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1. WELCOME TO THE JOB BROKER SELF-DIRECTED LEARNING GUIDE!

1.1  Introduction 

This Job Broker Self-directed Learning Guide has been designed to help you to develop your 

knowledge and skills in relation to the occupational role of ‘Job Broker’. 

Please make sure that the first thing you do is read through both parts of the Introduction 

Chapter, as they explain the Self-directed Learning Guide and how everything fits together! 

1.2 Who is this Guide for? 

This Self-directed Learning Guide is aimed at supporting professional practitioners with at least 

two years of experience of directly supporting job-seekers and employers.  If you have less 

experience than this, you may find some of the content to be unfamiliar and you may not have 

the experience to be able to cover the range of exercises. 

In this Guide we talk about the Occupational Profile of the ‘Job Broker’ and identify the 'core 

areas' of a role that is emerging and changing in different ways in different countries – 

depending on the way that public employment services and vocational education and training 

services are organized and paid for.  

If this Guide is for you, you are in some way working with job-seekers and employers, exploring 

ways in which the two can be brought together. You may be an experienced Job Broker. 

Alternatively it may be that some of your role involves elements of being a Job Broker, whereas 

other elements are less familiar. You may find that you have an element of Job Brokerage in 

your professional role at work; you may have high levels of experience, and indeed be qualified, 

in some areas - but you may have little or no experience in other areas.  Alternatively you may  
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have 'some' experience of many elements of the role - but still have something to learn in many 

or all of them. 

We say more about the Job Broker role later in this chapter.  However, in the meantime, one of 

the issues that we know arises when a new type of occupation arises is developed, is that there 

are different responses from labour market systems.  Some countries in Europe have less 

regulation in terms of jobs, and leave it to the market to allow new occupations to emerge.  In 

other countries, jobs are much more highly regulated, and new occupations must be defined, 

regulated and even licensed. However, as new occupations emerge, the demand for certain 

types of skills and competences – or combinations of skills and competences that have not 

always been present in the same job – can occur.  However, it can often be the case that people 

in such occupations find that there is not a tailor-made way of training or becoming qualified for 

the type of role that they are now being required to perform.  

The Guide has been produced in a way that will support your self-development through an ‘open 

learning’ approach, where you can work through the Guide and its exercises at your own pace, 

concentrating on those parts of the Guide from which you can learn the most, and also giving 

you the option of ‘skipping’ those parts that you feel you know well.  

Therefore in each Chapter, the Self-directed Learning Guide starts with a Learning Needs 

Analysis (a form of Training Needs Analysis) to help you to identify those areas of the role that 

you may particularly benefit from in terms of using this Guide. 

The purpose of the Job Broker Self-directed Learning Guide is to provide you with opportunities 

for you to self-assess your current level, and depth, of skills and knowledge in relation to the Job 

Broker role – or Occupational Profile - as we have identified it.  

1.3 The Job Broker Occupational Profile 

This Self-directed Learning Guide has been designed to support the Job Broker Occupational 

Profile and Standards.  This role is consistent with the European Qualifications Framework (EQF)  
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at Levels 5 and 6, which means that you should be working in Job Brokerage at a professional 

level. You can find the Job Broker Occupational Profile and Standards here: 

http://www.projectsgallery.eu/job-broker/occupational-profile/  

The Job Broker Occupational Profile and Standards was designed following an extensive 

programme of needs analysis-based research to identify the range of contexts in which the Job 

Broker role occurs in a number of European Union countries. During the needs analysis Job 

Brokers were interviewed, as well, in order to formulate a more precise profile. It also explored 

the requirements, including competences, of staff working in the various settings in which public 

programmes have been organised to ‘broker’ the needs of job-seekers and employers, and 

recorded a number of case studies that illustrate the kind of provision being offered by 

vocational education and training providers and employment support organisations.  

This Guide is not aimed at 'entry level' individuals who have never worked with job-seekers 

before – so we assume that you have some experience in this area. Nonetheless, you may find 

elements of the Self-directed Learning Guide to be of value as part of a wider induction in your 

job, if you recently started, or as part of initial professional development programme that you 

may be undertaking. 

