
Annex to the Quality Assurance Plan
Audit trail: processes related to the services offered for jobseekers
Abbreviations: EC (Employment counsellor), JS (Job seeker), JA (Job agent)
	#
	Process step
	Input
	Output
	Implementing
	Document
IT system
	Connected step
	Error
opportunity
	Preventive/
management 
action
	Comment

	1.
	PROCESS 1: Looking for information and registering in the Worknet 
	
	
	
	
	
	
	
	

	1.1.1
	Looking for a job

	
	
	JS
	
	Access to Internet: Y - 1.1.3 N – 1.1.2

	Lack of visibility
	Clear and continuous visibility campaign at major public places and at least at SSA offices
	

	1.1.2
	Heard about ESS? 
	PR activity
	1.1.4
	JS
	
	Y: 1.1.4
N: end 
	Lack of visibility
	Clear and continuous visibility campaign at major public places and at least at SSA offices
	

	1.1.3
	Search on the Internet 
	Website, PR
	1.1.3 or 1.2.4
	JS
	
	1.1.3 or 1.2.4.1
	Poor search result
	Optimise Worknet search results
	

	1.1.4
	Turn to local office 
New client: 1.2.1
existing client: 2.5.7
	1.1.2 or 1.1.3
	1.2.1 or 2.5.7
	JS
	
	
	Lack of info on location
	Display easily accessible information on the Internet, at SSA and other public services offices
	

	
	END OF SUBPROCESS 1.1 
	
	
	
	
	
	
	
	

	1.2.1
	Info about Worknet registration
	
	
	EC
	Model text
	1.1.4
	Not clear or uniform info
	Proof-reading model information text with clients 
	

	1.2.2
	Need help in registration? 
	
	
	EC
	
	
	
	
	

	1.2.3
	Support registration: fill in the forms
	Client request
	Filled in forms
	EC
	Worknet
	1.2.4.2
	Misinterpretation of client data
IT input mistake
	Regular sample-based inspection of forms
Error-proofing technical solutions in the Worknet
	

	1.2.4.1
	Self-registration in Worknet
	1.1.3
	
	JS
	
	
	Lack of usability and ergonomy
IT input mistakes
	Have the Worknet interface tested with users
Employ regular customer surveys to enquire about experience with the Worknet as well
	

	1.2.5
	Have their CV ready? 
	
	
	JS
	
	N: 1.1.4 (possibility)
	
	
	If not jobseekers may turn to the office for help: 1.1.4

	1.2.6
	Jobseekers upload CV
	
	
	JS
	
	
	Not adequate CV format and content
	Provide CV template for jobseekers
	

	1.2.7
	Automatic matching
	
	
	JS
	
	
	Not adequate information to perform matching
	Ensure that Worknet doesn’t let users finish a registration without filling necessary data
Ensure that all data necessary for matching are obtained from employers 
	

	1.2.8
	Submitting CV to a vacancy 
	
	
	JS
	
	
	Not adequate information on vacancy
	Ensure that all data necessary for matching are obtained from employers and Worknet provides alerts if not all data are present
	

	1.2.4.2
	Registration in the Worknet
	Filled in forms
	Completed registration
	EC
	Worknet
	1.2.3
	IT input mistakes

	Ensure that Worknet doesn’t let users finish a registration without filling necessary data and recognises improper data format 

	If CV not available jobseekers may upload themselves (1.2.5) or return with CV (1.1.4) or ask for help during job counselling

	
	END of SUBPROCESS 1.2 
	
	
	
	
	
	
	
	

	2.1.1
	Start 1: searching for newly registered in the Worknet / information from JA
	· 
	Identified candidates 
	EC
	Worknet
	
	No automatic alert, delay in searching 
Search and filter function deficiencies
Information from JA not corresponding to Worknet search options
	Ensure that Worknet provides an alert if a jobseeker is registered in the district of an EC
Ensure that jobseekers can be searched along all input parameters Ensure that all data necessary for matching are obtained from employer and it is in line with Worknet search options
	

	2.1.2
	Identifying newly registered in the Worknet
	List of identified jobseekers
	Contact list of jobseekers
	EC
	Worknet
	
