 BULLETIN 2020-101                      
August 14, 2020
	U.S. Department of Labor

Employment and Training Administration, Office of 
Apprenticeship (OA) 

Washington, D.C.  20210
	Distribution:

A-541 Hdqtrs

A-544 All Field Tech

A-547 SD+RD+SAA+; Lab.Com
	Subject:  Revision to Appendix A National Standards of Apprenticeship for CareerWise Colorado
Code:  400.1

	Symbols:  DRAP/KAJ
	
	Action:  Immediate

	PURPOSE:  To inform the staff of OA, State Apprenticeship Agencies (SAA), Registered Apprenticeship program sponsors and other Registered Apprenticeship partners of a revision to Appendix A to include the occupation listed below to the CareerWise Colorado National Standards of Apprenticeship. 
BACKGROUND:  This revision to Appendix A, to the National Standards of Apprenticeship, was submitted by Mr. Jake Williams, National Partnerships Program Manager, on behalf of the CareerWise Colorado, were approved by the OA Administrator on August 10, 2020, for the following occupation:  
General Insurance Associate

O*NET-SOC CODE:  43-9041.01   
RAPIDS CODE:  2040CB
ACTION:  This bulletin is being provided to OA staff for informational purposes only.  Region IV, Regional Office will be responsible for maintenance and technical assistance regarding this program.

If you have any questions, please contact David Risser, Apprenticeship and Training Representative, Region IV, Regional Office of Apprenticeship at, (303) 844-4826. 
NOTE:  This bulletin is being sent via electronic mail.  
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WORK PROCESS SCHEDULE

GENERAL INSURANCE ASSOCIATE

O*NET-SOC CODE: 43-9041.01   RAPIDS CODE: 2040CB



Description:  All apprentices in this General Insurance Associate program will pursue a concentration.  Three (3) concentrations are available: Insurance Generalist, Underwriting, and Claims.  Insurance Generalists are focused on internal and external communication, data analysis, and business analysis. Underwriters work with their team to interpret and explain information regarding worker’s compensation policies, premium and regulatory and legislative issues to stakeholders resolving any questions/issues as they come up.  Claims Representatives frequently communicate with stakeholders to resolve insurance claims.

On-The-Job Learning:  Apprentices will receive training in the various work experiences listed below.  The order in which this training is given will be determined by the flow of work on the job and will not necessarily be in the order listed.  

Ratings are:

(4) Exceeds All Expectations (Advanced)

(3) Meets & Exceeds Some Expectations (Proficient)

(2) Meets Expectations Consistently (Emerging)

(1) Meets Some Expectations (Novice)

(0) Not Applicable (No Skill)



4. Exceeds All Expectations (Advanced):  Consistently exceeds performance standard established for the time in position.  Achieves results above and beyond what is required.  Extends themselves in their roles to exceed personally and as a team to achieve exceptional results. 



3. Meets & Exceeds Some Expectations (Proficient): Apprentice not only meets all expectations in a fully satisfactory way but exceeds some of the objectives. 



2. Meets Expectations Consistently (Emerging): Meets the performance standards established for time in position.  Handles routine tasks & some unexpected situation with the usual amount of supervision. Can continue to develop with coaching, advanced training or more experience 



1. Meets Some Expectations (Novice):  Occasionally meets some of the objectives related to this goal but does not meet others in a fully satisfactory way. This performance level generally indicates the need for additional coaching, training or other plan for performance improvements. 

 

0. Not Applicable (No Skill):  Training in this competency has not yet begun. 



Apprentices need to at least receive an average ranking of “2” across all applicable competency categories when evaluated at each of their reviews during the apprenticeship in order to be considered for any merit-based wage increases. Apprentices need to receive a “2” or better in each competency in order to complete the apprenticeship.







Apprentice Competency Evaluation

		INSURANCE GENERALIST COMPETENCIES

		Rating



		Supervisor Sign-off

		Date



		Customer Service/ Service Orientation

Understands principles and processes for providing customer and personal services.  This includes assessing customer needs, meeting quality standards for services, and keeping customers informed.

