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COUNTRY FICHE: AUSTRIA

PES NAME: Austrian Public Employment Service (Arbeitsmarktservice Osterreich, AMS)

Basic organisational model

Type of organisation/relation to government
Service agency operating under public law.

Structure and organisational levels

e 1 Federal office;
e 9 Regional offices;
e 100 local offices.

Management structures and the role of social partners

Management: The management structures of AMS correspond to the 3 levels of governmental structure
operating in Austria: federal, regional and local. Each of the 3 levels has its own managing and decision-
making bodies, executive bodies and business offices. The Administrative Board operating at the federal
level consists of 9 members, including 3 government representatives (2 of them appointed by the
Minister of Labour and 1 by the Minister of Finance) and 6 representatives of social partner
organisations. The heads of the Federal Executive Board (heads of PES) and all regional managers are
appointed by the Administrative Board for 6 years and must be approved by the Minister of Labour. The
administrative board is responsible for all kinds of strategic decisions (goals, resources, executive
management).

Supervision: The government sets the main guidelines and objectives for labour market policy and
decides on resources. The government is also responsible for supervision and assessment of AMS.
Social partners: Social partners are strongly involved in the administrative boards on all 3 levels and
responsible for all kind of strategic decisions (goals, resources, executive management).

Financing model

PES financing by source, Euro (million)

Expenditure (EUR million)
2010 2011 (forecast) Change 2010-2011 (%)

Source of funding (%) Total Operating ALMP Total Operating ALMP Total Operating ALMP
Budget costs Budget costs Budget costs

Total 1.446,3 422,0 1.024, 1.441,7 459,7 982,0 0% 9% -4%
(100%) 1 (100%)

Social security 1.384,8 1.395,5

contributions (95,8%) (96,8%)

Government and other

public funding

ESF 61,5 46,2
(4,2%) (3,2%)

Other EU

Funding

EURES

PES own revenues

Other

Note: The AMS budget is set by the Austrian Parliament, its main source of finance is contributions to the unemployment insurance. If
expenditure for unemployment benefits exceeds the contributions, the missing amount is financed by the government. However, it is impossible
to define the share of AMS costs paid by contributions or by the government. Approximately, out of about 5 billion EUR (including benefits, ALMP
and operational costs) about 1 billion (~ 20%) was financed by the government in recent years.





Human resources

PES human resources. Date of observation: January 2011

: Number of staff % directly servicing clients
Total : 4.900 : 90%
Head office 164 0%
Regional offices 684 52%
Local offices 3.747 100%
Service-Line (call centre) 305 100%

Note: 4,396 staff are committed to front-office duties (353 in Regional Offices, 3.738 in Local Office and 305 in Service Line). All the following
categories of employees have been included in the category ‘directly servicing clients’: those working in local offices and call centres; those
handling tender procedures at regional levels to organise training facilities; those responsible for the contents of the website; and those giving out
vocational information.

Integration of employment services and benefit payments

Unemployment and related benefits:

e AMS is fully responsible for client registration, processing and payment of the following:
unemployment benefits, training leave allowances, part-time work allowances for elder employees
and short-time work allowances. All kind of employment services for unemployment benefit
recipients and other jobseekers are run by PES, but some tailored services for some groups with
special needs are outsourced to private providers.

Other social benefits

e AMS provides a full range of employment services for Minimum income benefit recipients (though
some services are contracted out to external providers). However, municipalities are responsible for
benefit payments.

Clients/Customers

Jobseekers. Date of observation: 2010*

Number %
Jobseeker client groups
Total number of registered unemployed and jobseekers 853.725 :  100%
Young jobseekers < 25 191.291 22%
Apprentice ship seekers 49.418 6%
Older jobseekers (women > 45, men > 50) 206.467 24%
Long-term jobless persons 128.217 15%
Long-term unemployed >180 days 159.571 19%
Long-term unemployed > 365 days 21.947 3%
Women re-entering after parental leave 59.821 7%

Employers
AMS uses a segmentation of employer clients at regional level. The main criteria are the number of
vacancies posted and the share of filled vacancies with registered unemployed jobseekers. In 2011 AMS
has following employer groups:

e A-clients are 1.450 employers which offer 46.000 vacancies, 32 on average.

e B-clients: are 7.500 employers which offer 160.400 vacancies, 21 on average.

e C-clients are 21.900 employers which offer 119.000 vacancies, 5 on average.
Key-costumers with transregional branches all over Austria are assessed by specialised key account
advisers.

" The figures refer to the number of affected persons in 2010





Beside this overall segmentation, there may be other qualitative segmentation according to regional needs
(i.e. by economic sector, types of vacancies, etc.). Particular relevance is given to so called reference clients:
employers which are very important within the region/municipality, or because they are involved in
cooperation and networking activities.

Date of observation: 2010

Employer client groups Numbers %
Total 73.757 100%
A-clients 1.453 2%
B-Clients 7.515 10%
C-clients

21.887 30%

Other clients

Employed persons and their employers: assessment on human resource development such as,
skills needs, flexibility, age-management, information on up-skilling the workforce, leave schemes
and short time working schemes for older employees.

Not registered clients: students and their parents requiring information on labour market issues, on
prospective educations, vocations, testing, and assessments. Information provided in local offices, in
schools, at fairs, and online.

General public, media and policy. Information provided mainly online and in press releases and
interviews.

Types and methods of service provision

Services for jobseekers

General information provided face to face, online or by call centre.

Advice and counselling for all unemployed jobseekers online or face to face based on an individual
action plan.

Provision of all kind of vocational orientation and vocational education according to the individual
action plan.

Matching for all unemployed jobseekers online or face to face based on an individual action plan.

All kinds of ALMPs (vocational training, vocational up-skilling, wage subsidies, etc.) which may
support jobseekers in finding a job. These services are provided according to the individual action
plan and may be organised by external experts or training providers.

Services for employers

Information and counselling for all employers online, by phone or face to face.

Recruiting and matching for all employers online, by phone or at fairs.

Financial support for those who employ candidates from special target groups (i.e. the elderly, the
long-term unemployed) and employers with a need for support on HR-development; up-skilling
workforce, flexibility, age-management, etc. These services are provided in partnership with
specialised business consultants.

Provision of advice and support regarding bottlenecks.

Support to employers looking to hire third-country nationals. The service is provided in partnership
with social partners operating at the local level (work permits).

Early warning service for employers planning lay-offs. The service is provided in partnership with
social partners and business consultants.





Job vacancies and market share

Collecting information on job vacancies
Employers volunteer information on vacancies, though AMS promotes regular awareness campaigns.
Additionally, AMS advisers conduct personal visits to employers to present their range of services.

Vacancies and referrals
2010: 74.000 employers registered 442.000 vacancies; 370.000 were filled within an average of 27 days.

Matching of supply and demand

AMS regularly monitors mismatches between demand and supply of labour at a regional and national level.
AMS collects information through several channels: visits to employers to ask how candidates fit working
requirements; regular meetings with stakeholders at local and regional level; client satisfaction surveys;
standardised forecasts at national and regional levels on required skills and training courses.

Market share

AMS’ market share is 36%.

Method: This was calculated as the ratio between all vacancies filled with the support of AMS compared to all new employment
contracts. Data on new employment contracts comes from the social insurance company.

Active labour market policies

LMP Services

Name of service
Counselling for jobseekers and
employers

Brief description

Information and individual counselling based on jobseekers and
employers’ needs. Namely, support to self service activities,
individual case management, and support during participation in

Delivery

PES, outsourcing for some
groups: mothers, young girls,
alcoholics, migrants, minimum

training income recipients, etc.
Matching /recruiting Matching of labour supply and demand, monitoring of results PES
LMP Measures
Name of measure Category Brief description Delivery
Promotion of employment 4 Wage subsidies to employers which employ persons from some PES
target groups.
Direct job creation 6 Socio-economic enterprises and non-profit employment projects “Non p"rb'ﬁ't" S
which offer jobs for vulnerable persons for a limited time. organisations financed
Wage subsidies to mini-employers who employ one employee. by PES.
PES
Start up incentives 7 Business start up programme “Business consultants
on behalf of PES.
Promotion of Support of employers in need for implementing flexicurity, age Business consultants
Flexicurity/Age- management, HR-development. contracted by AMS
management/HR-
Development
Promotion of vocational 2 Financial support to cover costs of vocational training and course | Market training
mobility related expenses: to jobseekers for training in market institutions; vocational
organizations; to jobseekers for training in vocational training training institutions
institutions working on behalf of PES; to vocational training working on behalf of
institutions which work on behalf of AMS; to support workplace PES;
training and apprenticeship training for young. Employers, training
institutions.
Cooperation of
Employment foundations to adapt jobseekers to labour demand different stakeholders
Mixed after a mass dismissal, or in case of bottlenecks to the demand of | organised in
individual enterprises employment
foundations.
Out of work income 8 Unemployment benefits, unemployment assistance, different PES T
maintenance and support leave schemes, short-time working allowance.
Part-time work scheme 8 Part time working patterns for older workers, PES






Cooperation/partnership
ALMP Services:

e Case management for some special groups (i.e. women re-entering the labour market after
childbirth, young girls, jobseekers with debts, migrants) is provided by contracted specialists (mainly
non-profit organisations).

ALMP Measures:

e Vocational training measures are carried out by vocational training institutions which are contracted
after calls for tender at regional level. Training institutions may be either for profit or non- profit
organizations, most of them are linked to the social partners.

e Vocational training measures may also be provided by a market training provider.

e Socio-economic enterprises and non-profit employment projects are non-profit companies which
provide very hard to place jobseekers with temporary jobs. AMS decides the number of jobs to be
created, the kind of jobseekers to be employed, and the final result to be reached. AMS also
finances part of the wage costs, together with Municipalities and regional governments.

e Apprenticeships for young people are co-financed by regional AMS offices and regional
governments (which contribute about 25% of the total).

e ‘Labour foundations’ aim to update jobseekers’ skills after mass redundancies. Employers and
regional governments co-finance of their activities (orientation, coaching, vocational training), while
AMS pays unemployment benefits to those involved in training for up to 4 years. Region or social
partners of the enterprises are responsible for the organisation. Moreover, “Implacement-
foundations” aim to train unemployed jobseekers on concrete demand of enterprises which cannot
find suitable candidates for their vacancies.

e Business-consultants for the provision of support to employers in need to develop and improve their

activities.

Evaluation

Targets (share of transitions into employment) are incorporated in the agreements between training bodies
and AMS. Targets are predefined according to local labour market developments. Most of the monitoring is
done in-house by a specific data-warehouse (based on employment data of the national social insurance
agency). Quality of training is also monitored by online questionnaires submitted to participants. Also, the
Ministry for Labour and Social Affairs contract research institutions to evaluate ALMPs mainly in terms of
efficiency, possible savings and existing problems.

Management logic and performance measurement

Planning process

Objectives and targets are determined through a complex planning process. A first proposal for annual goals
is put forth in January based on the Mid-Term Planning document and the Mid-Term Economic Forecast for
the following year. The Administrative board (social partners and government) has to decide on the goals
and operational indicators. Based on a first budget draft, negotiations between the Executive board (board of
directors) and the regional directors on how to regionally distribute goals and financial resources follow.
Agreements on distribution of goals and budget within the management have to be approved by the
Administrative board (social partners and the Ministry for Labour and Social Affairs).

Types of objectives and targets
AMS has 8 annual labour market related targets. Regional offices may add one target each. Local Offices
may also add one target. The joint targets are monitored and assessed every quarter. Specific targets set for
2011 concern:

1. Transitions into employment of older persons within 6 months of unemployment;

2. Transitions of youth within 6 months of unemployment into long-term-unemployment;

3. Transitions into employment of long-term jobless persons;





4. Number of women re-entering the labour market after childbirth in vocational training or in
employment after training;

5. Transitions into employment after training;
6. Number of girls’women in higher technical vocational training;
7. Filled vacancies;
8. Registered high-skill vacancies.
Monitoring

AMS is provided with an in-house data-warehouse where all labour market related targets can be monitored.
Most of the data are updated monthly.

The most comprehensive management tool however is the Balanced Score Card. The 8 labour market
related targets together are one indicator in the Balanced Score Card, which contains about 25 indicators
related to clients and staff satisfaction as well as business results and process related results. The results of
the Balances Score Card are discussed once a year, and best local offices are awarded. Other standardised
tools of monitoring are: assessment and revision of yearly targets on a quarterly base; management
information assessed by the members of the administrative board on a quarterly base; annual management
assessment.

Lean management
AMS has implemented lean management tools for more than 15 years in order to increase efficiency.






COUNTRY FICHE: BELGIUM

PES NAME: L'Office Régional Bruxellois de 'Emploi (ACTIRIS)
Basic organisational model

Type of organisation/relation to government
ACTIRIS is the Public Employment Service of the Brussels-Capital Region. It has the status of ‘public-interest
organisation’, which implies that it is not under the direct control of the Brussels Government.

Structure and organisational levels
e Head office
e 17 local offices.

Management structures and the role of social partners

e Management: ACTIRIS is managed by an independent Executive Board. General Director manages
ACTIRIS according to a specific management contract with the regional Government.

e Supervision: ACTIRIS performance against the goals and targets set out in Management Contracts and
yearly Business plans is assessed every year.

e Social partners: union and employer representatives are part of the Managing Board.

Financing model

PES financing by source, Euro (million)

Expenditure (EUR million)
Change 2010-2011 (%)

2010 | 2011 (forecast)
Source of funding (%) Total Operating : ALMP | Total Operating | ALMP Total Operating : ALMP
Budget | costs Budget costs Budget - costs
Total 263 ,5 281,0 228,1 8% 7% 9%
(100%) : 50,0 213,5+ | (100%) : 529
Social security contributions
Government and other public funding : 250,4 46,1 204,3 271,1 49,2 2219
(95%) (96,5%)
ESF 6,8 1,4 54 4,3 1,3 2,9
(2,6%) (1,5%)
Other EU
Funding
EURES
PES own revenues 6,3 2,4 3,9 5,6 2,4 3,3
(2,4%) (2,0%)
Other

Note: ‘ESF’ may include other EU funding
*. ACS: Financed permanent jobs : 169,9
PTP: Transitional jobs: 9,2.

Human resources

PES human resources. Date of observation: December 2010
Number of staff

% directly servicing clients

Total 756 61%
Head office 535 49%
Local offices 221 91%

Note: 460 employees (260 in the Head Office and 200 in local offices) service clients directly.





Integration of employment services and benefit payments

Unemployment and related benefits:
e ACTIRIS is in charge of the initial registration of unemployment and the monitoring of continued
eligibility.
¢ ONEM (National Office for Employment) is responsible for the payment of unemployment benefits as
well as for the monitoring of the continued eligibility, whereas ACTIRIS is in charge of applicants’
registration.

Other social benefits:

e Municipal bodies called CPAS are in charge of the payment of minimum income schemes and social
benefits.

Clients/Customers

Jobseekers. Date of observation: December 2010

Number %
Jobseeker client groups
Unemployed jobseekers 105.718 88%
Employed jobseekers 10.836 9%
Jobseekers in training activities 4.132 3%

Jobseeker clients are generally classified in relation to their employment/unemployment status, paying special
attention to those who look for a job and, while seeking, participate in ALMP programmes (such as training) in
order to update their skills. The biggest part of ACTIRIS clients is represented by the unemployed, whereas
only 9% are job-changers. Conventional socio-demographic characteristics such as gender, age and level of
qualification are recorded for all clients.

Employers. Date of observation: N/A

Employer clients are categorised by their size (large, medium, small and micro enterprises) and by sector for
large enterprises (industry and energy, logistic, transport and construction, commerce, hotels, restaurants,
cafés, telecom, insurance companies, services for enterprises, as well as socio-cultural services and caring
services),. Public bodies are also taken into account as a separate category. By far, the largest share of
clients is micro (less than 5 employees) and small and medium enterprises (from 5 to 100 employed).

Employer client groups Numbers %
Large Enterprises (>100) 552 2%
Public bodies 1.957 6%
Small and Medium Enterprises (5-100) 9.512 29%
Micro Enterprises (<5) 20.957 63% .

Other clients
e Partners (such as public training bodies, local authorities, public services of social assistance, etc.)
and Private employment agencies can have access to PES services in order to better match the
labour demand.

e Government bodies, which request and use labour market information collected by ACTIRIS.
Types and methods of service provision

Services for jobseekers
o Registration and free consultation of vacancies database are available to everyone both on the web
and at ACTIRIS local offices;
e Individual counselling, placement, job search coaching and career planning are provided to all
registered jobseekers;
e More specific support, such as intensive guidance and counselling, re-orientation and training
services, is offered to those with specific needs and provided partly by VDAB, Bruxelles Formation
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and partly by external providers.
e Language skills testing services and specific training measures are provided to those who are
registered with ACTIRIS, by private training institutions;
e Help in finding financing to start new businesses is managed by specialised ACTIRIS partners.

Services for employers

Employer clients are provided with a range of free-of-charge services:
o Registration of job vacancies;
e Free consultation of CV-database;
e General information on PES service provision and on Public aids management of specific schemes;
e Support to matching: pre-selection and recruitment;
e Selection services tailored for small and medium enterprises;

e Support for international recruitment;
e Language skills updating for employees.

Job vacancies and market share

Collecting information on job vacancies

Employers report job vacancies to the PES offices both through the website and by contacting ACTIRIS
counsellors personally. Other means such as phone or email are used in order to notify and collect new job
vacancies. The EURES network is a useful tool to collect information on job opportunities abroad.

Vacancies and referrals
2010: total of 15,218 vacancies registered with ACTIRIS.

Matching of supply and demand
There is no regular monitoring of supply and demand on the labour market. A partial evaluation is made, on a
yearly basis, by the Brussels Employment Observatory on labour market analyses and skills forecasting. The

data collected, however, are not used to plan future training actions.

Market share

ACTIRIS’ estimated market share in term of registered vacancies in 2010 was 41.6%.

Active labour market policies

LMP Services

Name of service

Brief description

Delivery

Public employment services

Active job-search workshop

The aim is to provide general services for jobseekers during their job-search.
ACTIRIS is also responsible for job creation and recruitment promotion measures.

ACTIRIS.

The objective is to learn and apply an effective job-search method.

ACTIRIS and different

partners.
Partnership for childcare for The aim is to allow jobseekers with young children (0-3 years) to undertake the : ACTIRIS and 12
jobseekers necessary actions in the context of their insertion course by providing childcare, : partners.
whether occasionally (one day, or a few hours) or for longer periods (3 months or
up to a year if the parent follows a training course).
Vocational re-integration The social and vocational guidance service deals with difficult to place jobseekers : ACTIRIS as

(long-term unemployed, low skills, etc.).

coordinator, actions
carried out by
partners.

Vocational Project Construction

The aim is to provide all young jobseekers (under 25), registered with ACTIRIS and
living in the region of Brussels, a personalised service in order to help them to
improve their skills

ACTIRIS.






LMP Measures

Name of measure Category Brief description Delivery
Training cheques for 2 The aim is to promote the hiring of jobseekers with low ACTIRIS coordinates and
vocational integration language and ICT skills. Jobseekers can have access to a finances the measure, but
certain number of hours of training, whether in language or ICT training is delivered by
programmes. partner schools/training
firms.
Training and integration 2 The aim is for the jobseeker to become employed after on-the- = The measure is co-

contract

Relocation allowances for the

job training. It concerns only jobs for which jobseekers cannot
be placed by the PES without training.

'+ The aim is to encourage unemployed persons who found paid

managed by ACTIRIS and
Bruxelles Formation.

ACTIRIS.

unemployed work in the Brussels Region to settle there.
Transition-to-work subsidy 4 This measure does not exist anymore, but ACTIRIS still pay for : ACTIRIS was not directly
the demands introduced before the 4" of November 2008. The : responsible for the
new measure is called “Aide au recrutement pour des projets : measure but paid the
: . spécifiques”. premium.
First job agreement in 6 The selected youngsters can benefit from a position in the ACTIRIS is responsible
projects of public interest - labour market via a learning plus work experience programme for the refund of the gross
learning work experience in ~ : ¢ in the Brussels public services salary and
Brussels public services social security
: contributions.
Subsidised contractors 6 The measure allows local and provincial authorities, non-profit ACTIRIS.

organisations and certain other forms of association to take on
subsidised contractors.

Cooperation/partnership

ACTIRIS has established almost 150 different partnerships with several actors. Cooperation is established
mainly with private and public operators, according to their sector of activity, in order to satisfy all the needs of
the enterprises. The main goal of these partnerships is to create an inclusive labour market, which combines
economic growth and social integration. These services and measures are outsourced to different partners
through calls for tenders. Via the creation of a “Réseau des Partenaires d’'Emploi”, ACTIRIS offers, according
to the ethical code, free access to its jobseekers’ CV database.

Evaluation

Evaluation on ALMP programmes is conducted by the Brussels’ Employment Observatory, once a year,
though the results are not necessarily incorporated in the design of new active labour market measures.
Evaluation is mandatory for every project or intervention co-financed by the ESF.

Management logic and performance measurement

Planning process

The Brussels regional government sets the main targets and objectives to be pursued by ACTIRIS. These are
laid out in a Management Contract signed with the agency’s management. On this basis, ACTIRIS plans its
activities through the use of different documents, among which, the enterprise plan and the external and
internal communication plan.

Types of objectives and targets
Targets are set in 5 different areas:
e Jobseeker registration (number of new registrants, number of contacts, time allowed to provide
information, etc.);
e Support (client satisfaction, number of placements, etc.);
e Job insertion (number of registered vacancies, number of employers registering vacancies, etc.);
e Management of ALMPs (ALMP budget available/spent, number of participant jobseekers, etc.);
o Management of ACTIRIS (number of registered jobseekers, ratio between clients and staff, etc.).

Monitoring

Regular follow-ups take place during the year. Each year, a report on the implementation of the management
contract is produced and forwarded to the Brussels Labour Ministry. This document can be further examined
by an independent and external evaluation committee.





Lean management
The principle of lean management is integrated in the organisation.






COUNTRY FICHE: BELGIUM

PES NaME: Wallonia’s Public Service for Employment and Training (Le FOREM)

Basic organisational model

Type of organisation/relation to government

Public Employment Service for Wallonia. It has the status of ‘regional public-interest organisation’, which

implies that it is not under the direct control of the Walloon Government.

Structure and organisational levels
e Head Office;
e 11 local offices for job-search services;
e 9 local offices for vocational services;
e 33 vocational training centres;
e 25 skills centres;

e 12 “Carrefour Emploi Formation” (open access Information and Documentation Centres);

e 60 “Maisons de I'Emploi” local job centres;
e 4 “Relais de I'emploi “ (for disadvantaged groups).

Management structures and the role of social partners

e Management: Le FOREM is run by a Managing Board chaired by a President who is appointed by the
Walloon Government. The management is supported by a range of other structures, such as an
executive committee, a functional management structure, an audit committee and an internal audit cell.

e Supervision: Le FOREM is accountable to the Walloon Government.

e Social partners: unions and employers are represented in the Managing Board. An Intermediate
Dialogue Committee has been created for the implementation of a social dialogue within the

organisation. At all organisational levels.

Financing model

PES financing by source, Euro (million)
Expenditure (EUR million)

Change 2010-2011 (%)

2010 2011 (forecast)

Source of funding (%) : Total Operating ALMP Total Operating ALMP Total Operating ALMP
Budget costs Budget costs Budget . costs

Total 1.006,7 292.082.999 158,1 1.017,9 314.242.100 145,4 1% -8%
(100%) (100%) : (100%) (100%)

Social security

contributions

Government and other 902 986,35

public funding (89,6%) (96,9%)

ESF 10,06 14,25
(1,0%) (1,4%)

Other EU 7,05 5,09

Funding (0,7%) (0,5%)

EURES

PES own revenues [

Other 88,6 112,21

(8,8%) | (1,2%)






Human resources

PES human resources. Date of observation: N/A

: Number of staff % directly servicing clients
Total : 4280 N/A
Head office 906 )
Regional offices N/A
Local offices 3.374

Note: no data on staff breakdown by level of governance or share of staff on front-office duties were provided. Staff was only broken down by
task. The questionnaire response maintains that 79.2% of all staff work in the regional offices, but does not specify the reference year.

Integration of employment services and benefit payments

Unemployment and related benefits
e The National Employment Office is responsible for the payment of unemployment insurance benefits, but
Le FOREM is in charge of the initial registration of claimants and the monitoring of continued eligibility.

Clients/Customers

Jobseekers. Date of observation: December 2010

Number %
Jobseeker client groups
Total 245.622
DEDA (Jobseekers claiming for benefits) 197.850 81%
Young job-seekers in waiting period 20.023 8%
DEI inscrits obligatoirement (Jobseekers registered on a compulsory basis) 18.353 7%
DEI inscrits librement (Jobseekers registered on a voluntary basis) 9.396 4%

Conventional socio-demographic characteristics such as gender, age, duration of unemployment and
educational level are recorded for all clients.

Employers

Employer clients are categorized by size. Other categories will be probably implemented in the framework of
the new Management Contract. However, no data were provided on the number of employers serviced by
category.

Other clients
e Partners such as public training bodies, local authorities, public services of social assistance, etc.;
e Private employment agencies can have access to PES services in order to better match the labour
demand.

Types and methods of service provision

Services for jobseekers
o Registration service as well as individual counselling on the rights connected to the unemployed
status and on work opportunities are provided to all jobseekers through several channels;
e Collective job search sessions and career guidance are provided by specialised counsellors in order
to facilitate the match between supply and demand on the labour market;
e Interregional mobility counselling is available for all the registered clients who are willing to work in a
different city or country, in order to combat unemployment.





Services for employers
The employers’ service offers a range of free services and advice to employers:
e Human resources management counselling;
e Recruitment counselling;
e Public aids management of specific schemes;
e Multi-channel services/ICT services.

Job vacancies and market share

Collecting information on job vacancies

Employers report vacancies to PES on a voluntary basis. Employment agencies’ staff have regular contacts
with employers, thanks to face-to-face meetings or multi-channelling techniques (teletext, SMS, interactive
posts/job points, emails). In order to enlarge and reinforce the vacancies transmission, partnerships have
been concluded with other regional employment services (VDAB, Actiris ...) and temporary work agencies.
In the same way, the EURES European channel is being used to reinforce European labour mobility.

Vacancies and referrals
Number of job vacancies advertised by the PES (2009): 115.997.
Jobseekers’ referrals to vacancies: 326.648 (2009); 316.654 (2010).

Matching of supply and demand

Supply and demand on the labour market are analysed on a regular basis. Studies and statistics are
produced by the Department ‘Analyse du Marché de I'Emploi et de la Formation’, on different sectors and
companies in order to anticipate future needs. The results are used notably to plan training actions (for
instance: “Bottlenecks”).

Market share
The market share amounts to 86% (31.12.2010).

Active labour market policies

LMP Services

Name of service Brief description Delivery

Forem Consell See http://www.leforem.be

LMP Measures

Name of measure : Category : Brief description : Delivery
Plan d’accompagnement des

chémeurs (Support Plan for See www.leforem.be

Unemployed)

Dispositif integeré d'insertion socio- See www.leforem.be

professionelle (Integrated socio-
professional insertion measure)
DIISP

Job tonic See www.leforem.be
Accompagnement individualisé

(Personalised support)

Cooperation/partnership

Le FOREM is the overall coordinator of several external partners who deliver measures and services on the
basis of a joint management model. Subsidies, calls for tenders, calls for proposals are used to outsource
the provision of training and placement services. Special attention is paid to specific fields or sectors of
cooperation such as illiteracy problems.

Evaluation
Le FOREM conducts evaluations on the efficiency and the results of ALMP programmes.





Management logic and performance measurement

Planning process

Signed by the two concerned parties - the FOREM Managing board and the Minister in charge of
Employment and Training - the 5-year Management Contract represents the mutual commitments of the
Government and the PES. The main objectives and targets are set in the Contract and then concretely
defined by four-year business plans, which set down the guidelines the Agency should follow for
implementation and the resources attached to them.

Types of objectives and targets

Targets are of three main types:
e Greater dissemination of individual vacancies;
e Increase of 23% in the volume of workers to be trained;
e Setting up new intensive linguistic training.

Monitoring

Regular follow-ups take place during the year. Each month, the implementation of the Management Contract
is monitored through a management chart. This chart is composed by output indicators and
means/resources indicators which relate to activities and services offered to individuals and enterprises.

Lean management
The principle of lean management is integrated in the framework of socio-economic management.






COUNTRY FICHE: BELGIUM

PES NAME: Flemish Employment and Vocational Training Agency (Vlaamse Dienst voor Arbeidsbemiddeling en
Beroepslopleiding, VDAB)

Basic organisational model

Type of organisation/relation to government
VDAB is the Public Employment Service for Flanders. It is an external and autonomous agency, which does not fall under
the direct control of the Flemish Secretary of Work.

Structure and organisational levels
o Head office;
e 19 offices, 5 provinces.

Management structures and the role of social partners

e Management: VDAB is managed by an independent Executive Board. Decision-making is centralised: strategic
projects are usually launched centrally, whereas implementation is left to local units. Local branches are also left free
to initiate their own projects. Good practices are sometimes copied in other regions or adopted by the entire
organisation.

e Supervision: VDAB’s performance against the goals and targets set out in Management Contracts and yearly
Business plans is assessed every year, possibly leading to financial bonuses or benefits for the Agency and its
management on the part of the Flemish government.

e Social partners: the Executive Board is composed of members of the unions and employers’ associations and by
representatives of the Flemish Government and the VDAB itself.