	Improper or missing information in the Worknet 
	Ensure that Worknet doesn’t let users finish a registration without filling necessary data and recognises improper data format 

	

	2.1.3
	Determining the number of newly registered 
	List of jobseekers
	Determine if information event or individual interviews are conducted
	EC
	Excel template or database
	
	Improper or missing information in the Worknet on the status of jobseekers
	Ensure that Worknet doesn’t let users finish a registration without filling necessary data and recognises improper data format 

	

	2.1.4
	Approaching the newly registered by phone
	List of jobseekers indicating individual vs group event
	List of participants to individual vs group events 
	EC
	Excel template or database
	
	Forgetting jobseekers who are not  reached immediately 
Falsely classifying jobseekers to events or failing to classify them at all  
	Provide for an accessible list of jobseekers to be reached in the Worknet or in the common drive and indicate in separate columns/cells if a jobseeker was phoned, reached, indicate persons not reached and phone them at regular intervals at least once a week during one month 
Deactivate jobseekers not reached
Checklist for EC to assign jobseekers based on a phone conversation to interviews

	

	2.1.5
	Inviting to interview and agreeing on date
	Successful call
	Booked individual or group interview /event place and participants identified with these events
	EC
	Worknet / Excel template or database 
	
	Incorrect booking (e.g. not available period at EC) 
Data not registered 
	Provide a system (e.g. calendar / group work system) to allow for booking places at EC / rooms for group interview
	person can be invited individually by phone, preferably not later than 3 days after he/she has indicated such interest in the WorkNet according to place of residence

	2.1.6
	Organising information seminar (separate process)
	List of participants
	2.4.1
	EC
	
	2.4.1
	
	
	

	
	END OF SUBPROCESS 2.1
	
	
	
	
	
	
	
	

	2.2.1
	Start 2: jobseekers present themselves at the local office 
	2.1.5
	
	
	
	
	
	
	

	2.2.2
	Registered in the Worknet? 
	
	
	
	
	1.2.1
	
	
	

	
	END OF SUBPROCESS 2.2 
	
	
	
	
	
	
	
	

	2.3.1
	Provision of information about ESS services and Worknet functions
	Information on registration status
	Verbal information
	EC
	Text template
	
	Incorrect information provision 
	Provide a standard text and checklist on information on ESS services
	

	2.3.2
	Information on labour market situation and job offers 
	Labour market outlook
	General information to the jobseeker
	EC
	Written or electronic labour market summary
	
	Incorrect information provision
	Provide a standardized information leaflet for EC with checklist from the central office 
	This information is not specific to a vacancy but gives an overview

	2.3.3
	Does she/he want to use the services? 
	
	Y: 2.3.4
N: end
	EC
	
	
	
	
	

	2.3.4
	Check their interest to attend to an interview
	
	Y: 2.3.5
N: end
	EC
	
	
	
	
	It might follow immediately
First interview is a pre-condition of services

	2.3.5
	The jobseeker signs a Request for provision of employment services
	Request template
	Completed request
Worknet data input
	EC
	Template
	Worknet
	Not properly filled in Request
	Provide a checklist for EC to check during each meeting 
Provide for functions in Worknet to prevent improper data recording
Indicate obligatory cells on the Request
	

	2.3.6
	Placement of the agreement/Request in the client personal file (hard copy).
	Completed request
	Completed request placed in the file
	EC
	
	
	Missing Request in the file
	Conduct a check of each file every month based on a checklist 
	

	2.3.7
	The unemployed person receives information about the date and venue of the interview OR the interview takes place continuously 
	Completed request
	Personally conveyed,  Phone call or SMS
	EC
	
	
	Improper information conveyed 
	Provide e-mail / SMS follow-up information for jobseekers on the agreed date
	If possible agree on the date on the spot

	
	END of SUBPROCESS 2.3
	
	
	
	
	
	
	
	

	2.4.1.1
	Write a letter to the Central Office on the need of an information event 
	Information from 2.1.3 
	Request letter
	EC
	Letter template (e-mail)
	
	Letter not containing all information
	Provide for a template letter / e-mail that contains all data fields necessary for an event 
	In case that more than 20 per day jobseekers expresses the interest for ESS. 

