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Public employment services (PES) have been recognized in the mandate of 

the ILO since its creation. The ILO Convention on Unemployment, 1919 (No. 2) 

recognized the role of employment services and promoted the establishment of 

national employment services in all member States. The role of public employment 

services was fully elaborated at the international level with the adoption of the ILO 

Employment Service Convention, 1948 (No. 88). Both jobseekers and employers 

are customers of employment services, both public and private, and most national 

employment services are guided by an advisory body that reinforces the principles 

of social dialogue between government, employers, and workers.

The Practitioners’ guides on employment service centres (hereafter referred to as 

“the Guides”) are designed to assist member States, including within Asia and the 

This is consistent with the core elements of the ILO’s Decent Work Agenda, which 

emphasizes the creation of productive employment and skills development to 

increase the employability of workers, the competitiveness of enterprises, and the 

inclusiveness of growth.

The Guides draw upon content originally published in the Facilitator’s training guide 

on employment services (2015), by the Employment Policy Department, with the 
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service centres and the delivery of employer and counselling services. The Guides 

public employment services (PES) worldwide. 

The Guides are a collection of resource manuals on public employment services 

delivery. There are four volumes in this collection. Training of trainers on operations, 

counselling, and employer services (Volume 1) is a companion to the three other 

procedural manuals on employment services: Operating employment service centres 

(Volume 2); Providing effective counselling services (Volume 3); and Providing 

effective employer services (Volume 4).  

It is hoped that the Guides will assist member States to enhance their employment 

services, a core component in the promotion of decent and productive work 

opportunities for women and men.
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Training of trainers on operations, counselling, and employer services (Volume 1), 

hereafter referred to as “Volume1”, is a companion to the three procedural manuals on 

employment services, which are intended to provide guidance to management and staff 

Volume 1 consists of 21 modules covering many aspects important to employment 

interactive group activities either as part of a technical presentation or to reinforce or 

Experience in delivering these training modules has demonstrated that the most 

more information is needed to ensure participants’ understanding, and also help to keep 

the course duration is shorter, what is normally reduced is the amount of time for group 
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course using all three of the procedural manuals on employment services, at the district or 

regional level; to deliver a series of three shorter courses at the district or individual ESC 

level, focusing each short course on topics covered in one of the procedural manuals; or 

Finally, it is important to note that this guide is intended to complement materials in the 

the Practitioners’ guides on employment service centres 



3

Learning objectives

By the end of this session, participants 

will have a common understanding of:

the internationally accepted mandate 

the core functions of PES as outlined 

and what services they can expect to 

receive; and

how the current situation in their 

country compares to the internationally 

Delivery time

• 

• S1 pres – Overview of Employment 

• S1 group work – Overview of 

Activities

• 

• A group exercise to identify the 

employment services provided to 

Materials

• 

within any country, it is important that 

everyone has a clear understanding of 

the expectations of clients of the PES 

1. Overview of employment services

• S1 group work – Overview of 

Activities

•

• A group exercise to identify the 

employment services provided to 

Materials

•

Public employment services
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are not realistic, which can lead to 

frustration and disappointment on their 

the staff of the PES do not always have 

a clear understanding of their role within 

a misconception of the mandate of the 

Slide 1.1

 

While the statement itself is concise, 

there are three key words, highlighted in 

As we review the mandate, we can 

readily identify the two principal clients 

key word, “facilitate”, is perhaps the 

word facilitate is derived from the Latin 

word facilis (“easy”), and means to 

make something easier or more likely 

the work done through PES, this means 

that services are provided to make it 

can also mean assisting enterprises in 

advertising their vacancies in a way that 

is an important distinction, and, when 

and the clients of the PES, will result in 

Slide 1.2

 

SlSlSlidide 1.1.22
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Let us pause now to consider how this 

with this mandate, or are there gaps in 

your services? What more could you do 

 

Now let us consider the types of services 

of the services that are mentioned as 

the services are shown as a cycle, and 

they all have as the ultimate goal the 

Slide 1.3

 

core functions; however, these services 

the supply and demand sides of the 

to decisions related to developing and 

programmes and services to help 

SlSlSlidide 1.1.33
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the remaining two functions may take 

unemployment insurance schemes; 

however, in most countries where there 

is some form of income support for 

information on the unemployment 

insurance programme and how to 

PES are also involved in determining 

in other countries the PES may also 

PES, in order to ensure that services 

are delivered according to a common 

However, even when all functions are 

will provide information on rights and 

Slide 1.4

 

Let us pause again, to list, in order of 

priority, core services currently offered 

highest priority or most time and attention, 

Now let us consider who the 

But let’s look more closely at each of 

those two main categories and see what 

and which enterprises will in fact receive 

services from your employment centres 
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Slide 1.5

Unemployed jobseekers, those 

who are still actively looking for work, 

are universally entitled to services 

underemployed

looking for something more suited to their 

Some countries have policies in place 

denying them the full services of the 

increase the degree of skills mismatch 

Other potential clients might need to 

change careers

guidance and counselling advice in 

entitled to these services while they are 

provide assistance to these individuals 

to prevent unemployment, or to at least 

for a 

period of time and who are thus no longer 

include women who have taken time 

off to care for young children or ageing 

parents; it might include older workers 

after a period of retirement; and it can 

stopped looking for work due to lack of 

Public employment services
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to maintain their own human resources 

department, nor can they afford to pay 

private employment agencies to handle 

categories of enterprises that may or 

multinational enterprises, particularly 

of working conditions and salary, as 

Enterprises based overseas looking 

to directly provided services from the 

through intermediaries, which in turn can 

PES services for private recruitment 

agencies

opportunities as well as providing more 

Finally, , those 

entities that avoid registration and 

some countries where there is a high 

decided at the policy level within the 

country, it is worth considering the degree 

to which this applies within your country, 

since you can affect these decisions 

Group work (slides 1.6 and 1.7)

• 

• Allow a total of 14 minutes for 

discussion, with seven minutes for 

• Each group will have four minutes to 

should listen carefully to each 

presentation, and only add new 

points to the services mentioned for 

• Each group should indicate which 

additional service they feel would 
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• Collect all worksheets at the end of 

the module, and display them on a 

Slide 1.6

 

Slide 1.7
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some of the key points to consider when 

Slide 2.1

 

Learning objectives

By the end of this session participants 

will have a common understanding of:

when designing the ESC layout ; and

Delivery time

• 

• S2 pres – Essential Logistical 

Activities

• 

• Opportunities for group discussions 

Materials 

• 

2. Essential logistical elements

Public employment services
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easy access for clients who have 

Since many clients may not have their own 

transportation, it is important to ensure 

cultures where there are restrictions on 

ESC designed in exactly the same way, 

Slide 2.2

 

of clients for the type of services they 

Slide 2.3

 

When clients arrive at the ESC, their 

Employer 

interview 

space

R
e
g
is

tr
a
ti
o
n
 a

re
a

Storage Files Storage Files

Reception

E
nt

ra
nc

e
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maps of the local area; information on 

centres offer some group information 

training courses that are popular in the 

Slide 2.5

 

will help to reinforce the messages 

welcoming environment that tells them 

hours of service; display racks containing 

also have posters and other information 

related to employment services on 

 

Slide 2.4

 

complete their registration; where they 

complete registration forms; computers 

Public employment services
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seated at the side of the desk rather than 

across the desk from the employment 

Slide 2.7

 

networking with other stakeholders within 

the community, and acting as the liaison 

across the desk from the manager, in 

order that they may maintain direct eye 

paper, pens, and other materials needed 

While many of the clients approaching the 

the common reception and registration 

Slide 2.6

 

an interview or counselling session, 

simple and functional furniture including 
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Slide 2.9