· Addresses internal and external customers in a polite and friendly manner. Uses email and voicemail proficiently and consistently with internal customers.

· Meets basic customer needs.

· Identifies the proper employee to help with more complex needs.

· Independently meets customer needs.

· Uses email and voicemail proficiently and consistently with external customers.

		

		

		



		Process Analysis and Application

Understands the process required for specific work tasks, determines if and how the process is working and how changes in conditions, operations, and the environment will affect outcomes.

· Describes internal processes core to business operations and their functions within a system.

· Describes how these processes interact.

· Interacts with and works within processes core to business operations.

· Owns simple processes core to business operations.

· Identifies and reacts to issues within processes that need to be changed.

· Fully integrates into the system and understands impacts of their process on other processes.

		

		

		



		Business Communication

Tells a story in a compelling way. Develops arguments to persuade someone to their side. Influences.

· Develops written and oral descriptions of factual issues in a concise and effective manner.

· Identifies tools that could be used in communication.

· Develops insights and communicates them effectively to supervisor.

· Uses various communication tools with direction from supervisor.

· Clearly articulates problems and solutions in written and oral forms.

· Presents solution sets.

· Independently selects the appropriate communication tool for the job.

		

		

		



		Data Literacy

Reads, aggregates, distills, and disseminates internal and external data in structured formats for use in assigned tasks.

· Describes different business operations reports and how to access them.

· Accesses data from different business operations reports.

· Knows where to find data for assigned tasks.

· Runs reports for internal and external purposes.

		

		

		



		Data Analysis

Analyzes and processes complex data for core business operations.  Identifies the underlying principles, reasons, and facts of data sets.  Breaks down information or data into separate parts.

· Performs routine data entry tasks to support supervisor.

· Exhibits basic navigation of Excel; understands the structure and purpose of a cell.

· Independently performs data entry tasks.

· Employs formatting, conditional formatting, and simple formulas in Excel.

· Employs formatting, conditional formatting, and simple formulas in Excel.

· Acts as a steward of data; prepares data with minimal errors for use by colleagues and supervisors.

· Accesses data from databases in support of business needs.

· Writes formulas in Excel and creates pivot tables.

		

		

		



		Data Communication

Creates and distributes reports, dashboards, visualizations, and presentations to communicate business performance.

· Understands and navigates business management tools.

· Explains how and where elements sit within business management tools.

· Opens and interacts with reports at a basic level.

· Creates visualizations, dashboards, and presentations with assistance and direction provided by supervisor.

· Downloads reports to communicate business performance.

· Creates visualizations, dashboards, and presentations independently for assigned tasks.

· Creates reports to communicate business performance.

		

		

		



		Business Systems Analysis 

Determines how a system should work and how changes in conditions, operations, and the environment will affect outcomes. 

· Describes systems core to business operations and their functions.

· Describes interactions between different systems.

· Works within these systems, but may lack understanding of impacts from one system to another. 

· Describes impacts and relationships on the business ecosystem.

· Describes how decisions and actions impact other systems.

· Works proficiently within systems.

		

		

		



		Interpersonal Communication 

Discovers information that isn't publicly available, shifts another person's perspective, and makes convincing presentations. 

· Addresses internal and external customers in a polite and friendly manner.

· Sets up and proactively manages voicemail and email.

· Communicates in a professional and helpful manner in all forms (in-person, written, and phone).

· Communicates effectively with managers to meet their needs.

· Leverages calendars to schedule meetings with managers and project teams.

· Collaborates with and supports peers rather than competing with them.

· Volunteers for projects.

· Recognizes when peers have less capacity and speaks up to offer their assistance. 

· Presents as honest and admits and accepts mistakes.

· Accepts critical feedback as a growth opportunity.

· Advocates for self when help is needed.

		

		

		













		INSURANCE UNDERWRITER COMPETENCIES

		Rating



		Supervisor Sign-off

		Date



		Insurance principles and practice

Knows and understands the core principles of insurance and can apply to operations.

· Describes what insurance is and what it is used for, the different lines of insurance that are available, what is necessary to acquire insurance, and what can affect different rates and premiums.

