Licence (LTA)
Workplace Literacy WPL Can handle routine entry level jobs that involve only the WPL (Conversational) Programme | NTUC Learning Hub
Level 3 most basic oral or written communication in English and in | (Reading, Listening and Speaking)
which all tasks can be demonstrated. Training Vision Institute
(For Reading, Listening and Speaking)
Bus Fare Collection NA Assist in collection of bus fares from parents or caretakers | On-Job-Training In-house
whenever necessary
Bus Equipment and Level 2 Operate bus controls and on-board equipment, including On-Job-Training In-house
Systems Operation video camera and other electronic devices
Bus Regulatory Level 3 Adhere to bus legislative and regulatory requirements by Enhanced Vocational Licence Singapore Bus Academy
Compliance establishing and developing internal work processes, to Training (SGBA), Land Transport
prevent incidents of noncompliance and regulatory Authority
oversight
Bus Vehicle Level 2 Drive bus vehicles along service routes, and/or between Enhanced Vocational Licence Singapore Bus Academy
Operations different schools and pick-up locations Training (SGBA), Land Transport
Authority
Health and Fatigue Level 1 Identify and manage risks associated with fatigue within the| Comply with Workplace Safety and | Bespoke Solution Training]
Risk Management work environment to ensure all personnel are fit to perform| Health Policies & Procedures Consultancy Pte Ltd;
assigned duties U-Training Centre Pte Ltd.

Annex B

Samples of a Whole-of-Company Training Plan developed for a SME

Sample of Whole-of-Company Training Plan
Skills Learm hough Doing Leam hrough Olhers Leam hrough Courses
ob Family ::‘a"”;z‘r”:"“" te How can | learn the skills at work?  |How | can learn the skills rom ofhers? | What courses can 1ake? Provider Course Fee* Durafion URL
Wholssale and Retall rads
SkillsFuturs for Digital Singapore Institute of Retail 375 2y | B A sies 2 sa/CourssOerviewDeTails ssoxzeour
. - Buddy up with a co-worker who has Workplace (Available in Studies (After gov subsidy) ¥*  |se_codesSkillsFuture+forsDigital+Workplace
I Using the computer and digital ' ; ’ ’ :
Digital Literacy o +h skills. Lsarn from ks or her sharing, |English & Mandarin)
ool iersenaintas ask questions i $178 hitps w myskillsfuture sa/content/portaljen/irain
Use Essential Features of o
e Eagle Infotech Consultants | (After government | 2days |na-sxchangs/courss-dirsctor/courss:
" subsidy] detailhtmiZcourseReferenceNumber=SCN-
WS@ Workplace Literacy $27670 httes:/fwee myskillsfuture sa/contentiportalien frainl
Cracte opportunfiss fospeckwith | |ro8rem = Comprehensive [rairing Visin (After government | #0hous |ag-ssohangs/couse-direstoncousse:
ot Lanauage  |Make @ dedicated effort 1o peak |one another oy in English, &.g.for  (Bginner] subsidy] getoilhimie
e guag in English on the job one hour sach day, one day sach Workplace Literacy Program $290
wesk, ste — Comprehensive NIUC Learning Hub (After gavemment | 90 hours
lOperative (Intsrmsdiats] subsicly]
$175 entrain
Keep @ sales jeurnal, and dertty ihe best salss person nfhe  [ETHER NATC Institute (After government | 2days
Salss Closurs constantly reflsct and racord ; subsidy] sncsNumbsr-SCH:
each sales experience company and leam from im or her. 1 eTaiing Solh 0 tent/poralfenfirai
= isctive Retaling Selling Temasck Polytechnic $400 16 hours ure sa/content/portalfen/traini
skills se-directory/counse:

Sample of WOC
Training Plan.xlsx

D

A

. -‘ Click here to download the editable versions.
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