 

also set aside space for a staff restroom, 

Again, the extent to which these features 

are included in the overall layout of the 

while also respecting the need for 

 

limitations, ideally the ESC should also 

employers who choose to interview 

up a new facility within the community, 

or who do not have a designated human 

Slide 2.8

 

manager, the employer interview room 

Finally, every ESC should have an area 

registrations, and employer registry 

Public employment services
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Learning objectives

By the end of this session, participants 

will have a common understanding of:

the importance of measuring 

performance in ESCs;

management should address;

in a performance management 

system; and

Delivery time

• 

• 

pptx

• 

Activities

• 

technical presentation, for group 

• 

Materials

• 

3. Managing performance

LeLeLearnining objbjectitives

By the end of this session, participants 

will have a common understanding of:

the importance of measuring 

performance in ESCs;

management should address;

in a performance management 

system; and

Delivery time

•

•

pptx

•

AcAcActitivivitities

•

technical presentation, for group 

•

Materials

•

Public employment services
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Slide 3.1

 

Performance management systems 

the PES and the internal functioning of 

performance of individual staff within 

Performance management systems 

continuously improve services through 

this in mind, an effective performance 

management system should provide 

Slide 3.2

 

services? Or do those in rural areas 

have less access than clients living in 

Client satisfaction, while an important 
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Finally, a performance management 

system must examine if the services of 

Slide 3.3

 

We will pause here to allow you to consider 

A good performance management 

system within the ESC will have a 

we will cover each of these elements in 

more detail during the remainder of this 

Slide 3.4

 

for a performance management system 

Slide 3.5

 

components of a work plan should 

impact statement; 

expected outcomes; intermediate 

outputs, and the inputs

 should 

Public employment services



Training of trainers

20

ongoing monitoring and assessment of 

the plan throughout the implementation 

context of the ESC and its functions, 

impact

the ESC may commit to increase the 

outcome

unemployment, and there may need to 

activities, programmes, and services to 

introduce for this group of young men and 

or short workshops on how to work 

unskilled youth, or internship or wage 

outputs that are linked to 

Of course, many of the outputs will 

in consultation with all staff within an 

ESC, ensuring that they have input 

related to the outcomes and outputs 

of excellent results, as well as necessary 

in order for them to succeed in their 

When developing a work plan, it is 

Slide 3.6
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• 

way it is achieved, and is a clear 

• Measurable – providing a way 

measured easily; others may need to 

• Attainable

that are set too high or too low 

• Relevant and consistent with the 

• Time-bound

Slide 3.7 

 

Slide 3.8

 

Once you have agreed upon outcomes 

and the outputs you will use to achieve 

these results, you will need to identify a 

way to determine if the desired results 

for the expected level of achievement 

Slide 3.9
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to practice writing a couple of good 

performance indicators to measure 

Once you have selected the indicators, 

decide on the types of statistics you will 

Slide 3.10

 

and indicators of performance have 

Slide 3.11

 

managers as well as senior advisors 

within the ministry when it is time to make 

decisions related to allocating resources 

Slide 3.12
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performance management system 

measurement will only occur related 

When developing the plans and 

management framework, it is also 

such as the one mentioned in the outcome 

assumed, if levels of unemployment 

that performance data alone can easily 

explanatory commentary, research, and 

evaluation when reporting on the results 

Slide 3.13

 

makers will need a different level of 

performance management system will 

where an indicator may lead to 

Even when measurement occurs at the 

consuming and costly, and it is extremely 

Public employment services
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extremely important for ESCs, and in 

important to regularly report on these 

Slide 3.14

 

as the types of skills that are most in 

the ESC management and staff, as well 

Reporting on the average time taken to 

also provide insight into the effectiveness 

accepting overseas employment, as 

When this data is linked to the skills 

and compared to the skills in demand 

national level in each country, in general 

So far we have focused on performance 

management related to the operations 

when developing a comprehensive 

when measuring the performance of 

the ESC, it is essential to include in the 

system tools to assess the performance 
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Slide 3.15

 

While there are many ways to measure 

approach, focusing on three or four 

employees to readily understand the 

supported with individual training and 

description, which is linked in turn to an 

Slide 3.16

 

country, as well as the location within the 

indications of the types of duties normally 

associated with each position indicated 

depending on the country, in general this 

Slide 3.17
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Slide 3.18

 

Slide 3.19

 

Similar to the way the performance 

as a way to continuously improve the 

ESC operations and services, so should 

the employee performance reviews 

a staff training and development plan is 

a very useful instrument to complement 

Slide 3.20

 

Staff training and development plans 

contained within the evaluation related 

to their strengths, weaknesses, and 

the employee, the training plan can 

performance in the employee’s current 

items to include in the plan, ensuring 

is also very important to ensure that all 

training and professional development 
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again divide into groups for the task that 

Slide 3.21
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Learning objectives

By the end of this session, participants 

will have a common understanding of:

the various stakeholders who are 

and

the types of services these 

stakeholders provide in relation to 

Delivery time

• 

• 

• S4 stakeholder worksheet – 

doc

• S4 stakeholder worksheet – private 

• S4 stakeholder worksheet – training 

Activities

• 

Materials

• 

• 

Earlier we discussed the core functions 

of the ESC and how these evolve over 

4. Collaborating with stakeholders

LeLearning objectives

By the end of this session, participants 

will have a common understanding of:

the various stakeholders who are 

and

the types of services these 

stakeholders provide in relation to 

Delivery time

•

•

• S4 stakeholder worksheet – 

doc

• S4 stakeholder worksheet – private 

• S4S4 statakekehoholdlder worksksheheetet – t traininining 

Activities

•

Materials

•

•

Public employment services
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Slide 4.1

 

search and placement assistance; 

programmes; provision of some form of 

income support, such as unemployment 

a regulatory function to ensure that 

understanding of the scope of the ESCs’ 

Slide 4.2

 

private employment agencies (PrEAs); 

Whereas ESCs (PES) are expected to 

assistance, PrEAs will focus primarily on 

the employer clients who are the source 

Also, while facilitating the matching of 

different principal mandates, with the 

will most likely have a much greater 

or geographical areas in which they 
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other hand, will most likely have a greater 

While ESCs will have access to 

and to encourage enterprises to offer 

industrial sector for which they recruit 

will offer workshops and seminars on life 

search training, as part of the general 

Again, while only ESCs will have the 

health care while unemployed, PrEAs, 

in order to work in certain occupational 

Finally, many of these agencies have 

entities or as an industry, in order to 

ensure that workers are protected from 

Another very important group of 

stakeholders is training institutions, 

institutions offer a range of employment 

services, normally focused primarily on 

for a distinct group of clients – in this 

case, students and recent graduates of 

rich supply of information related to the 

Understanding that there is the potential 

for a wide range of stakeholders who 

take some role in providing employment 

Group task: stakeholder mapping

Public employment services
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Slide 4.3

 

Using the stakeholder worksheet, they 

and training institutions that they feel 

offer at least some of the core functions 

related to employment services as part 

After the list is completed, participants 

should indicate on the worksheet 

to employment services each 

At the conclusion of group work, each 

developing the action plan at the end of 
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Learning objectives

By the end of this session, participants 

will have a common understanding of:

the main characteristics, and 

challenges, of the most common 

target groups; and

Delivery time

• 

• 

• 

pptx

• 

• 

Activities

• 

• 

Materials

• 

• Perception versus reality argument 

employment services, we are referring to 

a group of persons who may experience 

emphasis on different target groups, 

and some countries may not include as 

5. Target groups

LeLeLearnining objbjectitives

By the end of this session, participants 

will have a common understanding of:

the main characteristics, and 

challenges, of the most common 

target groups; and

Delivery time

•

•

•

pptx

•

•

AcAcActitivivitities

•

•

Materials

•

• Perception versus reality argument 

Public employment services
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Slide 5.1

 

Slide 5.2

 

youth, with ages ranging 

the average age at which young people 

complete education and initial training, 

and the average age at which they are 

expected to start playing adult roles in 

experience; or they may have withdrawn 

from the educational system at an early 

skills, and also have little understanding 

percentage of migrant workers, and are 

youth are not a homogeneous group, 

will meet all of their needs successfully, 

Slide 5.3

 

world’s largest minority, and most people 
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Slide 5.4

