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The content of this report does not reflect the official opinion of the European Union. Responsibility for the information and views expressed in the report therein lies entirely with the twinning partners.
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1. [bookmark: _Toc460975154]Purpose
1.1. [bookmark: _Toc460975155]Objective and scope
The objective of the present Quality Assurance Plan (QAP) is to ensure that 
· quality requirements are defined 
· process documentation and tools provide for the observation of these requirements
· quality is measured and if necessary corrective steps are taken 
The scope of this plan is to define quality and how it is measured, to identify the core processes that bring about quality and the documentation and tools that support the observation of quality requirements and finally to define how quality is ensured and what roles and tasks are necessary for this purpose. 
It is not the scope of this QAP to regulate how the ESS works or to produce documents and tools that are used in the processes and to explore or correct errors. 
1.2. [bookmark: _Toc460975156]Target group 
The indirect or final target group of the QAP are the customers of ESS, i.e. the jobseekers and the employers. The purpose of the QAP is to promote that the quality requirements of these target groups are observed.
The direct target groups are the management and employees of the ESS, whose task is to supervise and implement the QAP and the operation of the ESS in order to reach the quality criteria. 
1.3. [bookmark: _Toc460975157]Context 
The present QAP is prepared as part of the Twinning project and in a period, when the New Service Model is being implemented at a pilot level and face labour-market related challenges. In this context, the aim of the QAP is to introduce basic quality instruments with a view of evaluating the use of these instruments in one year after the launching of the New Service Model. 
Also, because of the transitory or pilot character of the operation of the ESS, the goals, criteria, metrics, tools are kept as simple as possible to avoid requiring more than it is realistic and necessary at this stage and what might be ideal at a full-fledged ESS operation.  
1.4. [bookmark: _Toc460975158]Preparation and status of this document
This document has been produced as a draft of or as a proposal for the QAP. Once it is approved the language has to be revised in a way that it reflects that it is an approved document and not a proposal.  
It is noted that the QAP was prepared with a view to the context described and in a timeframe justified by this context. For this reason, the preparation of the QAP focused on the identification of the processes and process-related errors with the assistance of the staff during two workshops, as these were regarded as key instruments to ensure quality. 
1.5. [bookmark: _Toc460975159]Timeline
It is proposed that quality functions are introduced gradually in the organisation. The present QAP lists the preconditions that ought to take place before its introduction and it is recommended that these steps take place until 30 November 2016. It is recommended that quality measures as laid down in this plan are implemented in 3 months after the preconditions are fulfilled. It is foreseen that the QAP is evaluated one year after the launch of the New Service Model. 
1.6. [bookmark: _Toc460975160]Quality function deployment and structure 
In order to reach its purpose, the QAP follows the basic structure of quality functions deployment: first we define quality goals and criteria from the point of view of the ‘customers’ of the ESS, then we define how quality is measured, then we translate the requirements into process and operations requirements that ensure the observation of the requirements at the level of processes and quality control. 
1.7. [bookmark: _Toc460975161]Connections with other systems in the SSA
Quality requirements are ensured at the level of the quality system, such as processes and tools, but they also have to be built in the performance requirements of the ESS staff. This is achieved through defining at job description and individual level how each employee will contribute to the achievement of quality targets and this has to be evaluated as part of the performance evaluation. The present QAP doesn’t provide any arrangement in this respect, this aspect has to be taken into account at the planning and evaluation of individual performance. 
1.8. [bookmark: _Toc460975162]Dissemination 
It is important that the QAP will remain in obsolesce if it is not disseminated properly. it is recommended that
· The essential elements are shared with the management and the employees when the plan is introduced in the form of a presentation 
· The quality goals and targets are displayed at each office at visible places
· The processes are displayed in large size at each office in the actual rooms where employees work
· The critical checklists are also displayed at the actual places of work and at the workstations of the employees 
2. [bookmark: _Toc460975163]Quality goals and criteria