Financing model

PES financing by source, Euro (million)

Expenditure (EUR million)
- 0,
2010 2011 (forecast) Change 2010-2011 (%)
Source of funding (%) Total Operating - ALMP  Total Operating : ALMP - Total Operating : ALMP
Budget : costs Budget : costs Budget : costs
Total 562,9 575,7 2,3%
(100%) (100%)
Social security contributions
Government and other public funding 465 472,6
(Flemish and Federal government funding) (82,6%) (82,1%)
ESF (2/3 used for vocational training department of VDAB) : 30,7 37,0
(5,5%) (6,4%)
Other EU 1,0
Funding (0,2%)
EURES 1,0
(0, 2%)
PES own revenues 22,7 22,7
(4%) (3,9%)
Other 43,4 43,4
(7,7%) (7,5%)

Note: Total budget includes also other expenditure (e.g. investments): EUR 17,7 million in 2010, and EUR 14,3 million in 2011. Percentages labelled as ESF
include also expenditure for Leonardo, Progress, Eures and EFRO (all together roughly 5% of total ESF expenditure).





Human resources

PES human resources. Date of observation: December 2010

: Number of staff % directly servicing clients
Total 1 5013 69%
Head office 845 25%
Regional offices: 4186 7%

Note: There are in total 3,436 employees (3225 in the local offices and 211 in the head office) directly servicing clients.

Integration of employment services and benefit payments

Unemployment and related benefits:

e VDAB is in charge of the initial registration of unemployment and for monitoring jobseekers’ availability for work. It is
also responsible for forwarding formal unemployment benefit applications to the National Employment Office, which in
turn pays the benefits and, where necessary, sanctions recipients.

Other social benefits:
e VDAB is in charge of processing and paying compensations for employers to support of employment of disabled
persons and allowances for employees participating in vocational training.

Clients/Customers

Jobseekers. Date of observation: December 2010

Number %
Jobseeker client groups
Total
Unemployed jobseekers 199.834
Applying for unemployment benefits 152.251 76%
Young jobseekers waiting for benefits 13.592 7%
Freely subscribed jobseekers 18.027 9%
Residual category 15.964 8%
-25 years old 40.867 20%
+50 years old 52.533 26%
Unskilled 101.284 51%
Non-EU ethnicity (immigrants) 46.601 23%
Long-term unemployed 89.090 45%
Unemployed attending vocational training courses (not included in unemployment statistics) 17.516

Further breakdowns are: gender, age, level of education, duration of unemployment, disability, nationality, ethnicity,
career preferences.

Employers.

Employer customers are categorised by size (number of employees) and sector of activity (NACE code). Service needs
are grouped into three main categories: ‘employable workforce’ (services such as publication and distribution of
vacancies, pre-selection of candidates, strengthening of skills); ‘specific support’ (services related to restructuring or
collective redundancies, financial incentives); and ‘labour market information’.





Date of observation: December 2010

Employer client groups : Numbers %
Total 30.405 100,0%
Size

<5 10.907 36%
5-9 4.010 13%
10-19 3.227 11%
20-49 3.044 10%
50 - 99 1.326 4%
100 - 199 842 3%
200 - 499 606 2%
500 — 999 236 1%
> 1000 195 1%
Sector

Primary 780 : 3%
Secondary 8.403 28%
Tertiary 15.940 52%
Quaternary 5.280 17%
Unknown 2 0%

Other clients

Employees (basic information services, career guidance, training and support, certification of skills and competences);
Students and teachers, who can access VDAB's training infrastructure;

Public and private partners are, who can use training facilities, IT systems, make use of services (for example, the
unemployed are oriented towards their courses), receive data (for example, vacancies suited for their customers).
Government bodies, which request and use labour market information collected by VDAB.

Types and methods of service provision

Services for jobseekers

Guidance is provided according to the needs of the jobseeker (individual or collective mediation, intensive
counselling, and e-guidance).

The offer of training is wide (basic and job-related skills in different sectors according to labour market needs, different
providers/locations, web-based and long-distance learning facilities).

Registration, matching services and individual and collective mediation are offered by VDAB to all jobseekers.

More specific support, such as intensive guidance and counselling, re-orientation and training services, is offered to
those with specific needs and provided partly by VDAB and partly by external providers (PrEAs, training bodies, and
SO on).

Finally, certification of competences and skills assessment are offered by VDAB both to jobseekers and to employers.

Services for employers

J

Registration of job vacancies;
Support to matching;
CV-database;
Pre-recruitment services.

ob vacancies and market share

Collecting information on job vacancies
Information on job vacancies is collected in two main ways. On the one hand, vacancy notices can be registered, on a
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voluntary basis, by employers via phone or e-mail, by uploading them directly onto the VDAB website, or during visits
from VDAB counsellors. On the other hand, vacancies may be advertised by other partners, such as PrEAs, jobsites
(Stepstone, Jobat, Jobscareer), ‘Jobkanaal’ publicising vacancies for weaker groups (migrants, the disabled, older
jobseekers), EURES services for interregional and cross-country mobility purposes.

Vacancies and referrals
N/A

Matching of supply and demand
N/A

Market share

There are no specific estimates available on market shares in terms of filled vacancies. In 2009, 51.2% of employers
declared they placed their vacancies on PES jobsites (like VDAB'’s) and 33.1% asked to be helped by PES consultants in
their search for candidates.

Active labour market policies

LMP Services

Name of service

| Brief description

. Delivery

Comprehensive
approach

Provide each jobseeker with a suitable offer in time, for the shortest way to
sustainable employment

VDAB, part of guidance
outsourced to private partners and
social welfare

Youth Action Plan

Provide each jobseeker younger than 25 years with a suitable offer from the
start of unemployment.

VDAB, part of guidance
outsourced to private partners

Action Plan 50+

Provide each jobseeker between 50 and 55 years with a suitable offer
(guidance, mediation or specialized 50+clubs)

VDAB

Curative approach

Offer guidance to every long-term unemployed person who has not received
any offer (guidance, training...) from VDAB during the past 2 years.

VDAB, part of guidance
outsourced to private partners and
social welfare

Screening and guidance
MMPP

(Long-term-) Unemployment due to problems not related to the labour
market (medical, mental, psychic, and psychiatric problems): screening and

External providers for social
welfare

guidance by specialized organisations
Rapid response mechanisms, offering integrated guidance and counselling
in case of planned restructuring and group dismissals.

Intensive support

LMP Measures

Name of measure Category Brief description Delivery
Employment Services 4 Set of employment measures to stimulate the employer to recruit an VDAB
employee out of the less-favoured groups: youngsters, elderly, disabled,
long-term...
Supported employment 5 Job-coaching, counselling in the workplace, especially for less-favoured VDAB and partners
groups
Vocational training 2 Second, third and no-profit sector (complimentary to the needs of the VDAB and partners

labour market), personal skills training, job application training,... in VDAB
training centre, on-the-job learning (collective, individual, ...), open and
distance learning, web learning, etc.

Cooperation/partnership
N/A.

Evaluation
N/A.

Management logic and performance measurement

Planning process
Strategic and operational goals are established by the Flemish Government and the VDAB Executive Board. These goals,
and the financial means allocated by the Government in order to reach them, are written down in five-year Management
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Contracts. More specific targets are laid out in yearly Business Plans, taking into account the most recent labour market
developments. Financial bonuses or penalties are apportioned to VDAB and its management on the basis of annual
appraisals of results. Each year the most important stakeholders (regional representatives of unions and employers,
representatives of several vulnerable groups on the labour market and representatives of the economic sectors) as well
as the regional branches of the VDAB are asked for suggestions and recommendations. A selection of this input, together
with the new political priorities, feeds into the annual Business Plans.

Types of objectives and targets

The main strategic goals are set first (the new Management Contract 2011-2015 contains 5). These are then divided into

several operational goals, most of which contain a quantifiable target. In the management contract 2011-2015 these

targets can be divided into three categories:

e Job-placement of a given share of a specific group of unemployed within a certain time limit (6 or 12 months of
becoming unemployed);

e Customer satisfaction;

e Participation in training of specific groups (job seekers, employees, students).

Monitoring

Balance Scorecards provide information on whether the VDAB and its regional branches achieve the targets of both the
management contract and annual business plan. An extensive Executive Information System contains more detail and
charts on all different aspects of our operations, ranging from labour market statistics to the actions of individual
employees. Monitoring reports are published on whether goals and targets are achieved and providing explanation and
evaluation. These reports are presented to the Executive Board quarterly. A larger yearly study on the achievements of
the VDAB is presented to the Flemish Government.

Lean management
No mention is made of lean management processes. VDAB is said to take ‘several measures’ to increase efficiency and
effectiveness.






COUNTRY FICHE: BULGARIA

PES NAME: National Employment Agency (NEA)

Basic organisational model

Type of organisation/relation to government
Subsidiary body to the Ministry of Labour and Social Policy.

Structure and organisational levels
e 9 Regional Employment Service Directorates (RESD), which coordinate local offices, participate in
the implementation of regional strategies for local development and of specific regional measures and
programmes, and maintain regional labour market databases.

e 105 Labour Office Directorates (LOD), which are in charge of registering jobseekers and providing
services for individuals and firms. They carry out research and monitoring of local labour market

trends and prepare analyses and forecasts on developments of local labour markets.

Management structures and the role of social partners
e Management: NEA is managed by and Executive Director, who is supported by an Executive Council and
two Deputy Executive Directors. NEA also has a Secretary General for the administrative management of
the Agency, six directorates and an Internal Audit Directorate.
e Supervision: NEA is accountable to the Ministry of Labour. Moreover, in abidance by the social
partnership principle, tripartite Cooperation Councils exercise direct supervision and control over local

employment policies.

e Social partners: The Executive Council operates on a tripartite basis, as it includes representatives of the
social partners as well as representatives of the executive at national, regional and local levels.

Financing model

PES financing by source, EUR (million)

Expenditure (EUR million)

Change 2010-2011 (%)

2010 2011 (forecast)
Source of funding (%) Total Operating i ALMP Total Operating i ALMP Total Operating | ALMP
Budget costs Budget costs Budget | costs
Total 40,3 13,1 27,1 46,6 11,9 34,7 16% -10% 28%
(100%) : (100%) (100%) : (100%) (100%) (100%)
Social security contributions
Government and other public funding : 39,3 45,3
(97,6%) (97,3%)
ESF
Other EU
Funding
EURES
PES own revenues 1,0 1,3
(2,4%) (2,7%)

Other

Human resources

PES human resources. Date of observation: N/A

Number of staff

% directly servicing clients

Total 2.396 71%
Head office 269 6%
Regional offices 262

Local offices 1.865 90%

Note: There are in total 1.700 employees directly servicing clients (1.684 working in local offices and 16 working in the head office)





Integration of employment services and benefit payments

Unemployment and related benefits:

e Responsibilities for the registration of benefit claimants, payment of benefits and the provision of
employment services are shared among NEA, the Social Insurance Institute and private providers. NEA is
responsible for the initial registration and for the on-going monitoring of continued eligibility. The payment
of unemployment benefits is entrusted to the Social Insurance Institute, which cooperates with NEA in
order periodically to verify the list of recipients. Employment services for the benefits recipients are mostly
provided by NEA, but tailored activities for some long-term beneficiaries might be outsourced to private
providers.

Clients/Customers

Jobseekers. Date of observation: January 2011

Number %
Jobseeker client groups
o e
Unemployed 362447 98,5%
Employed 2.426 0,7%
Students wishing to work in their free time 706 0,2%
Persons who acquired the right to retire, based on their age 1.867 0,5%
Persons who acquired the right to occupational pension for early retirement, currently not working 433 0,1%

Further breakdowns are typically applied to monitored unemployed persons: gender; age; duration of
unemployment; disability; ethnicity. Age, duration of unemployment and disability are considered useful
breakdowns only to be applied to the unemployed. No specific attention is paid to the level of education and
professional qualifications.

Employers

No precise figures on employer customers were provided. NEA employment counsellors perform a first
segmentation of employer clients following some basic criteria such as: the status of the company; the sector
of activity; the type of company (sole trader, Ltd, etc.); the form of ownership; and the location (region,
municipality). A second step implies a more detailed analysis, according to information collected by PES
officers such as, above all, the number of employees or the demand for services provided by LODs.

Other clients

The inactive are a further target of NEA’s activity. A special programme for activating this group was launched
under the National Action Plan for Employment, providing for the organization of job fairs aimed at getting in
contact with those who are not actively seeking employment and at including them into the labour force by
offering ad hoc employment services (programmes or employment measures on the primary market,
involvement in vocational training, counselling, etc.).

Types and methods of service provision

Services for jobseekers

e Individual counselling services, with the possibility of referring to specific measures or suitable
programmes, training or projects, are provided to all registered unemployed through face-to-face
interviews with employment counsellors, followed by the drafting of individual action plans;

o Referral to suitable programmes, measures/schemes and projects for employment and training are
offered to the registered unemployed according to their needs and following a face-to-face interview with
an employment counsellor;

e Psychological support is provided through direct interviews with psychologists for all the registered
unemployed, following a specific advice of the employment counsellor;





e Help to start a new working career abroad is managed through interviews with counsellors, according to
intergovernmental agreements or the EURES network;

e Self-service information is also available on the job vacancy database, the NEA website or at the self-
service information corner at the LODs.

Services for employers

e Provision of information on registered jobseekers and on their profiles as well as their readiness to start
working are provided by employment counsellors to all interested employers;

e Information on programmes and measures useful to preserve employment or promote the creation of new
jobs through training or re-training is also provided by employment counsellors;

e Other forms of employment counselling, such as processing and dissemination of announced vacancies,
acceptance of applications, selection and pre-selection of candidates, information on work visa
requirements for foreign nationals, are made available to all employers.

Job vacancies and market share

Collecting information on job vacancies

The notification of job vacancies is mandatory in Bulgaria only if the employers wish to benefit from NEA’s
mediation services. Other than that, NEA receives information only about vacancies announced to the LODs
through the “National Labour Market Database”. Periodically, local offices organise meetings with employers
in order to update all the list of vacancies. As many as 73.010 meetings with employers were held in 2010.

Vacancies and referrals
2010: total of 187.579 vacancies of which 153.669 were successfully filled thanks to NEA's services.

Matching of supply and demand

NEA monitors the labour and skills mismatches quarterly and yearly, by recourse to unemployment records
and the job vacancy database. This information is collected nationally and all the data are transferred to the
Ministry of Education and Science, broken down by professions and fields. NEA representatives participate in
an inter-agency working group to determine the intake of university students in the next academic year.

Market share

NEA's market share in 2010 was 24.8%.
Method: This was calculated as the ratio between the number of people who found their jobs thanks to NEA's services and the total
number of placements in the economy.

Active labour market policies

LMP Services

Name of service Brief description Delivery
Provision of information and The aim is to provide general services for jobseekers during their job-search. LOD through
counselling to jobseekers and ACTIRIS is also responsible for job creation and recruitment promotion measures. employment
employers counsellors.
Referral to suitable programmes Providing information on programmes and measures for maintenance and LOD through
and measures for employment promotion of employment, under the employment
National Employment Action Plan. counsellors.

Vocational Guidance Provision of information, referral to vocational guidance. LOD through

employment

counsellors
Incentives for the territorial Granting funds to employers for promotion of the territorial mobility of the LOD
mobility of employees employed persons.






LMP Measures

Name of measure Category Brief description Delivery
Training for adults 2 Motivation training of adults, training for the acquisition of professional : Training is
and vocational qualifications. provided by
training
institutions,
financed by
NEA.
Transition from passive to 4 Promotion of the territorial mobility of unemployed persons (refunds of : The EA
active measures on the transportation costs). concludes a
labour market contract with the
unemployed

person who is
willing to move.

Socio-economic integration 4 Encouraging employers to create new vacancies for risk groups. NEA concludes

measures for disadvantaged agreements with

groups on the labour market the employers,
giving them

funds for wages,
social and health
insurance of the
new employees.

Creation of new jobs 6 Implementation of programmes for creating new jobs in socially NEA concludes
beneficial activities, in the public administration, in the culture sector. agreements with
employers,
giving them

funds for wages,
social and health
insurance costs
of the new
employees.

Cooperation/partnership

NEA'’s responsibilities in employment services and training are performed in cooperation with a range of other
actors, notably municipalities, regional administrations, and government ministries. External providers such as
training organisations are involved in the delivery of some ALMP programmes. NEA enters into contracts with
private sector actors to outsource some educational activities, while keeping a planning role on all.

Evaluation
No mention is made of recourse to evaluation studies to assist the design of programmes.

Management logic and performance measurement

Planning process

NEA prepares an annual action plan that is approved by the Minister of Labour and Social Policy. The action
plan sets out key objectives and priorities regarding NEA's overall activity, and specific performance
indicators. These should abide by long-term policy documents, such as the National Reform Programme, the
Strategic Plan of the Ministry of Labour and Social Policy for the period 2009-2013, the revised European
Employment Strategy, relevant EU policy documents, the National Action Plan for employment and the
Ministry’s Operational Plan for the current year.

Types of objectives and targets

NEA'’s main priorities for 2011 are:

e Reducing the unemployment rate to 9.4%;

e Improving the quality of the labour force (the employed as well as the unemployed) through training;

o Development of the social dialogue (increasing the role of advisory committees at all levels);

o Effective integration into the EU’s labour market (management of labour migration, promotion of labour
mobility through EURES);





e Strengthening the institutional capacity of NEA by training and re-training staff and raising awareness of
the agency’s activities.

Monitoring

NEA regularly prepares detailed reports (every 6, 9 and 12 months) on the implementation of action plans.
Periodically, on the basis of the results of monitoring, a reallocation of resources is carried out to ensure more
efficient spending. RESDs also prepare periodic reports on their own action plans and monitor the execution
of contracts by the LODs.

Lean management

NEA adopted in 2004 a new technology for streamlining work process models was established to meet the
needs of LODs. The adoption of base (process) and extended ("one counter”) service models was associated
with a shift in focus toward individual job seekers, i.e. providing specific services for individual needs. The
process was supported by the introduction of new instruments, such as individual action plans, questionnaires
for the prioritisation of persons, and profiling. At the moment, all territorial divisions apply service process
models, and 36 of them operate on the principle of "one counter” service. Since the beginning of 2010 all
LODs work with an integrated database system — the National Labour Market Database. NEA also follows
best practices concerning the use of innovative tools and approaches for the implementation of employment
policies.






COUNTRY FICHE: THE CZECH REPUBLIC

PES NaME: Czech Public Employment Service (Urad prace)
Basic organisational model

Type of organisation/relation to government
State organisation and administrative office subordinated to the Ministry of Labour and Social Affairs.

Structure and organisational levels
e 1 Directorate general;
e 14 Regional offices;
e 242 local offices.

Management structures and the role of social partners

e Management: The management structure of the PES is developed into 2 levels. At a central level, the
Labour office is managed by the Director General, whereas both regional and local offices are headed by
directors.

e Supervision: The Ministry of Labour and Social Affairs supervises PES activities. The Director General,
with the consent of the Ministry, can appoint or dismiss the Deputy of Director General and the Director
of the Office of the Director General.

e Social partners: Social partners are involved in the monitoring of the labour office activities; moreover
they take part to the dialogue with government representatives.

Financing model

PES financing by source, Euro (million)

Expenditure (EUR million)
2010 2011 (forecast) Change 2010-2011 (%)
Source of funding (%) Total Operating ALMP Total Operating ALMP Total Operating ALMP
Budget costs Budget costs Budget costs
Total 273,44 31,77 241,67 : 198,09 28,91 169,18 -27,2% -9% -30%
(100%) (100%)
Social security
contributions
Government and other 109,86 102,15
public funding (40,2%) (51,6%)
ESF 163,34 95,58
(59,7%) (48,2%)
Other EU
Funding
EURES 0,24 0,36
(0,1%) (0,2%)

PES own revenues

Other

Note: Budget does not involve unemployment benefits, whereas it includes national contribution of 15% for ESF and 5% for EURES. The period
of spending of EURES 2010 is June 2010 — May 2011, forecast for 2011 is from June 2011 — May 2012.





Human resources

PES human resources. Date of observation: 1% October 2011

: Number of staff % directly servicing clients
Total 7.308 %
Directorate General 80 N/A
Regional offices and local offices 7.228 32,29%

Note: 2.334 staff are committed to directly servicing clients at both regional and local levels.
Integration of employment services and benefit payments

Unemployment and related benefits:

e PES is fully responsible for client registration, processing and payment of the following:
unemployment benefits, retraining allowances and State Social Support allowances. From 1% of
January 2012, the labour office will be responsible for the organisation of public services for
jobseekers, in cooperation with municipalities.

Other social benefits

e Municipalities are in charge of both the registration and payment of 2 kinds of benefits: allowances
deriving from the System of Assistance in Material Need, and benefits for people with disabilities or
in need for assistance.

Clients/Customers

Jobseekers. Date of observation: 31%' October 2011

Number %
Jobseeker client groups
Available job seekers’ 451968 - . 96%
Unavailable 18.650 4%
Of which:
- Women 243.601 52%
- Men 227.017 48%
- Graduates 35.667 8%
- Receiving unemployment benefits 101.787 22%
- Disabled 61.680 13%
- Undergoing retraining 5.097 1%

Further breakdowns are applied in order to categorise jobseekers clients: gender, age, duration of
unemployment and disability. No categorisation on the basis of ethnicity is made.

Employers
PES uses a segmentation of employer clients according to company size, cooperation rate, sector and staff
situation. As of December 2010, the PES has the following employer groups:

e 1-49 employees;

e More than 50 employees;

e No employees;

e Aresidual category of “not specified”.

! Available job seekers are those who can immediately start to work when they are offered a suitable job, i.e. registered unemployed
who have no objective barrier to enter employment. Available job seekers do not comprise: the ones in detention, in prison, candidates
unable to work, those enrolled in retraining courses or performing short-term jobs, and candidates who receive maternity benefits or who
are granted unemployment benefits during maternity leave.





Date of observation: 31°' December 2010

Employer client groups Numbers %
Total 48.681 100%
1-49 employees 12.922 26,5%
More than 50 employees 4.063 8,3%
No employees 1.076 2,2%
Not specified 30.620 62,9%

Other clients
e N/A.

Types and methods of service provision

Services for jobseekers

e Advice and counselling for all unemployed jobseekers, online or face-to-face, based on an individual
action plan.

e Provision of vocational rehabilitation to a selected number of jobseekers dealing with disabilities, by
training institutions.

e Training and retraining activities for some selected jobseeker clients, dealt by specific training
institutions.

e Job clubs and group session activities.

Services for employers
e Recruiting, pre-selections and matching for all employers available at PES offices and also online
(vacancies database, candidates CV database).

e General information on PES service provision as well as on labour market for all employer clients.
e Legal and financial counselling (legislation, subsidy conditions, supported employment) for all clients.

e Staff education counselling for those employers in need to update their employees’ competences.
Job vacancies and market share

Collecting information on job vacancies

The notification of vacancies to the labour offices is mandatory. From 1* January 2012 this obligation will no
longer exist. Job vacancies are monitored according to 3 categories: level of education, CZ-ISCO
(International Standard Classification of Occupations) and sector of activity.

Vacancies and referrals
October 2011: 38.732 vacancies registered; 4.989 vacancies filled. 10.493 vacancies cancelled from the
database.

Matching of supply and demand

PES analyzes the number of job vacancies monthly, according to the suitability for graduates or disabled
persons. According to 2010 data, the job vacancy database is reported to cover 80% of blue-collar
occupations, 66% of those called “professionals” and 56% for managers.

Market share
PES’ market share is 13% (January — October 2011)

Method: This was calculated as the ratio between all vacancies filled with the support of PES and the total number of notified
vacancies.





Active labour market policies

LMP Services

Name of service

| Brief description

Employment brokerage

Employment brokerage refers to activities focused on seeking
suitable employment for jobseekers, as well as to activities aiming
at finding suitable employees for employers who claim vacancies.

. Delivery

Counselling and provision of
relevant information.

Vocational rehabilitation of

persons with working limitations

Persons with changed working abilities are provided with vocational
rehabilitation. It is a complex process aiming to enable such person
to continue with his/her current employment or other suitable
employment. Participants to this measure face changed working

Job counselling, job training,
job placement and creation of
suitable conditions at the
workplace.

abilities.

Other services and PES
overheads

Administration of passive and active measures, social benefits, work
permits and registration of foreigners, as well as of ESF projects.
EURES counsellors offer intermediation to find a work abroad.

LMP Measures

Name of measure Category Brief description Delivery
Retraining 2 A labour office can offer retraining if this is essential for the : The labour office pays the
jobseeker's future employment. The content and scope of the : retraining costs on the
retraining depend on the qualifications, health, abilities and jobseeker's behalf and can
experience of the person to be retrained in the form of new : give her/him a contribution
theoretical knowledge and practical skills. Employers may receive full : towards necessary
or partial compensation for retraining related costs. retraining related  costs.
According to an agreement
with the labour office,
retraining may also be
performed at the employer's
premises with a view to her/
his  employee’'s  further
employment.
Contribution upon 4 Contribution when employer switches to a new business programme : The contribution can be
a switch to a new and therefore cannot guarantee work for employees in the scope of : provided for a maximum of
business the stipulated weekly working hours. The monthly contribution per : 6 months by way of partial
programme employee may amount to a maximum of a half of the minimum wage. : compensation of the wage
payable to employees
under labour law
regulations.
Publicly beneficial 6 Work opportunities such as public spaces cleaning and maintenance - Jobs are created on the
work of public buildings and roads or similar activities, for a municipality or : basis of an agreement with
for state or other civic institutions. the labour office, which may
provide the employer with a
contribution in return.
Investment 7 Employer materially supports the creation of new jobs and the
incentives retraining or training of new employees. Material support for the
creation of new jobs can be provided to an employer who will create
new jobs in the area in which the average level of unemployment,
over the two previous half-years, is at least the average level of
unemployment in the Czech Republic.
Social beneficial 7 An employer establishes or reserves socially beneficial jobs on the
jobs basis of an agreement with the labour office and fills them with
jobseekers who cannot find work by other means. A socially
beneficial job is also a job that the jobseekers have agreed on with
the labour office for the purpose of performing a self-employed
activity.
Contribution 7 Contribution when the employer recruits a jobseeker to whom the The contribution can be
towards recruitment labour office has devoted special care. The monthly contribution per provided for up to three
costs employee may not exceed a half of the minimum wage. months.

Cooperation/partnership
PES usually outsources mediation services to private employment agencies, whereas training and retraining
measures are sub-contracted to educational institutions.





Evaluation
In-house evaluation of services and monitoring of labour market are incorporated in the design of ALMP
programmes. A final report on the situation on the labour market is released, including an assessment on the
implementation of ALMPs and an evaluation on individual instruments in the ALMP placement activities and
measures.

Management logic and performance measurement

Planning process
Objectives and targets are determined according to the Europe 2020 standards.

Types of objectives and targets

According to the Europe 2020 targets, PES aims to:
¢ Increase the overall employment rate of people aged 20-64 years to 75%;
¢ Increase the employment rate of women (20-64) to 65%;
e Increase the employment rate of older people (55-64) to 55%;
e Reduce youth unemployment (15-24) by one third compared to 2010;
e Reduce the low-skilled unemployment rate by a quarter compared to 2010.

Monitoring
PES regularly uses ongoing monitoring of targets, through its departments. The results of this activity are
used to set up the new short-term objectives.

Lean management

The information system will go through a simplification and automation. The administrative burden will be
reduced thanks to a process of centralization and the downsizing of PES. This will imply a bigger use of
outsourcing to provide specific services.






COUNTRY FICHE: DENMARK

PES NAME: The National Labour Market Authority (AMS)
Basic organisational model

Type of organisation/relation to government
The National Labour Market Authority is part of the Danish Ministry of Employment and therefore subject to
the control of Government.

Structure and organisational levels
e Head office and 4 regional offices;
e 91 job centres in 98 Municipalities.

Management structures and the role of social partners

¢ Management: Composes the Danish legislation within the area of ALMP. AMS furthermore has overall
responsibility for the implementation and follow-up of employment policy measures, the 4 regional offices
are monitoring the results of the jobcentres. However ALMPs are managed directly by Municipalities
under the direct responsibility of elected officials.

e Supervision: Local government, and notably Municipalities, is financially and politically responsible for
the activities of local job centres.

e Social partners: unions and employers are represented within Employment Councils at national, regional
and local level. Moreover, many stakeholders and service providers cooperate with PES: AMS, local and
regional employment authorities, Unemployment Insurance Funds and external service providers.

Financing model

PES financing by source, DKK (million)

Expenditure (DKK million)
Change 2010-2011 (%)
2010 2011 (forecast)
Source of funding (%) Total Operating ALMP Total Operating ALMP Total Operating | ALMP
Budget costs Budget costs Budget costs
Total 10.357 72 10,286 10.199 77 10.122 -7% 2% -7%
(100%) (100%)
Social security
contributions
Government and other 10.357 72 10,286 10.199 77 10.122
public funding (100%) (100%)
ESF
Other EU
Funding
EURES
PES own revenues
Other

Human resources

PES human resources. Date of observation: N/A

Number of staff % directly servicing clients
Total 5.837 N/A.
Head office 210
Regional offices 127

Local offices 5.500 |






Integration of employment services and benefit payments

Unemployment and related benefits:
¢ Unemployment insurance funds are in charge of the payment of unemployment benefits, whereas
the Danish PES are responsible for the mandatory registration of applicants and whether they live up
to the requirements for receiving unemployment benefits.
Other social benefits:
e Municipalities pay social benefits as well as sickness benefits, both financed by the state.