· Describes the regulatory agencies that affect different lines of insurance.

· Describes how different departments work together within the organization.

· Applies knowledge of the applicable lines of insurance, organizational roles, and regulatory roles to insurance operations.

		

		

		



		Insurance products and services

Understands the range of insurance products and services available in the market and how to meet client needs.

· Describes the products and services offered as an industry standard.

· Describes the products and services offered that are specific to the organization.

· Details the different channels (e.g., agents, walk-ins) for obtaining business.

· Identifies the differences between standard and special products and services offered.

· Demonstrates an awareness of industry competitors.

· Selects applicable standard and special products and services to issue policies and packages.

· Provides education on applicable products and services both internally and to clients.

		

		

		



		Underwriting process 

Documents information in order to underwrite new risks, alterations, renewals and/or cancellations in an accurate and timely manner.

· Describes different roles and levels within the underwriting discipline and the products and services offered.

· Describes the life of a policy.

· Researches and documents facts or information required to evaluate risk.

· Assists with underwriting new and renewal business.

· Communicates with assigned team members to process policy requests.

· Underwrites standard new and renewal business.

· Communicates with different departments to process policy requests.

· Determines if a policy price is adequate for the potential risk.

· Manages an underwriting work flow.

		

		

		



		Regulatory Compliance

Adheres to regulatory requirements in all facets of operations.

· Describes the role of regulatory agencies and provides examples of their roles for relevant line(s) of insurance.

· Demonstrates understanding of business practices and state laws relevant to the industry.

· Operates within applicable laws (e.g., Workers’ Compensation), organizational filings, and regulatory filings.

· Articulates how different regulatory agencies and organizational functions influence underwriting.

		

		

		



		Data Literacy

Reads, aggregates, distills, and disseminates internal and external data in structured formats for assigned tasks.

· Describes different underwriting reports and how to access them.

· Accesses data provided by internal reporting, regulatory reporting, and industry reporting and assists with data entry.

· Runs reports for internal and external purposes.

· Aggregates and compiles data provided by internal reporting, regulatory reporting, and industry reporting.

· Distills and disseminates data provided by internal reporting, regulatory reporting, and industry reporting to determine and explain analyses of pricing.

· Analyzes data to identify industry trends.

		

		

		



		CLAIMS REPRESENTATIVE COMPETENCIES

		Rating



		Supervisor Sign-off

		Date



		Customer Service / Service Orientation

Understands principles and processes for providing customer services.  This includes customer needs assessment, meeting quality standards for services, approaching conversations with empathy, managing conflict, and keeping customers informed.

· Seeks support for building rapport and resolving any conflict.

· Asks clarifying questions and engages with customers in a transactional manner.

· Listens to the customer and does not make them repeat themselves.

· Interacts with mostly internal stakeholders, in a highly supported manner.

· Uses clear and concise verbal and written communication to build rapport and resolve conflict.

· Asks clarifying questions, practices active listening, and demonstrates empathy when needed.

· Meets basic customer needs and identifies the proper employee to help with more complex needs.

· Communications are highly structured and pre-planned, with low-risk internal and external stakeholders.

· Interacts and communicates with customers to maintain rapport and deescalate conflict.

· Responds to customers with appropriate emotions including demonstrating empathy and sympathy, when needed.

· Takes ownership of the customer relationship and independently meets customer needs.

· Communications with all stakeholders are less structured.

		

		

		



		Insurance Claims Principles and Practice

Knows and understands the core principles of insurance and can apply to operations.

· Describes what insurance is and what it is used for.

· Describes how different departments work together within the organization.

· Differentiates between which factors can affect the compensability of claims.

· Describes the regulations and rules that govern claims-related decision making.

· Narrates the claims process from the start to the close of a claim.

· Demonstrates knowledge of compensability factors and appropriate steps for when a loss has occurred and a claim has been accepted.

· Leverages knowledge of the claims process to serve as a partner in decision-making.

		

		

		



		Claims Handling

Uses company processes and state policies to facilitate claims processing for policyholders by gathering or requesting information, managing records, corresponding with stakeholders to manage and resolve open claims, identifying compensability red flags, and approving payments.