Quality for the purpose of this QAP is defined as the basic characteristics of the service provided as derived from the requirements of the customers. 
2.1. [bookmark: _Toc460975164]Customers
The two groups of customers of the ESS are jobseekers and employers. These customers generally speaking set two types of requirements: 
· Requirements related to the output and outcome of the service
· Requirements related to the service process
Below, we list the key requirements by target groups. 
Jobseekers
Group 1
· A wide offer of skilled jobs matching their profile and offering competitive remuneration
· Up-to-date job announcements 
· State-of-the-art web-based user support and functions in order to easily apply for jobs
· Seamless, reliable processes and functions 

Group 2 and 3
· An up-to-date and wide selection of jobs that both match their basic skillset and experience and offer an acceptable remuneration 
· Great chance of receiving a suitable job offer in a short time
· More accessible job opportunities than those offered at fee-based private providers 
· High chance of getting a job in an acceptable time-period
· Availability of assistance that help them get a job 
· Accessible customer service personally and by phone 
· Helpful, attentive, understanding, professional staff 
· Availability of personal help throughout the process and especially as regards any electronic surface
· Straightforward language and forms 
· Clear information on where to go, what to do and what to expect when asking for services  
· Very clear and easy-to-understand processes  
· A physical place that has a clear access, provides space for waiting, radiates openness, provides for an intimate customer service place 
· Opening hours after working time 
· Easy-to-use Internet functions if relevant 
Group 4
· A selection of jobs that match their basic skillset and a remuneration that is better than it is achievable under their current circumstances 
· Availability of assistance that help them get a job 
· Possibly availability of travel reimbursement or discount  and/or other incentives
· Chance of receiving a suitable job in an acceptable timeframe 
· Accessible customer service personally 
· Helpful, attentive, understanding, professional staff 
· Availability of personal help throughout the process and especially as regards any electronic surface
· Straightforward language and forms 
· Clear information on where to go, what to do and what to expect when asking for services  
· Very clear and easy-to-understand processes  
· A physical place that has a clear access, provides space for waiting, radiates openness, provides for an intimate customer service place 
Employers
· Reliable offer of suitable candidates to job announcements with a significant success rate and in the given timeframe 
· Professional, time-efficient, professionally looking, well-communicating staff who easily understand job requirements 
· Easy-to-use web-based services 
· Accessible customer service by phone with reliable and prompt replies
2.2. 
2.3. [bookmark: _Toc460975165]Definition of quality and metrics 
	#
	Quality criteria
	Definition
	Measurement
	Process

	
	A wide offer of skilled jobs matching their profile and offering competitive remuneration
	
	
	

	
	A selection of jobs that match their basic skillset and a remuneration that is better than it is achievable under their current circumstances 
	
	
	

	
	An up-to-date and wide selection of jobs that both match their basic skillset and experience and offer an acceptable remuneration 
	
	
	

	
	State-of-the-art web-based user support and functions in order to easily apply for jobs
	
	
	

	
	Seamless, reliable processes and functions 
	
	
	

	
	Great chance of receiving a suitable job offer in a short time
	
	
	

	
	More accessible job opportunities than those offered at fee-based private providers 
	
	
	

	
	High chance of getting a job in an acceptable time-period
	
	
	

	
	Availability of assistance that help them get a job 
	
	
	

	
	Accessible customer service personally and by phone 
	
	
	

	
	Helpful, attentive, understanding, professional staff 
	
	
	

	
	Availability of personal help throughout the process and especially as regards any electronic surface
	
	
	

	
	Straightforward language and forms 
	
	
	

	
	Clear information on where to go, what to do and what to expect when asking for services  
	
	
	

	
	Very clear and easy-to-understand processes  
	
	
	

	
	A physical place that has a clear access, provides space for waiting, radiates openness, provides for an intimate customer service place 
	
	
	

	
	Opening hours after working time 
	
	
	

	
	Easy-to-use Internet functions if relevant 
	
	
	

	
	Reliable offer of suitable candidates to job announcements with a significant success rate and in the given timeframe 
	