	2.4.1.2
	Approve and send letter to Central Office
	Request letter
	Letter sent
	Office head
	
	
	Delayed approval 
	Provide for a task list (e.g. in calendar) for tasks shared between local offices and the central office 
	

	2.4.1.3
	Approve request
	Letter
	Approved request
	JA
	
	
	
	
	

	2.4.1.4
	Return approval
	Approved request
	Received approval
	EC
	
	
	
	
	

	2.4.2.1
	Determine time and venue
	Received approval
Calendar
	Proposal 
	EC
	
	
	Availability of relevant professionals / venue not checked
	Provide for a resource booking system (can be in Calendar / Outlook) for human resources and places 
Have a list of human and physical resources for events
	

	2.4.2.2
	Approve date and venue
	Proposal
	Approved proposal
	Office head
	
	
	Not checking availability of resources
	Provide for a resource booking system (can be in Calendar / Outlook) for human resources and places 
Have a list of human and physical resources for events
	

	2.4.3
	Prepare invitation text and book venue
	Approved proposal
Model text
	Invitation
Booked venue
Booked resources
	EC
	Invitation template
	
	Resource booking not registered in any place
	Provide for a resource booking system (can be in Calendar / Outlook) for human resources and places 
Have a list of human and physical resources for events
	

	2.4.4
	Inform jobseekers on the event 
	Invitation
	Sent invitation
Phone call 
	EC
	
	
	Jobseekers not reached and not followed upon
	Provide for an accessible list of jobseekers to be reached in the Worknet or in the common drive and indicate in separate columns/cells if a jobseeker was phoned, reached, indicate persons not reached and phone them at regular intervals at least once a week during one month 

	

	2.4.5
	Register feedback from jobseekers
	Sent invitation
	registered feedback 
	EC
	
	IT system
	
	
	

	2.4.6
	Check jobseekers who have not responded
	Registered feedback
Worknet indications 
	2 nd Call to jobseekers not responding
	EC
	IT system
	
	Jobseekers not reached and not followed upon
	Provide for an accessible list of jobseekers to be reached in the Worknet or in the common drive and indicate in separate columns/cells if a jobseeker was phoned, reached, indicate persons not reached and phone them at regular intervals at least once a week during one month 

	

	2.4.7
	Organisation of the event (sep. process)
	Booked resources and venue
Template material / presentation
List of participants
	Organised event
	EC
	
	
	
	
	

	2.4.8
	Inform the unemployed persons at the event
	Template material 
	Completed attendance sheet
Handed over materials
	EC
	Attendance sheet template
Printed information material
	
	Improper information conveyed
	Provide a standard text and checklist on information on ESS services
Provide a standardized information leaflet for EC with checklist from the central office 
	Content: the employment support services, the WorkNet functions, labour market situation, etc.;

	2.4.9
	Provide information about suitable vacancies;
	List of vacancies
	
	EC
	Vacancy list template
	
	Not up-to-date list of vacancies
	Provide for a searchable, filtered vacancy list that is updated on a daily basis and is accessible either in Worknet or on a common driver 
	

	2.4.10
	Check if the unemployed person wants an additional support in job searching, therefore employment support services;
	
	Proceed to complete request for services
Registration of 
	EC
	
	
	
	
	

	2.4.11
	Complete request for services
	Request for services template
	Completed request
	EC
	Request for services template
	
	
	
	These steps are performed on an individual basis after the event

	2.4.12
	Check their interest to attend to an interview 
	registration sheet
	Completed sheet
	EC
	Y:2.5.1
N: end
	
	
	
	

	2.4.13
	Agreement on interview
	Completed sheet
	List of interviewees and dates
	EC
	List template
	
	
	
	

	2.4.14
	Placement of documents in the personal files
	Request for services
	request in files
	EC
	
	
	Request missing from the file
	Conduct a check of each file every month based on a checklist
	

	
	END OF SUBPROCESS 2.4
	
	
	
	
	
	
	
	

	2.5.1
	Preparation for the first interview
	Jobseeker profile
	Personal notes and questions
	EC
	Worknet
	
	Profile not completed
Questions are not exhaustive but ad-hoc
	Provide for the use of the standardized interview checklist in the Hnadbook – have it placed as a questionnaire at each EC’s desk and / or in PC desktop
	Checklist – Handbook
Preparation only possible if the interview takes place as an appointment and not as continuation