 

which is expected to continue into 

geographical movement of individuals 

can vary, with some people relocating for 

the growth of irregular migration, where 

workers enter a country under a tourist 

visa and remain to work without proper 

when migration is done legally, there is 

still an issue of the social costs involved, 

such as children left with only one parent 

ESCs can play an important role in 

world’s population) live with some form 

worldwide due to population ageing and 

i 

diverse group, including women and 

settings, with different personalities, 

employment; advocate with employers 

workers, including providing information 

with other agencies for other kinds of 

support that their clients may need, and 

Public employment services
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employment option, as well as when the 

worker returns to his or her country of 

locally in order to avoid cyclical migration 

Slide 5.5

 

on this group since 2008, when many 

older workers found that they needed 

to come out of retirement in order to 

replenish savings that were negatively 

As with the other target groups, older 

workers also face challenges including 

possessing technical skills that in many 

these issues is the fact that older worker 

choosing instead to work for the short 

period of time they may wish to remain in 

Slide 5.6

 

categories: young women who are 

to return to the workforce after a period 

Some of the challenges women may 

experience include social or cultural 

and income gaps amongst women; and 

in lower participation and employment 

rates, and higher unemployment rates, 
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Slide 5.7

 

youth, older workers, women, persons 

transition from unemployment to a new 

they are out of the workforce, the more 

Lengthy periods of unemployment can 

lead to many side issues such as poor 

health due to stress, and lack of income 

to maintain proactive health practices; 

Slide 5.8

 

With so many target groups to consider, 

Some suggested ways to help deal with 

these challenges include the earliest 

 

Public employment services
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Learning objectives

By the end of this session, participants 

will have a common understanding of:

market;

the challenges and lessons learned 

Delivery time

• 

• 

• 

• 

• 

Activities

• 

• 

Materials

• 

• 

staff working in an ESC is to have an 

fact, the provision of most of the core 

6. Understanding the labour market

LeLeLearnining objbjectitives

By the end of this session, participants 

will have a common understanding of:

market;

the challenges and lessons learned 

Delivery time

•

•

•

•

•

Activities

•

•

Materials

•

•
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Slide 6.1 

 

to ensure that all statistics and data 

the local and national levels, as well as 

Slide 6.2

 

When we want to understand the world, 

we will often consult a map of the world 

as a key reference and starting point for 

Similarly, when we need to develop 

a clearer understanding of the world 

Slide 6.3

 

with a later module of the course focusing 

Slide 6.4
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Slide 6.6

 

education or vocational institutions

important to know that any data on the 

all data related to the need for skills and 

ensure a common understanding of this 

market information systems generate, 

analyse, update, and disseminate 

information on past, current, and future 

each of these activities within the context 

of the role that ESCs can have in this 

Slide 6.5

 

important; and the users and sources 

Finally, we will look at what is involved 

in the dissemination of the information, 

including reviewing examples of 
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Slide 6.7

 

As this information is collected, even in 

with an overview of the national economy, 

as well as individual sectors, industries 

within the sectors, and value chains that 

situation in particular regions of the 

country, as well as focusing attention on 

However, there are many other reasons 

Slide 6.8

 

in turn can lead to greater opportunities 

making informed decisions in terms of 

career, training, and other investment 

the impact of, existing policies and 

As we discover the many applications 

activity within the ESC, it is important 



Public employment services

43

Slide 6.9

 

While the needs of the various users may 

on wages, working conditions, and 

to ensure that they remain competitive 

within their area, particularly if they 

are considering expanding a current 

enterprises, will help them to prepare in 

Not only will they need to ensure that 

need this information to ensure that 

their curricula of existing courses remain 

demand, and which of these skills are 

  

From this, it is clear that the ESCs will also 

relation to the various services of the 

Now it is time to give you a chance to 

work with examples of the types of 



Training of trainers

44

Slide 6.10

 

• 

• 

• Considering the needs of their users, 

cards from the collection of cards 

that represent the most important 

note that you will select a total of 

three or four cards; therefore if you 

have more than one user group, you 

will need to agree upon which cards 

• 

to present their choice of cards, with 

an explanation of why each was 

• 

of the four groups will have three 

minutes to present their work, with 

the remaining time for any comments 

Slide 6.11

 

Now that we have determined what types 

turn our thoughts to the sources of this 

Slide 6.12
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Not surprisingly, the sources of this 

information are very similar to the 

working conditions and layoffs, or new 

of commerce, sectoral committees, 

Educational institutions at all levels will 

on upcoming graduates and the skills 

different government ministries and 

of unemployment, and the particular 

to compare the working population as a 

working age who have, for some reason, 

Slide 6.13

 

Qualitative data is generally descriptive 

Examples include inputs to stakeholder 

of tracer studies, the contents of local 

economic development plans, or the 

investment and development plans of an 

nature and expressed as numeric 
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census data, or the administrative data 

Slide 6.14

 

the present, and to predict and plan 

for compiling it, arranging for the analysis 

of the data, and then undertakes to 

and indeed it is one of the core services 

of the ESCs to collect and disseminate 

to actually analyse the information, 

ESCs are in an ideal position to act as 

catalysts to encourage many of the 

educational and training institutions, and 

other agencies, to share this information 

data they are collecting as they register 

Once this data is collected, it will need to 

again in an optimal position to disseminate 

ESCs in many countries share this 

developed to promote all of the ESC 

services and to provide information on all 
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For example:

Slide 6.15

 

examples using the template shown in 

contain one or two sentences stating a 

can list the key points related to that 

service, to demonstrate what it is used for 

and information related to countries 

change over time, it is recommended 

popular search engine – for example, 

While it is true that ESCs are in a very 

Slide 6.16

 

many countries lack this information, 

sharing information, and instead keep it 

diverse needs of various stakeholders, 

system, often leads to the need to 

plague many countries, creating a 

situation where the overall integrity of 
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As was also mentioned earlier, the 

Finally, without the mechanisms in place 

Nonetheless, this is an important area 

of work that many countries are now 

focusing their resources on, in order 

to enhance their current systems and 

learned as countries struggle to develop 

Slide 6.17

 

provide all the information necessary for 

institutions must work more closely 

occupations and industries, in order to 

information through their regular 

At the same time, the PES, through the 

their social partners and the educational 

effective career counselling depends 
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Learning objectives

By the end of this session, participants 

will have a common understanding of:

two key tools that are important for 

ESCs; and

Delivery time

• 

• 

pptx

Activities

• 

Materials

• 

process, it is mentioned that, following 

and future aspirations, it is necessary 

recommended approach to assigning 

occupational codes is to use either a 

7. Tools in the world of work

LeLeLearnining objbjectitives

By the end of this session, participants 

will have a common understanding of:

two key tools that are important for 

ESCs; and

Delivery time

•

•

pptx

Activities

•

Materials

•
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Slide 7.1

 

international reference for occupational 

set of groups according to the tasks and 

for use in statistical applications and in a 

Client oriented applications include:

vacancies; 

countries; and 

the development of vocational 

may have a national occupational 

own differences according to country 

this module on the international standard 

Let us look more closely at the structure 

Slide 7.2

 

of the world, we would most likely consult 

want to understand the world of work, we 

that covers many different occupations, 

and we need to understand the structure 

in a way that makes our use of the 

ten 

major groups
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sub-major groups, which 

as minor groups

of occupations, unit groups, which are 

unit group occupations are assigned the 

many countries, in developing their NOC 

systems, have added additional digits to 

the right of the decimal place, in order 

Slide 7.3

 

occupational codes, as with each 

additional digit added to the occupational 

code, there is more detail provided for a 

some applications, such as to more 

helpful when using this instrument to 

provide insight to occupations in a career 

for information, and at the present time 

there are examples of NOC systems 
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As mentioned, for some applications 

of details on a particular occupation 

and vacancies, while using the more 

Slide 7.4

 

two main concepts: the kind of work 

skill

Slide 7.5

 

ii

• A job

and duties carried out, or meant to 

• An occupation

• Skill

out the tasks and duties of a given 

When assigning an occupational code to 

are skill level and skill specialization
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Let us take a look now at an example of 

one occupation and examine it in terms of 

Slide 7.6

 

code for a general medical practitioner, 

or, as they are often called, a family 

occupation will most likely fall within the 

related to professional occupations, and 

we see that “Health Professionals” are 

As we continue examining that section 

occupations in the minor group category, 

221, we discover only two categories 

of occupations at the unit group level: 

digit code for the occupation (2211), and 

including skill levels and normal duties 

However, this example demonstrates 

there are many occupational choices – 

is interested in pursuing a career in any 

one of these occupations will most likely 

that is very useful when discussing 

occupational choices during a career 

counselling session, as well as 

when trying to determine the most 
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particularly important for occupations 