	
	

	
	Professional, time-efficient, professionally looking, well-communicating staff who easily understand job requirements 
	
	
	

	
	Easy-to-use web-based services 
	
	
	

	
	Accessible customer service by phone with reliable and prompt replies
	
	
	





3. [bookmark: _Toc460975166]Quality assurance and control 
3.1. [bookmark: _Toc460975167]Quality planning 
Quality plans 
For the purpose of quality assurance in the ESS we define two plans:
· [bookmark: _GoBack]The present QAP as an overall guidance document in relation to quality
· The quality inspection and audit plan (Annex)
Failure and risk analysis
The failure mode and effect and risk analysis identifies
· the possible types of failure along the core processes
· the estimated effect of the failure on the operation and on the fulfilment quality criteria
· the probability of the event 
· the score of the event based on its effect and probability 
The result of the analysis is part of the planning of audits. 
3.2. [bookmark: _Toc460975168]Quality documentation 
Quality documentation has to be stored in hard copy in a separate folder as prescribed by the documentation rules of the SSA and on the shared drive of ESS. The QAP and the management system documents are accessible by all employees, the other documents are accessible only by the Quality Manager and by the management. The components of the quality documentation:
Quality plans
· QAP and the inspection and audit plan as annex to it
Inspection and audit documents 
· This contains the documentation of the planning and delivery of audits and inspections and the action plan proposed and approved. 
· The quality inspection and audit plans are prepared in a simple textual format. They contain the exact objective of the inspection / audit, the name of the auditors, the duration of the audit, the failure and risk analysis, the areas to be investigated with the exact indication of the process elements, geographical locations, documents and if relevant participatory observations, the required resources and venues and the applied methodology. 
· The delivery documents contain the authorisation letter of the inspectors / auditors, the declaration of confidence signed by the auditors, the attendance sheet of any meetings held during an inspection or audit, a textual description of the findings, a separate report on any irregularity found. 
· The action plan is the result of the inspection / audit. It is prepared in a table format and contains the finding, the proposed action, the person responsible, any cost/resource associated, the commencement and deadline of the action, the reporting back deadline and the date of the repeated inspection. 
Quality management system documents 
The quality management system documentation at the ESS at present contains the following:
· Handbooks: Services to Employers, Job Counselling (annex II).
· Process charts: to be prepared. At present: audit trails (annex I.)
· Templates: as part of the handbooks (Annex III.)
· Checklists: as part of the handbooks. (Annex IV.)
The quality management system documents have to be accessible in hard copy and in electronic form to the employees all the time. 
In case of an up-date, the version in force has to be accessible and the quality manager has to inform all employees on the scope of change and on the date of entry into force. 
3.3. [bookmark: _Toc460975169]Quality assurance measures
Quality is ensured through the following means: 
· Error proofing: error proofing serves the prevention of or removal of errors along the process. This is achieved by providing templates, model texts, visual aids, short printed instructions, checklists to the employees. 
· Regular inspection: regular inspection serves to find out if processes are done as they are laid down and according to the quality criteria. Inspection takes places at regular intervals and is aimed at the in-depth investigation of the process.  
· Continuous monitoring and reporting: monitoring and reporting provides data on a daily, weekly and monthly basis. While it primarily serves controlling purposes, deviations may also reflect quality problems and these have to be investigated. 
· Audit: at present one overall audit is recommended to take place in one year. Audit is performed by an internal auditor (either staff member or contracted). The audit is directed at the in-depth investigation of the delivery of processes and the quality of outputs and outcome. 
· Surveys: two customer surveys are conducted each year, one among jobseekers and one among employers. Further to that, a continuously applied feedback questionnaire is applied among both target groups on a voluntary basis. 
· Job shadowing and peer review: peer review is an action whereby trained and more experienced / senior staff monitors the work of other staff members in a given process step to ensure they are performing as expected by the processes. Peer review is necessary every time a colleague performs a task for the first time and may comprise a peer monitoring several times during a week. The monitoring person discusses performance with the colleague concerned and they define action if necessary. The results of the peer review should be monitored weekly by the unit manager. The peer review is recommended to be complemented in advance by job shadowing, where the colleague who will perform a task for the first time shadows an experienced colleague during a few days to learn the expected behaviour. 