Clients/Customers

Jobseekers. Date of observation: December 2010

Number %
Jobseeker client groups
Total
Match Group 1: ready to take on a job 164.098
Match Group 2: ready for active employment measures 57.813
Match Group 3: temporarily on income support 24.851

Note: Match Group 1: Citizens, who, according to the assessment of their job centre, are ready to take on ordinary emplbyment and thus leave
the system within the next three months. Match Group 2: citizens who are not ready to take on ordinary employment and leave the system within
the next three months, but who are able to participate in labour market programmes. Match Group 3: citizens who currently have such problems
that they can neither work nor take part in labour market programmes. Most people in Match Group 1 receive unemployment benefits (127.214);
the rest (36.884) receives social benefits. Match group 2 and 3 solely consist of people receiving social benefits at the time the observation was
done.

Jobseekers are categorised into three main groups: the ones who can freely access the labour market,
jobseekers who need for ALMP measures, and people temporarily on passive support. Conventional socio-

demographic characteristics such as gender, age, disability, and ethnicity are recorded for all clients.

Employers
No data were provided as employer clients are categorised autonomously by every single job centre.

Other clients
Other customers can be found among people on sick leave, people on rehabilitative training and persons
with reduced ability to work receiving partial unemployment benefits.

Types and methods of service provision

Services for jobseekers
e First contact and registration are guaranteed to all jobseekers;
e Web-based job vacancy and CV databases can be accessed by everyone at www.jobnet.dk;
e Anindividual plan detailing actions to find a suitable employment: this may include services such as
job-seeking courses, vocational training, etc.;
¢ Individual monitoring and personal interviews are conducted with jobseekers, to to support that they
have been actively engaged in job seeking and/or AMLP activities.

Services for employers
e Employers can commonly access web-based services such as job-vacancies and the CV database.
On top of these basic tools, every job centre has the right to decide on its own service provision.

Job vacancies and market share

Collecting information on job vacancies
Job vacancies are notified to the PES directly by employers, either through face-to-face meetings, telephone
interviews or the CV vacancy portal.





Vacancies and referrals
Stock in January 2011: 16.263 vacancies on www.jobnet.dk (9.719 were closed by the end of the month).

Matching of supply and demand

The Danish AMS regularly monitors mismatches between demand and supply of labour through an online
tool called “Labour Market Balance”. On the basis of an enterprise survey (on vacancies where enterprises
could not find employees). This tool rates job opportunities as ‘excellent’, ‘good’ and ‘less good’ for individual
jobseekers who access it.

Market share
The PES estimated a market share of vacancies of around 30%.

Active labour market policies

LMP Services

Name of service . Brief description . Delivery
General informationand~ : Job centres and
guidance external
providers.
Matching Job centres and
external
providers.

LMP Measures

Name of measure Category Brief description : Delivery
Job-search courses “"Both in-house
and external.
Education Upgrading of the skills of the unemployed by means of training courses, | Both in-house
or by re-starting school. and external.
Practical work training in Internship in a company, 4 to 13 weeks. Enterprises.
enterprises
Wage-subsidised jobs Jobs where the municipality partially or completely pays the wage of the | Private and
person receiving the subsidy. public
enterprises and
institutions.

Cooperation/partnership
External providers are involved in the provision of several services in different policy areas, based on specific
agreements. Unemployment insurance funds are the main cooperative bodies.

Evaluation

Evaluation is incorporated in the design of Danish ALMP programmes: progress is monitored regularly by
different bodies. AMS relies on private consultancy bureaus and universities to get feedback on policy
decisions. Evaluations of ALMP programmes are also carried out by the national centre for social research.
At regional level, moreover, local authorities commission consultancy agencies or local public unemployment
offices to evaluate active labour market programmes.

Management logic and performance measurement

Planning process

Key objectives and targets are set by the Government. Every single job centre has the autonomy to set its
own goals and, then, evaluate the results achieved. Also the regions analyse the labour market and the
effects of ALMP measures.

Types of objectives and targets

Four main objectives were set by the Labour Ministry for 2011. Job centres must make sure that:
e The number of unemployed persons for more than 3 months is reduced;
e The number of benefit recipients decreases;
e The number of young benefit recipients is reduced;





e The amount of immigrants with a non-western background who receive payments decreases.

Monitoring

Regions monitor and support the Municipalities’ policy actions on a regular basis. Job centres evaluate their
own activities once a year, within the framework of their performance audits. Furthermore, job centres use
the benchmarking tool www.jobindsats.dk to regularly compare themselves to other centres faced with
similar labour market conditions.

Lean management
It is up to individual job centres to decide whether to adopt lean management processes and tools.






COUNTRY FICHE: ESTONIA

PES NAME: Estonian Unemployment Insurance Fund (EUIF)
Basic organisational model

Type of organisation/relation to government
Independent public body, not subordinate to any Ministries.

Structure and organisational levels
e Head Office in Tallinn;
e 15 Regional Offices;
e 26 client service points.

Management structures and the role of social partners

e Management: daily management is the responsibility of a Management Board composed of three
members. Regional Offices are managed by Regional Managers who respond directly to the Head of the

Management Board.

e Supervision: The Management Board is accountable to the Supervisory Board, which approves the
EUIF's Strategy and annual Action Plans, sets out the objectives and targets, decides on the budget and

investment rules, and monitors performance.

e Social partners: the Supervisory Board operates on the tripartite principle — the employers, the unions
and the Government have two representatives each. The Government is always represented by the

Minister of Social Affairs (which is appointed by position and whose involvement is required by law).

Financing model

PES financing by source, Euro (million)

Expenditure (EUR million)

Change 2010-2011 (%)

2010 2011 (forecast)
Source of funding (%) : Total Operating ALMP Total Operating ALMP Total Operating ALMP
Budget costs Budget costs Budget costs
Total 218,6 12,5 22,2 256,1 141 36,2 17% 13% 63%
(100%) (100%) (100%) (100%) (100%) (100%)
Social security 158,4 12,5 185,5 14,1
contributions (72,5%) (100%) (72,4%) (100%)
Government and other 41,2 3,2 39,1 4.8
public funding (18,8%) (14,3% (15,3%) (13,2%)
ESF 18,9 18,9 31,3 31,3
(8,7%) (85,3%) (12,2%) (86,6%)
Other EU
EURES 0,09 0,09 0,09 0,09
(0,0%) (0,0%) (0,0%) (0,0%)

PES own revenues

Other

Note: Total Budget and the sum of operational costs and ALMP costs do not coincide, as total budget includes also unemployment benefits.
Particularly, government and other public funding and Social security services mainly cover expenditure on unemployment benefits (in 2010 —
EUR 38,0 million and EUR 128 million, respectively, and in 2011 — EUR 34,4 million and EUR 68,1 million). Until 1 January 2010 social security
contributions could only be used to finance unemployment benefits and EUIF operational costs. Total budget includes also annual surplus and

reserves.





Human resources

PES human resources. Date of observation: January 2011

Number of staff % directly servicing clients
Total 494 62%
Head office 109 3%
Regional offices 385 79%
Local offices )

Note: 324 out of 524 employees service clients directly (4 working in the head office and 320 working in local offices).
Integration of employment services and benefit payments

Unemployment and related benefits:
e EUIF is responsible both for the payment of unemployment benefits and for the provision of
employment services to recipients.

Other social benefits:

e Other social benefits are paid by other institutions: social assistance benefits are paid by
municipalities, disability benefits by the Social Insurance Board. Municipalities often request social
assistance claimants who are capable to work to register with EUIF and actively look for a job. EUIF
provides employment services and ALMPs for all registered job-seekers regardless of their benefit
status.

Clients/Customers

Jobseekers.
Clients are categorised into ‘registered unemployed’ and ‘jobseekers’ (the latter are persons who are looking
for a job and who are either employed and want to change a job or they have received notice of dismissal).
At the end of 2010, only 134 persons were registered as jobseekers, whereas the registered unemployed
were 65,260. Further breakdowns are typically applied to monitored unemployed persons:
e Gender;
o Age;
e Education;
e Last occupation;
e Risk groups (older and young jobseekers, caregivers, long-term unemployed, disabled, ex-
offenders);
e Duration of unemployment;
e Duration of registered unemployment;
e County of origin;
e Previous activity (employed, studies, caregiver, national service, raised children, housewife or
househusband, in prison, in hospital, disability).

Employers.

Employers are only classified for the purposes of job-mediation services. The level and type of job-mediation
and pre-selection services varies according to the size of the enterprise, the number and type of vacancies.
Job-mediation services vary from advertising vacancies to running multi-stage pre-selection processes
(review of CVs, assessment, group tasks).





Date of observation: 2010

Employer client groups Numbers %
Total 10.000
Job Mediation 9.331
Wage subsidy 5.569
On-the-job-training/practice 1.866

Other clients
o Employees with disabilities or long-term health problems — services include support to workplace
adaptation, technical aids, other specific solutions;
e Business start-ups — mentor clubs, individual counselling and training within two years of receiving
financial support.

Types and methods of service provision

Services for jobseekers
e Individual counselling;
e Job search workshops;
o Job clubs;
e Career counselling (individual and group counselling).

Jobseekers’ service needs are assessed through work-focused interviews. No multi-channelling method was
applied, since 1 May 2011, when work-focussed interviews have started to be carried out via self-service
portal (e-diary), and phone in the case of newly registered jobseekers (during the first 3 months of
unemployment) or jobseekers participating in active labour market measures. Services are provided
according to individual needs and on the basis of individual job-search plans drawn up for all jobseekers.
EUIF has a two-level client service that is divided into job mediation and case management. Job mediation
clients are the unemployed who first and foremost need assistance with job-search, counselling and
guidance. If a need for further training and skills development arises, support to this end will be offered by job
mediation consultants. Case management clients are people who need more extensive and tailored help.

Services for employers
e Job-mediation (advertising vacancies, organizing meetings with potential candidates, setting-up work
trials);
e Subsidies for employers hiring vulnerable job-seekers (long-term unemployed, ex-offenders) and/or
providing training and guidance in the workplace;
e Employer-driven training (training organised for the unemployed based on information about
concrete new vacancies and specific skills that are required).

Job vacancies and market share

Collecting information on job vacancies

EUIF mostly relies on employers volunteering information on vacancies (via the EUIF website and, from
January 2011, through a self-service portal). However information is also actively sought out by contacting
individual employers as well as by organising meetings with employers at regional and local level. EUIF is
constantly in touch with Enterprise Estonia, which shares information on potential investors and jobs to be
created. EUIF, in turn, helps to fill vacancies, if needed, with the support of ALMPs (training, wage subsidy,
apprentices).

Vacancies and referrals

Number of referrals to vacancies of jobseekers by EUIF in 2010: 298.501.
Number of registered unemployed people placed in jobs by EUIF in 2010: 58.550.
Number of job vacancies mediated by EUIF in 2010: 38.389.





Matching of supply and demand

EUIF offices compare on a monthly basis the statistics on previous occupation of registered unemployed and
the statistics of occupations of mediated vacancies. The goal this year, together with partners (Estonian
Enterprise, Development Fund, Ministry of Economics and Communications, Ministry of Education), is to
identify 5-7 areas where EUIF could help to train a larger share of the labour force over the next 2-3 years.

Market share
It was 29% in 2009, but it went up to 44% in the first three quarters of 2010.

Method: ratio between jobs mediated by the PES and total number of job vacancies
Active labour market policies

LMP Services

Name of service Brief description Delivery
Individual counselling Job-search counselling, career counselling, individual job-search coaching and In-house,

placement, psychological counselling, financial counselling, social counselling. external

providers.

Job-search workshops Learning and practicing skills that are required for successful job-search. In-house.
Job-clubs Learning and practicing skills that are required for successful job-search, learning In-house and

social skills, building up confidence and motivation, building up social networks, external

sharing experiences and ideas, increasing employability . providers.
Activities to increase or Gaining work experience and contacts through voluntary work. External
maintain employability (i.e. providers.
voluntary work)

LMP Measures

Name of measure Category Brief description Delivery

Labour market training 2 Skills training (vocational training, computer and language External providers.
skills training, business training etc.)

Apprenticeships/on-the-job 2 Gaining skills and experience in the work place Employers.

training

Wage subsidy to employer 4 A subsidy is paid for up to 6 months to employers who In-house, employers.
recruit long-term unemployed or ex-offenders

Disability employment services : 5 Working with support person, employment with special External providers,
aids and equipment, adaptation of work premises and employers.
equipment, rehabilitation

Coaching for working life 5 Work-related rehabilitation, restoring social skills and External providers,

(work-exercise) working habits, preparation for job-search and working life including municipalities.

Business start-up subsidy 7 Subsidy of up to 4474 Euros In-house.

Community placement 6 Temporary work Municipalities.

Cooperation/partnership

As required by the law, the EUIF purchases services such as training, counselling (psychological, financial,
addiction related counselling), work trial (coaching for working life), job clubs etc. through
procurement/competition. EUIF also has a voucher system in place for the unemployed to attend training
courses: beneficiaries can choose a course from the list of training institutions approved by EUIF, within a
cost limit. Cooperation agreements are mostly used in cooperation with the voluntary sector for placement in
voluntary work and project-based activities. Municipalities either provide service on their own (for example
they offer work trials or community work for the long-term unemployed) or organise case help for individual
beneficiaries together with the EUIF.

Evaluation

The EUIF became responsible of ALMPs only in May 2009. A major overhaul of existing programmes was
carried out between the end of 2009 and early 2010. Evaluation of the impact of new programmes can finally
be performed in 2011. The first measure to be evaluated in 2011 is training (evaluating the average
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treatment effect on beneficiaries using a control group of non-participants and matching them using
propensity score matching; effects on employment and wage will be evaluated). This evaluation will be
carried out in-house. Some process evaluations regarding ALMPS have been carried out by independent
national bodies subcontracted by the Ministry of Social Affairs.

Management logic and performance measurement

Planning process

Objectives and targets are set in three-year Development Plans (the current one covers the 2009-2012
period) prepared by the Management Board and approved by the Supervisory Board. The Development Plan
is the basis for annual Action Plans that set out activities, deadlines and performance indicators. Action
Plans are presented by the Management Board and approved by the Supervisory Board. On the basis of the
targets/indicators set in the annual Action Plan the Management Board sets goals and targets to the heads
of departments, who then in turn set goals and targets for their teams.

Types of objectives and targets

Objectives and targets set by EUIF are either activity-based (i.e. tasks that have to be carried out by an
agreed deadline) or result-based (volume, quality and effectiveness of services). 2011 targets cover, for
instance:

e ALMPs (share of registered clients benefiting from different types of services, including support for
start-ups, work trials, training, counselling and orientation; share of registered clients finding a job
after completing training/apprenticeship);

e Other activities (share of timely actions/decisions; customer satisfaction; liquidity problems).

Monitoring
Progress is monitored monthly and reviewed at all levels twice a year. The Management Board reports to the
Supervisory Board at least once in a quarter.

Lean management
No mention is made of lean management processes and procedures.






COUNTRY FICHE: FINLAND

PES NAME: The Finnish Public Employment Service (TEM)

Basic organisational model

Type of organisation/relation to government
Public corporation subject to the control of the Ministry of Employment and the Economy.

Structure and organisational levels

e 15 Centres for Economic Development, Transport and the Environment (ELY);
e 74 Employment and Economic Development Offices (TE offices).

Management structures and the role of social partners

Management: TEM is managed by a matrix organisation inside the Ministry of Employment and the
Economy, which comprises five departments.

Supervision: The parliament approves the annual budget of the Ministry of Employment and its main
business objectives and targets. The Ministry of Employment and the Economy allocates the resources and
targets to the ELY centres.

Social partners: Social partners involved at the ministerial level in the work of the Council for Labour,
Training and Economic Development which deals with a wide range of national polices on working life,
employment, education, training and economic development. There is also a tripartite Flexicurity Working
Group headed the Minister of Employment, whose task is to investigate issues on labour market transitions,
labour law and the quality of working life. Social partners are often involved in other temporary and informal
working groups. The role of social partners is advisory at all levels and in all the groups.

Financing model

PES financing by source, Euro (million)

Expenditure (EUR million)

Change 2010-2011 (%)

2010 2011 (forecast)

Source of funding (%) Total Operating : ALMP | Total Operating ALMP : Total Operating ALMP
Budget costs Budget costs Budget costs

Total 690 160 530 630 160 470 -9% 0% -11%
(100%) (100%)

Social security contributions : : ! : :

Government and other public funding : 690 160 530 630 160 470
(100%) (100%)

ESF

Other EU

Funding

EURES

PES own revenues

Other

Human resources

PES human resources. Date of observation: N/A

Number of staff

% directly servicing clients

Total 3.920 7%
Head office 130 (TEM 604)
Regional offices 380

Local offices 3.630 86%

Note: 3.000 employees in the local offices service clients directly.





Integration of employment services and benefit payments

Unemployment and related benefits:

e TEM is responsible for initial registration of benefit claimants, which is mandatory, and for the ongoing
monitoring of eligibility criteria. Benefit payments are dealt with, either by the PES, through
unemployment funds, or by the Social Insurance Body (Kela).

Other social benefits:

e N/A.

Clients/Customers

Jobseekers. Date of observation: January 2011

Jobseeker client groups Number %
Total number of jobseekers 493.393

Total number of unemployed jobseekers 266.111

Women 108.418 41%
Men 157.693 59%
Under 25 33.543 : 13%
Over 50 100.057 38%
Long term unemployed 58.706 | 22%

Jobseekers are categorised into three main groups: clients who can enter the labour market with only self-
service, individual or group job-search support, clients in need of training or other active measures and clients
who need multiple forms of support. Conventional socio-demographic characteristics such as gender, age,
disability, ethnicity and other (region, offices) are recorded for all clients.

Employers. Date of observation: N/A

Employer customers are divided by TEM into 5 categories: start-up entrepreneurs and inventors, enterprises
working in local markets, enterprises working in the Finnish market, growing and internationalising enterprises,
and big companies.

Employer client groups Numbers %
Start-up entrepreneurs and inventors 8.000 15%
SME Enterprises working in local markets 30.000 40%
SME Enterprises working at Finland’s market 30.000 : 40%
Growing and internationalizing enterprises 300 : 3%
Big companies 200 | 2%

Note: Figures are rough estimates.

Other clients
e N/A

Types and methods of service provision

Services for jobseekers
e Individual counselling, job clubs, training, educational and vocational guidance, supported work and
work trials;
e General information on the TEM service provision is available on the internet and the CV database;
e Start-up counselling in order to favour the self-employment.





Services for employers

e Recruitment services, including publishing vacancies on the Internet, searching suitable candidates and
introducing applicants to employers;

e Special labour market training programmes (joint training procurement with employers for recruitment,
dismissals and updating skills)

e The change security scheme for mass layoffs;

e Special chargeable services for employers (attitude assessment, relocation coaching, employee leasing
etc.)

Job vacancies and market share

Collecting information on job vacancies

Methods used to collect vacancies include information provided on the Internet or direct transfers from the
Employer's HR system, visits to employers, telephone contacts, campaigns, etc. Information is regularly
updated through statistics provided by Statistics Finland and by recourse to the TEM register concerning new
vacancies, positions filled and extent of labour shortages.

Vacancies and referrals

2010: 470.000 notified vacancies, of which 424.800 were filled by TE offices’ mediation with 31% going to
jobseekers who hasd registered with the PES. Altogether 90% of the vacancies were filled during the year (this
figure includes also vacancies filled directly on the Internet).

Matching of supply and demand
TEM regularly monitors the mismatches between demand and supply of labour by recourse to quarterly
research carried out by Statistics Finland, based on telephone interviews.

Market share

TEM’s market share was 60% in 2010. This includes all the vacancies filled searching for candidates outside
the company: 60% of those have been published by PES according to a research conducted quarterly by the
Finnish Statistical Agency. The research is done by recourse to the TEM register concerning new vacancies,

positions filled and extent of labour shortages.
Method: Share of open public work-placement vacancies mediated by PES offices.

Active labour market policies

LMP Services

Name of measure Brief description Delivery
Placement, job clubs Placement on the internet and placement support . PES
several other group
services

Vocational and career : Provided by PES career guidance psychologists. PES
guidance
Vocational Counselling service with special advisors and activities. PES

rehabilitation

Information service on Open counselling service (individual or on the internet) to all citizens, no need to ¢ PES

training and education : be registered with the PES.

Multi-professional Labour force service centres run by the local PES and municipalities provide an . PES & municipality, some
services together with ~ individually tailored range of services (employment services, career guidance, ' services, also from outside
municipalities to the healthcare, social services to the most vulnerable groups). Often the interviews

most vulnerable have been done together with expert from different expertise.

groups






LMP Measures

Name of measure Category Brief description Delivery
Labour market training 2 PES can purchase all kinds of training and education which has been
financed as labour market training.
Start up incentives 7 For unemployed and employed.
Supported employment 5 PES-subsidised jobs in the private, public or third sector.
Job rotation an job sharing 3 Income support for those accepting to leave employment for 3-9 months
to avoid lay-offs.
Work trials on the work For young people and people who are changing their job.
place and in sheltered work.
Rehabilitation i | Special counselling and support.

Cooperation/partnership

External providers selected on the basis of tendering procedures are involved in the delivery of ALMPs. TEM
has total control over all labour market training programmes, subsidies on salary costs, and the provision of
vouchers.

Evaluation
Evaluation is incorporated in the design of the ALMP programmes and is conducted by different research
institutes and universities.

Management logic and performance measurement

Planning process

The main objectives and targets are established following the key priorities of employment and
entrepreneurship policy decided at Ministerial level. Both regional and local offices can make proposals to
influence government decisions, within the framework of management by objectives.

Types of objectives and targets
Targets for 2011 cover four main areas of activity:
e Long-term growth in employment and productivity;
e Preventing growth in unemployment;
¢ Promoting entrepreneurship and supporting the growth and internationalisation of companies;
e Finding a job quickly, solving labour market mismatches, and ensuring the availability of skilled labour.

Some indicators measuring those targets within PES in 2011 are, for instance:

o Jobseekers unemployed 3 months after labour market training max %;

e Jobseekers unemployed 3 months after supported work max %;

e Unemployment periods will not last over 3 months (the flow to unemployment over 3 months max %,
the same indicator concerning young jobseekers;

e Quality of services, how many % of employers and jobseekers consider PES services very satisfied or
satisfied,;

e The % of employers who have experienced recruitment problems, max %;

e The number of structural unemployed (long term, and or many times unemployed during 2 years.

Monitoring

The statistical follow-up on quantitative targets is carried out at least once a month by the Ministry of
Employment and the Economy through regular statistics. Thanks to this constant monitoring, resources can be
quickly transferred from one area to another during the year, if it is considered necessary. The executive
committee of the Ministry’s Employment and Entrepreneurship Department analyses and discusses TEM's
performance based on the results of monitoring.

Lean management
N/A.











COUNTRY FICHE: GERMANY

PES NAME: German Federal Employment Agency (Bundesagentur fur Arbeit, BA)

Basic organisational model

Type of organisation/relation to government
Self-governing public law corporation, subject to the control of the federal government.

Structure and organisational levels

Headquarters in Nuremberg;

10 Regional Directorates; responsible for the delivery of regional labour market policies; work closely
with state governments;

176 local Employment Agencies; controlled by the regional directorates; responsible for day-to-day
activities of the BA,;

Some 660 business offices;

7 other special agencies, including the Institute for Employment Research (IAB).

Management structures and the role of social partners

e Management: an Executive Board (3 members appointed for a 5 year term) manages the BA and its
activities and develops the Agency’s operating policy goals and strategic orientation. The Regional
Directorates and local Employment Agencies are also managed by three-member managing boards.

e Supervision: The tripartite 21 members strong Board of Governors approves the annual budget, business
objectives and targets, and the annual report to the Federal Ministry of Labour and Social Affairs. 7
members are representing the group of employers, 7 members the group of employees and 7 members
the group of public bodies.

e Social partners: involved with the Board of Governors. Tripartite bodies are also active at the local level,
where ‘Administration Councils’ advise and monitor the work of local Employment Agencies.

Financing model

PES financing by source, Euro (million)

Expenditure (EUR million)
2010 5011 (forecast) Change 2010-2011 (%)
Source of funding (%) Total Operating i ALMP Total Operating | ALMP Total Operating { ALMP
Budget costs Budget costs Budget costs
Total 45.213 7.436 14.982 : 41.964 7.797 14.098 -7% 5% - 6%
(100%) (100%)
Social security contributions 22.614 24.575
(50%) (58,6%)
Government and other public 16.161 16.899
funding (35,7%) (40,3%)
ESF 65 50
(0,1%) (0,1%)
Other EU
Funding
EURES
PES own revenues 215 155
(0,5%) (0,4%)
Other 6.158 440
(13,6%) (0,7%)

Note: ‘Other’ comprises apportionment and reserve assets. Apportionment finances specific items, such as short-time working schemes during
winter and insolvency support.





Human resources

PES human resources. Date of observation: December 2010

: Number of staff % directly servicing clients
Total ; 110.033 : 81%
Head office 662
Regional directorates and local employment offices 101.806
Special agencies 7.601

Note: Data for total staff and related % of staff directly servicing clients were provided as well for February 2011: 105.974, 81,7%. The share
directly service clients includes all employees who come into contact with customers, regardless of the type and frequency of contacts. This
includes core activities such as job placement and benefit payments, but also service centres (support via telephone), the employers’ service (AG-
S), teams dealing with training providers, sections dealing with customer complaints (KRM), key account management in the regional directorates,
specialised services, and so on.

Integration of employment services and benefit payments

Unemployment and related benefits
o BA is fully responsible for the client registration, processing and payment of unemployment benefits,
short-time working allowances and bankruptcy compensation payments.

Other social benefits

e Minimum income benefit system: BA provides support for long-term unemployed whose entitlement to
unemployment insurance has expired.

Clients/Customers

Jobseekers. Date of observation: December 2010

Number %
Jobseeker client groups
Total
Unemployed in a wider sense 3.291.803
Underemployed in the strict sense 3.859.231
Underemployed excl. short-time work 4.097.283

Jobseeker clients are generally classified in relation to their unemployment/underemployment status,
distinguishing between those who are fully unemployed and those currently benefitting from different types of
active labour market measures or on short-time working. (In December 2010 the underemployment rate
excluding short-time working was 9.6%; the unemployment rate at national level was 7,2%, whereas ILO
standard was 6,6%).Jobseekers who are not unemployed (employed, in training, inactive) are further split up
according to type of employment, type of training/apprenticeship, reason for being inactive (disability, care
responsibilities etc.). Conventional socio-demographic characteristics such as gender, age, marital status,
nationality and immigration status, disability, branch of economic activity, school education, and employment
history are recorded for all clients.

Employers

Employer clients are divided into target and standard clients. Target clients are employers with considerable
potential for creating new employment or apprenticeship places and are given priority. There are also key
account services for those large employers who have several plants/offices in Germany and recruit trans
regionally.

Date of observation: November 2010

Employer client groups Numbers  : %
Total 4.930.578

Standard clients i 4.907.015 100%
Target clients 23.463 | 0%

Note: the figures refer to so-called operating establishments and do not refer to the number of active companies in Germany. A company can have
"n" operating establishments. The operating establishment is the organizational unit that normally works together with the Employment Agency.
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Other clients

o BA offers career guidance and vocational counselling services to young people and school-leavers;

e BA offers apprenticeship placement services;

o BA offers employed persons and their employers assessment on human resource development such
as skills needs, information on up-skilling the workforce, and short time working schemes;

e BA processes work visa applications from EU member states citizens subject to transitional
arrangements in relation to the free movement of labour;

e BA s also active in helping people with disabilities and those on rehabilitation into work.

Types and methods of service provision

Services for jobseekers

e Individual support for labour market re-integration, starting with customer profiling. Different customer
needs are met by differentiated integration strategies, taking into account labour market conditions.
Recruiting and matching for all unemployed jobseekers online or face-to-face based on individual
integration strategies;

e Vocational guidance and placement services are primarily delivered through personal interviews
though some group meetings for general information are organised. There is also a range of self-
service information tools, such as the online-job-portal “JOBBORSE” and a database providing
information about the content of different jobs (‘BERUFENET");

e General information provided face-to-face, online or by call centre.

Services for employers
The employers’ service (AG-S) offers a range of free services and advice to employers:
e Pre-recruitment services;
e Placement of disabled persons (Rehab/SB);
e Placement in apprenticeship/training positions;
e Counselling services in the above mentioned fields.

Job vacancies and market share

Collecting information on job vacancies

Employers report vacancies to the local Employment Agencies on a voluntary basis. Statistics on registered
vacancies are published monthly.

Additionally, the Institute for Employment Research (IAB), the research institute of the BA, undertakes an
annual Job Vacancy Survey based on a sample of all companies/administrations with at least one employee.

Vacancies and referrals
2010: total of 2.017.216 vacancies of which 478.161 were successfully filled by the BA
Latest stock of vacancies: 417.224 (February 2011).

Matching of supply and demand

Supply and demand on the labour market are analysed on a regular basis (mostly monthly). Statistics are
produced on reported vacancies (by region, economic sector, and occupation), unemployment (by
occupation), demand for university graduates and, more specifically, for skilled jobseekers down to the most
in-demand occupations. Data are used by Employment Agencies to plan vocational training and qualifications
targets.

Market share

According to the IAB survey to firms on the total economic supply of jobs in 2009, the filled vacancies
mediated by PES services amount to 50% of the received vacancies. This survey allows the analysis of the
effectiveness of other instruments internal and external to the firm: among the external methods, PES
services turn out to be the most used.





Active labour market policies

LMP Services

Name of service | Brief description | Delivery
Placement People unemployed at least two months and claiming unemployment insurance or assistance may | PES
voucher receive a placement voucher from the PES. Vouchers are paid in amounts of € 2000 and are valid

for three months.
Individual re- Support to the taking up of employment subject to compulsory insurance. Action required on | Federal

integration budget | account of a person's individual needs can be supported by funding from the placement budgetin a | Government
targeted and needs-oriented way. Support is individual. Other benefits must not be supplemented,
replaced or circumvented.