1.4 So what exactly is a Job Broker? 

Typically, a Job Broker works with local businesses and unemployed job-seekers to bring them 

together.  In particular, a Job Broker works with companies to identify their labour market 

(recruitment) requirements - and match these opportunities to local job-seekers – often those 

who are on, or completing, a vocational education or training (VET) programme or who are on 

some form of employment support programme.  

The occupational role of the Job Broker, and the service ‘Job brokerage’ is a relatively recent 

one. Job brokerage can take many forms and it is broadly described as a job-matching service 

that links unemployed people or job-seekers to current job vacancies – but goes beyond ‘links’ 

by working actively to bring the relevant parties together. Typically, Job Brokers work with local  

http://www.projectsgallery.eu/job-broker/occupational-profile/
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businesses to identify their labour market (recruitment) requirement, match these opportunities 

to local individuals who will be registered with the Job Brokerage Service – and then work with 

both (and any other relevant stakeholder, such as support services of VET providers) to establish 

and sustain a job placement.  

On the surface, it may appear that there are some similarities between the work undertaken by 

Job Brokers and the services offered by private employment agencies – those high-street or 

specialist agencies that work with companies to fill their vacancies. 

However, private employment agencies normally operate a recruitment service that is available 

to ‘job ready’ people – i.e. those who already have relevant skills, qualifications and experience 

for the job.  Private employment agencies generally operate solely for commercial reasons (i.e. 

they charge a fee to the employing organisation, or the person being placed with the employer - 

or both). Private employment agencies are not at all restricted to unemployed people – and 

many people that are registered with employment agencies are already in work, and may be 

looking to improve their situation.  

Job Brokers work with people who are looking for work but who, in some way, where not 

necessarily ‘job ready’ to start with and therefore needed specific support. Therefore, a big 

difference is that the role of the Job Broker takes place specifically in public-funded programmes 

to support job-seekers – such as national public employment services, or European Social Fund 

(ESF) programmes or similar.  The point about public funding for Job Broker services is an 

important distinction - because unlike the commercial services of a private employment agency, 

public money is normally invested in programmes that support job-seekers by addressing 

structural issues that exist in labour markets. There can be many reasons for this investment, for 

instance because: 

• The job-seekers targeted for support from Job Brokers are facing certain barriers to

getting a job due to their unemployment situation and need information, advice and

guidance (IAG) to help them into work;



Self-directed Learning Guide 
Introduction 

8 | P a g e

• some job-seekers are long-term unemployed and need particular assistance –either re-

training or updating their skills through vocational education and training (VET), re-

building their confidence, getting help with job-finding skills (such as CV preparation or

interviewing skills, or personal presentation and communication skills etc);

• Job-seekers may also have specific characteristics that can benefit from support to find

work.  For instance, they may be disabled, or from minority or migrant communities, or

be carers/women returning to work after family responsibilities have kept them away

from the labour market for some time; they may have been made redundant from an

industry and do not have transferable skills - or they may be young people who have

never worked.

Therefore people who can find themselves, in some way or other, working as a Job Broker may 

be located in a variety of settings. The Job Broker is increasingly regarded as an emerging 

occupation, and the context in which it operates varies so much across Europe, and therefore, it 

is difficult to define a common occupational profile.  The Job Broker function can interface with 

other occupations such as career guidance advisor, social worker, private employment agency 

officer and human resource specialist.  

Sometimes VET staff can find themselves having to act in a ‘quasi’ or actual broker role to find 

jobs for their trainees, but have not been trained to do so. The kind of occupations which can 

include some or all of the functions of a Job Broker can include (but are not exclusive to): 

• Public Employment Services advisers

• Job Counsellors, Job Coaches

• Careers Counsellors

• Information, Advice and Guidance workers
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• Occupational Psychologists 

 

• Apprenticeship organisers 

 

• VET trainers and support staff in VET organisations and colleges responsible for helping 

(unemployed) trainees find jobs 

 

• VET ‘aftercare’ staff (i.e. continuing to support unemployed trainees when the course or 

programme has finished) 

 

• Work placement officers – who organise ‘job tasters’ or work experience for unemployed 

job-seekers and trainees on VET programmes 

 

• Youth workers 

 

• Rehabilitation workers 

 

Does your role fit with any of the above? 