· Reviews claim documents for accuracy and completion.

· Reviews claim documents for accuracy and completion and requests needed information from stakeholders at multiple touchpoints throughout the life of the claim.

· Initiates communication with stakeholders.

· Examines completed documents for red flags related to compensability and escalates issues accordingly.

· Arranges care and manages documents and records appropriately.

· Approves payments on bills related to a claim.

· Both initiates and responds to communication with and requests from stakeholders.

		

		

		



		Confidential Information Handling

Ensures the privacy of client data and confidential situations at all times.

· Articulates the importance of upholding confidentiality standards and the consequences for not upholding them.

· Upholds confidentiality standards and shows extreme caution when handling sensitive information.

· Follows data protection protocols (e.g., locks their computer, encrypts data as appropriate).

· Upholds confidentiality standards independently and without referencing policy documents.

· Identifies risks to confidentiality and makes suggestions for how to further protect confidentiality.

		

		

		



		Claims Systems

Effectively uses the claims system to perform essential job functions.

· Accesses records and documents for review in appropriate claims handling systems.

· Manages documents and records in appropriate claims handling systems.

· Accesses, manages, and modifies documents, forms, and records in appropriate claims handling systems.

		

		

		



		Data Literacy

Reads, aggregates, distills, and disseminates internal and external data to perform essential job functions.

· Describes different business operations reports (e.g., customer service, Human Resources, core operations for manufacturing) and how to access them.

· Accesses data from different business operations reports.

· Knows where to find data for assigned tasks.

· Runs reports for internal and external purposes.

		

		

		



		Data Analysis

Analyzes and processes complex data for core business operations.  Identifies the underlying principles, reasons, and facts of data sets.  Breaks down information or data into separate parts.

· Performs routine data entry tasks to support supervisor.

· Exhibits basic navigation of Excel; understands the structure and purpose of a cell.

· Reviews data to identify patterns.

· Independently performs data entry tasks.

· Employs formatting, conditional formatting, and simple formulas in Excel.

· Reviews data to identify patterns, trends, anomalies, and outliers.

· Writes formulas in Excel and creates pivot tables.

· Acts as a steward of data; prepares data with minimal errors for use by colleagues and supervisors.

· Analyzes data and trends to inform decisions within the scope of their role.

		

		

		



		Detail Orientation

Accepts accountability for consistent accuracy in all tasks.

· Prioritizes important details to capture and can differentiate between important and unimportant details.

· Frequently asks questions to ensure appropriate level of detail.

· Accepts constructive feedback.

· Actively seeks feedback on work to ensure that it is error-free.

· Produces work that is error-free through proofreading and self-correction.

· Customizes level of detail provided in communication to the specific audience.

		

		

		







The above on-the-job-learning (OJL) work process competencies are intended as a guide.  It need not be followed in any particular sequence, and it is understood that some adjustments may be necessary in the amount of time spent for different work experience.  In all cases, the apprentice is to receive sufficient experience to make them fully competent and use good workmanship in all work processes, which are a part of the occupation.  In addition, the apprentice shall be fully instructed in safety requirements of the position.



Apprenticeship Competencies – Career Readiness



In addition to mastering all the essential technical competencies outlined in the work processes, an apprentice must consistently demonstrate growth and proficiency in the following career readiness competencies to complete the apprenticeship.  



Apprentices will be evaluated in these competencies semi-annually, and the supervisor will initial and date the accomplishment of the career ready competency at each review. 



Ratings are:

(4) Exceeds All Expectations (Advanced)

(3) Meets & Exceeds Some Expectations (Proficient)

(2) Meets Expectations Consistently (Emerging)

(1) Meets Some Expectations (Novice)

(0) Not applicable (No Skill)



4. Exceeds All Expectations (Advanced):  Consistently exceeds performance standard established for the time in position. Achieves results above and beyond what is required. Extends themselves in their roles to exceed personally and as a team to achieve exceptional results. 



3. Meets & Exceeds Some Expectations (Proficient):  Apprentice not only meets all expectations in a fully satisfactory way but exceeds some of the objectives. 