LMP Measures

Name of Category : Brief description Delivery
measure
Support for further : 2 The local employment service may bear the costs of further training, especially course fees and : PES
vocational training the cost of ascertaining the suitability of the applicant, accommodation and travel, and in certain
cases the cost of childcare.
Integration 2 T Employers can be given responsibility for job-insertion of the unemployed, workers liable to : PES
measures become unemployed and persons seeking training. Arrangements regarding the content of the
measure are decided on by the training provider, who is paid on the basis of successful
placements.
Business start-up 7 Unemployed persons who want to start a business are entitled to a monthly start-up grant. The | PES
subsidies grant is paid for one year, and is renewable up to a maximum of three years. Amounts are
digressive: €600/month in year 1, €360/month in year 2, €240 /month in year 3.

Cooperation/partnership

Core tasks like counselling and placement are performed by BA itself. Yet training measures are generally
carried out by certified training providers. Jobseekers that fulfil a number of criteria are handed out training
vouchers specifying individual goals, the necessary focus of courses and the maximum amount of training to
be offered. Jobseekers can spend the voucher with a certified training provider of his/her choice to participate
in a certified training measure. To be able to offer the whole range of its services the BA cooperates at all
levels (federal, state and local) with various partners. An example of cooperation at the federal level is a joint
initiative of the BA and the Ministry of Family Affairs to promote measures to facilitate women'’s return back to
work after parental leave. At state level, close collaboration between the BA and the government developed in
the area of career guidance for young people and in the implementation of ESF-financed interventions. At
local level, BA works together with training providers, schools and universities, local firms, chambers of
commerce, temporary employment agencies or youth welfare services.

Evaluation

BA is required by the law to conduct evaluation on the effects of its measures, concerning the efficiency and
effectiveness of the resources used. A special evaluation tool called TrEffeR uses administrative data instead
of ex-ante control groups or ex-post samples to create “statistical twins” for evaluation purposes. Evaluation
results are used for the identification of effective funding approaches, to further develop measures and to plan
vocational training/qualification targets at the local level. Most of the analysis is carried out by the IAB or
internally by the BA, which sometimes commissions part of the work to external research institutes.

Management logic and performance measurement

Planning process

The planning process usually ends in the summer with the adoption of the operational policy goals by the
Advisory Board. These are translated into binding goal indicators, which are set at the beginning of each year
and form the basis for target agreements with managers across the three hierarchical levels of the
organisation (Headquarters, Regional Directorates, and local Employment Agencies). The BA Headquarters
formulates indicative values for all impact indicators, taking into account the operational medium term
objectives for 2010-2012 as well as the business cycle. All Regional Directorates and local Employment
Agencies are involved in discussions concerning procedural, structural, and organisational topics and in the
delivery of realistic proposals for the perspective indicators.





Types of objectives and targets
Targets are of two main types:
e Operational policy goals determine the operational orientation and the success of the BA in the
respective policy fields. The main operating policy goals for the year 2011 are:
0 Prevention of unemployment and decrease in the duration of unemployment;
0 Successful job insertion of all clients;
0 Increase in labour market participation.
e Employee-oriented goals refer to BA staff productivity and skills. They consider the leadership
performance of managers towards their employees. Example: securing a high skills level.

Monitoring

Regular follow—ups take place during the year. Performance measurement is carried out by monthly target-
performance comparisons and is disseminated via a central reporting system. This process is supplemented
by a performance-related compensation scheme, which sets additional incentives for managers. Operational
policy goals and monthly reports on progress form the basis of regular dialogue at all organisational levels.
The analysis focuses on weaknesses, that is, on goals which could not be reached or are likely not to be
reached. The approach is forward-looking: it focuses on how the goals could still be achieved rather than why
these have not been met. The success of the agreed measures is then discussed at the next dialogue. The
results of these dialogues are checked quarterly. Relevant data and analysis are published monthly.

Lean management

The principle of lean management is integrated in the design of processes. The target system is aimed at the
greatest possible continuity of the governance process. The requirement to reduce or narrow the
administrative effort is taken into account.






COUNTRY FICHE: GREECE

PES NAME: The Manpower Employment Organisation (OAED)
Basic organisational model

Type of organisation/relation to government

Greece’s national employment service operates under a public legal status and supervised by the Ministry of
Labour and Social Insurance. OAED is responsible for implementing the government’s policy for promoting
employment and combating unemployment.

Structure and organisational levels

e Central structure: Governor, Administrative Board, General Directorates, Directorates;

e Regional structure: 7 Regional Directorates;

e Local structure: 121 Employment Promotion Centres and Educational Bodies (52 Technical Vocational
Schools (Apprenticeship schools) and 31 Institutes for Vocational Training).

Management structures and the role of social partners

e Management: The Governor is the supreme management and executive organ of OAED. The
Administrative Board is entitled to decide on every issue that does not fall within the competence of the
Governor. It is responsible for defining implementation issues in the fields of employment and social
insurance, decides for the issues which concern the assets of OAED and manages the Special Fund for
Employment and Vocational Training (LAEK).

e Supervision: OAED'’s activities are supervised by the Ministry of Labour and Social Insurance.

e Social partners: The composition of the Administrative Board members is based on the principle of the
tripartite representation. Its members are: the Governor of OAED, 5 representatives of the Government, 4
representatives of the trade unions, 2 representatives of the OAED staff, and 5 representatives of the
employers.

Financing model

PES financing by source, Euro (million)

Expenditure (EUR million) Change 2010-2011 (%)

2010 2011 (forecast)
Source of funding (%) Total Operating ALMP Total Operating ALMP Total Operational : ALMP
Budget costs Budget costs Budget : costs
Total 2.879 175 520 3.700 167 1.000 29% 5% 0 2%
Social security contributions 1.831 2560 ¢ 0
(63,6%) (69,2 %)
Government and other public @ 484 651
funding (16,8%) (176%) =
ESF 417 315
(14,5%) ®s% -
Other EU 147 174
Funding (5,1%) GO N T T e
EURES
PES own revenues | i i iR h
oter 0 00






Human resources

PES human resources. Date of observation: February 2011

Number of staff % directly servicing clients
Total 3.422 N/A
Head office 415
Regional offices 169
Local PES 1.851
Technical Vocational Schools and Institutes for Vocational Training 987

Note: figures on the share of staff on front-office duties were not provided.
Integration of employment services and benefit payments

Unemployment and related benefits:

e Local PES provide both employment services and benefits, fully integrated within Employment Promotion
Centres (one-stop shop).

Other social benefits:

e Employment Promotion Centres are also responsible for the payment of maternity benefits and family
allowances.

Clients/Customers

Jobseekers. Date of observation: February 2011

Jobseeker client group Number %
Total 689.558 100%
Men 295.529 43%
Women 394.029 57%
Long-term unemployed (>12 months) 247.000 36%
Unemployed less than 12 months 442.558 64%
Compulsory education (up to 9 years) 276.863 40%
Secondary education 315.541 46%
Higher Education 97.154 | 14%

A general reform of OAED is in progress, introducing a new "customer-oriented" service delivery model. This
will allow for a re-definition of OAED clients categories, such as employed jobseekers, unemployed jobseekers
and the inactive. Monitoring of job seekers is carried out according to the following criteria: gender, age,
duration of unemployment, disability, ethnicity, level of education.

Employers

Employer clients are grouped by:

e Their interest in participating in OAED active labour market measures;

e Their interest to recruit personnel coming from vulnerable social groups.
No data are provided regarding the number of employers serviced.

Other clients

Beneficiaries of social allowances managed by local PES offices:
e Mothers on maternity benefits;

e Parents on family allowances;

e Builders on special benefits.





Types and methods of service provision

Services for jobseekers

e Personal interviews, profiling, individual Action Plans;

e Counselling for new entrepreneurs (3 to 5 day seminars for the unemployed receiving grants to start a new
business);

e Vocational training for employees;

e Job clubs, i.e. group-coaching sessions for the unemployed, especially the young and the low-skilled;

e Self-services, through the web-based job vacancy and CV database which can be accessed by jobseekers
and employers alike.

Services for employers
e Support to the recruitment of new staff;

e Informing employers in case of new activities or “products” available at local offices.
Job vacancies and market share

Collecting information on job vacancies

Employers in Greece are free to notify their vacancies to OAED, which at the same time seeks to gather
information directly via personal visits, telephone contacts and interviews with employers within local PES
premises. The aim is to develop a good relationship with employers and establish a flow of information on
vacancies and OAED services.

Vacancies and referrals
In 2010 about 45.000 vacancies and positions were filled by the Greek PES.

Matching of supply and demand

Matching is done by the IT System (OPS), which compares available vacancies with jobseekers’ profiles
drawn up by counsellors after individual interviews. The information system enables an efficient matching
between job seekers and vacancies as well as the monitoring of the Individual Action Plan. No further
monitoring of labour market trends is carried out with a view to planning training actions or ALMPs.

Market share
No data were provided on market share.

Active labour market policies

LMP Services

Name of service | Brief description | Delivery
Counselling Especially group counselling classes, on PES premises, concerning start-up business plan PES
services counselling, vocational guidance and job search advice.

Face-to-face interviews with registered job seekers for profiling purposes






LMP Measures

Name of measure Category Brief description Delivery
Training 2 Training programmes for employed persons in firms with 50 and more
employees. The programmes focus on employees at risk of lay-off due to
the reduction of productive activity, address 27.000 beneficiaries.
Training programmes aiming at the structural adaptability of enterprises of
up to 49 employees are implemented by the Vocational Training S.A. The
programmes address 18.000 beneficiaries.

Employment Incentives 4 Two special programmes promoting employment for 65,000 unemployed
persons, through subsidisation of social insurance contributions,
especially for young people up to 30 years old and special groups of the
unemployed population.

Programme for the extension of the tourist season through subsidisation
of social insurance contributions, for the re-employment of 70,000
unemployed people, in seasonal or all-year round hotels.

Employment programmes for young people up to 24 years old aiming at
facilitating job-insertion. The duration of the contract can be up to 12
months. The social insurance contributions of the employed will be paid
by OAED.

Subsidisation programme of social insurance contributions, for 200,000
full-time job positions, for the preservation of 400,000 job positions. (this
program is a lay-offs prevention measure)

Subsidisation programme of private and municipal enterprises for job
creation, addressed to older unemployed who are close to retirement.
Start-up incentives 7 Subsidisation programme for 4,000 new female entrepreneurs, aged
between 22 and 64.

Subsidisation programme for 2,500 new entrepreneurs, aged between 22
and 64.

Subsidisation programme for 800 new entrepreneurs, unemployed
persons with disabilities, former drug users and ex-convicts.

Cooperation/partnership

OAED is the only public employment services provider in Greece. A call for tenders is currently open for a
study concerning the types of co-operation and partnership which could increase the quality and the efficiency
of the delivery of ALMPs (services and measures), in the Greek labour market. This study will describe the
types of organisations that OAED should co-operate with (e.g. municipalities or other public bodies, private
employment agencies, the voluntary sector, training organisations etc.), the kinds of services they offer, the
groups of clients they target and the kinds of arrangements they could have with our organisation (inter-
institutional agreements, sub-contracting, voucher systems, etc.) in order to improve service provision.

Evaluation

The use of evaluation to improve the provision of services is one of the strategic priorities of OAED for 2010-
2013. To this end, specific projects are being implemented in order to study in-depth the appropriate
management/business model in the interest of decentralisation and better client access, and to put in place a
better evaluation system for all services provided.

Management logic and performance measurement

Planning process

The bodies involved in the process of setting objectives and targets are; the Ministry of Labour and Social
Insurance; the social partners; the regional and local layers of the Agency; organizations dealing with
employment, vocational training, education; the Managing Authorities of the Operational Programmes which
are funded by the different European Structural Funds; and representatives of civil society (NGOs). OAED
objectives and targets are about to change based on the results of a number of studies that are being currently
carried out on the modernisation of the agency’s management, the upgrading of monitoring and performance
measurement.

Types of objectives and targets
Current objectives and targets include:
e Decentralisation: transformation of local offices into one-stop-shops and progressive delegation of duties
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and responsibilities to them.

Focus on beneficiaries: creating a friendlier environment for citizens and enhancing the role of OAED in
the labour market through the inclusion of more categories of beneficiaries, such as those at risk of losing
their jobs or those who wish to change it.

Development of collaborations and synergies: one-stop shops will be connected locally with other
administrative services — Citizens’ Service Centres — as well as bodies and stakeholders offering services
related to access to the labour market (counselling, training).

Multi-channelling: OAED is improving its internet portal to facilitate matching. In the future, the introduction
of user registration, CV entry and updating and also updating of job vacancies, will allow more and more
unemployed people and employers to make use of the portal. At a later stage, the Organization will offer
services such as e-counselling, job search e-training and e-learning, accessible to every interested party.
Approach to employers: the portal will develop the interconnection of PES offices with enterprises. The
final purpose is to satisfy the needs of employer clients and to enhance the brokerage role of OAED.
Counselling services: OAED is aiming at updating counselling services, connecting them with other active
employment policies and expanding them horizontally in the field of job search.

Development of active employment policies: through the exact definition of the various categories of
beneficiaries, the local offices will be able to focus on tailor made client-oriented programmes, or on a
combination of actions to respond to the needs of the labour market according to geographic, economic
and demographic criteria.

Monitoring
No mention is made of monitoring systems.

Lean management
No mention is made of lean management processes.






COUNTRY FICHE: HUNGARY

PES NAME: National Employment Office (NFSZ)
Basic organisational model

Type of organisation/relation to government

NFSZ works under the Ministry of National Economy, which is responsible for employment policy. The
county and metropolitan employment service centres are part of the county-level government offices
(Prefectures).

Structure and organisational levels
e National Employment Office;
e 20 County Labour Centres;
e Less than 20 branch office and service delivery centres and approximately 152 branch offices.

Management structures and the role of social partners

e Management: NFSZ used to be fully financed from the Hungarian Labour Market Fund (LMF). As of
2011 it will be directly financed from the state budget. At the time of the EU accession of Hungary in
2004, NFSZ was designated as an agency to deliver employment programmes funded by the ESF.
Currently, the two funding mechanisms are intertwined and NFSZ’s work follows two parallel systems.

e Supervision: NFSZ is accountable to the Ministry, which has a methodological/supervisory function with
respect to the county labour centres.

e Social partners: social partners participate in the steering committee of the LMF, which is in charge of all
decisions concerning the funding sources of the operation and active measures of the service.

Financing model

PES financing by source, Hungarian Fiorin (million)

Expenditure (HUF million)
Change 2010-2011 (%)

2010 2011 (forecast)
Source of funding (%) : Total Budget : Operating ;| ALMP Total Operating ALMP Total Operating ALMP
costs Budget i costs Budget | costs

Total 85.878,4 23.147,9 54.898,0

(100%) (100%) (100%)
Social security
Government and other 85.878,4 23.147,9 54.898,0
public funding (100%) (100%) (100%)
ESF
Other EU
Funding
EURES
PES own revenues
Other

Human resources

PES human resources. Date of observation: N/A

Number of staff % directly servicing clients
Total 3783 68%
Employment and Social Office 316 1%
Regional offices 3.467 74%

Note: There are 2.755,5 employees directly servicing clients (2 employees in Employment and Social Office and 2.753,5 in the in the
regional offices).





Integration of employment services and benefit payments

Unemployment and related benefits

e Since its creation in 1991 NFSZ deals with both active and passive labour market measures. It is
responsible for the payment of unemployment benefits to all the unemployed regularly registered as
jobseekers as well as for monitoring eligibility criteria.

Other social benefits

e The social security system is in charge of paying benefits to persons with disabilities. NFSZ plays a
leading role in vocational rehabilitation. Some specific groups, such as those over 55 years of age,
parents raising children under 14 or persons who suffered from severe health problems must cooperate
with organisations specifically designated by municipalities in order to meet the eligibility criteria.

Clients/Customers

Jobseekers. Date of observation: December 2010

Number %
Jobseeker client groups
Total 591.278 100%
School-leaver career-starters 53.203 9%
Beneficiaries of allowances (job-search/social allowance) 371.930 : 63%
Job-search support 190.216 : 329
Social support 181.714 31%
No support 219.348 37%
(Unregistered) client applying for service 38.131 6%

Further breakdowns are typically applied to monitored unemployed persons: gender; age; duration of
unemployment; disability; educational attainment; area; career-starter; desired occupation; sector of last job;
receiving/not receiving support; reduced work capability.

Employers. Date of observation: December 2010

Employer client groups Number %
Total 8.044 100%
Customers announcing collective redundancy 57 1%
Customers announcing labour demand 6.966 87%
Wage/wage cost subsidy 922 11%
Support for communal work : 89 . 1%
Support for the training of employed persons 10

0%

Other clients
In addition to employers and jobseekers, NFSZ has two other major client groups: clients who apply for job-
search support and clients who apply for services (including employees).

Types and methods of service provision

Services for jobseekers

e General information on the NFSZ service provision and on job vacancies given to clients at the moment
of their registration;

e Job brokering and job search support available to everyone online and in regional offices;

e Personal counselling services, career guidance, psychological counselling as well as individual action
plans for jobseekers facing placement difficulties;

e Collective assistance sessions in order to favour re-integration, re-orientation and career guidance.

Services for employers
e Information on the NFSZ service provision and on labour market trends provided to all employers by
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regional offices;

e Job vacancies and newsletters and publications can be advertised on the internet or via email;

e Branch-level meetings are useful to provide information on training and education courses, in order to
favour the employability of jobseekers;

e Legal and financial counselling for small and medium-sized enterprises and for new entrepreneurs
through face-to-face interviews.

Job vacancies and market share

Collecting information on job vacancies

Job vacancies are collected in several different ways: labour demand reports are filled in by employers on
paper or electronically; PES officers regularly visit employers or contact them by phone or via the internet in
order to keep the vacancy database up-to-date. Labour force management questionnaires are submitted to
employers quarterly.

Vacancies and referrals
Latest stock of vacancies: 48.755 (20 December 2010 — 20 January 2011). Of these, 12.579 used a
mediation service. Filled positions were 11.904.

Matching of supply and demand

NFSZ regularly monitors the mismatches between demand and supply of labour by recourse to two regular
questioned-based surveys: the ‘Quarterly Labour Management Survey’ and the ‘Short-Term Labour Market
Survey’. This information is collected periodically at national level.

Market share
Thanks to the results of the short-term labour market survey, the NFSZ keeps accurate data regarding

market share (25.1% in 2010).
Method: HU short-term labour market forecast concerning the sources of filling vacancies and their respective shares.

Active labour market policies

LMP Services

Name of service Brief description Delivery
Job-search agreement The job-search agreement (plan) is the joint document of the NFSZ
jobseeker and the competent NFSZ office which defines the
hierarchical series of activities to promote labour market re-entry.

Career guidance Career guidance promotes the career choice/madification of clients NFSZ

and the specification of a career plan matching their interests,

competencies, personality and the labour market demand.
Job-search counselling The personalised introduction of the main job-search techniques, the : NFSZ
ones that can be used with good effect in job-search (phone calls to
employers, CV-writing, preparation for face-to-face meetings,
identification of unannounced jobs etc.) can take place in the form of
individual or group guidance sessions. In group sessions,
participants can use the experiences of their peers, and acquire the
skills of up-to-date job-search to be used independently during job-
search later on with the help of the group leader. The 3-week
Jobseekers’ Club helps participants to practice job-search
techniques.
Mentoring service Mentoring activities are provided to assist disadvantaged persons. NFSZ
The mentor provides information to the mentored client, acts as a
motivator, gives support to establish and maintain regular contact,
and provides personal assistance to job-search, the selection of
adequate training, the successful completion of training, placement
and job retention.






LMP Measures

Name of measure Category Brief description Delivery
Training of 2 Training support is meant for unemployed persons or for persons in NFSZ
unemployed person employment if their reqular employment is not feasible without such

training. Support may take the form of an income supplement or income
supplementing allocation; payment of the tuition/examination fee of the
training institution or the costs of accommodation and transport.

Employment support 3 Support can be offered at the employer’s request for at least four hours a NFSZ
for part-timers day of a full-time employee to prevent redundancy. Eligibility is limited to

12 months and 80% of the personal base wage and the relevant

contributions due to the employee for the lost working time. The employer

is subject to the obligation of further employment and, in addition, he/she

undertakes to pay the employee as wage, in addition to the labour wage,

the support segment minus taxes and contributions.
Mobility support 4 To reduce the costs of commuting to work, inter-city transportation NFSZ

support can be granted from the employment fund segment of the LMF.

This support can last for up to 12 months.
Public works 6 Temporary employment for registered jobseekers, to perform especially NFSZ
programmes infrastructural and environmental protection tasks and public functions to
help the catching up of deprived regions and the reduction of
unemployment.
Support for new 7 Eligible jobseekers must be registered for at least 3 months, and they NFSZ
entrepreneurship must be willing to provide for their own employment in the context of a
one-man business or as members of business associations or as
agricultural original producers.

Cooperation/partnership

In recent years, private providers and business associations have been allowed to act as service providers,
thereby supplementing the NFSZ’s own resources. Consequently, a broad range of services has become
easily accessible to a wider circle of jobseeker clients living in places where NFSZ centres do not have
enough capacity to meet the local demand. Labour market services provided to jobseekers involved in EU
programmes are purchased by NFSZ centres from private providers according to the rules applicable to
public procurement.

Evaluation

Evaluation is incorporated in the design of the ALMP programmes, through a periodical assessment by the
organisation under the NFSZ control. Labour market programmes financed by EU funds are, instead,
assessed by external companies commissioned by Managing Authorities.

Management logic and performance measurement

Planning process

The main objectives and targets are determined through a complex planning process, involving the regional
labour centres, the NFSZ and the government. This process follows a bottom-up logic typical of
‘Management by Objectives’ techniques. The regional offices firstly make proposals for the target value of
the indicators, then these have to be approved by the NFSZ in order to create a draft of the national plan.
The document must then be approved by the Government.

Types of objectives and targets

The 2011 targets cover many areas of activity, of which the most relevant ones are:

e Number and rate of registered jobseekers becoming employed;

e Number and rate of registered jobseekers involved in labour market training;

e Duration of reported vacancies from the date of announcement to the date of filling or cancellation;
e Number and rate of activated persons;

e Partner satisfaction indicators.

Monitoring
The statistical follow-up on quantitative targets is carried out on a regular basis (quarterly assessments of
results are provided to the NFSZ and to those who have authorised access to this information), through 3
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systems: the INDI method, an Internet-based planning programme and a programme which elaborates the
data after monthly closure. Performance against targets is regularly monitored and discussed in order to
develop the planning of the objectives and targets for 2011.

Lean management
No mention is made of lean management processes and procedures.






COUNTRY FICHE: IRELAND

PES NAME: Training and Employment Authority (Foras Aiseanna Saothair, FAS)

Basic organisational model

Type of organisation/relation to government
State agency with responsibility for the implementation and delivery of Government employment policy. It
also contributes to the development of policy and of relevant initiatives/programmes.

Structure and organisational levels

e Head office in Dublin
e 4 Regions

Management structures and the role of social partners

Management: The Employment Services Policy Unit (ESPU), based in the head office, has responsibility
for supporting policy development, developing and implementing new or improved services for
jobseekers and employers, monitoring and reporting nationally on performance. ESPU is managed by a
Director, who reports to an Assistant Director General who also has responsibility for Community
Services and Services to Business. A Regional Director, reporting to an Assistant Director General-
Operations, has responsibility for operational delivery at regional level. Responsibility for operational
decisions lies with the regional management teams.

Supervision: FAS reports to the Department of Education and Skills. Following a Government decision
on organisational restructuring Employment Services report on budget and policy issues to the
Department of Social Protection (DSP). The Employment and Community Employment sections of FAS
are due to transfer fully to the Department of Social Protection by the end of 2011. FAS Training
activities will be part of a new state agency ‘SOLAS’ which will report to the Department of Education
and Skills.

Social partners: Not formally represented but are consulted as appropriate.

Financing model

PES financing by source, Euro (million)

Expenditure (EUR million)
. Change 2010-2011 (%)
2010 : 2011 (forecast)
Source of funding (%) Total Operating ALMP Total Operating ALMP Total Operating ALMP
Budget costs Budget costs Budget costs
Total 1.023,7 186,4 837,3 953,8 174,0 779,8 -7% -71% -7%
(100%) (100%)
socal security . ¢ . 5 iy
contributions
Government and other 656,3 635,6
public funding (64.1%) (66.6%)
b ——
Other EU
Funding
EURES
PES own revenues 6,7 i 3,8
(0.7%) (0.4%)
Other 360,7 315,0
(35.2%) (33,0%)

Note: 'Other' here includes the National Training Fund (NTF) and in EURES programmes. EURES programmes if expressed as a percentage of
total budget, amounts to less than 0.1% of total funding. NTF grant includes the channelling of ESF funds to FAS which are to be recovered from
the EU when ESF claims are finalised for the operational programme HCI-OP 2007-2013. The average amount per year over the seven year
period is circa EUR 30 million.





Human resources

PES human resources. Date of observation: February 2011

: Number of staff % directly servicing clients
Total 1 572 69%
Head office 3l 52%
Regional offices 541 70%

Note: FAS has a total of 65 offices, of which 2 (National Contact Centre and ESPU are based under Head Office and remainder of the 63 in the
Regions. 95% of call centre staff in the Head Office and of Employment Services officers in regional offices are dedicated to servicing clients
directly. This figure falls to 50% for clerical staff in regional offices and to 20% for support and administrative staff in the Head Office. Managers
are directly involved with clients as appropriate when need arises, e.g., to deal with unresolved issues.

Integration of employment services and benefit payments

Unemployment and related benefits

e Unemployment benefit claimants can register independently with FAS or with the DSP. Benefits
payments are the responsibility of DSP. All live register clients are referred to FAS by DSP at 3 months
of unemployment or over. Clients must attend at least one guidance interview — further guidance/support
is provided in accordance with clients’ needs. Client data are transferred on a weekly basis between FAS
and DSP to facilitate monitoring of benefit eligibility.

Other social benefits
e Claimants of disability allowances or one-parent family payments can also register with FAS, though
payments are made by DSP. Referral of these clients to FAS is not compulsory.

Clients/Customers

Jobseekers. Date of observation: December 2010

Number %

Jobseeker client groups
Total new registrants in 2010 96.969

Data on new registrants are collated by occupation (management, professional and technical, clerical,
skilled/unskilled manual, etc.) and by level of education. Breakdowns used for monitoring purposes include:
lone parents, age, disability, refugee status, membership of travelling communities (but not duration of
unemployment and ethnicity).

Employers
Employers are not categorised by their characteristics. A vacancy notification and advertising services are
offered to all employers. Vacancies may be interrogated on a sectoral basis.

Types and methods of service provision

Services for jobseekers

Needs are assessed and prioritised during a guidance interview and an action plan that is agreed with the

client. Clients may be referred to FAS services or to other organisations when other non-vocational training

supports are identified. Additional services include:

e ‘Job clubs’, i.e. group coaching sessions, for both employed and unemployed jobseekers;

e Career directions, via an online careers assessment tool based on individuals’ preferences,
qualifications, competencies, etc.;

e Job matching services open to all jobseekers and employers (also facing multiple barriers);

e Vacancy and CV databases, which can be accessed by employers advertising and for jobseekers to post
CVs for use by prospective employers;

e Information on all FAS training and employment programmes and vacancies at kiosks in all local offices
and through the dedicated website www.fas.ie;





e Finally, information on job vacancies can be obtained by free-phone by all jobseekers and employers.

Services for employers
e Vacancy advertising-national website and local offices;
e Vacancy matching;
e Labour market information and advice;
e Rapid response team to company closures;
e Work Placement/Internship Programmes.

Job vacancies and market share

Collecting information on job vacancies

Employers voluntarily relay information on vacancies. Regional offices engage with employers in the locality.
This may include: presentations; visits to employers and local representative bodies; follow up calls
regarding vacancies; follow up on job announcements at national and regional level; and assistance in
coordinating recruitment campaigns.

Vacancies and referrals

2010: a total of 34,579 (34,584 vacancies or 69,245 posts were advertised in 2010).

Twice a year a national survey is conducted among employers who have advertised with www.fas.ie. The
survey results for July to December 2010 show that: 88% of employers positively rated the overall services;
75% of employers positively rated the website; 85% of employers had their vacancy filled within two months;
55% of vacancies were filled with a FAS referred candidate.

Matching of supply and demand

The FAS Planning and Research Department monitors vacancy trends on an on-going basis and publishes
an annual survey. Sources include notified vacancies from the FAS Employment Services and privately-
owned vacancy databases, such as the Irish Times newspaper and the main Irish on-line vacancy database
(www.irishjobs.ie). The vacancy data is augmented by data from a twice yearly survey of recruitment
agencies which is carried out by the Department. The Department also monitors job-openings and closures
on a daily basis. This data, together with immigration data and data on employment trends, is used by FAS
to assess the employment associated with different occupations and to identify skill and labour shortages.

Market share
N/A. (Research & Planning — ES Market Share Report due out for 09/10)

Active labour market policies

LMP Services

Name of service

e

Vocational
Guidance

Brief description

It aims to expand awareness and help participants understand how the |

application of simple techniques can greatly enhance job-seeking skills.
Membership may help participants to be more acutely aware of their
employable/marketable personal attributes.

To provide unemployed with guidance and placement services. Also includes
EURES advice and guidance.

_I?e_l_ivery

Duration is usually 3 to 5 weeks;
back-up services are offered for as
long as it takes the participant to get
a job.

One-to-one guidance delivered by
FAS Officers.

Local employment
services

To provide unemployed in disadvantaged areas with intensive guidance and
placement services.

One-to-one guidance delivered by
LES mediators.