Slide 7.7

 

Column B shows the relationship 

in column C to the educational levels 

iii    

levels of achievement are much more 

notice from an employer, this chart will 

Up to this point in the module we have 

NOC system should facilitate the smooth 

We will now turn our attention to the 

Slide 7.8

 

We are once again fortunate to have 
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iv  is a standard 

phenomena, fostering international 

guidance for the development of national 

units according to similarities in the 

character of goods and services 

produced; the uses to which they are put; 

and the inputs, process, and technology 

adopted in 1948, with the most recent 

Slide 7.9

 

  

Slide 7.10

 

(representing various industrial sectors 

and referred to as sections

under the category of “Accommodation 

review the various industrial divisions 

groups listed 
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(referred to as classes

we discover the same industrial title of 

for you to understand the role these 

understanding of the structure of each 

of these instruments, and an awareness 

of how the codes are developed, as this 

End notes

Bank, 2011)
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Learning objectives

By the end of this session, participants 

will have a common understanding of 

Delivery time

• 

• 

• 

Activities

• Practical exercise on assigning 

Materials

• 

• 

• 

of work”, and will consist of practical work 

with the opportunity to directly apply the 

it is related to services they provide to 

8. Using ISCO in employment services
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Slide 8.1

 

the exercise following the instructions 

working time, the session will resume in 

full plenary to discuss the answers to the 
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Learning objectives

By the end of this session, participants 

will have a common understanding of:

process in an ESC;

all clients of the ESC;

approach to delivering services; and

Delivery time

• 

• 

• 

Activities

• 

• 

Materials

• 

Whenever a client approaches an ESC 

some variation in how this is managed 

9. Initial intake

AcAcActitivivitities

•

•

Materials

•

LeLeLearnining objbjectitives

By the end of this session, participants 

will have a common understanding of:

process in an ESC;

all clients of the ESC;

approach to delivering services; and

Delivery time

•

•

•
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Slide 9.1

 

register for the services of the ESC, 

and allows enterprises to register their 

Slide 9.2 

 

the registration form, or in various levels 

with a hard copy application form, and 

then one of the staff will enter the key 

on a computer set up in the registration 

advanced access to technology may 

forms online, and even offer remote 

Regardless of the methodology used, the 

personal data such as name, contact 

of this information to ensure its accuracy 

ESC, so it is important that they are also 
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Slide 9.3

 

provide information on various training 

routinely provide group sessions on 

other informative sessions on how to 

All of these features are provided to 

from more individual counselling 

assistance, in order to more rapidly 

transition is often referred to as service 

Slide 9.4

 

detail during the next module, so for now 

decision on the type of service to provide 

various countries; however, the purpose 

of the process remains the same, 
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Slide 9.5

 

stages of dealing with the ESC, choose 

on popular training courses; tips on how 

and prepare competitive CVs; and 

access to newspapers, telephones, and 

unemployed, or if it appears from the 

might include referrals to social service 

with particular target groups such as 

many countries, ESCs have experienced 

to have the capacity to deliver these 

a means of reaching those most in need 

a service, needs to consider the most 

Slide 9.6

 

A channel
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in order to reach the widest range of 

of delivery services in a variety of ways 

is often referred to as a multi-channel 

Slide 9.7

 

years, and with the development of new 

Slide 9.8

 

so forth, made searching for information 

ESCs then developed their own 

a common means of communication, and 

and smartphones, social media has 

applications making connecting to others 

While increased use of technology 

poses some issues such as a greater 

need to ensure secure transmission 

of information, increased awareness 
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of the continued need to maintain 

and the need to respond much more 

rapidly than in the past, in general these 

innovations have made reaching out to 

Use of technology to perform many of the 

Slide 9.9

 

And as mentioned earlier, many ESCs 

and resources in the development of 

Slide 9.10

 

Looking at the example of Canada, it 

listed, and also extensive information and 

Now let us take a closer look at some 
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Group task 

Slide 9.11

 

given hard copies of screenshots for two 

Each group will spend ten minutes 

consider if some or all of the features 

will return to plenary, and each group 

should not repeat what has already 
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Learning objectives

By the end of this session, participants 

will have a common understanding of:

and

Delivery time

• 

• S10 pres – Service needs 

• 

Activities

• 

• 

Materials

• 

• 

determining the appropriate type and 

level of service needed to address the 

should normally occur at the time of 

registration, is often referred to as the 

cover the six steps in such an interview 

10. Service needs determination

MaMaMateteririalals

•

•

LeLeLearnining objbjectitives

By the end of this session, participants 

will have a common understanding of:

and

Delivery time

•

• S10 pres – Service needs 

•

Activities

•

•
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Slide 10.1

 

We will cover each of these steps in 

more detail as we proceed through the 

discuss some interviewing styles and 

Slide 10.2

 

will assist in making an accurate service 

Slide 10.3

 

of the interview, and will normally 

gathering phase of the interview, it 

is important to thoroughly review the 
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opportunity to immediately identify 

employed and, if not, whether the 

necessary to explore the reasons for 

they wanting to change occupations and, 

if so, do they know what areas they would 

of an upcoming layoff from their present 

employer? 

provide insight into the types of services 

gathering phase of the interview will 

As you review the registration form, you 

Finally, as you review the registration 

interests and goals, you will need to 

any personal issues that may affect their 

access to support from family, friends, or 

community agencies to assist them with 

strong interviewing skills in order to 

make an accurate assessment of the 

Slide 10.4

 



Training of trainers

70

Questions are used in communications 

simply to gain information or to clarify 

during the interview or on the registration 

Questions can also indicate an interest 

expand on comments or think more 

test their knowledge on relevant topics 

Slide 10.5

 

proceed to the next topic; however, if 

their feelings, as well as to expand on 

work history, you may notice that there is 

One very effective style of open 
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will gradually lead to a more complete 

only result in a more complete response, 

are paying attention to what they are 

Slide 10.6

 

will respond directly and honestly, some 

reluctant to reveal too much information 

for fear that it will affect their chances 

response, hoping that you will move on 

accurate assessment of their service 

needs without having a complete picture 

important for them to understand that all 

the initial stage of the interview, when 

discussing the purpose, you may need 

to remind them of this if you detect a 

must have in order to conduct an effective 
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Slide 10.7