	2.5.2
	First interview - Filling questionnaires and administrative files
	Personal notes
Jobseeker profile
Handbook templates

	Completed profile 
	EC
	Handbook on Counselling annexes
	
	Not properly filled questionnaires and files
	Have an annotated (hints) questionnaire at each EC’s desk and PC desktop
Indicate obligatory fields 
Conduct a monthly inspection of questionnaires 
	1.profiling, 2. assessment of employability 3. determination of services 

	2.5.3
	Determination of possible services
	Completed profile
	Offer of corresponding services
	EC
	
	
	Services not adequately associated with the given profile

	Provide a checklist for ECs that associate services with model profiles
	

	2.5.4
	Completing Worknet profile 
	Completed profile
	Completed Worknet profile
	EC
	Worknet
	
	Incorrect data input
	Provide for functions in Worknet to prevent improper data recording

	

	
	In case of group 2 and 3 : 2.5.4
In case of group 4.: 3.1
	
	
	
	
	
	
	
	

	2.5.5
	The unemployed person signs a Request for provision of employment services 
	Completed profile
	Request for services
	EC
	Worknet

	
	Not properly filled in Request
	Provide a checklist for EC to check during each meeting 
Provide for functions in Worknet to prevent improper data recording
Indicate obligatory cells on the Request
	

	2.5.6
	Placement of the agreement/Request in the client personal file (hard copy).
	Completed profile hard copy
	
	EC
	Personal file
	
	Request missing from the file
	Conduct monthly inspection of files 
	

	2.5.7
	Search for suitable job offers in the database
	
	
	
	
	
	
	
	

	
	In case of group 2 and 3
if there is a suitable offer 2.6.4. or 2.8.1 
if there is no suitable offer
group 2: 2.7.1 or 2.9.1
group 3: 3.1 or 2.9.1
	
	
	
	
	
	
	
	

	
	END OF SUBPROCESS 2.5
	
	
	
	
	
	
	
	

	2.6.1
	Search for suitable candidates in the database
	Candidate and job profile from JA
	Candidate search criteria
	EC
	Worknet / Excel / other database
	
	No automatic alert, delay in searching 
Search and filter function deficiencies
Information from JA not corresponding to Worknet search options
	Ensure that Worknet provides an alert if a jobseeker is registered in the district of an EC
Ensure that jobseekers can be searched along all input parameters Ensure that all data necessary for matching are obtained from employer and it is in line with Worknet search options
	

	2.6.2
	Approaching the registered jobseeker by phone or SMS
	Job profile, model text
	Call or SMS
	EC
	Worknet / Excel / other database
	
	Forgetting jobseekers who are not  reached immediately 
Falsely classifying jobseekers to events or failing to classify them at all  
	Provide for an accessible list of jobseekers to be reached in the Worknet or in the common drive and indicate in separate columns/cells if a jobseeker was phoned, reached, indicate persons not reached and phone them at regular intervals at least once a week during one month 
Deactivate jobseekers not reached
Checklist for EC to assign jobseekers based on a phone conversation to interviews

	

	2.6.3
	Inviting to interview and 
agreeing on date
Individual interview: 2.6.4
Mass interview: 2.8.1
	Jobseeker feedback
	1.Agreement with jobseeker, 2.input into system, 3.feedback to JA
	EC
	Worknet
Excel / other database
Agreement (template)
	2.8.1 or 2.6.4
	Incorrect booking / agreement (e.g. not available period at EC) 
Data not registered 
No feedback to JA
	Provide a system (e.g. calendar / group work system) to allow for booking places at EC / rooms for group interview
	person can be invited individually by phone, preferably not later than 3 days after he/she has indicated such interest in the WorkNet according to place of residence

	2..6.4
	Employment counsellor investigates all information on conditions of offered employment at personal meeting 
	Candidate profile
Job profile
	Filled in checklist
	EC
	Job profile checklist

	
	Conditions not examined properly that leads to an inadequate job offer (interview)
	Provide for a checklist for each job announcement based on a template – have this prepared centrally and distribute it to ECs
	In line with: health condition, qualifications,  skills, professional experiences 
employment counsellor proceeds from the offers corresponding to the highest achieved education 
Employment counsellor follows individual preferences of the jobseeker
Possibility of training 
Location, transportation

	2.6.2
	Preparing the client for the interview and informs client on documents he/she have to bring to an interview 

	Job profile
Checklist
	
	EC
	Interview Checklist
	
	Not adequate or up-to-date document checklist
Not adequate information on the content of the interview
	Provide for a checklist of documents to ask for during arranging an interview
	CV, motivation letter, certificates, etc.)