Technical
Employment
Services Grant

Short training interventions to assist local employment services mediators to
provide a range of responses to individuals who are experiencing barriers to
progressing to the labour market.

Grant towards the purchase of
interventions that cannot be
delivered by FAS and/or within a
reasonable time period.

Intensive support

Rapid response mechanisms, offering integrated guidance and counselling in
case of planned restructuring and group dismissals.






LMP Measures

Name of measure Category | Brief description Delivery

Return to Work 2 To provide persons who have been absent from the Off-the-job training with FAS
workforce for a period of time with basic skills and alternated with periods of on-the-job
work experience, and to improve motivation and aid training with employers.
progress to further training or employment.

Traineeship 2 An occupational skills development programme which : Off-the-job training with FAS
combines formal training with FAS and workplace alternated with periods of on-the-job
coaching with an employer for occupations that entail training with employers.
significant skills requirements.

Local Training Initiative 2 A project-based training and work experience Community based projects to carry
programme run by local community groups. out valuable and necessary work of

benefit to communities, while at the
same time training participants.

Foundation/Progression 2 To "br'E)v"i'd'é é'a"rnlymsE:'h'édI'—Iéé;/é"rsmvdi'th" basic skills and | Delivered in Community Training
work experience, and to improve motivation and aid Centres, full-time and usually for 1
progress to further training or employment. year.

STP 2 To provide vocational training services to people with Vocational training provided by
disabilities who require additional support during Specialist Training Providers usually
training. over a longer duration.

Supported Employment 5 To assist in t'he"i'hté'gra{'tibﬁ 6fmpe6blémvvifﬁ disabilites | A job coach conducts needs

Programme who are job-ready into paid employment in the open assessment, sources employers and
labour market. provides support and coaching in the

workplace (for employer and
employee).

Wage Subsidy Scheme 5 To encourage employers to employ people with Financial subsidy paid at an agreed
disabilities. hourly rate to employ beneficiaries

for a minimum of 21 hours per week.

Community Employment 6 To provide temporary work experience and some Sponsoring organisations are grant

training within voluntary groups and public sector
bodies. Participants must be in receipt of certain
Welfare payments and be identified as having
difficulty accessing mainstream employment.

Work Placement
Programme

To facilitate people who are three months or more
unemployed to gain valuable work experience. No
wage/ salary is paid to participants on this programme
but those who are in receipt of social welfare payment
can retain same while on the programme.

aided in respect of sponsoring
individual projects that respond to an
identified community need.

A 9 month work experience
opportunity in the Public/ Private
Sector.

JobBridge, National Internship
Scheme

The National Internship Scheme provides up to 5,000
unemployed people with an internship opportunity in
an organisation. Participants will receive an
allowance, which will consist of a €50 per week top up
on their existing social welfare entitements. On
completing their internship, participants will have
improved their prospects of securing employment.

A 6 or 9 month Internship opportunity
in the Public/ Private/ Community
and Voluntary Sectors.

Cooperation/partnership

FAS funds the following external providers to deliver the programmes above:

e Specialist Training Providers for people with disabilities;

e Voluntary organisations and public bodies who sponsor projects for community and public benefit;

e Community Training Centres - independent community-based organisations delivering foundation
programmes for early school-leavers;

e Community-based organisations engaged

in a wide

range of initiatives such as genealogy,

environmental, heritage, tourism, theatre, sports, and coaching — delivering Local Training Initiatives.

Evaluation

Operational data are held on all programmes and these are used by management in continuing programme
reviews. More detailed follow-up surveys on programme outcomes are carried out at intervals (e.g. surveys
of former trainees; surveys of employers using the vacancy-handling service; jobseeker customer service
surveys). Full-scale evaluations are commissioned by government at less frequent intervals.





Management logic and performance measurement

Planning process

Key policy priorities are determined by the parent Government Department (DSP). The FAS Board are
responsible for the development of strategy to deliver on policy objectives and priorities. This is set out in
annual Business Plans.

Types of objectives and targets
Key areas for Employment Services are:

On-going support and monitoring of National Employment Activation Plan targets;
Monitor/report on activation measures and programmes;

Develop and implement new internship programme;

Plan and engage proactively in the integration of FAS employment services with the DSP;
Increase participation of unemployed individuals in LMPs (particularly priority cohorts);
Promote and deliver services to employers and jobseekers;

Support international mobility of labour through EURES.

Monitoring
Monitoring of performance is carried out through monthly reports and analysis of budget and activity (targets
and actual), quarterly and mid-year and year-end progress reviews of Business Plans.

Lean management
N/A. Quality improvement processes are in place.






COUNTRY FICHE: ITALY

PES NAME: Employment Centres (Centri per I'impiego, CPI)
Basic organisational model

Type of organisation/relation to government
Decentralised structures managed by Regional and Provincial administrations, subject to the coordination
and control of the Ministry of Labour and Social Welfare.

Structure and organisational levels

e 638 job centres (registered in Cliclavoro portal and accredited) within 107 Provinces and 20 Regions
(one of which — Trentino-Alto Adige — is split into 2 Autonomous Provinces). It is worth underlining that in
Italy is not possible to provide final data about numbers of job centres, because they open and close
very quickly. Moreover some Regions have organised integrated structures where are delivered services
to employers, employees and jobseekers. These Agencies organise also educational services. We are
making a census in order to know the number of the Agencies.

Management structures and the role of social partners

e Management: the Ministry of Labour and Social Welfare is in charge of the coordination of PES actions,
of the keeping and running of the national Labour Information System, of defining aggregate budget
figures and the regulatory framework of employment services. Regional governments plan and
coordinate services on their territories, while Provincial administrations manage services provision
through local PES offices (Job Centres).

e Supervision: the Ministry of Labour and Social Welfare sets the targets to be achieved and funds
allocation.

e Social partners: they are not involved in the PES management, but can provide feedback on the
improvement of management as well as on service performance.

Financing model

PES financing by source, Euro (million)

Expenditure (EUR million)

Change 2010-2011 (%)

2010 2011 (forecast)
Source of funding (%) Total Operating ALMP Total Operating ALMP Total Operating ALMP
budget i costs budget costs budget i costs

Total

Social security
contributions

Government and other
public funding

ESF

Other EU
Funding

EURES

PES own revenues

Other

Note: The Regions plan and coordinate services on their territories, while Provincial administrations manage services provision in the
employment services centres. So as the Regions manage also the funds and it falls solely within their remit, at the moment it's not possible for us
to give the information required.





Human resources

PES human resources

Number of
staff

% directly
servicing
clients

Total

Currently we do not have any kind of centralised monitoring system, so the data are not available. For the last 6
months we have been implementing a new survey system, so in we will be able to provide you with the data in
the future. In Italy we are working very hard to face the crisis and, above all, to renew the ancient system in
order to guarantee the employability of our both the employed and the unemployed, and also to participate in

the European system.

Integration of employment services and benefit payments

Unemployment and related benefits

e PES are not involved in the management and payment of unemployment or other benefits, which is

the mandate of the Social Security Institute (INPS).

Clients/Customers

Jobseekers

Jobseeker clients are classified by category (teenagers, young adults, adults and women seeking re-entry
into the labour market) and employment status (the unemployed, employed jobseekers and those who have

never been employed). No figures on numbers of jobseeker clients were provided.

Employers

Employer clients are categorised by sector of activity and by the type of National Collective Labour

Agreement applied.

Date of observation: 2010

Employer client groups Numbers %
Agriculture, forestry and fishing 27.506 : 1.71%
Mining industry 3.672 0.23%
Manufacture industry 1.244 0.08%
Electricity, gas, steam and air conditioning providing 1.602 0.10%
Water providing, sewage pipeline, waste management and recovery 8.516 0.53%
Building industry 1.842 0.11%
Wholesale and retail trade, autos and motorbikes repair shops 193.296 12.00%
Transports and logistics 15.858 0.98%
Hotels and restaurants 264.794 16.44%
Information and communication services 74.960 4.65%
Financial and insurance services 162.494 10.09%
Real estate services 345.144 21.42%
Professional, scientific and technical services 72.718 4.51%
Renting, travel agencies and business support services 1.372 0.09%
Public administration and defence, compulsory social security 450 0.03%
Education 27.674 1.72%
Health and welfare 1.740 0.11%
Arts, sports and entertainment activities 65.484 4.06%
Other services 327.272 20.32%
Family businesses 7.948 0.49%
Extraterritorial organisations 5.376 0.33%






Other clients
e The Ministry of Labour and Social Welfare may provide some services to private job agencies, in
order to help the match between job demand and request.

Types and methods of service provision

Services for jobseekers
e Registration service and information on PES service provision are available to all unemployed,
through a customer desk service;
e Information on vacancies or other opportunities and CV submission can be found online, through the
Cliclavoro;
e Counselling and matching services are provided by job centres to the unemployed, with specific
services for some vulnerable targets.

Services for employers
The employers’ service offers free-of-charge services to employers:
e Submission and promotion of job vacancies;
e Pre-selection/recruitment service;
e Legal counselling;
e LIE — Management of lists of Italian workers who want to work abroad;
¢ Unimare — Management of all legal requirements to be carried out by maritime workers;
e Flexi — Job demand/request matching system for extra-EU workers who want to work in Italy;
e Gestione Istanze — Management of extra-EU work permission requests collected by the Immigration
service;
e CIGS — management of Extraordinary Redundancy Payments.

Job vacancies and market share

Collecting information on job vacancies

Job vacancies are collected through the Cliclavoro website. Both employers and jobseekers can freely
access the portal and publish vacancies or CVs.

Information on vacancies can be collected also at regional and provincial level online or by phone, fax or
direct contact with employers.

Vacancies and referrals
Latest stock of vacancies: 1.849 vacancies notified on Cliclavoro.

Matching of supply and demand

Supply and demand on the labour market are analysed on a regular basis by the Ministry of Labour and
Social Welfare through the so-called Excelsior information system. The latter aims at forecasting labour
demand and training needs on a yearly basis. The Excelsior system identifies the main trends on the labour
market.

Market share
PES estimate market share through a system that matches the vacancies managed by Cliclavoro portal and
the Compulsory Communication e-service. At the moment this feature is work in progress.





Active labour market policies

LMP Services

Name of measure

| Brief description

First level interview

Interview with the worker with the aim of verifying his CV, work experiences and
inclinations.

Job orienteering interview

Specialised intervention: an exhaustive exam of experiences and personal
features.

Skills testing

Specialised intervention: an exam of personal competences and elements which
are to be emphasised to help placement.

Support in active job search

Counselling activity with the aim of supporting users in the search of a job or a
training experience.

| Delivery

Job centres.

Job centres/Authorised
training agencies.

Job centres/Authorised
training agencies

Job centres.

LMP Measures

Name of measure Category Brief description Delivery
Training courses for 2 Training activities with the aim of providing skills to be used in the job : Authorised training
unemployed market. agencies.

Permanent training for 2
workers

Training activities for workers, aimed at improving and updating skills

Job centre/Authorised
training agency.

Traineeship 5 Activity of job placement in a firm. It could be joined by a training Authorised training
course. agency.
Support for creating a 7 Support and counselling to help creating a new business. Job centre.

new business

Cooperation/partnership
ALMP programmes are managed by the PES itself, but some specific activities may be performed in
cooperation with external partners. Training and job-orientation activities can be outsourced to authorised
training agencies: workers can access these services through a voucher system.

Evaluation

Evaluation on ALMP programmes is regularly performed by benchmarking the employment status of those
who benefited from an active policy support.

Management logic and performance measurement

Planning process
N/A.

Types of objectives and targets

N/A.

Monitoring
N/A.

Lean management
N/A.






COUNTRY FICHE: LATVIA
PES NAME: State Employment Agency (NVA)

Basic organisational model

Type of organisation/relation to government
Supervised by the Ministry of Welfare, it operates under the Public Agency Law and implements state policy
in the field of unemployment reduction and support to unemployed jobseekers.

Structure and organisational levels

e Central office

o 28 local employment offices, which register unemployed persons, implement labour market programmes
and are in charge of providing counselling and training services.

Management structures and the role of social partners

e Management: NVA’'s management is in the hands of a Director and a Consultative Board. The Agency’s
main goals and tasks are decided at national level through periodic Management Contracts with the
Ministry of Welfare. The Contract includes concrete and specific issues to achieve the planned results as
well as information about financial resources and sources, public services, risk evaluation, criteria and
order of evaluation of results, report and information administration, etc.

e Supervision: NVA is accountable to the Latvian Ministry of Welfare.

e Social partners: unions and employers participate in the NVA Consultative Board, whose task is to help
the unemployed to receive a better service from the NVA, by analysing the results of its actions and
putting forward proposals for improvement.

Financing model

PES financing by source, Euro (million)

Expenditure (EUR million) Change 2010-2011 (%)
T -, 0

2010 2011 (forecast)
Source of funding (%) Total Operating ALMP Total Operating ALMP Total Operating ALMP
Budget costs Budget costs Budget costs
Total 154,7 5,9 148,2 113,8 5,9 107,1 -26% 0% -28%
Social security
contributions
Government and other 43,3 15,8%
public funding (28,0%)
ESF 110,4 3,4%
(71,4%)
Other EU 0,1 0,9%
Funding (0,6%)
EURES
PES own revenues
Other

Note: PES total budget includes also a small portion for EU project Technical support and Foreign financial aid: EUR 0,6 million in 2010, and
EUR 0,8 million in 2011.

Human resources

PES human resources. Date of observation: December 2010

: Number of staff % directly servicing clients
Total 1 804" 65%
Head office 196 : )
Local offices 608 86%

Note: There are in total 520 employees (all working in local offices) directly servicing clients.





Integration of employment services and benefit payments

Unemployment and related benefits:

¢ Unemployment benefits are paid by the Social Insurance Agency, under the supervision of the Ministry
of Welfare. Registration as a jobseeker is one of the necessary prerequisites, and must be performed at
the local NVA office. Benefit applications can be submitted directly to local NVA offices.

Clients/Customers

Jobseekers. Date of observation: December 2010

Number %

Jobseeker client groups

Total 162.463

Persons from 15 to 24 years of age 23.2083 : 14%
Disabled persons (persons for whom the invalidity has been determined) 9.345 6%
Persons after parental leave 3.344 2%

Persons in pre-pension age (not more than five years until the age necessary for the T11%
granting of the State old age pension)

Long-term unemployed (have been registered in the NVA for more than one year

38%
0%

Ex-convicts (persons discharged from imprisonment)

Further breakdowns are typically applied to monitored unemployed persons: gender; age; duration of
unemployment; disability; ethnicity; education; work experience; knowledge of the Latvian language.

Employers

Employer clients are categorised into three groups, according to their potential for cooperation with NVA.
The ‘priority employer group’ includes clients from large enterprises or people who employ a significant
number of employees. The ‘active employer group’ is composed of middle-sized or small companies that
advertise vacancies not less than once in three months. Employers who open no new positions or do not
show an interest in ALMPs are considered as belonging to the ‘passive employer group’.

Other clients
e Workers at risk of unemployment;
e Students in need of career counselling.

Types and methods of service provision

Services for jobseekers

e Individual counselling and career counselling are provided to all unemployed and all jobseekers through
face-to-face interviews;

e Training and re-training programmes are available to all unemployed persons, through the outsourcing of
service provision to educational institutions;

e General information on the NVA service provision and on job vacancies is available to everyone online;

e Measures to increase competitiveness are provided to all those who face the risk of becoming
unemployed, by the outsourcing of individual counselling and psychological support services.

Services for employers

e Services of vacancy advertisement, job placement and candidates’ selection are available for all
employers who need NVA mediation;

e Training courses for the unemployed are provided by educational institutions on employers’ request, in
order to improve skills and competences useful to meet the labour demand;

e Subsidised employment is provided to all employers who look for state financing for hiring people from
specific target groups;

e Youth work practice is provided via NVA mediation for all those employers who look for young people





having their first work experience.

Job vacancies and market share

Collecting information on job vacancies

Information on job vacancies is collected by NVA through face-to-face meetings, telephone interviews and
seminars with employers, as well as through the CV vacancy portal. All these means are constantly used to
keep the offer of vacancies up-to-date.

Vacancies and referrals
Latest stock of vacancies: 23.587 (December 2010).
97.166 registered unemployed found permanent jobs in 2010.

Matching of supply and demand

The NVA regularly monitors mismatches between demand and supply of labour by looking at unemployment
records, to the list of the potential employee requirements in term of skills and competences, as well as the
number of occupational surpluses and shortages.

Market share
25.3% in 2010.

Method: ratio between the number of de-registered vacancies and the unemployed who moved into employment.

Active labour market policies

LMP Services

Name of service
Individual counselling services

Brief description Delivery
Fact to face interviews In-house

Career counselling services Face to face interviews Outsourced to service providers

Self-services Web-based job-vacancy and CV database In-house

Measures to increase
competitiveness

Individual counselling and group sessions of job search Outsourced to service providers
methods of learning, psychological support and the basic (lecturers)
skills required in the job market

LMP Measures

Name of measure Category Brief description Delivery
"'Acmqui'éitié'n of informal 2 Acquisition of informal education Outsourced to educational
education institutions

Training, retraining or promotion 2 Vocational training and professional development Outsourced to educational
of qualification of the education programs institutions

unemployed

Training by the employer 4 Work skills and professional skills update Employers

Professional higher education 2 Acquisition of the first and second level Outsourced to educational
with a voucher system for the professional higher education institutions

unemployed

Subsidized employment 4 Subsidised workplaces Employers

Support for business or self- 7 Support for business or self-employment start-up Outsourced to consultants
employment start-ups

Youth Practice 4 Young people's practices Employers

Training for skills acquisition 4 Temporary employment practice creation Municipalities

and maintenance, if the

employer is a municipality

Cooperation/partnership

External providers selected on the basis of calls for proposals and according to the Public Procurement Law
are involved in the delivery of ALMPs. NVA contracts all kinds of counselling and training programmes to
external providers such as educational institutions, external consultants or even employers. Employers,
including municipalities and NGOs, are also selected on the basis of calls for proposals to act as partners in
the implementation of ALMPs (i.e. on-the-job training, job experience, subsidised employment).





Evaluation

Evaluation is incorporated in the design of the ALMP programmes: progress is monitored on a monthly
basis, and every three months the effectiveness of measures is analysed. All these results are reported to
the Minister of Welfare in order to provide useful suggestions for the new policy decisions and planning.

Management logic and performance measurement

Planning process

Key objectives and targets are laid down in the mid-term strategy of the Management Contract, according to
the guidelines set by the Ministry of Welfare and the ones decided at EU level. The Contract establishes
concrete and specific issues in order to achieve the results planned by both the government and the Latvian
PES, but it also deals with the financial resources and sources, the public services, the risk evaluation and
the criteria for evaluating the results.

Types of objectives and targets
N/A.

Monitoring

The monitoring of progress made on quantitative annual targets set in the Management Contract is carried
out on a quarterly basis and then analysed by the Ministry of Welfare. The work of local offices is monitored
by using a ‘management by objectives’ method: targets are monitored every month for each office. Quarterly,
NVA produces a quarterly performance review of the implementation plan, including evaluation of active
employment measures.

Lean management
No lean management processes or procedures are reported.






COUNTRY FICHE: LITHUANIA

PES NAME: The Lithuanian Labour Exchange (LDB)
Basic organisational model

Type of organisation/relation to government

Public corporation subject to the control of the Ministry of Social Security and Labour.

Structure and organisational levels
e Head office in Vilnius;
e 10 local labour offices;

e 49 divisions, established in municipalities managed by local labour offices to provide services to

clients.

Management structures and the role of social partners

e Management: LDB is managed by a Director and a Deputy Director, appointed and dismissed by the
Minister for Social Security and Labour. Both the local labour offices and their divisions are administered

by the local Directors and Deputy Directors.

e Supervision: The Minister for Social Security and Labour sets the annual objectives and targets within
the Annual Action Plan. LDB, then, is responsible for the implementation of these targets and for the

management of allocated funds.

e Social partners: unions and employers are involved in a Tripartite Commission whose purpose is to
analyse the labour market trends and the effectiveness of employment services and programmes, and to

make proposals on how to improve the LDB’s activities.

Financing model

PES financing by source, Euro (million)

Expenditure (EUR million)

Change 2010-2011 (%)

2010 2011 (forecast)
Source of funding (%) Total Operating ALMP Total Operating ALMP | Total Operating ALMP
Budget costs Budget costs Budget costs

Total 220,8 21,6 52,0 184,6 22,0 51,5 -16% 2% -1%
Social security 68,7% 131,6
contributions (71,3%)
Government and other 2,6% 5,5
public funding (3,0%)
ESF 24,7% 42,0

(22,7%)
Other EU 4,0% 55
Funding (3,0%)
EURES
PES own revenues
Other

Note: “Other EU Funding” comprises EGF and ERDF.

Human resources

PES human resources

Number of staff
Total 2.325
Head office 76
Local offices 1.294
49 customer service branches 955

% directly servicing clients
80%
0%
74%
95%

Note: the share of staff directly servicing clients includes all employees who come into contact with customers, regardless of the type and
frequency of contacts. The highest percentage of people involved in client services is in the municipal divisions, with more than 95% of the staff

(909) employed in these activities.





Integration of employment services and benefit payments

Unemployment and related benefits
o Unemployment benefits are paid through the Employment Fund, administered by the Ministry of
Social Security and Labour. The Lithuanian PES is responsible for the registration of applicants.
Other social benefits
¢ Unemployed people registered with local labour offices can access other kinds of benefits as well:
social minima and compensation for heating and other costs (paid by Municipalities) and partial
unemployment benefits for those made redundant after October 2008 (paid by the Globalisation
Fund).

Clients/Customers

Jobseekers

Jobseeker client groups Number %
Total

Job seekers 358.545 -
Registered unemployed 311.261 86,8%
Employed jobseekers 16.794 4,7%
Student 1.846 : 0,5%
Involved in the employment support measures 25.454 7,1%
Inactive (retired and pre-retirement age) 2.943 0,8%
Individuals with the need for vocational rehabilitation 247 0,1%
Female 139.062 : 44,7%
Male 172.199 55,3%
Youth (up to 25 years) 44.679 14,4%
long-term unemployed 129.960 : 41,8%
Additionally supported in the labour market 258.266 : 83,0%
Receiving unemployment benefits 47.270 15,2%
Rural inhabitant 113.715 36,5%

Some conventional socio-demographic characteristics are recorded for all clients, such as: gender, age,
duration of unemployment, disability and ethnicity.

Employers
Employer clients are categorised by three characteristics: the size of the enterprise, sector of activity and
form of ownership.

Employer client groups Numbers %
Total 51.398

Employer customer group by size of enterprise

e <10 32.441 63,1%
e 11-50 14.261 27,8%
¢ 51-100 2.868 5,58%
e 101 — 250 1.332 2,59%
e 251 — 500 335 0,65%
® 500 < 161 0,31%
Employer customer group by sector of activity

e Agriculture 2.747 5,35%
e Industry 6.702 13%
e Construction 3.669 7,14%
e Services 38.280 74,51%
Employer customer group by form of ownership

e Private sector 46.903 91,3%
e Public sector 4.495 8,75%

Note: the figures refer to a total of 51.398 clients, who are all categorised by three different characteristics. These numbers overlap considerably.





Other clients
o LDB offers special services to employees who have been given a notice of dismissal, as well as
persons who have completed psycho-social and/or vocational rehabilitation programmes;
o Institutions offering vocational rehabilitation services.

Types and methods of service provision

Services for jobseekers
e Information on PES service provision is provided both directly and by other means, such as phone,
fax, emails or the internet to all registered unemployed;
e Counselling, placement and planning of individual activities are provided to all clients;
e Active labour market policy programmes are available to all the registered persons, by recourse to
training institutions.

Services for employers
e Information and counselling;
e Registration and advertisement of job vacancies;
e Selection of potential employees for a job vacancy;
¢ Organisation and financing of active labour market policy measures.

Job vacancies and market share

Collecting information on job vacancies

Employers report vacancies to LDB on a voluntary basis, through different means such as phone, fax,
internet or emails.

Visits to employers, twice a year, are used as a means of collecting job vacancies, too. Local staff constantly
look for vacancies on the internet or press materials.

Vacancies and referrals
2010: total of 150,532 vacancies, of which 91,525 were for permanent and 59,007 for temporary positions.
The number of positions filled during 2010 was 128,752 permanent and 58,152 temporary.

Matching of supply and demand
Supply and demand on the labour market are analysed on a regular basis. An electronic system, called
DBIRZA, combines labour supply and demand and is used by both employees and employers. All the
information on vacancies is, then, shared with the Ministry of Education and Science, in order to better
anticipate and plan training needs.

Market share

The estimated market share in terms advertised job vacancies is approximately 33%.
Method: (Advertised vacancies / Total number of vacancies).

Active labour market policies

LMP Services

Name of service Brief description Delivery

Individual Development of an individual employment plan including the commitments of the unemployed Local labour

employment plan person and the local labour exchange regarding active LMP measures and LMP services, in order exchange.
to ensure employment for the person and the assessment of the progress.

Development of Helping jobseekers to develop independent job-search skills and teach them how to use the

job-search skills information tools available at the labour exchange.






LMP Measures

Name of measure : Category : Brief description : Delivery
Training 2 Training is organised to provide qualifications and/or Local offices; training is
Alternate training 2.3 opportunities to acquire competencies which are necessary in provided in training centres
taking up employment. and practical training
establishments.
Employment incentives 4 Social enterprises endeavour to give employment to persons
Recruitment incentives who have lost their vocational skills or general earning Local labour offices

capacity, which are economically inactive and are unable to
compete on the labour market under equal conditions.

Employment 4.2 The aim of subsidised job creation is to support permanent Local labour offices
maintenance incentives employment for persons with disabilities by giving incentives to
employers to create new jobs or adapt the existing jobs to the
disability of the unemployed.

Supported employment 5 The aim of vocational rehabilitation services is to maintain or Local labour offices
and rehabilitation 5.2 improve the work capabilities of disabled persons and to

increase their employability.
Direct job creation 6 Community work is organised by local labour offices together Local labour offices

with municipalities and employers in firms, organisations or
bodies with a view to performing temporary socially beneficial
jobs.

Start-up incentives 7 The aim of the measure is to support persons who create jobs Local labour offices
for themselves or for other unemployed persons by startinga ~ :
new business.

Management logic and performance measurement

Planning process

The planning process usually starts with the setting of annual objectives by the Minister for Social Security
and Labour, within the Annual Action Plan. The Ministry also allocates funds for the attainment of the
objectives and controls the use of the funds. LDB is then responsible for the implementation of these goals.
Then, each local labour office produces, following the government’s instructions, its own action plans which
must be approved by the LDB Director.

Types of objectives and targets

Three main targets for 2011:
e Ensuring an easy access to employment services;
¢ Promotion of employment among the jobless by offering them participation in ALMP measures;
¢ Enhancement of placement services by matching supply and demand of labour more effectively.

Monitoring
The performances of local labour offices are monitored quarterly and submitted to the Director. The latter is
required to report regularly to the Ministry of Social Security.

Lean management
The principle of lean management is not integrated in the design of processes.






COUNTRY FICHE: LUXEMBOURG

PES NAME: Administration de I'Emploi (ADEM)
Basic organisational model

Type of organisation/relation to government
Public law corporation, subject to the control of the Ministry of Labour.

Structure and organisational levels
o Head office;
e 6 local agencies.

Management structures and the role of social partners

e Management: ADEM is managed by a Director, with the help of two joint directors, according to
guidelines set at Ministerial level.

e Supervision: ADEM is accountable to the Minister of Labour.

e Social partners: unions and employers are not involved in the management of ADEM, but participate in
special commissions (i.e. for unemployment) and in the Permanent Employment Committee.

Financing model

PES financing by source, Euro (million)

Expenditure (EUR million)
2010 2011 (forecast)

Change 2010-2011 (%)

Source of funding (%) Total Operating ALMP Total Operating ALMP Total Operating ALMP
budget : costs budget costs budget : costs

Total

Social security
contributions

Government and other > 95% > 95%
public funding

ESF

Other EU
Funding

EURES

PES own revenues

Other

Note: No data were provided about PES expenditures. In terms of PES source of finance, government and other public funding is the main
source for both 2010 and 2011.

Human resources
N/A.
Integration of employment services and benefit payments

Unemployment and related benefits:
e Unemployment benefits are provided by ADEM to all the registered unemployed who meet the
eligibility criteria. ADEM is also responsible for the monitoring of the continued eligibility.





Clients/Customers

Jobseekers
Jobseeker client groups Number | %
Total
Registered jobseekers 15.567
Unemployment benefit recipients 7.664
Beneficiaries of ALMPs 4.012

Jobseeker clients are generally classified into three main categories: the ones who are registered with
ADEM, those who receive unemployment benefits and, finally, those who undergo ALMP programmes.
Conventional socio-demographic characteristics such as gender, age, duration of unemployment, disability,
ethnicity and level of education are recorded for all clients.

Employers
Employer clients are categorised by sector of activity.

Employer client groups Numbers %

Total N/A

Other clients

o Employees with disabilities as well as those with reduced work capacities are entitled to specialised
services by ADEM.

Types and methods of service provision

Services for jobseekers

e Individual counselling services are provided through face-to-face interviews to all the registered
unemployed in order to help them in finding a job;

e Job clubs are provided in group coaching sessions by local training institutions to all unemployed
clients;

e Capacity testing is available to the disabled unemployed to assess their skills and their adaptability to
work;

e Information on ADEM service provision and on job vacancies is available to all online.

Services for employers

The employers’ service offers free-of-charge services to employers:
e Advertising of vacancies;
e Collective recruitment;
e Recruitment abroad.