· Management control: the unit managers should also check on a weekly basis in group and individual discussion as well as through the investigation of documents if processes are observed. 
3.4. [bookmark: _Toc460975170]Error proofing
Error proofing serves the purpose of preventing possible human errors caused by forgetting, negligence, lack of proper training, lack of attention, etc. This is achieved by applying throughout the process templates, checklists and other types of aids that are used by the staff on a mandatory basis and the use of these documents provide a uniform service approach and level, as well as ensure that staff members have performed all operations required or conveyed all necessary information. The list of these documents are found in the Annex. Regular inspections and audits must check the use of these documents.   
3.5. [bookmark: _Toc460975171]Inspection 
Inspection is a process where a process or task performed is investigated to establish to what extent processes are regular. We define the following inspection types: 
· Self-inspection: self-inspection is performed by the employee on the basis of checklists as indicated in the audit trail and in the annex.
· Successive inspection: successive inspection is performed by a workmate or by a co-ordinator/manager as indicated in the audit trail and in the annex. Successive inspection entails the full inspection of the preceeding step/incoming document in the process and serves as a mandatory gate to the next process step. 
· Source inspection: source inspection entails the inspection of external sources in terms of their quality, credibility, reliability. This covers primarily three sources: 
· Data input in the Worknet in terms of reliability and consistency. This has to occur after the registration of a jobseeker or an employer.
· Information provided by jobseekers in terms of the content of their CVs and statement of skills and experience, as corruption of this information is detrimental to the credibility of services towards employers. 
· Job announcement provided by employers in terms of the completeness and correctness of the data provided.  
· Ex-post sample-based inspection: ex-post inspections have to take place at monthly intervals, performed by the quality manager and/or other independent staff member and is directed at the investigation if the processes are operating according to the rules. The inspection may be sample-based and the sample should contain at least 10% of the cases but not less than 20 cases overall and be representative in terms of representing the distribution of all cases. The cases should be selected on a random basis in each segment. 
3.6. [bookmark: _Toc460975173]Internal quality audit 
Internal quality audits take place on a regular and ad-hoc basis. At the present one regular audit shall take place after one year of the launch of the New Service Model and then before the end of each calendar year. 
Internal audits are performed by contracted or regular staff member auditors. The audits are conducted along the following steps: 
· The audit is organised one month before the start of the audit activities according to the audit plan.
· First the leader and members of the auditing team are selected, which include the quality manager, a skilled auditor and selected members of the staff. The team members sign the authorisation letter and the declaration of confidence. 
· The quality manager and the team leader prepare the team members in the methodology and process of the audit as well as in audit ethical and professional principles in a one or two-day training. 
· The audit team with the direction of the team leader and quality manager prepares the plan of the actual audit. It specifies the members of the audit team, the exact objective and subject of the audit with the exact indication of the process elements, the duration of the audit, geographical locations, documents to be investigated, the required resources and venues and the applied methodology. 
· The audit starts with a kick-off meeting where the auditing team and the line managers of the audited area discuss the schedule and tasks of the audit, the availability of documents and interviewees. 
· The audit is performed according to the plan, attendance sheets of any meetings held during the audit have to be produced and kept. 
· The audit team prepares an audit report, that contains a textual summary description of the findings, a table-format description of all items investigated and the findings, a separate report on any irregularity found and an action plan in a table format that contains the findings, the proposed actions, the persons responsible, any cost/resource associated, the commencement and deadline of the action, the reporting back deadline and the date of the repeated inspection. 
· The report is shared with the manager of the audited unit and with the head of department, who may comment on it and propose corrections. In case of disagreement the audit team leader and the quality manager discuss the discrepancies with the managers. If disagreement persists, it has to be noted on the audit report but the report need not to be changed. 
· The final report is submitted to the responsible deputy director general of the SSA. 
· After the report is approved, the head of department of ESS and the manager of the audited unit(s) prepare a schedule specifying the steps to be taken to implement the actions described in the report. The managers distribute tasks accordingly and create an alert to remind about the deadline of the actions. 