 

stop talking and prepare to listen to the 

the situation, and may need some time 

Listen not only to the words they are 

and consider the ideas that are coming 

Slide 10.8

 

related to their situation, the next step will 

essential to ensure their continued 

counselling, and the remainder of the 
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aware that should they continue to remain 

consider meeting with an employment 

as you conduct the interview, an 

commitment to the process, as well as 

their general frame of mind regarding 

Slide 10.9

 

can demonstrate a lack of attentiveness 

to a discussion, through their actions, 

eye contact can signal many things: a 

even text messages or phone calls, 

demonstrates a lack of interest or a 

or sitting partially turned away from the 

speaker, or use of inappropriate nods 

and facial expressions, can indicate a 

lack of interest or perhaps a lack of 

Slide 10.10
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expressed in reaction to certain options; 

related to a plan of action, will lead to the 

next stage of the interview, where you 

Slide 10.12

 

to one of two general plans of action – 

with the option of more assistance if 

to individual counselling services to 

actively encouraged to consider and 

select the ESC service options they 

assessment of what ESC services are 

market, it is time to examine and select 

where the roles of the participants will 

various ESC options, outlining what 

options which they feel will complement 

to immediately identify one priority 

to demonstrate active listening and a 

Slide 10.11
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Slide 10.13

 

through the tone and pitch of their voice, 

their posture, degree of eye contact, 

other physiological signs such as a 

include the use of common gestures such 

indicate nervousness or discomfort with 

Slide 10.14

 

Since commitment to the plan 

implementation, it is very important that 

 

Slide 10.15

 

After the interview is completed and 
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immediately after the interview, in order 

to ensure an accurate recollection of 

regardless of whom he or she might 

and that they are effective in smoothing 

is intended as a review of the materials 

covered in the technical presentation for 

review the topic, to ensure complete 

Slide 10.16
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Learning objectives

By the end of this session, participants 

will have a common understanding of:

individual counselling; and

Delivery time

• 

• 

pptx

• 

• S11 instructions – case study part 

Activities 

• 

Materials

• 

• 

of module 9 on the “Service needs 

determination” interview, is to select 

Slide 11.1

 

11. Individual counselling:  
 Problem-solving process 
 in employment counselling

MaMaMateteririalals

•

•

LeLeLearnining objbjectitives

By the end of this session, participants 

will have a common understanding of:

individual counselling; and

Delivery time

•

•

pptx

•

• S11 instructions – case study part 

Activities

•
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– that of identifying the employment 

working relationship with the ESC – 

Slide 11.2

 

is the second step in the process 

Slide 11.3

 

appropriate goals, and developing a 

Often, these plans will include activities 

and interventions in one or more of the 

individual counselling assessment, and 

Slide 11.4

 

a discussion with the purpose of 

exploring each of these dimensions 
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Regardless of when this discussion 

clearer understanding of the employment 

as a guide to conducting the individual 

assessment, you will progress from 

left to right along the path illustrated in 

any environment factors that may affect 

Slide 11.5

 

identify these issues if they exist, and 

determine to what extent they have 

when these issues are present, the key 

Examples of personal factors that may 

care of young children, an ailing family 

some distance from the most likely places 

of employment, particularly when this is 

coupled with a lack of their own means 

of transportation, or an intolerance for 

some working conditions such as noise, 

physical conditions that will prevent 

occupations, and while these might not 

sit or stand for long periods of time, or 
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All of these factors may affect the type 

recorded for further exploration during 

the module on career counselling, we 

will discuss these issues, as well as 

others, and consider how they affect 

issues when making appropriate career 

Slide 11.6

 

While personal and environmental 

factors will often limit the occupational 

what they would like to do, even with 

indicating that they will take anything that 

comes along providing it pays well, this 

some career counselling assistance 

Slide 11.7

 

any personal factors and chosen an 

aspirations, interests, and environmental 

and physical situation, they may lack the 

their current skills and experience and 

further exploration and action during a 
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Slide 11.8

 

As you progress along the path of the 

on how to conduct an effective and 

Recruitment methods change over 

time, particularly in relation to increased 

experienced workers may have had little 

to potential employers, make note of this 

for further action during an employment 

 

Slide 11.9

 

supervision, poor interpersonal skills, or 

dissatisfaction with the lack of opportunity 

that is overlooked or neglected 

particularly for some groups of 
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further discussion and advice during an 

of this assessment interview should 

involve documenting the key points of 

the discussion, including recommended 

approach to counselling, we have now 

reached the third step in the process – 

that of developing and documenting an 

Slide 11.10

 

As is the case throughout the process 

of this next step is dependent on the 

and indicates the need for focused 

counselling assistance at one or more 

levels, the next step of developing an 

only one or several straightforward 

determination will include the distance 

the session; and the receptiveness of the 

While not developing a complete action 

task to complete, such as discussing the 

need for childcare support with family 
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Slide 11.11

 

approach to counselling services may 

implementation phase of the action plan, 

done consecutively or in parallel to one 

to monitor the outcome of the various 

actions to assess if they are, in fact, 

properly addressing the issues, and to 

in more detail when we address the 

various types of counselling services 

 

Group task: Case study Part 1

Slide 11.12

 

Now you will have an opportunity to 

practice doing an individual assessment 

 

Each group will work on one of the six 

for this exercise, and will continue to 

Review the details provided on the 

Look for indications of their attitude 

information (for example, facial 

information provided in earlier 
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Outline your proposed plan of action 
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Learning objectives

By the end of this session, participants 

will have a common understanding of:

the services of the ESC;

the characteristics of these clients; 

and

a process that can help ESC staff 

Delivery time

• 

• 

Activities

• A short illustrative technical 

Materials

• 

Up to this point in the course, we have 

will decide at least in the early stages of 

unemployment to simply take advantage 

they are to make a successful transition 

12. Employability improvement:  
 Introducing the employability  
 dimensions model

MaMaMateteririalals

•

LeLeLearnining objbjectitives

By the end of this session, participants 

will have a common understanding of:

the services of the ESC;

the characteristics of these clients; 

and

a process that can help ESC staff f 

Delivery time

•

•

Activities

• A short illustrative technical 
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Slide 12.1

 

One of the underlying principles of 

PES is that they are free of charge 

assistance or whether they can manage 

approach and are directed to some 

within the ESC: career counselling, 

vocational counselling, and employment 

First, let us look at what we might expect 

they may choose, we should always apply 

the principles of good communication 

Slide 12.2
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Always make them feel welcome and 

feel awkward in having to ask for help, 

never feel as though they are imposing 

Slide 12.3

 

Always ensure that you actively listen 

to what they are saying, and make use 

ensure that they know you are listening 

to them and are interested in what they 

Not surprisingly, people who demonstrate 

that the person with whom they are 

meeting will also listen more carefully to 

Slide 12.4

 

and you will want to ensure that the 

message conveyed is always positive 

Be particularly careful to never appear 

time you have heard the same thing that 

Slide 12.5
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well as you would like; however, part of 

of setting these personal issues aside 

Slide 12.6

 

say, so you need to give them your full 

attention, avoiding all distractions, and 

remaining engaged in the conversation 

Slide 12.7

 

approached you in your professional 

provide the emotional support they need, 

the situation and their feelings in a way 

Slide 12.8

 

you are interested in what they are saying 
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maintaining eye contact provides positive 

will encourage them to continue to talk, 

staring at them will produce the opposite 

will often produce the same result, and 

suggest to them that you are impatient 

One of the easiest ways to demonstrate 

and are interested in what they are 

points in the conversation; however, 

maintaining a pleasant welcoming 

expression throughout the interview will 

Slide 12.9

 

People tend to go through emotional 

often likened to the emotional phases of 

are at, your approach to them may need 

with their interests, or something that 

as though they have not only lost their 

and have little expectation that they will 
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in occupations with some prestige 

will also create a loss in how they view 

themselves and present themselves to 

Others may feel that their position 

within their family and amongst their 

friends is diminished now that they are 

unemployed for a long period of time and 

while they are not earning an income; 

when they are present, since each of 

the emotions will affect not only their 

you will also need to help them deal 

provide them with the neutral space, 

away from family, friends, and potential 

Once these feelings are expressed, 

particularly to an empathetic listener, 

important that you help them set these 

feelings aside and focus on helping 

Slide 12.10

 

there is a process that can provide a 

structured approach to dealing with this 
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dimensions we have already discussed 