Job vacancies and market share

Collecting information on job vacancies
Employers are compelled by national law to notify job vacancies to the PES. Other means of collecting job
vacancies are direct contacts with employer clients, both by phone and in person. Awareness campaigns are
also promoted by employers’ associations.

Vacancies and referrals
2010: total of 2,266 vacancies notified by employers.

Matching of supply and demand
ADEM monitors employers’ needs within an informal working group involving representatives of the
Education and Labour Ministries.





Market share
N/A.

Active labour market policies

LMP Services

Name of service Brief description Delivery
Labour market services ADEM
LMP Measures
Name of measure Category Brief description Delivery
Reinsertion and professional : 2.1 Courses/training aimed at updating jobseekers’ skills in order to match “ADEM/ Miniétry"
courses labour demand. of Education
Apprenticeships for adults 2.4 These measures can take place both in the workplace or in a specific ADEM
training institution.
Re-employment support 4 Support to the re-employment for persons who accept a job with a ADEM
curtailed remuneration.
Re-integration measures for 4 Support to the employment of the disabled workers, through ADEM T
disabled workers remuneration incentives.
Support to the employment 4.1 Employers who accept to employ workers from these two categories can i ADEM
of older workers and long- receive a curtailment on social charges.
term unemployed
Support to geographical 4.1 Three types of indemnities for persons who accept to work in a different ADEM
mobility city/country.
Subsidies for temporary 6 Measures aimed at the insertion of workers from both the private and ADEM/SNAS
contracts public sector.
Employment support 6 Incentives for the employment of unemployed jobseekers. ADEM
Support to the creation of 7 Financial support for the unemployed willing to create a new business ADEM

new enterprises

Cooperation/partnership

N/A.

Evaluation

ADEM regularly evaluates the effects of its measures, through some analyses are managed by external
partners (such as CEPS). The results are of evaluations are then analysed by the Labour Ministry.

Management logic and performance measurement

Planning process
N/A.

Types of objectives and targets

The targets to be reached by ADEM are those set by the government in its contribution to the Europe 2020

strategy.

Monitoring

ADEM regularly monitors the results of its activity through research contracted out to external partners.

Lean management
N/A.






COUNTRY FICHE: MALTA

PES NAME: The Employment and Training Corporation (ETC)
Basic organisational model

Type of organisation/relation to government
ETC is a body corporate with a distinct legal personality, which is not directly subject to government control.
Structure and organisational levels

e Head office in Hal Far;

e 6 regional offices.

Management structures and the role of social partners

e Management: the affairs and business of the Corporation are the sole responsibility of the Board of
Directors and executive management of the Corporation.. Board members are appointed by the Minister
for Education, Employment and the Family, who also determines the functions to be performed by ETC.

e Supervision: the Corporation is accountable to the Minister responsible for Employment and is under the
obligation to provide information, if requested.

e Social partners: the ETC Board of Directors includes representatives from the various stakeholder groups
and social partners.

Financing model

PES financing by source, Euro (million)

Expenditure (EUR million)
Change 2010-2011 (%)
2010 2011 (forecast)
Source of Total Operating ALMP Total Operating ALMP Total Operating ALMP
funding (%) Budget costs Budget costs Budget costs
Total 7,6 2,8 4,8 14,2 3,0 11,2 87% 8% 133%
(100%) (100%) (100%) (100%) (100%) (100%)
Social security
contributions
Government and 50%-95% 50%-95%
other public funding
ESF 5%-50% 5%-50%
Other EU Funding
EURES

PES own revenues

Other

Human resources

PES human resources. Date of observation: February 2011

Number of staff % directly servicing clients
Total 227 64%
Head office 25 16%
Regional offices 23 ¢ 100%
Other offices/services 179 | 66%

Note: Other offices/services includes: Employment Services, Training Services, Business Development Divisions and Employment License Unit.

Integration of employment services and benefit payments

Unemployment and related benefits
e Benefit provision is managed by the Department of Social Security. ETC may receive benefit applications
and provides information on continued eligibility. Potential recipients of unemployment benefits are obliged
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to register with the PES. Registered unemployed jobseekers are required to renew their registration once
a week through a biometric system.

Other social benefits

e Routine contact with registered unemployed persons may also include contact with persons who may be in
receipt of other types of social protection benefits. Nevertheless, this information is not readily available to
the PES. Whenever such information is needed for the purpose of a specific exercise, a data request is
made from the Department of Social Security.

Clients/Customers

Jobseekers. Date of observation: December 2010

Jobseeker client group Number %

Total 6.606

Youth 265 19%

Adults 5.341 81%

Of which: Long-term unemployed 2.615 40%
Persons with disability 444 7%
Ex-substance abusers 202 3%
Ex-convicts 147 2%

Further breakdowns are typically applied to monitored unemployed persons: gender; age; duration of
unemployment; disability; occupational preferences; educational level; benefit recipients. Interestingly,
ethnicity is not considered a relevant dimension by ETC. As far as persons with disability are concerned, the
Maltese PES quotes only their quantity, but the nature of their disability is not recorded.

Employers

“Employer customers” are deemed to be all employers who are registered with the Corporation. The PES
categorises its employers by size and NACE code. The PES is made up of a number of divisions, each of
which services the different employers’ needs.

Date of observation: December 2010

Employer customer group Number %
Total 40.325

Micro (less than 10 employees) 37.963 94%
Small (less than 50 employees) 1.826 5%
Medium (less than 250 employees) 453 1%
Large 83 0%

Other clients

o Members of Parliament vis-a-vis Parliamentary Questions that are forwarded to the PES;

e The National Statistics Office for the generation of statistics pertaining to the services of the Corporation;
e The General Public requesting information under Malta’s Freedom of Information Act;

Social partners through regular consultation and ad hoc requests in their area of expertise.

Types and methods of service provision

Services for jobseekers

e Registration for work through personal registration at Valletta Access;

e Profiling, Personal Action Plans and follow-ups by face-to-face interviews available for all registered
jobseekers. Services for persons with special needs offered in partnership with the National Commission
for Persons with Disabilities and other NGOs;

e Job skills counselling, job search seminars and job clubs through group coaching sessions, provided to all
jobseekers needing personalised assistance or at risk of becoming long-term unemployed;

e Web-based services such as CV downloading, job vacancies search and information on training courses
available to all. The EURES Malta Website provides online information on job and learning opportunities in
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other European countries;
e ETC is also responsible for managing state-financed vocational training schemes directly.

Services for employers

¢ Information on vacancies and job brokerage via the internet or emails;

e Specific recruitment services and candidates’ pre-selection;

e Services to facilitate the employment of third-country through the EURES network and through the grant of
Employment Licences for all employers who meet specific requirements;

e Job and training fairs.

Job vacancies and market share

Collecting information on job vacancies

Employers notify their vacancies to ETC on a voluntary basis. ETC has regular contacts with employers on the
phone, by email, in personal face-to-face meetings and through group presentations and seminars. Several
recruitment exercises, open days, and job fairs are organized to enable employers to find the most suitable
candidates for vacant posts. A workshop for private recruitment agencies was also organised in order to help
ETC to better understand the needs of employers.

Vacancies and referrals
2010: total of 9.477 vacancies of which 4.043 were successfully filled by ETC. This implies a placements-to-
vacancies ratio of 42,7% for 2010.

Matching of supply and demand
ETC does not perform a periodical evaluation of jobseeker’s skills vis-a-vis vacancies notified.

Market share
N/A

Active labour market policies

LMP Services

Name of service Brief description Delivery
Registration Registration for work means that the jobseeker is ready to take active steps to improve his or her In-House.
employability.
Guidance and Jobseekers registering for employment are offered guidance and counselling service. In-House.
counselling
Placements Direct placements involve the submission of jobseekers to employers by employment advisors and : In-House.
job centre staff. Indirect placements result from information submitted by employers and
Jobseekers. S
Training Training is part of the lifelong learning process and has become fundamental in order to constantly : In-House.
upgrade one's skills.
Vacancy Profiling It offers the facility to open vacancies with the ETC. In-House.
Apprenticeships Apprenticeships may mitigate the drop in the labour market integration of school leavers and External.

prepare young people with valuable occupational skills.
Youth Employment | The programme is envisaged to include career guidance and psychological services; occupational In-House and
Programme therapy services. External.






LMP Measures

Name of measure Category : Brief description : Delivery

Employability 2 This service is provided through the Employability Programme Job Search External.

Programme Assistance (JSA).

Training Aid 2 It supports undertakings through the provision of training to the workforce. External.

Framework

Work Trial Scheme 4 It gives jobseekers an opportunity to gain work experience from a real place | External.
of work.

Community Work 4 It implies 780 hours of community work and participants are required to " External.

Scheme work for 30 hours a week. i

Employment Aid 4 It contributes to the integration of disadvantaged persons in the labour External.

Programme market.

Bridging the Gap 5 Support to a client in the transition period from unemployment to External.

Scheme employment.

INT Scheme 7 One stop entrepreneurship programme aimed at promoting an enterprise In-House and
culture among those who are interested in taking up self-employment. External.

Cooperation/partnership

The Community Work Scheme involves partnerships with local councils to provide ETC clients with possible
work exposure. An intermediate Bodies Steering Committee (IBSC) is also organized for the Employment Aid
Programme and the Training Aid Framework, the main function of which is to steer and monitor
implementation. Amongst other functions, the IBSC proposes, when necessary, any recommendations to
improve the management and implementation of the aid schemes. The Corporation works in partnership with
NGOs providing specialised services to persons with intellectual disabilities, persons with mental health
problems and substance abusers. These specialised NGOs provide services to ETC clients, and the
Corporation pays for these services on a performance basis.

Evaluation
The Corporation carries out evaluation studies on its ALMP measures on an ad hoc basis. The findings from
evaluation exercises always feed policy development.

Management logic and performance measurement

Planning process

PES targets are developed following a consultation exercise that ropes in various government departments
and entities as well as a number of stakeholders. The Line Ministry informs the Chief Executive Officer of the
draft targets and objectives that the PES must contribute towards. These targets and objectives are discussed
at management level and new measures or amendments to current initiatives are presented to the Board of
Directors. Following approval by the Board of Directors, these measures are communicated back to the Line
Ministry for their information and approval. On this basis, the ETC draws up three-year Business Plans.

Types of objectives and targets

The objectives for the three year period of the Business Plan 2009-2011 are:

e Toincrease ETC's capture of vacancies;

e Toincrease ETC'’s placement of jobseekers in employment;

e Toincrease the number of low-skilled jobseekers who undergo training in basic skills;

e To ensure that a personal action plan is jointly drawn up and agreed to with every young jobseeker within
a given time-frame;

e To ensure that a personal action plan is jointly drawn up and agreed to with every adult jobseeker within a
given time-frame;

e To ensure that each registered unemployed is placed on an active measure within a given time-frame;

e Toincrease the number of disadvantaged jobseekers who are put on active measures every year;

e To increase the proportion of long-term unemployed on active measures;

e Toincrease the number of non-registrants who are trained;

e To increase the number of persons who make use of training grants each year;





e To increase the number of infringements identified;

e To increase the number of strike-offs upheld by the National Employment Authority;
e Toincrease women'’s share of ETC short courses;

e Toincrease women’s share of apprenticeships.

Monitoring

Monitoring of targets is carried out on a monthly basis based on statistics and management reports. ETC is
requested to provide an update on the progress being made on the activities that it is implementing as part of
the National Reform Programme. In addition to this, an examination of the progress made in reaching targets
set out in the national budget document for the previous year is also conducted before re-defining and setting
new measures.

Lean management
No lean management processes are reported.






COUNTRY FICHE: THE NETHERLANDS

PES NAME: Institute for the Administration of Employee Insurance (Uitvoeringsinstituut voor
Werknemersverzekeringen, UWV)

Basic organisational model

Type of organisation/ relation to government
Autonomous Body of Public Administration operating under the Minister of Social Affairs and Employment.

The Minister of Social Affairs and Employment gives specific directions to the operations of UWV through an

annual cycle of policy planning and implementation.

Structure and organisational levels
e UWV has a head office in Amsterdam;

e Within UWV, ‘UWV Werkbedrijf' — as a distinct division - charged with the organisation of active
labour market services for claimants of unemployment insurance and incapacity benefits.;

e 6 regional/district offices;

e Over 100 local employment offices (called “Employment Squares”), which provide services for
individual jobseekers.

Management structures and the role of social partners

e Management: A Governing Board of 3 members manages the UWV. The members of this board are
appointed by the Minister of Social Affairs and Employment.

e Supervision: The Minister of Social Affairs and Employment gives directions to the operations of UWV, in
the month of May, as a first step in the annual cycle of policy planning and implementation.

e Social partners: A tripartite advisory board (named Council for Employment and Income) operates to
second the Minister of Social Affairs and Employment in active labour market policies. It includes
representatives of the social partners and municipalities.

Financing mode

PES financing by source, Euro (million)
Expenditure (EUR million)

Change 2010-2011 (%)

2010 2011 (forecast)
Source of funding Total Operating ALMP Total Operating ALMP Total Operating ALMP
(%) Budget costs Budget costs Budget : costs
Total 832 574,1 258 752,3 494,3 258 -10% ? 14% £ 0%
(100%) (100%) (100%) i (100%) (100%) (100%) i
Social security 258 258 258 258
i il 0, 0, 0,
contributions (31%) (100%) (34%) (100%)
Government and 574,1 574,1 494,3 494,3
other public funding (69%) (69%) (66%) (100%)
<
Other EU Funding
EURES

PES own revenues
Other






Human resources

PES human resources. Date of observation: 2011

: Number of staff % directly servicing clients
Total 5010 87,2%
Head office 400 )
Regional offices N/A
Local offices N/A

Integration of employment services and benefit payments

Unemployment and related benefits:

e Unemployment Insurance (Ul) benefits are paid by UWV, while municipalities are responsible for
social assistance benefits for those who do not qualify for Ul benefits or whose entitlement to them
has expired.

Other social benefits:

e Incapacity benefits are paid by UWV. Municipalities are responsible for the provision of social
assistance benefits. Social assistance benefit recipients are obliged to register with UWV
Werkbedrijf, though Municipalities can set individual benefit claimants free of this obligation on
specific grounds. Through registration, these jobseekers become part of the basic services
(information and matching services) of the PES.

Clients/Customers

Jobseekers
Jobseeker clients are categorised into two main sub-groups:
e According to the labour market description/status. Within the total stock of non-registered jobseekers
a split is made between “still in employment” and “out of employment”. UVW uses the title ‘registered
non-employed jobseekers’, rather than ‘registered unemployed’ as per LFS definition. Furthermore,
basic descriptive categories, such as gender, age, occupation, duration of employment, and others
are recorded for all clients
e According to the PES service delivered. The second classification entails a distinction by type of
social benefit claimed (Ul, Social Assistance, Incapacity) and/or social-demographic categories
causing special concern (i.e. young people - and among those school drop-outs, young people with
disabilities -, non-employed jobseekers over 45, migrants from non-EU countries, disabled etc.).

Expected total inflow of clients into register in 2011: 678.000, of which 470.000 claimants of Ul-benefit,
188.000 claimants of Social Assistance benefits and 20.000 claiming no benefit.

Employers

UWYV does not target its services to specific groups of employers. However, services are to some extent
articulated according to business branches. In addition, special attention is paid to some categories of
employers. For instance, temporary work agencies are regarded as a special category of employers with
whom various forms of cooperation are developed.

Total number of vacancies filled in 2010: 105.000.

Other clients
N/A.





Types and methods of service provision

Services for jobseekers
e Individual services provided directly by UWV through face-to-face interviews to all registered
unemployed. But gradual shift from face-to-face to e-services via a “personal work-file” that is
created for all registered clients (Ul-claimants) on the internet-portal WERK.nl;
¢ Group information and coaching activities;
e Intensified reintegration services to Ul-benefit claimants at distance from the labour market (mainly

outsourcing the service delivery to private “reintegration firms”;

e Self-service provided on internet-portal “WERK.nl" (labour market information, job-search via jabb-
cancy and CV database, self-assessment, guidance, etc.);
e Reintegration services to workers who have been officially assessed ( by another division of UWV) _

as partially disabled.

Services for employers
UWV offers a range of services to employers:
e Self-service recruitment services (via WERK.nl) and, where required, active pre-selection of
candidates;
e Labour market information services;
o Facilities to help employers to transfer redundant employees to other (recruiting) employers;
e Support facilities to enable employers to hire jobseekers with disabilities.

Job vacancies and market share

Collecting information on job vacancies

Most vacancies are notified via the PES internet site (WERK.nl). Also vacancies can be directly notified to
the vacancy teams at the local employment offices. Unless employers make objections, many vacancies that
are directly notified to the local offices are also displayed on the PES website. Also, in order to develop an
“in-real-time” overview of the labour market as comprehensive as possible, internet-spider techniques are
under development. These techniques enable the recognition of vacancies that are communicated via
various internet channels.

Furthermore, visits to employers are a standard part of the activities of the vacancy teams at the local offices.
In addition, job fairs are organised every year and annual events covering all economic sectors are
organised in every local office in the Autumn.

Vacancies and referrals

2010: around 500,000 vacancies were notified to UWV (240,000 via the PES internet site, 260,000 via local
employment offices).

Just over 1.1 million job-referrals were made. An employment contract (often temporary) resulted from
105,000 of these.

Matching of supply and demand

The quantitative relationship between the supply of registered jobseekers and the registered demand of
notified vacancies (identifying shortages and surpluses) is continuously and systematically analysed on
various dimensions and breakdowns. Findings of the matching are used as input for the planning ofservice
interventions of various kinds (sometimes also vocational training projects).

Market share

It is difficult to say what share the 500.000 registered vacancies is of the total number of vacancies in the
labour market ; likewise it is difficult to say what share the 105.000 accounted fillings of registered vacancies
is of all filled vacancies in the labour market. What has been reliably observed is that, depending on stage of
the business cycle, between 250.000 and 350.000 registered non-employed jobseekers find a job each year





(first job often being a temporary job). More than 2 min new employment contracts come about each year for
jobs that will last for more than 3 months.

Active labour market policies

LMP Services

N/A. The LMP services as mentioned under category 1 of the Eurostat LMP database are delivered partly by
UWV-Werkbedrijf and partly by Municipalities (for claimants of social assistance benefits). But UWV-
Werkbedrijf also registers all clients of the Municipalities and delivers information and part of the job
matching services to them.

LMP Measures
N/A.

Cooperation/partnership

UWV's responsibilities in employment services are performed in cooperation with other actors, notably
Municipalities. To a large extent, active labour market policy in the Netherlands should be seen as a co-
production of UWV and Municipalities- the latter, through Municipal Social Services, providing work-related
services to claimants of social assistance benefits. Collaboration in local employment offices is to some
extent prescribed by law. “Employment squares” co-locate the local staff of UWV-Werkbedrijf and their
counterparts in Municipal Social Services. In addition, the current political credo is that larger Municipalities
(also representing the smaller ones) should have the leading role in organising active labour market policy at
regional level (national territory comprising around 30 such regions). At regional level a wide network of
relevant organisations, also including institutions for professional education and regional business
communities, should work together. A wide ranging collaboration has been shaped between public and
private employment services. The latter composed of two kinds that have only a very limited overlapping:
staffing businesses (temporary work agencies and the like) and firms to which re-integration services for
persons at distance of the labour market are outsourced.

Evaluation
No mention is made of evaluation.

Management logic and performance measurement

Planning process

The definition of the annual activity plan proceeds by an interactive process between the PES and the
Ministry of Employment and Social Affairs. Reference sources in the planning process are the previous year
annual report and the current performance reports sent to the ministry every 4 months. On the basis of the
national annual activity plan targets and objectives are articulated up to the level of the regional districts and
local offices.

Types of objectives and targets

- Applicable to 2011:A specific percentage of new claimants of Unemployment Insurance benefits
should exit the register towards employment within 3 months;

- On the basis of expected volumes of the stock of registered Ul-claimants targets are articulated for
the numbers of them those that should exit the register towards employment between 3-12 month of
unemployment and after 12 month of unemployment;

- A specific number of Ul-claimants on the register for more than 3 month should exit the register
towards vacancies successfully filled by UWV-WB;

- This year for the first time no longer a quantified target for the number of vacancies to be filled by
UWV-WB;

- 70% of vacancies in the total vacancy market should be accessible via WERK.nl;





- Various targets with regard to the numbers of disabled workers that should be placed in
employment;

- Also various targets for service procedures with regard to disabled workers (timeliness of established
participation plans, purchase of pathway-services from private re-integration firms, etc.);

- Rating to be obtained on the annual jobseeker client and employer client satisfaction surveys: 7
various performance targets with regard to administrative operations (not exceeding available
budget) and with regard to HRM (satisfaction score on staff satisfaction survey, volume of staff on
flexible contracts, volume of sickness absenteeism, etc.).

Monitoring

Defined performance targets are continuously monitored on both local and national level. Weekly, monthly,
and 4-monthly reporting. Also the developments in the register itself are continuously monitored (monthly
reporting).

Lean management
N/A.






COUNTRY FICHE: NORWAY

PES NAME: Norwegian Labour and Welfare Organisation (NAV)
Basic organisational model

Type of organisation/relation to government
Public agency under the supervision of the Labour Ministry.

Structure and organisational levels
e Central office;
e County offices;
e Municipal offices.

Management structures and the role of social partners

e Management: The Labour Ministry sends detailed instructions to the central office, which then forwards
instructions to county offices. County offices forward instructions to the local offices. PES are free to
allocate resources to different ALMP programmes.

e Supervision: The Labour Ministry receives detailed reports on management every 4 months. County and
municipal offices must regularly report to the central office on their activities.

e Social partners: Unions and employers are not involved in the management of PES, though they are
consulted on a range of relevant matters.

Financing model

PES financing by source, NOK (million)

Expenditure (NOK million) Change 2010-2011 (%)
T = 0,

2010 2011 (forecast)

Source of funding (%) : Total Operating ALMP Total Operating ALMP Total Operating ALMP
Budget costs Budget costs Budget costs

Total 16.700 9.500 7.200 17.100 9.800 7.300 2% 3% 1%
(100%) (100%)

Social security

contributions

Government and other 16.700 9.500 7.200 17.100 9.800 7.300

public funding (100%) (100%)

ESF

Other EU

Funding

EURES

PES own revenues

Other

Human resources

PES human resources. Date of observation: November 2010

i Number of staff % directly servicing clients
Total : 135066"] 43%
Head office 350 )
Regional offices 670 !
Local offices 8,450 69%

Note: NAV has other specialized units not mentioned in the table. This is why the sum of employees working in local, regional and central offices
does not add up to the stated total. 5,800 employees in the local offices service clients directly.





Integration of employment services and benefit payments

Unemployment and related benefits:
e The payment of unemployment benefits is fully integrated into NAV’s service provision.
Other social benefits:
e NAV is in charge of both the registration and the payment of rehabilitation allowances, disability
allowances and sickness benefits. Other social benefits are paid by Municipalities.

Clients/Customers

Jobseekers. Date of observation: February 2011

Jobseeker client groups Number %
Total 125.735

Out of work 77.374 62%
Partially out of work 32.114 26%
On ALMP 16.247 13%

A first distinction among jobseeker clients is made between those who are out of work, those who are
partially out of work and the ones who participate in ALMP programmes. Conventional socio-demographic
characteristics such as gender, age, disability, county and occupational history are applied for monitoring
purposes.

Employers. Date of observation: February 2011
Employer clients are categorised by the way they advertise their vacancies: vacancies published in various
media; vacancies reported to PES through internet facilities; vacancies reported to PES directly.

Employer client groups Numbers %
Total 30.301

Vacancies published in various media 14.895 49%
By employer to PES through internet facilities 13.287 : 44%
To PES directly 2.119 7%

Other clients

Other clients can be found among persons with health-related issues (i.e. sickness leave or rehabilitation),
who are offered rehab measures like skills assessment, counselling, and work experience. Supported
employment services are also available for this category of clients.

Types and methods of service provision

Services for jobseekers

e Free access to web-based job vacancies database, as well as a CV database in order to facilitate
matching and placement;

e Individual counselling services and guidance are offered to those unemployed who need this
approach;

e Job clubs are organised by both the PES and local training institutions in order to facilitate job-
search and matching;

e Skills assessment is available to both the disabled and the unemployed who need this kind of
service, in cooperation with local educational authorities.

Services for employers
e Vacancy advertisement and job placement services are available to the employers on the web and
at PES offices;





Job vacancies and market share

Collecting information on job vacancies

Vacancies are notified by employers in different ways: publications on various media, upload on the PES’
website, and direct notification to PES. Information is collected thanks to a regular contact (i.e. visits,
telephone interviews) with employers, but also through an organised service that checks different media and
registers vacancies into a common database.

Vacancies and referrals
Stock in February 2011: a total of 30.301 vacancies notified to NAV.

Matching of supply and demand

NAV regularly monitors mismatches between demand and supply of labour by delivering surveys to
employers, twice a year. These surveys are conducted both by PES county offices and private polling firms,
such as TNS-Gallup.

Market share

NAV’s market share in 2010 was estimated to be 32%.
Method: NAV calculates market share by recourse to the number of vacancies notified, in proportion to the total number of vacancies.

Active labour market policies

LMP Services

Name of service Brief description Delivery
Job clubs ]

Training

Guidance for vocational

rehabilitation

LMP Measures

Name of measure : Category : Brief description ¢ Delivery

Training Also work experience for the young.

Supported employment

Education

Disability employment services

Cooperation/partnership

External providers selected on the basis of public tenders are involved in the delivery of ALMPs. NAV
contracts all kinds of training programmes to external providers, such as training bodies or county education
authorities. ALMPs are delivered locally, thus cooperation is also organised at the local level.

Evaluation

Evaluation is commonly incorporated in the design of the ALMP programmes. Evaluation is part of the
process of testing of new programmes. The Labour Ministry supervises the implementation of the evaluation,
which is done by external research institutions.

Management logic and performance measurement

Planning process
Key objectives and targets are agreed according to performance indicators decided on an annual basis by
the NAV central office and the Ministry.

Types of objectives and targets
79 performance indicators have been adopted for 2011, inter alia: increasing productivity, increasing
customer satisfaction and implementing multi-channelling service strategies.





Monitoring
Progress on most indicators is monitored every 4 months. However, some indicators (not listed in the
questionnaire response) are monitored every month, and others still are monitored yearly.

Lean management
NAV implements Best Internal Practice and Continuing Improvement techniques to support the handling of
benefit claims.






COUNTRY FICHE: POLAND

PES NAaME: Polish Public Employment Service
Basic organisational model

Type of organisation/relation to government
Public law institution subject to the control of the Ministry of Labour and Social Policy.

Structure and organisational levels
e 16 Voivodeship Labour Offices (VLO);
e Approximately 350 Poviat Labour Offices (PLO).

Management structures and the role of social partners

e Management: the Minister of Labour coordinates the network of voivodeship and poviat labour offices,
each of them constituted as self-governing bodies with their own Director.

e Supervision: the Ministry of Labour and Social Policy sets the general labour market policy. An important
role is also played by the employment councils which act as advisory bodies.

e Social partners: unions and employers participate in advisory bodies, called ‘Employment Councils’, at all
levels of government. Moreover, local partnerships involving the social partners receive support from local
governments to carry out specific activities concerning employment promotion, activation of the
unemployed and prevention of unemployment.

Financing model

PES financing by source, PLN (million)

Expenditure (PLN million) Change 2010-2011 (%)
r = 0

2010 2011 (forecast)
Source of funding (%) Total Operating ALMP Total Operating ALMP Total Operating ALMP
Budget costs Budget costs Budget - costs
Total 12.234,5 | 2.424,6 6.536,4 | 8.720,6 2.347,4 3.235,1 | -29% -3% -51%
Social security contributions : (100%) (100%) (100%) : (100%) (100%) (100%)
Government and other N/A N/A
public funding
ESF
Other EU Funding
EURES
PES own revenues
Other

Note: Total budget does include also benefit expenditures: PLN 3.274 million in 2010 and PLN 3.138 million in 2011. PES is completely funded by
the Labour Fund and to a limited extent by the State Budget.

Human resources

PES human resources. Date of observation: February 2011

Number of staff % directly servicing clients
Total 23.841 36%
Regional offices (VLO) 3.407 23%
Local offices (PLO) 20.434 38%

Note: 7.968 employees in the local offices and 797 in regional offices are in charge of directly servicing clients.





Integration of employment services and benefit payments

Unemployment and related benefits:

Local PES offices are fully responsible for the registering, processing and payment of unemployment
benefits.

Other social benefits:

PES pay for scholarships for the unemployed and activation benefits for persons who took up a
remunerated job while holding the right to unemployment benefits;
Refund of the costs of childcare, or care for a dependent person, for unemployed single parents.

Clients/Customers

Jobseekers. Date of observation: January 2011

Jobseeker client groups Number ! %
Total 2.151.110 100%
Unemployed 2.104.986 97%
Employed jobseekers 46.124 3% '

Jobseekers are categorised in two main categories: the unemployed and employed jobseekers. Conventional
socio-demographic characteristics such as gender, age, work experience, by voivodeships, poviats and
municipalities, level of education, right to unemployment benefits, vulnerable groups (ex. the unemployed
below the age of 25), occupation and field of specialisation, form of activation.

Employers
PES in Poland do not gather statistical data concerning categories of employers.

Other clients

N/A.

Types and methods of service provision

Services for jobseekers

Job placement and matching services are provided to unemployed jobseekers by PES partners such
as job placement agencies;

Career information and guidance are available individually or through group sessions to all registered
unemployed;

Job clubs as well as training courses are useful to provide all jobseekers with assistance in active job-
search;

Training programmes are available to all unemployed persons registered with the PLOs and to all the
jobseekers who meet a number of requirements, but are provided by specialised training companies.