	2.6.3
	Issuing of the Referral to the interview to a jobseeker
	Verbal agreement 
Job profile
Candidate data (Worknet)
	Referral 
	EC
	referral template
Worknet
	
	
	
	Employment counsellor issues two copies of this form, one is handed to a jobseeker for presenting it to an employer, another one is put to jobseeker´s personal file. 

	2.6.4
	Agree with the client to report on the outcomes of the employment interview.
	
	Calendar item
	EC
	
	
	No response from the candidate
	Set a personal reminder to follow-up a candidate and repeat it until the candidate is reached or deactivate after a month
	Employment counsellor informs a client, on the means of feed-back (phone, email or personal visit)


	2.6.6
	Prints out advertised job offer for a jobseeker
	Job offer
	
	EC
	Worknet

	
	Printing (technical) problem
	Have a quarterly and monthly planning and reporting on material resources managed centrally 
	

	2.6.7
	Contact jobseeker actively
	Calendar item
	Input in Worknet
	
	
	
	No response from the candidate
	Set a personal reminder to follow-up a candidate and repeat it until the candidate is reached or deactivate after a month
	If jobseeker will not contact employment counsellor after mutually agreed time period, employment counsellor is obliged to contact jobseeker actively by phone or email, and find out outcome of job interview.  

	2.6.8
	Record the outcome of the employment interview in the client’s personal file.

	Jobseeker’s feedback
	Worknet data input
personal file note
	EC
	Worknet
Personal file
	
	Recording error 
	Provide for a Worknet / electronic database function to record outcomes and for a function to prevent missing / improper data recording
Conduct a monthly review of personal files
	note to the jobseeker´s personal file that employment mediation services were provided.


	
	END OF SUBPROCESS 2.6
	
	
	
	
	
	
	
	

	2.7.1
	agree search for a job in the following period (up to 3 months);
	2.5.7
	Worknet data input
personal file note
	EC
	Worknet
Personal file
	
	Recording error 
	Provide for a Worknet / electronic database function to record the agreement and for a function to prevent missing / improper data recording
Conduct a monthly review of personal files
	In this case the employment counsellor agrees with the client that he/she will actively search for a job in the following period (up to 3 months);

	2.7.2
	Provides information and advice about job searching
	Information on job searching options 
	Verbal information
	EC
	Text template
	
	Incorrect information provision 
	Provide for a standardized information leaflet centrally and distribute this to ECs
	Provides information and advice about job searching (source of information about vacancies, preparation of CV, etc.);

	2.7.3
	Agrees with the client that he/she will be included in the employment mediation  process
	Information on job search options 
	Completed agreement
	EC
	Agreement template
Worknet
	
	No formal and documented agreement 
No Worknet record
	Provide for a formal template of agreement with the client on the inclusion in the services
Have templates printed and distributed each month
Conduct a monthly review of personal files
	Agrees with the client that he/she will be included in the employment mediation  process and how the client will be informed about the employment possibilities;

	2.7.4
	Agrees with the client about the next meeting
next meeting: 2.5.7 (if the client has not found a job yet)
	Documented agreement
	Calendar item
	EC
	Calendar
Worknet
	
	Missing record
	Set a calendar reminder
Check calendar usage 

	Agrees with the client about the next meeting from 1 to 3 months from the last one which will be conducted with the purpose to evaluate the client’s job searching experience and any other employment related support that the client may need.