2. Meets Expectations Consistently (Emerging):  Meets the performance standards established for time in position. Handles routine tasks & some unexpected situation with the usual amount of supervision. Can continue to develop with coaching, advanced training or more experience 



1. Meets Some Expectations (Novice):  Occasionally meets some of the objectives related to this goal but does not meet others in a fully satisfactory way.  This performance level generally indicates the need for additional coaching, training or other plan for performance improvements. 



0. Not Applicable (No Skill):  Training in this competency has not yet begun. 



Apprentices need to at least receive an average ranking of “2” across all applicable competency categories when evaluated at each of their reviews during the apprenticeship in order to be considered for any merit-based wage increases.  Apprentices need to receive a “2” or better in each competency in order to complete the apprenticeship.



		ENTREPRENEURIAL SKILLS

		Rating



		Supervisor Sign-off

		Date



		Critical Thinking / Problem Solving

· Recognize that problems can be identified, and possible solutions can be generated.

· Define the problem using a variety of strategies.

Make connections between information gathered and personal experiences to apply and/or test solutions





		

		

		



		Creativity / Innovation

· Demonstrate curiosity, imagination and eagerness to learn more

· Build on personal experience to specify a challenging problem to investigate

· Engage in novel approaches, moves, directions, ideas and/or perspectives

		

		

		



		Inquiry 

· Recognize and describe cause-and-effect relationships and patterns in everyday experiences

· Investigate to form hypotheses, make observations and draw conclusions

· Test hypotheses/prototype with planned process for getting feedback

		

		

		



		Risk Taking

· Demonstrate a willingness to try new things

· Demonstrate flexibility, imagination and inventiveness in taking on tasks and activities

· Innovate from failure, connect learning across domains and recognize new opportunities

		

		

		



		PERSONAL SKILLS

		Rating



		Supervisor Sign-off

		Date



		Self-Management / Self Awareness

· Accurately recognize one’s own emotions, thoughts and values and how they influence behavior

· Appropriately express one’s own emotions, thoughts and values and identify how they influence behavior

· Assess personal strengths and limitations, with a well-grounded sense of confidence, optimism and a ‘growth mindset’

		

		

		



		Self-Direction

· Recognize personal characteristics, preferences, thoughts and strengths

· Pursue opportunities to engage and learn interests

· Apply knowledge to set goals, make informed decisions and transfer to new contexts

		

		

		



		Adaptability / Flexibility

· Recognize emotional response to ideas that differ from one’s own

· Regulate reactions to differing perspectives

· Look for and value in different perspectives expressed by others

		

		

		



		Perseverance / Resilience

· Resist distractions, maintain attention, and continue the task at hand through frustration or challenges

· Set goals and develop strategies to remain focused on learning goals

· Focus on learning goals by employing motivation and familiar strategies for engagement and evaluate progress, making necessary changes to stay the course

		

		

		



		CIVIC/INTERPERSONAL SKILLS

		Rating



		Supervisor Sign-off

		Date



		Collaboration / Teamwork

· Recognize how personal actions have had a positive or negative impact on others with feedback as needed

· Recognize how members of a community rely on each other, considering personal contributions as applicable

· Follow a process identified by others to help generate ideas, negotiate roles and responsibilities, and respects consensus in decision making

		

		

		



		Communication

· Articulate personal strengths and challenges using different forms of communication to express oneself

· Consider purpose, formality of context and audience, and distinct cultural norms when planning content, mode, delivery and expression

· Establish goals for communication and plan out steps accordingly

		

		

		



		Global / Cultural Awareness

· Compare attitudes and beliefs as an individual to others

· Identify and explain multiple perspectives (cultural, global) when exploring events, ideas and issues

· Plan and evaluate complex solutions to global challenges that are appropriate to their contexts using multiple disciplinary perspectives (such as cultural, historical and scientific)

		

		

		



		Ethics

· Takes great care with organizational data

· Does not disclose any kind of personal or sensitive organizational information; understands that all data is confidential

· Demonstrates honesty and integrity in all interactions. If an error is made, prioritizes minimal impact to the organization over their own reputation