Slide 12.11

 

module on individual assessment, you 

were provided with some examples of 

Now we will consider which types 

most ESCs will fall into three general 

offered, and it is designed to assist 

they would like to enter, it is important 

to identify any gaps in their skills and 

work experience that might prevent their 

successful entry, and help them choose 

will they need to enhance their current 

to market their skills and experience 

counselling to help them with their 

offered through the ESC that is often 

to assist these individuals in identifying 

a continued career plan, to ensure pro

ed, as it may well prevent future unem
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We will cover each of these types of 

counselling services in more detail in 
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Learning objectives

By the end of this session, participants 

will have a common understanding of:

the purpose of career counselling in 

the ESC;

providing career counselling to a 

how various factors may affect career 

decisions; and

the importance of occupational 

Delivery time

• 

• 

• 

• 

Activities

• 

Materials

• 

• 

• 

modules in this course, and in the last 

apply to the various types of counselling 

13. Career counselling

AcAcActitivivitities

•

Materials

•

•

•

LeLeLearnining objbjectitives

By the end of this session, participants 

will have a common understanding of:

the purpose of career counselling in 

the ESC;

providing career counselling to a 

how various factors may affect career 

decisions; and

the importance of occupational 

Delivery time

•

•

•

•
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Slide 13.1

 

Slide 13.2

 

goal of career counselling is to assist 

occupation, leading to a realistic career 

closely the various factors that may 

factors and issues may affect their 

Slide 13.3

 

personal factors that may impede their 

issues are important to consider when 

counselling, there are two areas that 
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they are currently carrying, such as 

student loan, mortgage, or other type of 

choose, or the need to pay for childcare 

while they work, if they have young 

Answers to these issues will lead to the 

second area of consideration linked to 

participate in further education, or must 

is also an important consideration when 

even more depth on this topic, the type 

of personal transportation they use will 

also determine the limits they may face 

daytime hours and is in an area close to 

needing to travel longer distances, do 

shift work, or have a vehicle for their 

career counselling interview to discuss if 

rely on their support, such as elderly 

parents, young children, or someone in 

determine the wage level that they 

of work they can accept; and also affect 

other conditions of work such as shifts, 

to narrow the occupational choices 

there are other factors that will help focus 
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and in considering these conditions more 

a scenario that relates to the overall 

these conditions, and for this type of 

that offers excitement, adventure, or 

interested in working night shifts so that 

of excitement or risk – for example, the 

electrical lineman or the construction 

noisy environments, or are allergic to 

dust, may also need to eliminate some 

none of these conditions are normally 

As the discussion continues and the 

on likes and dislikes, interests and 

aspirations, while also considering what 

Slide 13.4
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is the point in the interview when it will 

further research, in order to narrow the 

list of choices to an even smaller and 

Having access to occupational 

descriptions are still too general, 

covering many different tasks, in order 

which tasks listed are the ones that 

occupy 90 per cent or more of their time 

making process, as they do not want to 

may want to do some computer research 

into the occupations, as some PES 

other types of video clips with people 

working in various occupations, talking 

Career fairs also offer opportunities 

of occupations, particularly those in 

want to consider as they arrive at 

Group task: Case study Part 2

Slide 13.5

 

Now we will return to the case studies 

that you worked on earlier in the 
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during the initial part of the exercise, and 

Review the details provided on your 

Consider which factors are relevant 

Propose options for an initial action 
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Learning objectives

By the end of this session, participants 

will have a common understanding of:

the purpose of vocational counsel

ling;

types of options to consider during a 

vocational counselling session, and 

Delivery time

• 

• 

pptx

Activities

• 

• 

to increase skills and experience in 

Materials 

• 

with a realistic occupational goal, while 

goal, the next step in the process of 

will facilitate a discussion to help the 

in their skills or work experience related 

14. Vocational counselling 

toto i increase skskilillsls andnd experieience inin 

Materials

•

Learning objectives

By the end of this session, participants 

will have a common understanding of:

the purpose of vocational counsel

ling;

types of options to consider during a 

vocational counselling session, and 

Delivery time

•

•

pptx

Activities

•

•
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wishes to enter the field, they will 

Slide 14.1

groups of managers and professionals 

and associate professional level within 

diplomas from technical and vocational 

through apprenticeship training, which 

Other types of occupations, including 

agricultural and manufacturing sectors, 

vocational action plan to support the 

Personal and environmental factors will 

afford university tuition costs, as well as 

all associated costs such as housing, 

to consider if they can afford to defer 

earning an income for the three or four 
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action plan, and perhaps reviewed during 

Apprenticeship training programmes, as 

dependent on the willingness of 

employers to provide places within their 

these opportunities do offer some 

through their training, normally the 

Once again, decisions will need to 

wage in the short term, in order to enter 

skills in order to enter the occupational 

graduated from university or a technical 

like to have, and often their credentials 

However, particularly when there are 

opportunities to gain work experience, 

in order to demonstrate to potential 

applying their classroom learning to a 

options to consider when developing an 

working life as interns within an 

always lead to employment at the end of 

opportunities to gain work experience 

While some internships are unpaid, many 
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Slide 14.2

 

governments as a way to aid the entry of 

such, it is the hope and expectation that 

particularly effective when used to assist 

with the opportunity to demonstrate their 

value to an employer, while offering the 

potential employer an opportunity, with 

are interested in, or suited to, working for 

Slide 14.3

 

provides them with a realistic view of 

network of support is also a key element 

in determining the success of many new 
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entrepreneurs; and, of course, having 

As mentioned earlier in this module, it 

discussions related to personal and 

environmental factors when considering 

depending on the vocational choices; 

and documenting all key points, in order 

to maintain accurate records related to 

increasing skills and experience in 

your country
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Materials

• 

during parts 1 and 2 of the case 

and regardless of how much time has 

the ESC, employment counselling will 

them to effectively promote themselves 

15. Employment counselling

MaMaMateteririalals

•

during parts 1 and 2 of the case 

Learning objectives

By the end of this session, participants 

will have a common understanding of:

the purpose of employment 

counselling in the ESC; and

factors to consider and how the ESC 

Delivery time

• 

• 

pptx

Activities

• 

• 
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at least some type of employment 

counselling as they make their transition 

had for many years, and they are out of 

touch with how they should conduct a 

many social media options, has changed 

how people look for work and how 

where employment counselling is the 

appropriate response to their needs, 

compete with others who are looking for 

Slide 15.1

 

a concise and informative resume, the 

ESC can offer short seminars, provide 

search for examples of curriculum vitae 

or resumes online if they are interested in 

Slide 15.2

 

or provide fact sheets outlining tips to 

consider during the various steps in 

application form, what to do in advance 

respond during an interview, and what 
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are not usually part of the direct service 

time for two or three weeks, and are not 

However, ESCs often have arrangements 

Slide 15.3

 

clear that there is a distinct disconnection 

the two principle parties involved in the 

employees, in order for them to 

on the recommendations of existing 

as well as hiring from within their 

open a position at a lower level within the 

connections, to inform them that they are 

However, it is also evident that most 
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of assistance they seek from friends and 

with the introduction of many social 

When discussing the different means 

the advantages and disadvantages that 

greater use of technology and social 

will conduct searches on potential 

candidates through popular sites such 

same way they check on references 

everything they post on these sites may 

employer, and ensure that their use of 

these media presents them in a positive 

Employment counselling not only is 

Slide 15.4

 

As we have discussed in earlier modules, 

occupational goal in the immediate 

from participating in expensive further 

that will help them reach their ultimate 

through distance learning; it may involve 

offering to take on special assignments 

within their new work environment; or it 
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Slide 15.5

 

 

properly researching a position and the 

Once again, it is important to mention 

the need to fully document the key 

points of your discussion with the 

note that while the counselling process 

action plans that are developed through 

this process may take some time to 

their way through the dimensions to 

is perfectly in line with the mandate of 

ESCs, which we discussed during the 

and presentation.
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Slide 15.6