Services for employers

Services of job placement and career guidance are provided to all the employers who are in need of
support with recruitment;

Refund of: costs of the equipment for the workplace; social insurance contributions; costs incurred to
pay the unemployed who take part in public works; training costs for employees;

Vocational training and apprenticeships are made available to all individual employers and
cooperatives.





Job vacancies and market share

Collecting information on job vacancies

Job vacancies are collected directly from employers, through different channels (i.e. telephone contacts, e-
mails, traditional correspondence, etc.) which include visits and meetings organised at labour offices but also

job fairs and seminars.

Vacancies and referrals

The number of successfully filled vacancies in 2010 was 70.800 (46.54% of the total number of registered

unemployed).

Stock in January 2011: 46.600 vacancies.

Matching of supply and demand

Labour supply and demand are analysed on a regular basis by the VLOs and by the PLOs. Statistics are
produced on demand trends in different professions, in order to prepare offers of activities which may help
jobseekers to match effective labour demand and to define the scope of semi-annual and annual poviat,

voivodeship and national reports.

Market share

The Polish PES estimated market share in terms of filled vacancies in 2010 was between 20 and 30%.

Active labour market policies

LMP Services

Name of service

. Brief description

. Delivery

Job placement

Job placement consists in helping the unemployed and jobseekers in acquiring appropriate
employment and helping the employers in acquiring employees with the expected professional
qualifications.

Career
information and
guidance

Assisting the unemployed and jobseekers in selecting a suitable profession and work place.

Assistance in
active job seeking

Assistance in active job seeking consists in preparing the unemployed and jobseekers for a more
efficient searching and taking up of employment.

Organisation of
training courses

The aim of training of unemployed persons is to enhance their professional qualifications and other
qualifications which improve their chances to find an employment, other remunerated job or
business activity.

PLO, VLO,
Private agencies

PLO and VLO

PLO, VLO,
training
institutions






LMP Measures

Name of measure Category Brief description Delivery
Financing of the cost of travel 2 Refund of the costs of travelling from the place of residence to the place PLO

to the place of work, of employment or other remunerated job, or during the period of

apprenticeship, vocational apprenticeship, vocational preparation for adults, the classes in career

preparation for adults, classes guidance or assistance in active job seeking from the Labour Fund for the

in career guidance or period of 12 months.

assistance in active job

seeking.

Financing of the cost of 4 Refund the costs of accommodation from the Labour Fund, for a period PES
accommodation at the place of 12 months.

of work for the person who
was employed or took up
other remunerated job,
apprenticeship or vocational
preparation for adults outside
the permanent place of

residence.

Financing of the work place 5 1) Refund to the employer the costs of standard and additional PES
equipment, starting of equipment needed to hire a referred unemployed;

business activity, costs of 2) Grant the unemployed a one-off payment for the start of his/her

legal advice, consultation and business activity.

advisory services.

Reimbursement of costs 5 One-off refund of the costs incurred to pay social insurance contributions PES
incurred for social insurance to hire a referred unemployed person.
contributions paid to hire a
referred unemployed person
Financing of activation 4 The unemployed who is entitled to an unemployment benefit can also PLO
benefits receive an activation benefit, if:

1. as a result of referral by the PLO, he/she took up a part-time job in a
given profession of service and receives a salary that is lower than the
minimum level of remuneration,

2. he/she took up employment or other remunerated job out of his/her

own initiative.
Financing of costs of travel of : 4 Financing of the costs of an organised travel of the unemployed or PLO
the unemployed and jobseekers, referred by the PLO to participate in job fairs and exchanges,
jobseekers to job fairs and organised in a different poviat by the VLO as part of the job placement
exchanges organised by the service

Voivodeship Labour Office.

Cooperation/partnership

External providers can be found among Voluntary Labour Corps, private employment agencies, training
institutions, social dialogue and local partnership institutions. They might be asked, by either the VLOs or the
PLOs, to implement some labour market services and instruments, such as training services and all the
specific tasks related to these.

Evaluation

Evaluation, since the 1990s, is incorporated in the design of the ALMP programmes. A specific computer
programme monitors periodically the PES results, according to qualitative and quantitative indicators. Apart
from the general indicators, there are also a number of detailed indicators depending on the type of priority.

Management logic and performance measurement

Planning process

Key objectives and targets are laid down in the National Action Plan for Employment (KPDZ), which is defined
by the Inter-Ministerial Team for National Action Plan for Employment. The KPDZ projects agreed by the
Team are available on the Ministry of Labour and Social Policy’s website.

Types of objectives and targets
For main priority areas for 2011:
e Increase in activity rates;





o A more flexible and efficient labour market;
e Improvement of active labour market policies;
e Mitigation of the effects of the economic crisis and re-launch of the labour market and the economy.

Monitoring
The monitoring of progress against quantitative six-monthly and annual targets set in the National Action Plan

for Employment is performed by the Ministry of Labour. An annual implementation report is to be presented to
Parliament. Periodical KPDZ implementation reports also receive the opinion of the national Employment
Council.

Lean management
N/A






COUNTRY FICHE: PORTUGAL

PES NAME: The Employment and Vocational Training Institute (IEFP)
Basic organisational model

Type of organisation/relation to government
IEFP is a free-of-charge public service with a tripartite management and decentralised structures, which
depends financially and administratively from the Central Services.

Structure and organisational levels

e The Central Services give technical, administrative and financial support to the regional delegations,
draw up technical instruments and guidelines to steer the activities of Job Centres and of Vocational
Training Centres, ensure the institutional unity and coherence of the management of IEFP's various
levels, set up mechanisms to monitor activities and assist in the circulation of information;

e The 5 Regional Delegations support and monitor the work of local executive bodies and also ensure the
adequate development of active employment measures;

e The 86 Job Centres take care of the matching between demand and supply of labour, collect and
disseminate information on local labour markets, providing integrated and personalised services to both
jobseekers and employers, support the implementation of job creation and training programmes;

e 58 Vocational Training Centres (31 of which directly managed by IEFP), one Vocational Rehabilitation
Centre, 8 Centres of Support to Business Start-Ups.

Management structures and the role of social partners

e Management: IEFP is managed by a Board of Directors and a Supervisory Committee.

e Supervision: IEFP is supervised by the Ministry of Economy and Employment (Decree-Law nr. 86-A/2011,
of 12 July 2011).

e Social partners: The Board of Directors comprises 8 representatives from the Public Administration, 4
representatives from trade union confederations and 4 representatives from employer confederations. The
Supervisory Committee is made up of 1 chairman and 4 members, representing the Minister of Finance,
the Minister of Labour and Social Solidarity, the trade union confederations and the employer
confederations. Tripartite Advisory Councils were created in each region.

Financing model

PES financing by source, Euro (million)

Expenditure (EUR million)
Change 2010-2011 (%)
2010 2011 (forecast)
. Total Operating Total Operating Total Operating
f f %
Source of funding (%) Budget costs ALMP Budget costs ALMP Budget costs ALMP
1.130,8 315,6 806,0 1017,1 299,2 699,2 -10% -5% -13%
Total (100%) (100%) (100%) - (100%) (100%) (100%)
) ) o 627,3 535,4
Social security contributions (55,5%) (52,6%)
Government and other public funding
459,7 458,0
ESF (40,7%) (45,0%)
Other EU Funding
EURES
PES own revenues
43,7 23,7
Other (3.9%) (2.4%)

Note: ESF may include other EU funding.





Human resources

PES human resources. Date of observation: June 2010

: Number of staff % directly servicing clients
Total ; 3.624 : 20%
Central Services 476 0%
Regional Delegations 335 0%
Job Centres 1.576 30%
Vocational Training Centres 1.237 20%

Note: There are 721 employees directly servicing clients (244 working in the Vocational Training Centres, and 477 working in the Job Centres).

Integration of employment services and benefit payments

Unemployment and related benefits:

e |EFP is not responsible for the payment of unemployment benefits. This is the responsibility of Social
Insurance Institute. All recipients of unemployment benefits are obliged to register with the IEFP and there
is a routine contact with all recipients for the purposes of payment. The beneficiaries of unemployment
benefits are required to follow their personal employment plans, show up once every two weeks at the IEFP
offices, actively look for and accept suitable jobs.

Other social benefits:

e |EFP does not deal with the payment/management of other social benefits, but undertakes initial
registration and on-going monitoring of continued eligibility only for those who have the capacity and
availability to work.

Clients/Customers

Jobseekers. Date of observation: December 2010

Jobseeker client groups Number %
Total 631.514 100%
Registered unemployed 541.840 86%
Employed jobseekers 48.812 8%
Occupied 24.327 4%
Unavailable 16.535 3%

Breakdowns typically used for monitoring purposes include: gender; age; duration of unemployment; disability;
level of education (but not ethnicity).

Employers

IEFP collects several data on employer clients: name, address, sector of activity, legal form, number of
workers, business start date, licence number and if it belongs to any employer organization or to any
multinational group.

Date of observation: March 2011

Employer client groups Numbers %
Employer entities with applications to LMAP 17.045 100%
Agriculture, hunting, fishing and related service activities 172 1%
Industry, energy, water and construction 2.045 12%
Services 14.828 87%
Employer entities with registered vacancies in Job Centres 40.964 100%
Agriculture, hunting and related service activities 1.180 3%
Industry, energy, water and construction 12.218 30%
Services 27.566 67%

Note: this represents the employer entities that had contact with IEFP for these purposes during 2010.





Types and methods of service provision

Services for jobseekers

e Basic information on the services provided by PES and the active labour market policies available;

o (Re)registration as an applicant (to a job/to training);

e Confirmation of the biweekly visit for benefit recipients under the follow-up and control measures developed
by the Job Centres;

e Jobseeker profiling;

e Matching between jobseekers and vacancies, including EURES and third-country vacancies;

o Definition of personal employment plans and subsequent interventions;

e Vocational guidance;

e Presentation and referral of jobseekers to employers;

o Referral to active labour market policies, vocational training or skills recognition, validation and certification
system;

e Vocational training (in all the 31 directly managed Vocational Training Centres);

e Registration and submission of unemployment benefit applications.

Services for employers

e Web-based job vacancy and CV database;

e Recruitment through the database and face-to-face interviews;

e Selection of candidates through face-to-face interviews in Job Centres, mostly to the benefit of large
employers.

Job vacancies and market share

Collecting information on job vacancies

In Portugal it is not mandatory for employers to notify job vacancies. Job Centres seek out information and
contact employers directly, but also rely on employers to volunteer information themselves. The information
collected can either come from direct visits to employers or telephone contacts, or come from direct visits from
employers to Job Centres, or from the use of the IEFP web-based job-vacancy and CV database
(Netemprego).

Vacancies and referrals
2010: total of 6.556 vacancies of which 3.274 were successfully filled by IEFP.

Matching of supply and demand
No regular monitoring is carried out on the characteristics of current vacancies compared to the requirements
and capacity of current jobseekers.

Market share
No information was provided on market share.





Active labour market policies

LMP Services

Name of service

| Brief description

| Delivery

Employment Support to young and adult unemployed in the definition or development of his/her Non-profit public or private
Offices (GIP) (re)insertion into the labour market. It may include professional information, job entities (local authorities,
search techniques, information on job and vocational training opportunities, collection secondary schools, worker and
and dissemination of job offers, etc. employer organisations, private
social solidarity Institutions,
development and migrants
associations).
Job Centres.
Personal Plan agreed by the Job Centre and a client, detailing the necessary steps for his/her

Employment Plan
(PPE)

reintegration into the labour market. It may include: a) personal development actions
like the promotion of self-esteem and motivation and the development of personal
and social skills; b) skills recognition and vocational training; c) support with job
search and entrepreneurship. The subscription of a PPE is mandatory for benefit
recipients as a proof of active job search.

Psychological

Psycho-pedagogical support to trainees through personal interviews or group

Vocational Training Centres.

support sessions.
Selection Face-to-face interviews, especially for large recruitments. Central Services and Job
| Centres.
LMP Measures
Name of measure Category | Brief description Delivery
Vocational Training | 2 IEFP, IP offers (to employed and unemployed jobseekers), in its 31 directly 31 directly managed
managed Vocational Training Centres: Vocational Training
® Different possibilities of simultaneously obtaining a vocational and school Centres.
progression, depending on factors such as age and current school qualification,
namely:
—  The Apprenticeship Training System;
—  Education and Training for Young People and Adults;
—  Modular Training (a form of flexible training which promotes double
certification, organised and developed based on short term training units —
25/ 50 hours).
® Recognition, validation and certification of competences (RVCC), deriving from
different life and work contexts, and also integration in training paths to promote
school and professional qualifications obtained.
Traineeships 2 9 months traineeships, not extendable, within private bodies designed to develop Private or no-profit
the candidate's employability, improving the insertion or professional reconversion entities.
of the unemployed and facilitating their rapid return to work.
Financial support 2 Less than 1200 hours of training with a view to improve the unemployed Certified training
to training jobseekers or worker's employability by attending continuing vocational training, providers.
safeguarding the normal functioning of the enterprise deemed necessary to
maintain employment and/or reintegration.
Employment 4 Support to activities of social interest that meet local and regional needs by Private no-profit
insertion contract unemployment benefit recipients under projects promoted by private or non-profit entities and
legal entities for a maximum period of 12 months. municipalities.
Life-employment 5 Programme for ex-drug addicts who have difficulties in accessing employment and No-profit
programme career progression. certified training
providers.
Support to 7 Start-up aid to job creating enterprises that help improve local economies and Financial institutions.
business start-ups support to self-employment of unemployment benefits recipients.

Cooperation/partnership

IEFP works in partnership with a wide range of organisations in the delivery of ALMPs: the jointly managed
Vocational Training Centres, trade unions and employer associations, the Social Solidarity Institute, local

development associations, vocational schools, private social solidarity institutions, local authorities.

Evaluation

No recourse is made to evaluation studies in order to improve the design of programmes.





Management logic and performance measurement

Planning process

The IEFP agrees with the Ministry of Labour and Social Solidarity a Framework for Assessment and
Accountability and assumes it as part of its mission. This document sets out the main objectives and targets for
the PES in strategic areas, which are then taken up by Regional Delegations and Job Centres.

Types of objectives and targets
Three kinds of objectives:
o Effectiveness:
0 Integration of unemployed people in the labour market: 84.664 people;
0 Integration of young and adult unemployed people in active labour market policies, vocational
training and in skills recognition, validation and certification processes: 177.479 people;
o0 Job vacancies: 100.800;
0 Placements: 59.107.
o Efficiency: decrease in the time of examination of the applications to active labour market policies — 28
consecutive days;
e Quality: qualify the information personnel with training sessions on the new IEFP functioning model — at
least 50% of the human resources in Job Centres.

Monitoring

As all civil service departments and agencies, IEFP has a monitoring system to evaluate performance on a
yearly basis. Assessment of performance is carried out through a quarterly monitoring system that allows the
redefinition of the initial objectives and targets to better evaluate the on-going activities carried out during that
period.

Lean management
No lean management procedures are implemented by IEFP.






COUNTRY FICHE: SLOVAKIA

PES NAME: COLSAF
Basic organisational model

Type of organisation/relation to government
Public law institution subject to the supervision of the Ministry of Labour, Social Affairs and the Family.

Structure and organisational levels
e Representative of the executive power (Ministry of Labour);
e Central office of labour, social affairs and family;
e Local labour offices.

Management structures and the role of social partners

e Management: Both central and labour offices have a multi-level management. The central office is
managed by the Director General and Head of Staff Office. Each labour office has its own Director.

e Supervision: The Ministry of Labour, Social Affairs and Family supervises the activity of both the central
office and the labour offices.

e Social partners: There are no tripartite bodies involved in the management of COLAF.
Financing model

PES financing by source, Euro (thousands)

| Expenditure (EUR thousands)
: Change 2010-2011 (%)

2010 2011 (forecast)

Source of funding (%) : Total Operating ALMP Total Operating ALMP Total Operating ALMP
Budget costs Budget costs Budget @ costs

Total 203.165 199.728 92.299 35.360 { -55% -82,3%
(100%) (100%) (100%) (100%)

Social security

contributions

Government and other 93.938 65.672

public funding (46,2%) (71,2%)

ESF 92.651 22.633

(45.,6%) o (245%)

Other EU

Funding

EURES

PES own revenues

Other 16.576 3.994
(8,2%) (4,3%)

Note: ‘Other’ includes: border cooperation, match funding for ESF, extra-budgetary sources of domestic and foreign extra-budgetary
resources.

Human resources

PES human resources

Number of staff % directly servicing clients
Total 2332
Central office 44,5 N/A
Labour offices 22875 N/A

Note: COLSAF does not register the number of employees directly servicing clients.





Integration of employment services and benefit payments

Unemployment and related benefits
e The Slovak PES is not responsible for the provision of unemployment benefits, which is entrusted to the
Social Insurance Agency.

Other social benefits
e COLSAF is not involved in the provision of any social benefit.

Clients/Customers

Jobseekers
Number %

Jobseeker client groups
Total 384.465 100%
Women 182.038 47,5 %
Disabled 11.218 29%
Juveniles (after compulsory school attendance from 16 to 18) 3.902 1%
Graduates of high schools and universities 31.013 8,1%
Long-term unemployed 184.694 48,4%

Jobseekers are grouped into 5 main categories: women, the disabled, the young (after compulsory school
attendance from 16 to 18), people with degrees (high-school or university) and the long-term unemployed.
Conventional socio-demographic characteristics, such as gender, age, duration of unemployment and
disability, are recorded for all clients.

Employers
N/A.

Other clients
e Students are offered specialised career counselling and orientation;
e COLSAF offers specific services for job-changers.

Types and methods of service provision

Services for jobseekers

e Financial support for young jobseekers (up to 25 years of age) registered with the PES participating
in training courses;

e Individual counselling, psychological counselling, and individual action plans are available to all
registered clients;

e Specific support for the employment of disabled persons;

e Refund of travel expenses for those attending a job interview or a selection;

e Education and training courses are available for every registered jobseeker who needs to update his
or her skills.





Services for employers
e Training courses are offered to employers who need to update the skills of their employees;
e Help to maintain jobs for specific kinds of employees is available to all employers who face
difficulties in keeping their staff;
e Reimbursement of travel expenses for employees’ home-work trips is provided to all employers;
e Support for employers who employ disabled workers.

Job vacancies and market share

Collecting information on job vacancies

Job vacancies are collected directly from employers, through different channels (i.e. telephone contacts,
emails, traditional correspondence, websites, adverts), which also include visits and meetings with PES
officials.

Vacancies and referrals
The number of vacancies registered as of 31 March 2011 was 8.760. There is no track record of the number
of referrals and filled positions.

Matching of supply and demand
Matching of supply and demand is not monitored. A new monitoring system is currently being implemented.

Market share
N/A.

Active labour market policies

LMP Services

Name of service Brief description Delivery
Refund of travel expenses for jobseekers who have to attend a job Labour Market Services Transfers to individuals; refunds.
interview or selection process.

Contribution for commuting to work. Labour Market Services Transfers to individuals; refunds.

Payment of expenses for meals, accommodation and travel related to Individual Services Transfers to individuals; refunds.
participation in professional consultancy services.

LMP Measures

Name of measure Category : Brief description i Delivery
Education and training 2 Education Transfers to individuals; lump sums.
Incentives for the job-insertion of 4 Incentives to employment | Transfers to employers; regular cash payments.

disadvantaged jobseekers

Incentives to keeping the jobs of 5 Integration of the disabled : Transfers to employers; regular cash payments.
low-paid employees

Incentives to avert lay-offs 6 Direct job creation Transfers to employers; regular cash payments.
Contribution for training courses 6 Direct job creation Transfers to employers; regular cash payments
Contribution to municipal 6 Direct job creation Transfers to individuals; regular cash payments

activation services

Cooperation/partnership

The Slovak PES, through its central office, cooperates with private employment services in order to provide a
better response to clients’ needs. Both public and private organisations are involved in the provision of
consulting/training services as well as the organisation of thematic workshops and conferences.





Evaluation

Evaluation is incorporated in the design of ALMP programmes and is provided, with half-yearly and yearly
intervals, by the central office. The characteristics of measures according to territorial scope, time horizon
and source of funding are analysed. The Department of Informatics and Statistics is provided with monitoring
data on a monthly basis; the Ministry of Labour, Social Affairs and the Family is also informed of the results,
so as to make informed proposals on new ALMP measures.

Management logic and performance measurement

Planning process
Planning is based on the results of the monitoring and evaluation of specific data. In order to support the
process, these figures are checked and analysed by different departments within COLSAF.

Types of objectives and targets
The two main priority areas for 2011 are:
e Reducing long-term unemployment;
e Improving the provision of PES services to people who are hard to place;

Monitoring
The monitoring of COLSAF'’s tasks is constant, and is carried out on the basis of a specific benchmarking.
Two main criteria are used to measure and monitor PES performance:

e The number of appeals against decisions of labour offices;

e The percentage of employed jobseekers in a certain period.

Lean management
N/A.






COUNTRY FICHE: SLOVENIA

PES NAME: The Employment Service of Slovenia (ESS)
Basic organisational model

Type of organisation/relation to government

Independent legal entity whose main activities and tasks are laid down in the national legislation and national
development documents. Annual tasks are elaborated within the ESS annual plans in close cooperation with
the Ministry of Labour. The financing of the ESS activities as well as active and passive employment policies
are within the Competence of the Ministry of Labour.

Structure and organisational levels
e Central office; in charge of ensuring a uniform support (legal, IT, finance and accounting, personnel,
etc.) for the execution of procedures deriving from the ESS main activities for clients;
e 12 regional offices; responsible for monitoring of employment and unemployment trends. As well as
the implementation of services and labour market programmes;
e 59 local offices; provide clients with a range of specific services, employment programmes and
unemployment benefits payment.

Management structures and the role of social partners

e Management: the ESS is managed and steered by the Administrative Board (the ESS Council) and the
Director General. The Director General is appointed by the Government.

e Supervision: the EES is, as national laws, prescribe, accountable to the Ministry of Labour; the latter
supervises the ESS performance on the basis of Annual Agreements, which define financial resources
allocation according to the ESS annual plans.

e Social partners: the ESS Council consists of 13 members, representing the employers and the trade
unions (3 members each), the government (6 members) and the ESS works council (1 member).

Financing model

PES financing by source, Euro (million)

Expenditure (EUR million)
— Change 2010-2011 (%)
2010 2011 (interim, March 2011)
Source of funding (%) : Total Operating ALMP Total Operating | ALMP Total Operating : ALMP
Budget costs Budget costs Budget costs
Total 428,5 36,6 143,9 341,6 37,0 89,5 -20% 1% -38%
(100%) (100%) (100%) (100%) (100%) (100%)
Social security
contributions
Government and other 371,3 32,0 91,3 285,5 30,4 39,9
public funding (86,7%) (87,5%) (63,5%) (83,6%) (82,1%) (44,5%)
ESF 55,9 34 526 . 557 6,2 495
(13,0%) (9,2%) (36,5%) (16,3%) (16,7%) (55,4%)
Other EU
Funding
EURES
PES own revenues 1,2 1,2 0,4 0,4
(0,3%) (3,3%) (0,1%) (1,1%)
Other

Note: Government and other public funding include the costs of unemployment benefits, the national scholarship scheme ( the part still carried-
out by the ESS) and the administration of Rehabilitation Assessment Commissions for the disabled and related costs. The sources of funding of the
ALMPs are the national budget and European Social Fund. Public works programmes are co-financed by municipalities as well. ALMP total figure
includes anti-crisis measures (STWA and Subsidizing temporary lay-offs in companies): EUR 28,7 million for 2010 and EUR 5,9 million in 2011.
Since the anti-crisis measures are running out in 2011, the ALMP budget for 2011 is not directly comparable with the one in 2010. ESF operational
costs are resources for, so called, institutional capacity building project that are — in accordance with National Operational Programme for HR
development — co-financed by the ESF. PES own revenues for 2010 includes also EUR 0,7 million from extra transfer of real assets from the
Government. The figures for 2011 are to be considered as interim items since the re-construction of national budget has been announced and
recently (July, 2011) prepared in order to be approved by the Parliament.





Human resources

PES human resources

: Number of staff % directly servicing clients
Total : 987 : 70%
Head office 296 20%
Regional/Local offices 691 | 92%

Note: There are 693 employees (30 working in the Head Office and 663 working the regional/local offices) directly servicing clients.

Local offices are integrated into regional offices; regional offices are responsible for work organisation and staff allocation; in practice it means that
many employees are working in more than 1 local office or they work partly at both levels, etc. Therefore it is difficult to present separate staff
figures for Regional Offices and Local Offices.

Integration of employment services and benefit payments

Unemployment and related benefits:

e The national unemployment insurance scheme is fully integrated into ESS service provision. The ESS
processes and decides upon unemployment benefit claims according to the eligibility criteria stated in
the law. The ESS is responsible for monitoring the benefit recipients’ job-search activities and to apply
sanctions if they are unwilling to take up a job or participate in ALMPs. Benefit recipients are provided
with information and counselling services as well other services targeting unemployed jobseekers.

Other social benefits:

e The social assistance and incapacity benefit recipients, if unemployed and capable to take up a job,
receive the ESS support and services as any other unemployed jobseeker and have the same
obligations with regards to the status of unemployed. The ESS has to exchange data on individuals in
both groups with Social Welfare Centres and with the National Pension and Disability Institute,
respectively. If the unemployed recipient is erased from the unemployment register for violating his/her
obligations, the respective institution applies the sanctions according to its own regulations.

Clients/Customers

Jobseekers. Date of observation: December 2010 and January 2011

Number %

Jobseeker client groups

Total

Registered unemployed person (December 2010) 110.021 T T 100%
- Unemployment Benefit recipients 34.623 31%
- Social Assistance Benefit recipients 35.346 32%
- Incapacity Benefit recipients (partly-disabled) 792 1%
- Persons without benefits 39.260 36%

Job-seekers threaten with unemployment 57

(workers in the redundancy process, workers with temporarily job contract)

(registered with the ESS as of January 2011)

Other job-seekers (e.g. job-changers) 137

(registered with the ESS as of January 2011)

Further breakdowns are typically applied to monitor unemployed persons: gender; age; duration of
unemployment; disability; level and field of completed education; qualifications obtained; length of previous
working experience; reasons for unemployment; geographic areas; citizenship, etc. Data on unemployed and
jobseekers are collected in the data-warehouses. According to national legislation on the personal data
protection, the ESS is not allowed to record the ethnicity of its clients.

Employers

ESS does not target its services to specific groups of employers (for instance by size, sector, branch).
However, special attention is paid to big employers. The central office coordinates all activities involving this
particular target of clients, such as large-scale recruitment services or rapid response mechanisms in case of
planned redundancies. Regional and local offices pay visits to companies on a regular basis in order to
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improve mutual cooperation. Staff in regional/local offices are in charge of providing job-mediation services
according to the employers’ needs, with a special attention for SMEs which usually require more intensive
support. Regional and local job and career fairs are organised in close cooperation with employers and their
associations. A range of activities, such as information seminars with local and regional employers’
organisations, the active participation at workshops and conferences organised by employers’ organisations,
and a yearly employers’ satisfaction survey, are, among others, used to get the employers’ feedback on the
ESS services.

Other clients
e Students;
e Adults (inactive and employed).

Types and methods of service provision

Services for jobseekers

e General information on ESS service provision and on unemployment insurance is available to all
clients on the internet, in the ESS local offices, the ESS Vocational information and counselling
centres (VICC) and via the ESS Call centre (phone, e-mail);

e Job brokering and job search support are available to everyone on-line; registered unemployed and
employees at risk of unemployment are included in active mediation services provided by staff in local
offices;

e Individual action plan is elaborated with the ESS advisers for all clients, in-depth counselling is offered
to those who need more support for activation (e.g. low-skilled, disabled, long-term unemployed,
elderly);

e Workshops and seminars are run to enhance job search skills, improve career management; intensive
job-coaching is carried-out (job-clubs) for registered unemployed persons and people at risk of
becoming unemployed.

Services for employers

e Information on ESS service provision, active labour market programmes and labour market trends is
provided to all employers on the internet, by the contact centre (phone or e-mail), by local offices and
by EURES advisers;

e Job vacancies notification is ensured via internet and in local offices. JV are published on the Internet
and included in the interactive job-mediation on-line tools. Active mediation methods between
employers and registered job-seekers are provided by local offices, and in case of European wide
recruitment needs, by Eures advisors, Preventative services such as rapid response mechanisms are
put in place in order to facilitate the re-employment of redundant workers;

e Information seminars and meetings with employers are carried out at various levels (from central to
local) in order to favour the flow of relevant information on the ESS services and ensure cooperation.
Special attention is paid to the promotion of labour market programmes that include different financial
incentives for employers (on-the-job training, wage-subsidies for vulnerable groups, etc.).

Job vacancies and market share

Collecting information on job vacancies

The notification of job vacancies is mandatory in Slovenia. The ESS maintains a national vacancy database,
which, among all other relevant information, includes the information on how long each vacancy is open for
applications. The national vacancy database is therefore a unique data source for calculating the total number
of job vacancies and to extract the share of those for which the employers ask for the ESS active mediation.
At the same time it is used to monitor the amount and structure of labour demand and to identify short-term
labour market trends.





Vacancies and referrals
2010: total of 174.613 vacancies were natified, of which 65.920 are the ones for which employers asked for
the ESS active mediation services.

Matching of supply and demand

The ESS main data sources for identification of short-term labour market mismatches are unemployment
records and national job vacancies data-base. The mismatches are observed regularly at national and regional
levels. On the request of external customers (e.g. schools, governmental bodies, media, professional
associations), we often prepare information on the specific dimensions of LM mismatches.

Market share
Thanks to the legal obligation to notify vacancies, the ESS keeps accurate and reliable data regarding market
share. In 2010, the ratio between ESS recorded vacancies and the total number of job vacancies was 38%.