3.7. [bookmark: _Toc460975174]Quality survey 
Four surveys are recommended:
· Annual survey among jobseekers (phone-based among jobseekers who effectively used the service). This survey takes place in the last two months of each calendar year on the basis of the same questionnaire. The survey must be representative in terms of the jobseekers who used the services of ESS. It is recommended to commission a professional survey provider to conduct the survey. 
· Annual survey among employers (phone-based): This survey takes place in the last two months of each calendar year on the basis of the same questionnaire. The survey must be representative in terms of the employers who used the services of ESS. It is recommended to commission a professional survey provider to conduct the survey. 
· The results of the two surveys are presented to the ESS management not later than the 31 January of the following year. 
· Continuously applied questionnaires: two short questionnaires are made available to both target groups after the use of the services. The questionnaire for jobseekers have to be available as jobseekers leave the place of the service and there should be a closed box where they drop in the anonymous questionnaire. The questionnaires have to be collected after the end of each month and analysed and presented to the management by the controller/quality manager by the middle of next month. 
4. [bookmark: _Toc460975175]Audit trail and process control 
The audit trail contains in a table format all process steps, their input and output (where relevant), the associated documents and systems, the types of error envisaged, the means of managing/preventing that error. One audit trail covers the services for jobseekers and one the services for employers.  
The audit trail provides for means to ensure that processes follow the prescribed rules in the respective handbooks. This is ensured by providing 
a) checklists that are used by the employees during the process
b) document templates
c) model, template information texts to ensure standardized information is conveyed
d) suggestions for simple electronic tools – such as meeting organizer, task manager in Outlook or other programmes – to prevent backlogs, losing or forgetting information
e) identifying the points where data clarity and consistency should be ensured in the Worknet or other It system used
f) inspection to be carried out on a monthly or different basis with the purpose of 
a. checking whether every document, information or action was carried out as they should have been and whether every document or information can be found at its place of storage – i.e. in the file of the client or in the Worknet, 
b. discussing a selected number of cases in the previous month with the employees to find out possible problems, different practices and ensure coherence and consistency of service 
A list of chekclists, model texts, templates and preventive actions are listed in the Annex. 

5. [bookmark: _Toc460975176]Roles and tasks of quality assurance 

For the purpose of the introduction of the QAP a Quality Manager role has to be established either as full- or part-time role.  The role of Quality Manager can be performed by a current employee as well. The role of the Quality Manager is: 
· The elaboration and maintenance of the quality plans and proposing quality plans for approval for the management
· Maintenance of the quality system documentation 
· Storing the quality system documentation at a dedicated physical place (folder) and on the electronic storage
· Revise the documents when any change is made to the process or process-related documents 
· Revise the documents based on the results of the annual audits
· Indicate on a cover sheet the actual version and version number of the document, the changes made to the previous version and the date of the next revision (audit)
· Planning, co-ordination and delivery of inspection and audit
· Perform regular inspections 
· Organise and supervise annual audits 
· Report to the management on the findings of inspections, audits, surveys as well as proposed changes. 
Every employee has a task in the operation of the quality management system. Their task is to perform their job according to the agreed processes and quality targets (criteria) and participate in the inspections, audits, surveys as team members under the supervision of the quality manager. 
Management has three roles in the quality system:
· Approve (or ask modifications to) quality system documents and quality plans as proposed by the quality manager. The approval of the quality documents and plans is in the authority of the deputy director general of the SSA responsible for ESS. 
· Provide for the observance of quality targets and documentations during daily work as part of distributing and checking the status of tasks 
· Request, receive and interpret monitoring reports, audit, inspection and survey reports from a quality point of view, make sure causes of deviations are explored and proper actions are elaborated and approve corrective actions. As regards the whole operation of ESS it is the task of the head of department, while every head of unit has to perform this task in relation to the work of its own unit. 