 

groups and continue to work with the 

determine if there are any additional 

Be prepared to present your case 

any additional points you would like 

When we resume in plenary, each group 

the work they have done related to their 

at each stage of counselling assistance, 

and report on which issues you focused 

Also report on any assignments you 
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Learning objectives

By the end of this session, participants 

will have a common understanding of:

types of services that the ESC can 

offer to employers; and

the complete process in providing 

Delivery time

• 

• 

• 

• 

pptx

• 

Activities

• 

• 

Materials

• 

“Overview of Employment Services”, we 

is time to turn our attention to the other 

When we think of how we can help 

employers, there are two main areas we 

16. Providing quality services  
 to employers

AcAcActitivivitities

•

•

Materials

•

LeLeLearnining objbjectitives

By the end of this session, participants 

will have a common understanding of:

types of services that the ESC can 

offer to employers; and

the complete process in providing 

Delivery time

•

•

•

•

pptx

•
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can consider: helping them engage in 

more effective human resource planning, 

successfully, this module will focus on 

providing recruitment assistance to 

Slide 16.1

 

for employers, is one of the core functions 

A key component of placement services 

vacancies are largely dependent on the 

   

Let’s examine the steps involved in 

Slide 16.2

 

location, mailing address, and contact 

of an employer directory, or if this is the 

reach the employer to follow up on the 

progress of their recruitment process, as 

Once this information is recorded, the 
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the position, such as special licenses, 

use of a vehicle, or the willingness to 

of interest to the employer, such as a 

preference for candidates with previous 

training institutions; competencies in 

various computer technologies; or 

order to guarantee the highest likelihood 

is important to clarify with the employer 

to perform the tasks expected of the 

should advise that this may affect the 

Slide 16.3

 

personal preferences of “nice to have, 

Slide 16.4

 



Training of trainers

114

of the position when posting the 

have less risk of staff turnover when 

the expectations, wages, and working 

conditions of the position are clearly 

essential skills are, as in many cases 

the conditions of work and expectations 

of the employer from the outset, and 

Being aware from the start of what the 

appropriate referrals when they have 

chance of satisfying the employer and 

to approach the ESC for assistance, and 

generally promote a more positive image 

Once the details of the position under 

discuss other relevant details related to 

Slide 16.5

 

that ESC staff can provide the information 
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Questions related to the method of 

selection and application procedures 

may include:

• 

example, medicals, skills testing, 

language?   

• 

screening?  

• 

sion?

provide the ESC with an indication of 

how long it may take for the employer to 

up contact with the enterprise regarding 

Slide 16.6

 

is entirely dependent on accurate 

done electronically; however, it is also 

way in which occupational codes are 

as the level of skill needed to perform 

Be aware that employers may choose 
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Once this process is complete, the next 

Slide 16.7

 

Slide 16.8

 

Once again, there are a series of steps in 

the position will approach the ESC for a 

interview, it is essential that the 

of the fact that they must satisfy the needs 
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and will attempt to persuade them to at 

least give them the chance to change 

the employer as well, and disregarding 

can have a lasting negative impact on 

the employer’s willingness to trust future 

they will not leave the ESC without any 

is undertaking, and decide with the 

provided with an appointment time for 

opportunities that match their current 

Another approach to a situation of a skills 

wish to contact the employer to discuss 

has concluded, and the employment 

can advise the employer of the particular 

without providing any information that 

would reveal their identity, and consult 

with the employer as to whether they 

respect this; however, in other cases 
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Regardless of the outcome of the 

discussion with the employer, the 

to the employer that the employment 

Slide 16.9

 

time of the initial intake interview that it 

is important to maintain regular contact 

contact, and may therefore miss many 

screening interview, and is intended 

enough information to determine if the 

explain the reason for this, and discuss 

may suggest that it is time to consider 

Regardless of the outcome of the 

the relevant details, and returned to the 
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Slide 16.10

 

to the enterprise for an interview, their 

important for tracking the progress of the 

a record of services provided to these 

 

As a general guideline, no more than 

more applicants when they register their 

the names and dates of each referral 

on the vacancy will also ensure that 

careful attention is paid to not exceeding 

when they indicate that the referral was 

when referrals are considered to not 

meet the employer’s expectations, as 

proposing that the employer consider 
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Slide 16.11

 

made, in order to demonstrate the ESC’s 

commitment to providing assistance to 

record is kept active until such time as 

the employer reports that the position has 

as well as why the employer did not select 

market data, and can provide insight into 

Slide 16.12

 

As is always the case in all that the 

ESC does, documenting the complete 

process related to the service provided 

when the outcome of the vacancy was 

of service necessary to achieve client 
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Learning objectives

By the end of this session, participants 

will have a common understanding of:

how to develop a marketing strategy 

and plan to reach out to employers;

how to plan an effective contact with 

an employer;

steps in the marketing visit; and

Delivery time

• 

• 

Activities

• 

Materials

• 

Slide 17.1

 

17. Reaching out to employers

MaMaterials

•

LeLeLearnining objbjectitives

By the end of this session, participants 

will have a common understanding of:

how to develop a marketing strategy 

and plan to reach out to employers;

how to plan an effective contact with 

an employer;

steps in the marketing visit; and

Delivery time

•

•

Activities

•
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vacancies, and ESCs can assist them 

an actual vacancy within the enterprise, 

the ESC can provide advice on sound 

human resource planning measures, 

Employers are also important partners 

enterprises within the ESC area are the 

market interventions such as work trials 

Finally, employers and their associations 

fairs, and other special events planned 

As we noted when speaking earlier in 

of these services and know how to 

Slide 17.2

 

 

the ESC for services, it is less likely that 

employers will have the time or motivation 

that the ESC reach out to the employer 

depending upon which factors are most 

some situations several of these factors 

Once all employers within the ESC 
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same time aiming to plan some form of 

contact with all employers at least once 

work plan, upon which their performance 

to reaching out to employers: visiting 

Slide 17.3

 

visiting the employer at their place of 

operation and environment, which will in 

Viewing the operations of the enterprise 

respect their time, and this can help to 

and set the stage for productive future 

 

if the enterprise is some distance from 

arranged appointment, it may sometimes 

person, or you may still have to wait in 

start the meeting, it may take longer than 

anticipated, particularly if the employer 

at hand, so there is a greater need for 



Training of trainers

124

Slide 17.4

 

no cost, providing the call is to a local 

As you have placed the telephone call, 

the duration of the discussion, and you 

will have easy access to all of your 

this method will also show respect for the 

However, you will miss out on some 

to view premises or get a feeling for the 

visit previously, and therefore telephone 

generally, waiting for the correct person 

company will have a policy that the more 

senior staff within any department are 

not the ones who typically take telephone 

to control the discussion itself, you 

may have little, if any, control over the 

no way of knowing if the timing of the 

call is convenient for the employer, and 

even worse, the employer may hang up 

factors as you develop your personal 

employer visit plan, in order to determine 
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more closely at how to implement your 

Slide 17.5

 

Regardless of which method of contact 

Slide 17.6

 

Before making any contact with the 

employer, ensure that you are well 

informed on all aspects of the local 

information in the employer directory, 

and to anticipate any issues that might 

Slide 17.7

 

important that you have a thorough 

through the ESC, in particular those 

of most interest and relevance to the 

end, you may wish to prepare a short, 

standard presentation on ESC services 

that includes a PowerPoint presentation, 
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Slide 17.8

 

As already noted, you will not have 

need to prepare a tool kit of resource 

you will visit, and should include the 

record from the employer directory, the 

with you to record important points 

Slide 17.9

 

accurate directions on how to reach the 

enterprise, and determine whether it is 

enough time to reach the enterprise, 

giving yourself a “cushion of time” in 

case you encounter an unexpected 

for the employer’s time, and indicates 

professionalism and helps to convey the 
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announced to the employer, your name 

the person announcing you will pass 

your card to the employer; in other cases 

is the case, you will need to provide the 

Now we will look at the steps to a suc

Slide 17.10

 