 

The ability to operate successfully as a Job Broker can involve having to know ‘something’ about 

a lot of things, such as human resources and recruitment, employment law, the local 

employment market and sector knowledge. It can require skills such as marketing and sales, 

equal opportunities and diversity and project management, quality assurance and health and 

safety, and an increasing set of new skills including effective negotiation, interviewing skills, 

communication, time management and the development of job descriptions and person 

specifications.  

 

The role of the Job Broker has become more and more important in the current context of mass 

unemployment across Europe and because of the increased pressure on the labour market, 

which made it much harder for VET, public employment and public ‘back to work’ programmes  
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to place job-seekers into sustainable employment. Working as a Job Broker may mean operating 

management information systems and problem-solving, combining an empathy and 

understanding for the job-seeker with being able to establish credible and sustainable 

relationships with companies and businesses.  This may mean that the resources and facilitates 

aimed at supporting job-seekers have had to evolve and change to be much more tailored to 

employer needs if they are to be effective. To be effective, Job Brokers need in-depth knowledge 

of individual employers needs and more detailed knowledge of relevant commercial and 

industrial sectors.  

 

Anyway, if any of the above is relevant to the role that you are in, or are hoping to be in, then 

this Guide is for you! 

 

1.5 Why ‘Broker’? 
 

Since we have been working together in the Job Broker project, we have heard that some people 

hear the word ‘Broker’ with negative connotations.  For some, the word ‘broker’ reminds them 

of ‘stockbroker’, which can summon up ideas of Wall Street, speculation, and irresponsible 

behaviour on the stock market – leading to the kind of suffering inflicted upon many millions of 

people as a result of the ensuring financial crisis. 

 

However, our idea couldn’t be further from that!  In the English language, for instance the verb 

‘to broker’ simply means ‘to arrange or negotiate (an agreement’)1. An Insurance Broker, in 

theory, works with a customer to find the best insurance deal on the market that suits the 

customer’s needs, and they get paid a commission if the customer is satisfied and goes ahead 

with the deal. Even more evocative in English is the term ‘honest broker’, which suggests a 

person, or a function, who attempts to help people resolve a dispute or arrange a deal by talking 

to all sides and finding out what they want, without favouring any one side over the other.  To 

be an ‘honest broker’ there has to be trust – indeed it is impossible to be seen as an ‘honest’ 

broker unless the broker is trusted by all the parties that they are dealing with. 

 

                                                           
1 Oxford English Dictionary 
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So for us many of these ideas transfer to the concept of the ‘Job Broker’ who is working on 

behalf of the job-seeker to obtain a successful outcome – be it entry or re-entry into the labour 

market, in the context of a publicly-funded labour market programme.  In order to be successful, 

the Job Broker will need to earn the respect and trust of the job-seeker.  They will need to 

understand their needs, and be able to make a professional evaluation of the best way to offer 

support and advice to achieve a successful outcome.   

 

At the same time, the Job Broker will need to gain the respect and trust of other parties, in 

particular those who provide jobs – i.e. employers.  The employer will need to feel that the Job 

Broker has taken the time to understand their needs and that the Job Broker will not waste their 

time with unsuitable candidates for vacancies.  The employer is more likely to develop a long-

standing and successful relationship with the Job Broker – which if they do will create more 

opportunities for more job-seekers - if they take an interest in how the job-seeker is getting on 

after the initial job placement has been achieved and continue to act as a point of contact if any 

queries of difficulties arise.  

 

Finally, there are other parties with whom the Job Broker may need to develop an active 

relationship to achieve positive outcomes.  For instance, if the Job Broker is attached to a 

College or a VET organisation that is training unemployed people, the Job Broker may have to 

have a direct dialogue with those who are providing the training to get a full understanding of 

the skills being developed and the needs of the trainee.  The Job Broker may also have to call 

upon other specialist agencies – such as organisations which can provide language support or 

specialist back-up (e.g. debt counselling, financial advisers, psychological counselling) to 

complement their own skills and experience. 

 

So, being a Job Broker can be a challenge!  Understanding, arranging, negotiating, 

communicating – sometimes listening and sympathising, sometimes encouraging and 

persuading, You will see from the activities in this Self-directed Learning Guide that Job 

Brokering covers many issues and aptitudes.  Accordingly, it requires knowledge, skills and 

knowledge across a wide number of areas that are concerned with working effectively with a 

wide range of people. 
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1.6 Who has designed this Guide?  

