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Overview of our collaboration

We are currently collaborating with the Spanish Red Cross program “Plan Empleo”. The 
objective of the program is to support  vulnerable groups who are in risk of social 
exclusion access the labor market.
Within the program, there are different career maps that the participants can follow. We are 
collaborating with the career maps of Customer Service and Logistics.

In order to accelerate their labor market insertion, we are currently working on 2 
different areas:
Å Face to Face workshops: facilitated by different BTSers, where we dive into critical 

customer service capabilities
Å Mentoring: an individual follow up process with a BTSer (over a period of 2-3 

months), supporting them in their job search and interviews 

Throughout the past 10 months, we were able to have a direct impact in the lives of 
these participants, helping them better understand the key moments and behaviors
when interacting with a customer.
In the next slides you can find the detailed results we have achieved with this collaboration.
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Training and mentoring

As previously mentioned, we are currently collaborating with Red Cross Spain on two different areas:

Training Mentoring

Å These are half a day workshops facilitated by BTS 
with 10-20 participants from Red Cross Plan 
Empleo

Å The solution used is a simulation board that 
reflects the day-to-day of a Gas Station

Å Participants face two simulated rounds, with 5 
events in each of the rounds

Å In the feedback sessions, the facilitator debriefs 
the events and connects the learnings with the 
key capabilities that participants will have to 
demonstrate when interacting with a customer 

Å This is a mentorship journey between a BTSer and 
a participant from Red Cross Plan Empleo

Å Before the start of the journey, the participant 
does an assessment to measure how he/she is 
performing on certain key skills

Å This individual journey is composed by 4-6 
meetings over a period of 2-3 months linked to 
working on the previously defined key skills 

Å Throughout the journey, the BTSer uses specific 
BTS tools to help the participant develop his/her 
capabilities and accelerate the insertion in the 
labor market
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Results achieved

16 workshops with 175 participants in total

13 BTSers have been directly involved 

The overall satisfaction of the sessions is 4.7/5

Additionally, in the next months we will be measuring the impact of the 

program in terms of employability and insertion
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Next steps

As next steps, we will:

ÅContinue to facilitate workshops around Customer 
Service

ÅStart to facilitate workshop with participants from 
Logistics

ÅContinue the mentorship program with new 
participants
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