Slide 17.11

 

and to the point, it is important to include 

and that of the ESC, including services 

purpose of visit as a reminder to the 

employer’s agreement to continuing 

when you have made an appointment 

for the visit, since, as indicated earlier, 

Slide 17.12

 

Once you have the employer’s agree

ment to proceed with the meeting, it 

encourage the employer to discuss 

any concerns, issues, and difficulties 
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the understanding of, and use of, ef

Slide 17.13

 

Once you feel that you have a good 

understanding of the employer’s needs, 

you should identify all areas where the 

ESC can assist, and clearly outline the 

scope of programmes and services 

alternative courses of action suggested 

Slide 17.14

 

the discussion and offer to contact the 

to encourage the employer to initiate a 

highlighted, and you may propose a plan 

of action to the employer and seek their 

Slide 17.15
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As is the case when providing counselling 

if any, and indicate a time when you will 

As mentioned earlier in the module, it will 

ESC, the amount of detail in the plan of 

action, and also the expressed wishes of 

After you have concluded the meeting 

and left the enterprise, there are a 

prepare an employer visit report and 

this should involve other ESC staff as 

Finally, you will need to update the 

employer visit schedule, indicating that 

course, it is very important to record the 

When dealing with employers, it is 

essential that you create an employer 

Slide 17.16

 

information regarding the enterprise, 

the workforce, including skills normally 

information related to skills shortages, 
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Slide 17.17

 

with an employer or enterprise, and 

details, such as the names and phone 

entered as soon as the information is 

When an enterprise is closed or 

the employer ceases to operate the 

ensures that the information is retained 

enterprises may register for services, 

records for these different categories of 
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Learning objectives

By the end of this session, participants 

will have a common understanding of:

preparing for a presentation;

presentation; and

tips and advice on developing and 

Delivery time

• 

• 

pptx

Activities

• 

Materials 

• 

asked to make a presentation at an 

association, to another service provider, 

excellent opportunities to promote the 

services of the ESC, to clarify the role 

the ESC undertakes in strengthening 

well as ensuring a more professional 

18. Presentation techniques

MaMaMateteririalals 

•

LeLeLearnining objbjectitives

By the end of this session, participants 

will have a common understanding of:

preparing for a presentation;

presentation; and

tips and advice on developing and 

Delivery time

•

•

pptx

Activities

•
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Slide 18.1

 

As soon as you accept an invitation to 

make a presentation, you will want to 

Slide 18.2

 

the presentation can help to identify the 

overall purpose, and may provide insight 

of your audience will also assist you in 

determining the level of detail you will 

the presentation, will also help you 

determining the overall expectations of 

Slide 18.3

 

presentation is part of a regular employer 

will likely focus on services of the ESC 
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or workshop, you will need to get further 

details on the overall event, to ensure 

speakers, in order to avoid duplication or 

contradiction of information that others 

Slide 18.4

 

At the time of the invitation, it is likely 

Knowing the venue can provide insight 

into the distance you will need to travel, 

 

of the audience, and details on the 

plan to use a PowerPoint presentation, it 

Again, when the invitation is extended, 

date and time of your presentation, and 

once you have made the commitment 

immediately recorded on your calendar 

Slide 18.5
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the overall content and the amount of 

wish to clarify if the presentation time 

you fully understand what is expected 

of you in terms of the content of the 

Slide 18.6

 

to what is expected, the easier it will 

of information you will include in your 

presentation, and help you to prepare in 

your presentation to proactively address 

the points, or you can that touch on the 

and leave further discussion on any 

with more speaking time to cover other 

issues and points you wish to make 

during the presentation, and will also 

allow you to more thoroughly address 

As you prepare your formal presentation, 

you may also wish to identify one or two 

clearly demonstrate that you are well 

prepared for the meeting, and have put 

time and thought into what you have 

information you will present, while at the 

Finally, providing handouts for the 

audience to retain after the presentation 

message, and offers the opportunity 

to add your contact information to the 
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materials, so that they know how to reach 

Once you have all the information you 

the invitation, in order to ensure that you 

structure to their presentation

Slide 18.7

 

introductions providing some general 

When preparing this information, it is 

you have to shorten the presentation due 

to indicate this during the introduction, as 

the content of the presentation, which 

the presentation, and conclude the 

As you prepare the content of your 

presentation, there are some key points 

that you should consider, in order to 

Slide 18.8
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professionals, time is money, and 

therefore it is important to keep your 

deciding upon a few key topics that you 

wish to cover, and sticking with this as 

overview of the topics, and allow the 

audience to decide if they need more 

the end of your formal remarks, this will 

provide the opportunity for the audience 

to raise any concerns or need for 

of PowerPoint presentation to support 

strategy, particularly if you are nervous 

or concerned that you may forget some 

there are a few useful tips to consider 

Slide 18.9

 

graphics and text to maintain the interest 

Slides are intended as a prompt, outline, 

or to highlight the key points, and can 

audience and the presenter smoothly 

never include every word that you intend 

When there is too much text on the 

distracted and may simply read the slide 

attending a presentation when all they 

would need to do is read what is already 
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Experienced presenters generally 

minutes to present the points on 

presentation should have no more than 

Even in situations where you have 

rehearsed your presentation, you must 

consider that, during the actual event, 

you will speak at a different pace – 

underestimate the time it will take to 

properly deliver the presentation than to 

Experienced presenters also always 

ensure that they have a hard copy of 

their slides for use in the event of a power 

Having a hard copy of the slides will also 

ensure that you are not constantly have to 

you to remain more engaged with your 

presentation is a good way to reinforce 

the message and leave something 

host, and ensure that all is in place for 

prepare, and you understand the issues 

We will conclude this module with a 

reminder of a few words of advice for the 

Slide 18.10

 

No matter how well your presentation is 

going, and no matter how interested the 
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exceed your time limit, it may result in 

the next speaker having less than their 

issue; however, regardless of where you 

are in the presentation, when nearing the 

end of the allocated time, immediately 

draw the presentation to a logical 

may choose to use the remaining time 

have already made, and include those 

the points you highlighted during your 

introductory remarks, and may prompt 

indicate to the audience that you have not 

you may wish to indicate that as time 

is limited you will conclude without 

covering the remainder of the prepared 

leave a copy of the full presentation for 

interested participants to review on their 

Regardless of how you choose to handle 

time and with a concise summary of the 

and the audience will all appreciate your 

Slide 18.11

 

As mentioned, it is always good practice 

the key points covered in the presentation, 

or other general resource material to 

serve as a reminder of your key points, 

as well as provide them with your name 

and contact information if anyone wishes 

Finally, it demonstrates your profession

ing, which will add to the positive image 
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Learning objectives

By the end of this session participants 

will have a common understanding of:

the role of a facilitator;

facilitator; and

methodologies to make facilitating 

Delivery time

• 

• 

pptx 

Activities

• 

Materials 

• 

As mentioned in earlier modules, the 

with some information on the role of a 

facilitator, the types of skills needed to 

succeed in this role, and will highlight 

some successful methodologies you 

may wish to use when facilitating a group 

19. Facilitation techniques

MaMaMateteririalals 

•

LeLeLearnining objbjectitives

By the end of this session participants 

will have a common understanding of:

the role of a facilitator;

facilitator; and

methodologies to make facilitating 

Delivery time

•

•

pptx 

Activities

•
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Slide 19.1

 

As a group facilitator, your primary 

an issue, make a decision, or solve a 

moving towards their expected outcomes 

of the event, ensuring that you do not 

While helping the group maintain focus 

particularly effective listening and keen 

group, as well as individuals within the 

Slide 19.2

 

anyone facilitating a session should 

to manage time effectively, sticking with 

different methodologies to assist the 

Slide 19.3

 

the group process and to successfully 
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