Annex
Audit and inspection plan
	#
	Name
	Responsible
	Participants
	Coverage
	Period audited
	Timing
	Purpose
	Sample
	Means

	1
	Annual internal audit
	QM
	One person from each central office unit 
	ESS Department and local units
	Calendar year
	January each year
	To assess compliance with focus on selected areas based on risk-analysis and policy priority
	5% of documents produced in the selected processes, but not less than 20 cases covering each process step
	Inspection and compliance assessment of randomly selected cases

	2
	Annual customer survey
	QM
	One person from the units for jobseeker and employer services respectively 
	Services to jobseekers
Services to employers
	Once in a year connected to the annual audit
	January each year
	To assess the satisfaction and expectations of both jobseekers and employers and draw service-improvement conclusions
	Jobseekers: 
version A) assess the continuous customer survey results for the given year
B) Conduct a survey of at least 200 valid responses based on contact data in the worknet and with returning clients
Employers: conduct a survey covering ALL clients
	Survey based on two questionnaires attached

	3
	Bi-annual source inspection
	QM / Statistical officer
	One person from each unit 
	Worknet / other databases
Client files (archives)
	Half-year period
	July and January each year
	To assess the completeness, clarity and consistency of data 
	Total worknet database 
	Specific algorithms to detect: a) missing data b) data with irregular format c) data out of specified value limits. 

	4
	Monthly ex-post inspection and customer survey
	QM
	One person from each unit 
	ESS Department and local units
	Given month 
	First week following a given month
	To find out if a) all documents and information are properly produced and stored, b) compliance of documents based on a selection of documents – 20 cases, c) group discussion of cases and prcatices
	Jobseeker and employer services:
a) compliance: completeness of all personal files 
b) inspection of 20 cases in the given month in terms of full compliance 
	a) document analysis 
b) Continuous customer survey



Quality assurance tools  - Services for jobseekers
	Quality assurance tool
	Process number
	Process step

	Model text about Worknet registration 
	1.2.1
	Info about Worknet registration

	CV template for jobseekers
	1.2.6
2.8.6
	Jobseekers upload CV
EC collects their profiles/CVs

	Contact list template of jobseekers
	2.1.2
	Identifying newly registered in the Worknet

	Standard text and checklist on information on ESS services
	2.3.1
2.4.8
3.1.3
	Provision of information about ESS services and Worknet functions
Inform the unemployed persons at the event
Determining what kind of support is needed and what can be offered

	Written / electronic labour market summary
	2.3.2
	Information on labour market situation and job offers 

	Request for provision of employment services 

	2.3.5
2.5.5
	The jobseeker signs a Request for provision of employment services The unemployed person signs a Request for provision of employment services

	Checklist for EC to go through during each meeting when requesting services
	2.3.5
2.5.5
	The jobseeker signs a Request for provision of employment service
The unemployed person signs a Request for provision of employment services

	Letter template (e-mail) that contains all data fields necessary for the approval of an information event
	2.4.1.1
	Write a letter to the Central Office on the need of an information event 

	Invitation template for an information event for participants

	2.4.3
	Prepare invitation text and book venue

	List of human and physical resources for events
	2.4.3
	Prepare invitation text and book venue

	Attendance sheet template for information events
	2.4.8
	Inform the unemployed persons at the event

	Vacancy list template for informational purposes at information events
	2.4.9
	Provide information about suitable vacancies

	Interview list template - List of interviews with jobseekers and dates
	2.4.13
	Agreement on interview

	Standardized interview checklist and preparation note 
	2.5.1
	Preparation for the first interview with jobseekers

	Annotated (hints) interview questionnaire (in:Handbook on Counselling annexes)
	2.5.2
	First interview - Filling questionnaires and administrative files