		

		

		



		PROFESSIONAL SKILLS

		Rating



		Supervisor Sign-off

		Date



		Task / Time Management

· Articulate task requirements and identify deadlines

· Develop and utilize basic task and time-management strategies effectively

· Demonstrate task-management attributes associated with producing high-quality products including the abilities to:  1) Work positively and ethically 2) Manage time and projects effectively 3) Multi-task 4) Clearly communicate with others

		

		

		



		Self-Advocacy

· Appropriately express a range of emotions to communicate personal ideas/needs

· Ask questions to develop further personal understanding

· Demonstrate confidence in sharing ideas/feelings

		

		

		



		Work Ethic

· Complete tasks with ongoing support

· Seek clarity on tasks and needs occasional support

· Demonstrate skill in assigned tasks and completes with little or no support

		

		

		



		ACADEMIC SKILLS

		Rating



		Supervisor Sign-off

		Date



		Core Academic Foundation

· Begins to use math and literacy skills to inform work

· Uses math and literacy skills to perform job tasks with frequent checks by supervisor

· Independently and consistently use math and literacy skills to perform tasks (with occasional checks for quality)

		

		

		








RELATED INSTRUCTION OUTLINE

GENERAL INSURANCE ASSOCIATE

O*NET-SOC CODE: 43-9041.01   RAPIDS CODE: 2040CB



Related instruction - This instruction shall include, but not be limited to, at least 144 hours during the apprenticeship.  The curriculum is defined as a variety of classes, around which the exams and projects are based.  By defining the related instruction this way, all competencies required of the students are met, through project work.



		[bookmark: _Hlk42698111]RELATED INSTRUCTION

		Approximate Hours



		CareerWise Apprenticeship Boot camp

		24



		CareerWise Professional Development

		8



		Macroeconomics

		45



		Microeconomics 

		45



		Business Communication

		45



		Intro to Business

		45



		Accounting Principles 

		60



		Total Hours of Related Instruction

		272







COURSE DESCRIPTIONS



CareerWise Apprenticeship Boot camp (16 hours)

Introduction to career-readiness to prepare students for working in a professional environment. Topics may include:

· Soft skills development

· Workplace etiquette and expectations

· Professional communication

· Time management

· Goal setting

· Self-advocacy and emotional intelligence

· Money management

· Stress management

· Supervisor interaction preparation

· Growth mindset and training plans

· Building strong relationships

· Feedback and tough conversations

· Workplace conflict

· Higher education planning

· Linkedin and resume development

· Financial planning

· Workplace Safety and Ergonomics

CareerWise Professional Development (8 hours)

Ongoing professional skills development courses. Topics may include: 

· Managing strengths and weaknesses

· Professional communication

· Networking

· Time management

Macroeconomics (45)

Focuses on the study of the national economy, emphasizing business cycles and long-run growth trends.  Explores how macroeconomic performance is measured, including Gross Domestic Product and labor market indicators.  Examines the saving-investment relationship and its relationship to Aggregate Supply and Aggregate Demand. Discusses money and banking, international trade, fiscal and monetary policy.  Explores the macroeconomic role of the public sector.



Microeconomics (45)

Studies the firm, the nature of cost, and how these relate to the economy as a whole.  Analyzes economic models of the consumer, perfect competition, monopoly, oligopoly and monopolistic competition.  Explores economic issues including market power, population growth, positive and negative externalities, income distribution, poverty and welfare, discrimination, and international economic interdependence.



Business Communication (45)

Emphasizes effective business writing and covers letters, memoranda, reports, application letters, and resumes.  Includes the fundamentals of business communication and an introduction to international communication.



Intro to Business (45)

Focuses on the operation of the American business system.  Covers fundamentals of the economy, careers and opportunities, marketing, management, production, governmental regulations, tools of business and social responsibilities.



Accounting Principles (60)

This course introduces accounting principles for understanding the theory and logic that underlie procedures and practices for business organizations.  Major topics include the accounting cycle for service and merchandising companies, internal control principles and practices, notes and interest, inventory systems and costing, and plant and intangible asset accounting.
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