Active labour market policies

LMP Services

Name of service Brief description Delivery

Job clubs Information, counselling, coaching ESS, training
providers.

Vocational information and counselling centres Information , counselling ESS.

(VICC)

Medical counselling In-depth work abilities assessment ESS, medical
counsellors.

General guidance and information for Information , counselling ESS.

unemployed people

Help in career planning and job-search Information, general and in-depth counselling ESS.

Other PES activities Registration, individual action plans, information, mediation, ESS

counselling sessions
Inclusion of unemployed persons in Information, counselling, job-search support, coaching Training providers
development projects

LMP Measures

Name of measure : Category : Brief description . Delivery
“Project learning for younger adults - 2 ESS, external
(PLYA) providers.
Development and training 2 Education, training of social skills, coaching ESS, training providers.
programmes
"'Or'i'-th'é-j(')"b t'fain"ingm 2 On-the-job training ESS, profit and no-
profit organisations.
‘Work trials 2 Work trials ESS, non-profit
organisations
Training for independent living 2 Training of basic skills ESS, training providers
(basic literacy and social skills)
National vocational qualifications 2 Training, certification of professional skills (within national ESS, providers
certificate system) approved by the state.
"'Tr'é'\ini'hg 'for'feni"pof'ary' Iai}-oﬁs ('é'nt'i"- 2 Training for employed people ESS, training providers
crisis measure)
Training to enhance employability 2 Training for employed people ESS, training providers
Employment of the older and 2 Wage-subsidised programmes ESS, profit and non-
younger unemployed profit organisations
“““ é‘dbb‘&f‘ia"fH‘é"‘é’h&‘ﬁi‘c‘syfﬁé’ﬁf‘af”iéﬁéi” 4 Wage —subsidised programmes ESS, profit and non-
term unemployed women profit organisations
Support to the employment of long- 4 Wage —subsidised programmes ESS, profit and non-
term unemployed persons/ benefit profit organisations
recipients
“Promotion of part-time employment - 4 Wage —subsidised programmes ESS, profit and non-
profit organisations
""b‘dﬁii‘é"W&‘fk‘é“‘(&)ﬂiH‘é“rasié‘aL‘) """"""""""""" 6 Wage —subsidised programmes ESS, non-profit
organisations
Employment in care services 6 Wage —subsidised programmes ESS, non-profit
organisations
Subsidies and counselling for self- 7 Subsidies and advice for business start-ups ESS, external providers
employment






Cooperation/partnership

The ESS is responsible for all aspects of organisation and administration of labour market programmes
delivery, which are defined by the Ministry of Labour. The external providers for counselling/training type of
programmes are selected on the basis of public tenders. The job-wage-subsidy/job-training type of
programmes could be meant for profit organisations (companies), or non-profit organisations (like
municipalities, sheltered workshops, NGOs, public institutions etc.) or both. Both types of organisation can be
involved on the basis of either public invitation or public tender procedure; which procedure should be applied
depends on the programme scheme and on the national regulations. The formal basis for an external provider
or employer to be engaged in the LMP delivery is a contract with the ESS. More intensive forms of counselling
programmes and workshops (in terms of duration and complexity) are provided on the contractual basis in
order to supplement the ESS usual information and counselling services.

Evaluation

External evaluations are not incorporated in the implementation design of the ALMP programmes for which the
ESS is accountable. The ESS prepares detailed and various reports on the programmes’ implementation
aspects (descriptive statistics and evaluations) for the Ministry of labour, the ESS Council and other
supervisory institutions (National Court of Audit, Ministry of Finance) External in-depth evaluations are within
the competences of the Ministry of Labour.

Management logic and performance measurement

Planning process

The main objectives and targets are laid down in the ESS annual plans. Based on the guidelines of Ministry of
Labour, Family and Social Affairs and national labour market policy objectives, the ESS management, in close
cooperation with Regional Offices, puts forth proposals of annual operational objectives and targets. Regional
offices define their own targets and activities which contribute to the achievement of annual operational
objectives and targets. The ESS annual plan must be confirmed by Ministry of Labour and the ESS Council.
The Regional Offices prepare their own annual plans taking into account regional priorities.

Types of objectives and targets

Objectives for 2011 cover four main areas of activity:

e Timely activation and job-insertion of the unemployed;

e Improvement of the efficiency of referral of unemployed people;

e Improvement of the efficiency of ALMPS;

o Promotion of the ESS as a central institution of life-long career guidance.

Objectives are additionally described by quantitative targets (main indicators) which are further elaborated in
the form of sub-targets (sub-indicators) covering different areas of the ESS activities.

Monitoring

The statistical follow-up on quantitative targets is carried out on a monthly basis and is available on Intranet.
Performance against targets is regularly monitored, communicated and discussed (at least each quarter)
during meetings at central, regional and local levels.

Lean management
No mention is made of recourse to lean management processes and procedures.






COUNTRY FICHE: SPAIN

PES NAME: The National Public Employment Service (SEPE)
Basic organisational model

Type of organisation/relation to government

Autonomous organisation under the Ministry of Labour and Immigration, through the Secretary of State for
Employment. It has its own independent legal status within the National Civil Service, full capacity to act to
fulfil its duties, its own capital assets and liquid assets and management autonomy.

Structure and organisational levels
e Central structure: General Council, Central Executive Committee, Directorate General.
e Peripheral structures: Provincial Directorates and Benefits Offices.

Management structures and the role of social partners

e Management: the management of the public employment services is decentralised, with the exception of
the autonomous cities of Ceuta and Melilla. SEPE must promote the development of the National
Employment System in cooperation with the Autonomous Communities’ public employment services,
paying special attention to coordinating active employment policies.

e Supervision: an Audit Office is assigned to the Directorate General by the Comptroller and Auditor General
of the National Civil Service.

e Social partners: SEPE consults with social partners on the Annual Work Programme of the National
Employment System and on plans for implementing the European Employment Strategy, guaranteeing
joint evaluation and monitoring.

Financing model

PES financing by source, Euro (million)

Expenditure (EUR million)
Change 2010-2011 (%)
2010 2011 (forecast)
Source of funding (%) : Total Operating "ALMP  { Total Operating ALMP Total Operating ALMP
Budget costs Budget costs Budget | costs
Total 37.716,6 ~ 4954 37.221,2 _ 37.947,7 _ 4508 37.496,9 1% -10% 1%
(100%) (100%) (100%) (100%) (100%) (100%)
Social security S
contributions
Government and other
public funding 37.716,6 : 4954 37.221,2 : 37.947,7 . 450,8 37.496,9
(100%) (100%) (100%6) (100%) (100%6) (100%)
ESF
Other EU
Funding
EURES

PES own revenues

Other

Note: Government and other public funding include benefits for the unemployed, in 2010: EUR 30.645,79 million and in 2011: EUR 30.140,29
million. Also, a portion of the General State Budget is transferred to Autonomous Communities, in 2010 EUR 3.068,7 million, in 2011 EUR 3.101,2
million.





Human resources

PES human resources. Date of observation: N/A

Number of staff :

% directly servicing clients

9371 |

Total 66%
Head office 635
Regional offices 2.554
Local offices 6.156 100%
Others 26

Note: There are in total 6.156 employees (all those working in local offices) directly servicing clients

Integration of employment services and benefit payments

Unemployment and related benefits:
SEPE is responsible for managing and paying out unemployment benefits. Unemployment benefit
recipients in Spain must be registered as jobseekers, actively look for employment, accept suitable job
offers and appear when asked to in advance, before the public employment services or placement
agencies when they are carrying out activities in the area of cooperation with jobseekers. Placement and
other employment services for jobseekers and employers are managed by the Autonomous Communities’
Public Employment Services (17 in total), which also cooperate with private agencies and other external

providers.

Other social benefits:
SEPE is also responsible for the management and payment of non-contributory welfare benefits (active

inclusion allowance, allowance for casual agricultural workers).

Clients/Customers

Jobseekers. Date of observation: January 2011

Jobseeker client groups Number
Total

Unemployed 4.231.003
Not unemployed 1.406.091
Employed 698.782
With limited availability 164.112
With an employment relationship 248.716
Other 294.481

%

75%
25%
12%
3%
4%
5%

Breakdowns typically used for monitoring purposes are: gender; age; duration of unemployment; disability;
ethnicity; level of education; occupation; economic sector.

Employers
Though powers in this area have been transferred to the Autonomous Communities, SEPE states that
employers are classified through different categories: sector of activity, size, type of support required, number
of notified vacancies and the willingness to participate in ALMPs.

Types and methods of service provision

Services for jobseekers

Individual counselling (profiling, vocational guidance and orientation);
Skills and capacity testing;

Personal employment and training plans (also mixed employment-occupational vocational training);

Group activities/job clubs;
Specialised services for specific target groups;





e Self-services (information on available opportunities for employment, self-employment or training through
the use of web-based tools).

All these services (except self-services) are offered to all jobseekers by public or private employment services

and non-profit organisations.

Services for employers

e Processing national and international job offers;

e Preselecting and selecting candidates;

e Information on regulations and types of contracts and measures to promote employment;

e Advice on paperwork and procedures;

e Information on the job market.

The above services are offered by the public employment services to all employers who wish to hire registered
unemployed workers.

Job vacancies and market share

Collecting information on job vacancies
Employers in Spain are under no obligation to inform the public employment service of their vacancies. In
general, then, employers volunteer their offers. Exploratory visits and telephone contacts are made.

Vacancies and referrals
Information on vacancies and referrals cannot be provided since powers in this area have been transferred to
the Autonomous Communities.

Matching of supply and demand
Information on matching of supply and demand cannot be provided since powers in this area have been
transferred to the Autonomous Communities.

Market share
Information on market share cannot be provided since powers in this area have been transferred to the
Autonomous Communities.

Active labour market policies

LMP Services

Name of service Brief description Delivery

Professional information services.
Vocational guidance.
Experimental labour market entry
programmes.

Administration of active measures.
Administration of benefits.






LMP Measures

Name of measure Category Brief description Delivery
Vocational training in sectors with a risk of job loss. 2
Incentives for training contracts. E 2
National Training and Professional Insertion Plan. 2
Workplace training. Mixed employment/ training programme 2

(Workshop Schools, Craft Centres and Employment Workshops)

Job rotation. Interim contracts with allowances. 3
Incentives for permanent contracts. 4
Incentives for temporary contracts. 4
Employment with support for the handicapped in Special 5

Employment Centres and ordinary companies.

Direct job creation. 6
Capitalisation of unemployment benefits. 7
Promoting self-employment and local development. 7

Incentives for social contributions. Setting up as self-employed
and companies in the social economy.

Promoting employment in cooperatives (support for creating and
maintaining jobs).

Cooperation/partnership

Cooperation programmes are in existence with local councils or bodies linked to a local civil service

department that hire unemployed workers to carry out construction work or perform qualified services of

general and social interest. Grants and allowances are available to hire unemployed workers to carry out

building work and services of general and social interest in the area of cooperating with organisations within

the National Civil Service, its autonomous organisations, the Autonomous Communities, universities and non-

profit institutions. The following bodies are qualified to operate in the area of vocational training:

e Civil Service departments, through their own centres or under agreements with public bodies or
companies;

e Employers’ organisations and trade unions;

e Companies that implement training actions for their workers or for the unemployed with an undertaking to
hire them, that can do so with their own resources;

e Privately owned vocational training centres and public or private training centres with accreditation from
the relevant civil service departments or registered in the Register set up by the competent civil service
department.

Evaluation
The evaluation of LMP programmes is made at regional level, therefore several different methods are carried
out to this purpose.

Management logic and performance measurement

Planning process

As mentioned above, the responsibility for employment services has been transferred to the Autonomous
Communities, except for the autonomous cities of Ceuta and Melilla. The Sectoral Conference on Labour
Affairs is the general instrument for cooperation, coordination and collaboration between the national civil
service and the civil services of the Autonomous Communities and the cities of Ceuta and Melilla on
employment policy and, in particular, the drawing up of the plans for implementing the European Employment
Strategy. Within the Sectoral Conference on Labour Affairs, in particular, the topics related to the National
Employment System that most directly affect the civil service are discussed in the Technical Committee on
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Labour of the Directors General of the Public Employment Services.

Types of objectives and targets

SEPE reports the use of types of objectives and targets (i.e. increase in the number of filled vacancies, reduce
unemployment, etc.), but as the powers in this area have been transferred to the Regions it is difficult to gather
detailed information.

Monitoring

Monitoring systems are commonly used in Spain, but those competences have been transferred to the
Regions so there is no common pattern.

Lean management
N/A






COUNTRY FICHE: SWEDEN

PES NaME: The Swedish Employment Agency (Arbetsférmedlingen, AF)

Basic Organisational Model

Relation to government
Public agency subject to the control of the Ministry of Employment.

Structure and organisational levels

e Head office in Stockholm;

e 320 local employment offices;
e 10 offices located in 10 different market areas, representing the headquarters.

The local offices are divided into 69 labour market areas, which are respectively grouped into 10 market
areas and one additional market area with responsibility for customer services. The head Office

encompasses a humber of departments that provide both support and guidance to the PES network.

Management structures and the role of social partners
e Management: AF is headed by a Management Board, composed of a Director General, and members
appointed by Government. Directors responsible for different departments in the Head Office and the 11
Market Area Directors meet with the Director General on a regular basis for discussions and decisions. .
e Supervision: Each activity is strictly supervised by the Government, according to the guidelines set in
appropriation letters, which contain the business goals and priorities for the coming years.
e Social partners: Tripartite bodies are not involved in the decision process.

Financing Model

PES financing by source, SEK (million)

Expenditure (SEK million)

Change 2010-2011 (%)

2010 2011 (forecast)
Source of funding (%) Total Operating | ALMP Total Operating | ALMP Total Operating ALMP
Budget Budget | costs Budget costs
costs
Total 60.641 5.852 7.067 58.967 | 5.967 7.402 -3% 2% 5%
(100%) (100%) (100%) | (100%) | (100%) (100%)
BT a—— SUNNNSS) N A— R —— R S A
contributions
Government and other 60.641 5.852 5.967
public funding
(100%) (100%) (100%)

ESF

Other EU Funding
EURES

PES own revenues

Other






Human Resources

PES human resources

: Number of staff % directly servicing clients
Total : 10.809 : 84%
Head office 1.525 0%
Regional offices 251 0%
Local offices 9.033 100%

Note: 9.033 employees in local offices are charged with directly servicing clients.
Integration of Employment Services and Benefit Payments

Unemployment and related benefits:
e Unemployment benefits are paid by the Unemployment Insurance Funds. Registration as a
jobseeker is one of the necessary prerequisites and must be performed at the AF offices. The PES is
also responsible for the monitoring of the continued eligibility of benefit recipients.

Clients/Customers

Jobseekers

Several breakdowns are applied to jobseeker clients. The main categories are ‘unemployed’, ‘employed™,
participants in ALMP programmes’ and a residual category known as “others”, which comprises part-time
employees or persons employed by the hour, disabled employees in subsidized jobs and interchange
candidates. The breakdowns that are typically applied to monitoring these groups are conventional socio-
demographic characteristics such as gender, age, duration of unemployment and disability.

Employers
Employer clients are not categorised by the AF.

Other clients
N/A.

Types and Methods of Service Provision

Services for jobseekers

e Placement services, vocational guidance and career counselling for all registered unemployed
through face-to-face interviews;

e Training courses, skills assessment and vocational rehabilitation are available for all registered
persons clients;

e General information on job vacancies and on the AF service provision is available to everyone, both
online and at customer service desks;

e Tailored services for business start-ups;

e Job-search support for newly arrived immigrants.

Services for employers
e Recruitment and vacancy advertisement services for all employers;
e Training courses for the unemployed by local training institutions on employers’ request;
e Information on the AF service provision is provided both directly and online to all employers.





Job Vacancies and Market Share

Collecting information on job vacancies

Information on job vacancies is volunteered by employers during meetings with AF staff, telephone
interviews, emails and the CV vacancy portal. Special awareness campaigns such as “Jobbjakten” (Job-
hunt) and “Jobb-till-tusen” (A thousand jobs) are promoted with a view to encouraging registering vacancies
with AF.

Vacancies and referrals
Stock in March 2011: 71,264.
AF does not monitor the number of filled positions.

Matching of supply and demand

Supply and demand on the labour market are analysed twice a year. Surveys of random samples of
employers are carried out to investigate short and long-term skills needs. Surveys and interviews also
include public sector employers.

Market share
Arbetsférmedlingen calculates the market share in terms of the proportion of employers satisfied with the
PES service provision, which varies from 85 to 92%.

Active Labour Market Policies

LMP Services

Name of service | Brief description Delivery

Job-coaching The aim is to improve the job matching by helping the unemployed | The service is delivered by the PES, but the

to improve its CV, improve the unemployed job-searching abilities. unemployed can choose either an internal or an
external job-coach.

Individual Increase the jobseeker's placement chances and decrease the PES

guidance service duration of unemployment.

LMP Measures

Name of measure Category Brief description Delivery

Start-up grants 7 The aim is to help the unemployed to start their own business The PES decides if the
and become self-employed. business concept can

be profitable.

Work experience 4 Job practice aims to improve the beneficiaries’ job prospects. PES.

Wage subsidy 4 Wage subsidy to help unemployed with a functional disorder. PES.

Entry recruitment incentives 4 7 Employment combined with training in Swedish. Special = PES.
measure for refugees and other asylum seeking immigrants.

Education and training 2 Vocational education and training. PES purchase

education and training
services from external

N N B oL .
Public sheltered employment 5 To provide severely disabled persons with public sheltered PES.
(OSA) employment.
Security Employment Sambhall 5 Provide employment for persons with disabilities who are PES.

unable to find work in the regular labour market within the
state-owned company Samhall Corporation AB.

Cooperation/partnership

Core services like preparatory measures, education and coaching are provided by AF in cooperation with
external partners. Most of these services are subject to public procurement, according to the national law
implementing European Union directives. A range of target beneficiaries is identified: the newly unemployed,
the long-term unemployed, the long-term vulnerable groups and groups with health problems, new
immigrants. Members of these categories, fulfilling a number of criteria, are offered focused courses, training
and services. Healthcare and education services, independent social welfare organisations, but also private
employment agencies provide all these services as sub-contractors, and they are fully financed and paid by
AF.





Evaluation
AF regularly evaluates ALMP programmes by recourse to independent bodies, such as IFAU (The Institute
for Labour Market Policy Evaluation).

Management Logic and Performance Measurement

Planning process

AF’s overall operational policy goals are set by the government with the submission of an appropriation letter
at the end of each year. Following these instructions, the board of directors sets the internal guidelines,
which also detail the allocation of resources as well as the priorities to be achieved. Each level of the
organisation has its own business objectives and goals.

Types of objectives and targets
Targets are grouped into 4 classes:
e Customer-related targets, which include client satisfaction with AF service provision and
management;
e Activity-based targets, which include transitions into work or education for different types of
jobseekers;
o Employees-related targets, including health status, opportunities to develop new skills in the
workplace and workplace meetings as a tool for development of the organisation;
e Management targets, in terms of functional and efficient economic planning, as well as the
percentage of disposable customer time in customer service.

Monitoring

Regular follow-ups take place twice a month, when each member of staff meets the employment office
manager for a discussion on performance. The employment officer, then, once a month, has a meeting with
the labour market area manager. Finally, the market area director has a performance dialogue with the
Director General 3 to 5 times per year.

Lean management
The instrument of lean management is not used to increase efficiency at this stage.






COUNTRY FICHE: UNITED KINGDOM

PES NAME: Jobcentre Plus (JCP)
Basic Organisational Model

Type of organisation/relation to government
Employment Service within the Department for Work and Pensions (DWP). It performs the operational

delivery of employment policy designed and held by the Department. The Chief Operating Officer (COO) is
directly accountable to the Permanent Secretary of DWP who is accountable to the Secretary of State for
Work and Pensions and the Ministerial team. The COO is also responsible for the Pensions, Disability and
Carers Service (PDCS), the other operational arm of DWP.

Structure and organisational levels
o Officials from DWP oversee the running of JCP from a national perspective and are responsible for
the longer-term vision of DWP operations.
e JCP has three core delivery arms:
0 Jobcentres helping people to find work and checking peoples’ entittlement and job-search;
0 Contact centres taking customer calls and claims to benefit; and
0 Benefit delivery processing claims and responding to customers’ enquiries, and investigating
fraud.
e The delivery network is managed in Groups, which encompass broad geographical areas (e.g.
Central England) and co-ordinate the activity of the associated district offices;
o District Offices, often based on county boundaries, co-ordinate the activities of the local offices in
their area;
e Local Offices conduct all the front facing activity of JCP;
e Jobcentre Plus also delivers services from over 1200 other outreach locations and operates a mobile
service.

Management structures and the role of social partners

e Management: JCP is part of DWP, and comes under the oversight of the DWP Permanent
Secretary.

e Supervision: The Chief Operating Officer is the principal adviser to Permanent Secretary and
Ministers on operational matters involving the development and provision of JCP’s services. On
these matters, the Permanent Secretary is directly accountable to, and has right of access to, the
Secretary of State.

e Social partners: frequently act as stakeholders and have a right to act as a lobby group, but they are
not directly involved in the management/supervision of JCP.





Financing Model

PES financing by source, GB Pounds (million)

Expenditure (GBP million)

Change 2010-2011 (%)

2010 2011 (forecast)

Source of funding (%) : Total Operating ALMP Total Operating ALMP Total Operating ALMP
Budget costs Budget costs Budget costs

Total 3.013 3.013 2.969 2.969 -1% -1%
(100%) (100%) (100%) (100%)

Social security 476 476 536 536

contributions (15.8%) (15.8%) (18.0%) (18.0%)

Government and other 2.537 2.537 2.448 2.448

public funding (84.2%) (84.2%) (82.0%) (82.0%)

EoF

Sther EU Funding

CURES

CEScomevenies

Other

Note: these figures only concern the cost of JCP activity; ALMP programme funding is held by the parent Government Department (DWP).

Human Resources

PES human resources. Date of observation: March 2011
Number of staff % directly servicing clients
Total 72,939 95%

Note: this includes staff at central, regional, district and local offices and those in the Contact and Benefit Centres. In full-time equivalent, about
49.6% of JCP staff work in frontline positions.

Integration of Employment Services and Benefit Payments

Unemployment and related benefits:
¢ JCP administers the Jobseeker’s Allowance: it undertakes initial registration and on-going monitoring
of continued eligibility, and also takes care of payments at Benefit Centres.
Other social benefits:
e JCP is also responsible for the Employment and Support Allowance (incapacity benefits and income
support paid on incapacity grounds).
JCP provides employment services to benefit recipients, but, dependent on their requirements, jobseekers
may be referred to private providers.

Clients/Customers

Jobseekers. Date of observation: November 2010

Jobseeker client group Number %
Total 5.685,60 100%
Jobseekers 1.328,91 23%
ESA and incapacity benefits recipients 2.586,42 45%
Lone parents 648,30 11%
Carers 445,44 8%
Disabled 399,38 7%
Others on income related benefit 192,03 3%
Bereaved 85,11 1%

Note: Breakdowns used for monitoring purposes include: age, duration of unemployment, disability, ethnicity, lone parents (but not gender).

Employers

All employers have access to JCP’s baseline service of taking and advertising vacancies, mostly through
self-service channels. JCP does not hold readily available data for the percentages of employer customer
groups (by business size). Most employers receive support locally, though accounts with nationwide
employers such as retail chains etc. are managed at the national level.





Types and Methods of Service Provision

Services for jobseekers
JCP offers jobseekers the right to:
e Personal adviser service and fortnightly job-search reviews (face-to-face interviews for all
Jobseeker’'s Allowance and ESA recipients);
e Work clubs (group coaching sessions, particularly for the long-term unemployed);
e Work together (volunteering programmes, particularly for the young unemployed);
o New enterprise allowance (mentoring support for benefit recipients willing to start a business);
e Self-services (online matching, employer self-upload of vacancies, registration for benefits);
e Soft skills training (in-house training sessions addressing job-search skills such as CV writing,
interview techniques, etc.);
¢ Work Programme (employment services including soft skills training, vocational skills etc., for those
out of employment for over 12 months, or earlier for certain vulnerable customer groups).

Services for employers
Employers are offered:

e Recruitment advisory services (free access to a range of practical measures and financial support to
help employers meet their recruitment needs in return for working with JCP candidates);

e Small business recruitment service (helps small businesses to find the right person for the job by
offering tailored recruitment support including a bespoke matching and screening service);

e Rapid response service (draws together services from partners — e.g. Skills Funding Agency,
Business Link, employer representative groups, Local Authorities — to help employers support their
employees facing redundancy);

e Advertising of vacancies, predominantly through self-service channels.

Job Vacancies and Market Share

Collecting information on job vacancies

Employers can choose to advertise their job vacancies with JCP. Vacancy notices are then visible to
thousands of jobseekers through the jobs and skills facility on www.directgov.co.uk, the network of touch
screens (‘jobpoints’) in JCP outlets, and the Jobseeker Direct telephone service. Around 330,000 employers
use JCP for their recruitment every year. Around 80,000 employers work in partnership with JCP to take on
applicants from previously overlooked backgrounds.

Vacancies and referrals
Latest count of vacancy notifications: 302,859 (in June 2011). Data on filled vacancies are no longer
collected.

Matching of supply and demand

JCP does not monitor the match between labour market needs and jobseekers’ skills nationally. Yet each of
the JCP Districts have an employer engagement plan which is used to determine local engagement and
partnership with employers based on the make-up and demographics of the local job-seeking customer
base. The move to a self-service digital platform in March 2012 will see employers’ job requirements
automatically matched with jobseekers’ profiles.

Market share
The 2007/08 ‘Annual Employer Survey’ found that just over a third (35%) of employer vacancies was
advertised by JCP. An interim survey in 2009 also found a similar proportion.





Active Labour Market Policies

LMP Services

Name of service

Brief description

Delivery

Fortnightly Job-search Reviews

Brief face to face interview.

Front facing staff in local offices.

Personal Adviser Interviews
Soft Skills Sessions

Face to face interviews.
In house training sessions addressing job-search skills
such as CV writing, interview techniques etc.

Personal Advisers in local offices.
Front facing staff in local offices/ local
trainers.

Group Sessions

In house sessions looking to share experiences and
address the barriers of those unemployed for longer
than 13 weeks. Groups tend to be divided into
jobseekers and young jobseekers (18-24).

Front facing staff in local offices — advisers
tend to specialise in leading session with
specific groups e.g. young jobseekers.

Work Together

Volunteering Programme.

Work Clubs

Group Coaching Sessions.

Local employers, voluntary organisations.
Local bodies including voluntary.
organisations, local authorities etc.

Work Programme

Employment Services provided by partner delivery
agents.

A range of private, public and voluntary
providers.

LMP Measures

Name of measure Category Brief description Delivery
Training Allowance 2 Funding equivalent to Jobseeker’s Allowance for up to 8 Local colleges/training
weeks (13 for specialist shortage occupations) of suitable providers and Jobcentre Plus.
vocational training.
New Enterprise Allowance 7 Financial and business mentoring support. Local business partners
offering mentoring support.
Work Choice 5 Employment Support for disabled people with complex In partnership with specialist

barriers. Work Choice is the umbrella name for a raft of
programmes including supported businesses, in work aides
etc.

private, public and voluntary
providers.

Cooperation/partnership

JCP works with private and voluntary providers to deliver LMP Services and Measures. Under the Work
Programme, the long-term unemployed and those with barriers to joining the labour market will move to
private/voluntary providers depending on their needs (earliest being after 3 months). Providers will operate
under a ‘black box’ approach: they are free to offer the services they believe most effective to individuals
without government prescription. This is facilitated by an outcome-based approach with funding based on
outflows into sustained employment. JCP’s partnerships with private providers of employment services are
based on contractual arrangements decided at departmental level. JCP works with local colleges/training
providers to best signpost jobseekers into suitable vocational training, where appropriate, and with local
employers to provide volunteering opportunities for jobseekers These arrangements are predominantly
decided at regional and district level.

Evaluation

It is standard practice for DWP to evaluate ALMPs. The majority of research is contracted out to a mix of
research organisations, including academic institutions, commercial and not-for-profit organisations. All such
research is published via the DWP website. Results of evaluations are taken into account, along with a range
of other factors, in developing future policy.

Management Logic and Performance Measurement

Planning process
Goals and funding for JCP are decided annually by the DWP and the Treasury, and set forth in the JCP
business plan.

Types of objectives and targets
In line with a new performance management framework implemented with effect from April 2011, JCP will
publish information on two outcome measures, for which it will be accountable to DWP:

o Benefit off-flow rates into employment;





e The monetary value of fraud and error.
To support the achievement of outcome measures there will be a range of supporting data, including
information on customer and employer experience, benefit administration, labour market, fraud and error,
productivity, and value for money.

Monitoring

JCP has a highly developed output monitoring system, which is the responsibility of a special management
information unit. Every quarter, JCP reports to the DWP on how well it has achieved its targets, so that
countermeasures can be taken quickly where needed. The Permanent Secretary in his capacity as
Accounting Officer for JCP is answerable directly to Parliament on the stated performance indicators for the
organisation.

Lean management

Lean tools are adopted within JCP and delivered by the Continuous Improvement Team. At local level ‘Lean
Champions’ lead on all lean activity in a particular region or district. Success stories include in the
streamlining of benefit processing. Lean Champions have worked across local offices and benefit centres to
help staff create Value Stream Maps (visually represent every step of a particular process) in order to
remove unnecessary work (wastage) and create more efficient processes. Where waste is identified and a
process changed, this is communicated across all benefit centres and reflected in the new guidance directed
at staff.