	Checklist of services matching particular profiles (support ECs in advising services for jobseekers)
	2.5.3
	Determination of possible services

	Checklist and question list to assign registered jobseekers to service during phone conversation
	2.6.2
	Approaching the registered jobseeker by phone or SMS

	Job announcement based candidate job profile checklist (identification of suitable candidates)

	2.6.4
2.8.1
	Employment counsellor investigates all information on conditions of offered employment at personal meeting 
Employment counsellors receive an information on upcoming mass interview organised for an employer

	Interview preparatory checklist for preparing candidates for interviews
	2.6.2
	Preparing the client for the interview and informs client on documents he/she have to bring to an interview 

	Referral (to employers) template 

	2.6.3
	Issuing of the Referral to the interview to a jobseeker

	Text template – standardized information and advice on job searching options
	2.7.2
	Provides information and advice about job searching

	Agreement template on inclusion in the employment mediation process
	2.7.3
	Agrees with the client that he/she will be included in the employment mediation  process

	Standardized form for vacancies to be announced by the ESS

	2.8.1

2.9.3
	Employment counsellors receive an information on upcoming mass interview organised for an employer
Track employers who enrolled to participate at a job fair

	Job fair standardized information sheet (standard information on the job fairs)
	2.9.1
	Referral of suitable jobseekers to visit a job fair

	Standardized information sheet for ECs to follow during information provision through phone
	2.9.5
	Actively engages with these jobseekers by phone or email, informing them on job fair

	IAP

	3.1.5-3.1.10
	

	Model annotated IAP
	3.1.5-3.1.10
	



Quality assurance tools  - Services for employers
	Quality assurance tool
	Process number
	Process step

	Selection method and checklist for choosing adequate employers (based on the vacancy database to avoid pontless contacts)
	1.1
	Searching for employers

	Daily tasks checklist for job agents
	2.1.1
2.1.2
	Checking WN newly registered vacancies
Checking WN employers if they asked for SSA assistance

	regular labour market data and analysis (national, regional, local level) provided by analyst expert
	2.1.3
	Local or regional labour market mapping if there are not enough new vacancies

	Preparatory checklist before contacting employer first
	3.1.1
3.1.3
3.1.4
	Studying vacancies posted by the employer
Preparing basic offer to the employer by checking the quality and quantity of potentially suitable candidates from WN

	Structured company profile template
	3.1.2
	Collecting basic info about the company (profile, size, seat, contact level, needs)

	First call draft (text template)
	3.1.5
	Preparing the draft structure of the first call

	Preparatory checklist before visiting the employer
	3.2.1
3.2.2
3.2.3
3.2.4
	Planning the logistics of the visit (travel, address)
Preparing background doc folder (leaflets, business card, template of visit)
Prefill the visit template
Thinking on the set of services to be provided

	Employer visit checklist for job agent 
	3.2.5
3.2.6
3.2.7
3.2.8
3.2.10
	open an account for the employer
Identifing contact point
Helping in defining the realistic profile of candidates
Set a deadline and a target amount
Recording the visit

	“Request of employer for provision of SSA services” template
	3.2.9
	Employer signs  written Request of employer for provision of SSA services

	Checklist to maintain communication and partnership to employer
	3.3.2
	Active and regular communication with the employer during the process of collecting candidates

	Process description and checklist of conducting pre-selection services to employers 
	4.1.1
4.1.2
4.1.3
4.1.4
	Job agent (JA) announces the new vacancy by email to employment counsellors with the direct link in WN
Employment counsellor collects and sends candidates profiles ASAP to job agent
Job agent collects the automated matches from WN and if job agent assigned as a contact point in the WN, checks the jobseekers CVs directly come to them
Job agent sends the preselected CV-s to the employer

	Satisfaction questionnaire form to measure the employer’s feedback
	4.2.6
4.2.7
	Collecting feedback from employers about the result of the selection process
Sending a form of satisfaction survey by the client