	
	END OF SUBPROCESS 2.7
	
	
	
	
	
	
	
	

	
	Mass interview
	
	
	
	
	
	
	
	

	2.8.1
	Employment counsellors receive an information on upcoming mass interview organised for an employer
	2.5.7
	Database search profile matching the requirements of the mass interview
	EC
	
	
	Unclear requirements on behalf of employers
Search profile not properly matching the requirements 
	Provide for a standardized form for vacancies 
Provide for a standardized job requirements form based on the vacancy form 

	staff member responsible for services to employers alongside with a precise description of a vacancy (- ies), 

	2.8.2
	Search in his/her database of jobseekers  and extract those, whose profiles correspond to a given vacancy (- ies).
	Database search profile
	List of matching jobseekers
	EC
	Worknet
	
	List not properly matching requirements
Outdated jobseeker database
	Ensure Worknet / database provides for a search result that contains all information set in a job announcement
Conduct a monthly review of the Worknet database and deactivate inactive users 
	

	2.8.3
	Employment counsellor informs selected suitable jobseekers by phone or SMS
	List of jobseekers
	Outgoing SMS / call
	EC
	Worknet
	
	No response (not able to reach jobseekers)
No follow up to unsuccessful calls 
	Provide for an accessible list of jobseekers to be reached in the Worknet or in the common drive and indicate in separate columns/cells if a jobseeker was phoned, reached, indicate persons not reached and phone them at regular intervals at least once a week during one month 

	informs them on the job offer, the employer and possibility to take part in mass interview organized by the office. 

	2.8.4
	Employment counsellor gathers feed-backs from suitable jobseekers
	Successful SMs or call
	Registered feedback
	EC
	Worknet or Excel or other database
	
	Feedback not fully recorded 
	Provide for a Worknet / database field to register feedbacks 
	, 

	2.8.5
	Attending jobseekers:  go to 2.6.1 -2.6.8
	
	
	
	
	
	
	
	

	2.8.6
	EC collects their profiles/CVs 
	Registered jobseekers
	Collected CVs / profiles
	EC
	Worknet
	
	CVs not in proper format or not containing all information
	Provide for standardized CV templates
	

	2.8.7
	EC sends this information to staff member responsible for services to employer
	Collected profiles and list of jobseekers
	Message to JA
	EC
	
	
	Task lost or suffering delay in inter-departmental communication 
	Provide for shared task list / calendar items to track handoffs 
	Job agent informs employer

	2.8.8
	EC receives information on outcome of the interview and results for all participating jobseekers.
	JA – results of the interview for jobseekers
	Record information in job seeker’s file and Worknet
	EC
	Worknet
	
	Information not recorded 
	Provide for a Worknet / electronic database function to record the outcome of the interview and for a function to prevent missing / improper data recording

	from the staff member responsible for services to employers who organised a mass interview 

	2.8.9
	Informing his/her jobseekers who were not selected by the employer for a job
	JA – results of the interview for jobseekers
	Follow-up action
	EC
	
	
	No follow-up action (not offering any follow-up to the jobseeker)
	Provide for an accessible list of jobseekers not selected in the Worknet or in the common drive and indicate in separate columns/cells if these jobseekers were phoned, reached, indicate persons not reached and phone them at regular intervals at least once a week during one month.
Provide for a standardized text on services to offer for jobseekers not offered a job 

	Jobseekers selected by an employer will be informed directly by employer.   

	
	END OF SUBPROCESS 2.8
	
	
	
	
	
	
	
	

	
	job fair
	
	
	
	
	
	
	
	

	2.9.1
	referral of suitable jobseekers to visit a job fair
	2.5.7
Information (leaflet) on jobfair
	list of jobseekers 
recording information on interested jobseekers
information leaflet for the jobseekers
	EC
	Worknet
Personal file
	
	Not recording jobseekers’ interest 
Not providing exact information on the fair(s)
	Provide for a field in Worknet / database to register jobseekers’ interest in jobfairs
Provide a standardized text on each jobfair centrally
	

	2.9.2
	inform them to register in the job fair portal
	Information on the job fair
	Registered jobseekers
	EC
	Job fair portal
	
	Jobseekers not registering because of lack of technical knowledge 
	Provide for a help function on how to register 

	

	2.9.3
	track employers who enrolled to participate at a job fair
	registration information on employers 
	Search list (profile) for database search 
	EC
	Worknet / job fair portal
	
	Lack of exact information on employers’ requirements 
	Provide for a standardized form on each vacancy that allows for database search 
	Employment counsellor is responsible to; he/she is responsible to check the vacancies that will be offered by these employers at the job fair.

	2.9.4
	search database of jobseekers within his/her area whose profiles are suitable for offered vacancies and to all jobseekers to whom he/she provides personal mediation services
	Search list (profile) for database search 
	List of suitable jobseekers 
	EC
	Worknet
Job fair portal
	
	Identifying jobseekers who have already registered 

	Provide for a list of registered jobseekers and exclude them from the list of jobseekers to be phoned 
	Search candidates in case that they have not registered in the job fair portal.  

	2.9.5
	actively engages with these jobseekers by phone or email, informing them on job fair
	List of suitable jobseekers
	Jobseekers reached
	EC
	
	
	Not conveying all necessary information 
	Provide for a standardized information sheet for ECs to follow during information provision through phone
	inform clients that it is desirable to take to a job fair several copies of their CVs

	
	END OF SUBPROCESS 2.9
	
	
	
	
	
	
	
	

	3..1.1
	Organising job counselling meeting – can be a continuation of step 2.5.4 or 2.5.7
	2.5.4
2.5.7
	
	
	
	
	
	
	

	3.1.2
	Checking the client’s employment goal
	Jobseeker’s profile
	Determining and documenting goals
	
	Worknet (profile) and/or file
	
	Not being able to clearly define goals 
	Conduct monthly case reviews to train ECs in setting goals 

	In some cases the employment counsellor will be able to help the client to set the goal (s), but in other cases the client will need to be referred to the career guidance specialist.
It is recommendable to have 3 employment goals established, if possible.
.

	3.1.3
	Determining what kind of support is needed and what can be offered
	Set employment goals
	Service offer
	EC
	ESS standard service offer description
	
	Mistakenly identified services

	Monthly review how services were identified
Conduct monthly case review meetings with ECs
	Provides to the client information about the active labour market measures implemented by the SSA/ESS or/and training opportunities provided by other institutions relevant to the client’s needs;

	3.1.4
	Providing information and counselling on job searching
	Employment goals
	
	EC
	
	
	
	
	This is also part of mediation 

	3.1.5
	During this process an Individual Action Plan (IAP) is prepared in close cooperation with the client
	Employment goals
Job seeker profile
	
	EC 
	IAP template
	
	IAP formal errors
IAP content-wise errors: not adequate goals and actions
	Provide for an annotated / sample IAP for ECs and distribute this to them and have it placed on the desk and PC desktop
	If so agreed. The IAP is prepared in hard copy, signed by both the client and the employment counsellor. One copy of IAP is kept in the client’s personal file.

	3.1.6
	Further employment support service or ALMM suitable for the candidate will be recorded in the IAP.  
	IAP
	Further service recorded in the IAP
	EC
	IAP
Personal file
Worknet
	
	Further service not recorded in a way that it is clearly visible later on for whom to offer services
	Review IAPs on a monthly basis
	

	3.1.7
	The employment counsellor also agrees with the client how and when he /she will be informed about the possibility to participate in the ALMMs
	Further services recorded 
	
	EC
	IAP
Personal file
Worknet
	
	
	
	. 

	3.1.8
	Agreed timing for the next counselling will be recorded in the IAP.
	IAP
	Next meeting date recorded
	EC
	IAP
Worknet
Calendar
	
	There is no meeting alert activated
	Have a calendar reminder set
	

	3.1.9
	Following-up the client´s progress and implementation of the agreed plan
	IAP milestones recorded and revisited 
	Engage client
	EC
	IAP
Worknet
Calendar
	
	The client is not reached by the EC on a regular basis 
	Provide for an accessible list of jobseekers in the Worknet or in the common drive and indicate in separate columns/cells if these jobseekers were phoned, reached, indicate persons not reached and phone them at regular intervals at least once a week during one month
	

	3.1.10
	Re-assessing the client‘s employability and revising the agreed Individual Action Plan, if needed.
	Updated IAP
	Updated profile
	EC
	IAP
Candidate profile
	
	Profile / IAP not updated and not adequate action is taken as a result
	[bookmark: _GoBack]Review IAPs on a monthly basis
	