	Task checklist for organizing mass interview
	4.2.1
4.2.2
4.2.3
4.2.4
	Offering contribution to the organisation of mass interviews
Job agent informs the candidates come from automatic matching and other resources
Job agent informs the employm. counsellors about the result of the interview
Employment counsellors inform the unsuccessful candidates

	Task checklists for organizing working meetings and information sessions to employers
	5.1
5.2
	Organising working meetings
Organising information sessions


 
Process list for services to jobseekers 
	Process number in the audit trail
	Process name 

	1.1
	Obtaining information on ESS services

	1.2
	Registering as client

	2.1
	Identifying and approaching newly registered jobseekers

	2.2
	Registering jobseekers personally 

	2.3
	Provision of information on ESS services and request for services

	2.4
	Organising information event 

	2.5
	Conducting first interview with jobseekers

	2.6
	Information provision on job offers and preparation for job interview 

	2.7
	Inclusion of clients in employment mediation service

	2.8
	Mass interview 

	2.9
	Organisation of job fair

	3.1
	Job counselling 



Process list for services to employers
	Process number in the audit trail
	Process name 

	1.1
	Searching for and selecting employers to provide them ESS services

	2.1
	Checking WorkNet communication related to employers using the WN system

	3.1
	Preparation for contacting the employer

	3.2
	Visiting the employer

	3.3
	Communication with the employer

	4.1
	Conducting pre-selection services with the collaboration of the employment counsellors (EC)

	4.2
	Organisation of mass interview 

	5.1
	Organising working meetings

	5.2
	Organising information sessions

	6.1
	Organisation of job fair (engagement of employers to participate)



Risk analysis template  (services to jobseekers)
	Process number in the audit trail
	Process name 
	Risk factor description
	Impact
	Probability
	Summarized risk
	Control points 

	1.1
	Obtaining information on ESS services
	
	
	
	
	

	1.2
	Registering as client
	
	
	
	
	

	2.1
	Identifying and approaching newly registered jobseekers
	
	
	
	
	

	2.2
	Registering jobseekers personally 
	
	
	
	
	

	2.3
	Provision of information on ESS services and request for services
	
	
	
	
	

	2.4
	Organising information event 
	
	
	
	
	

	2.5
	Conducting first interview with jobseekers
	
	
	
	
	

	2.6
	Information provision on job offers and preparation for job interview 
	
	
	
	
	

	2.7
	Inclusion of clients in employment mediation service
	
	
	
	
	

	2.8
	Mass interview 
	
	
	
	
	

	2.9
	Organisation of job fair
	
	
	
	
	

	3.1
	Job counselling 
	
	
	
	
	



Risk analysis  template (services to employers)
	Process number in the audit trail
	Process name 
	Risk factor description
	Impact
	Probability
	Summarized risk
	Control points 

	1.1
	Searching for and selecting employers to provide them ESS services
	
	
	
	
	

	2.1
	Checking WorkNet communication related to employers already using the WN system
	
	
	
	
	

	3.1
	Preparation for contacting the employer
	
	
	
	
	

	3.2
	Visiting the employer
	
	
	
	
	

	3.3
	Communication with the employer
	
	
	
	
	

	4.1
	Conducting pre-selection services with the collaboration of the employment counsellors (EC)
	
	
	
	
	

	4.2
	Organisation of mass interview 
	
	
	
	
	

	5.1
	Organising working meetings
	
	
	
	
	

	5.2
	Organising information sessions
	
	
	
	
	

	6.1
	Organisation of job fair
	
	
	
	
	




Audit report 
Audit report structure 

· The auditing organisational unit and team
· The objectives and tasks of the audit
· The audited unit 
· The responsible managers in office during the audit period
· The content of the audit 
· The type of the audit
· Applied methodology and procedures
· Legal background
· Audited period
· The start and end of the on-the-spot audit
· The lead auditor
· The audit team
· Duration

Audit report – statements, consequences and proposed actions 

	Audit statement
	Ranking
	Consequence
	Proposal and action
	Impact
	Action needed (Y/N)
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