 

This Self-directed Learning Guide has been designed as part of a European transnational 

collaboration project called Competency and learning development for Job Brokers in the 

European Union.  The aim of this Job Broker Erasmus+ project is to develop, design and validate 

a series of VET-related developments to support the newly-emerging occupational profile of the 

‘Job Broker’ in Europe.  

 

It is co-funded by the European Union’s Erasmus+ programme, specifically under the theme of 

‘Key Action 2 Strategic Partnership (Vocational Education and Training), reference number 2015-

1-UK01-KA202-013713. 

 

Erasmus+ Strategic Partnership VET projects are financed to develop and transfer new solutions 

at the transnational level, through the collaboration of organisations in different countries. 

In the case of Job Broker, organisations from the UK, Greece, Cyprus, Italy, Germany, Iceland and 

Spain are working together to develop the Job Broker project.  All of the partners are 

experienced in VET, services for job-seekers and in the training of professional staff.  

 

You can find out more about the partner organisations involved in Job Broker at this website 

link: http://www.projectsgallery.eu/job-broker/coordinator-and-partners/ . 

 

1.7 Why is a Self-directed Learning Guide necessary for Job Brokers? 

 

As we highlight above, the emerging occupational role of the Job Broker in Europe occurs in 

many different organizational contexts - in vocational education and public employment 

services. While some of the competences of the role can be found in other and related 

occupations, there is no recognized professional training course or licensed learning programme 

that covers the whole range of competencies and the specific contexts in which many Job 

Brokers will find themselves working –i.e. directly at the ‘interface’ between employers, job-

seekers and provision (VET courses or employment programmes) in labour markets. 

 

http://www.projectsgallery.eu/job-broker/coordinator-and-partners/
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This Self-directed Learning Guide has been designed in such a way as to support Job Brokers to 

identify and define their own development needs and target areas for development.  The role of 

‘Job Broker’ is one that is emerging as changes are made to public service provision for 

unemployed people across Europe, but, as we say, precisely because the wide combination of 

skills, knowledge and competencies that are required to do the job are creating a new 

‘occupation, there is not at present a recognised ‘course’ or ‘qualification’ at the European level 

that covers this ground. 

 

We would like to change this!  In the meantime, as part of the same project that has designed 

this Guide, the partners have already designed, piloted and published a Curriculum Programme, 

containing a series of modules and learning materials that have been designed to support the 

achievement of Learning Objectives that, in turn, have been aligned to the requirements of the 

Job Broker Occupational Profile.  

 

The  Curriculum Programme is designed for Job Brokers to use flexibly, in open learning, and in 

‘action learning sets’, where groups of existing or aspiring Job Brokers – or other professional 

staff who have responsibilities for one or more aspects of the Job Broker profile in their 

occupation – can work together on learning exercises to develop their knowledge and skills. 

 

In the longer term, organisations in the Job Broker partnership are committed to learning the 

lessons gained from developing the Curriculum and producing and testing the learning materials 

to explore how the Curriculum can be validated and recognised, including certification.  

Ultimately, this would provide benefits which would include the assurance that job-seekers are 

getting first-class support from professionally qualified, specialist advisers, who will have 

independently evaluated current knowledge of Job Brokerage practice and networking 

opportunities. Such benefits would help to encourage the highest calibre of staff to be attracted 

to, and retained by, this emerging profession. 

 

You can find out more about the Job Broker Development Curriculum – and stay up to date with 

our plans to create new qualifications and certification for Job Brokers at the European level by  
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becoming part of our network, and visiting our website http://www.projectsgallery.eu/job-

broker . 

 

However, we know that there are many professionals in Europe who are working as Job Brokers 

in an isolated way, and who are not able to benefit from the organisation of a training course 

that is based on our Curriculum Programme, or participate in an action learning set with peers. 

In other words, you are doing a challenging and demanding job, but in terms of specific 

professional development, you are on your own! Therefore, we have designed this Self-directed 

Learning Guide as a ‘stand-alone’ resource for you to use, without the need for group work or 

participation in a structured learning programme or course.   

 

We understand that some people will be very highly qualified in certain relevant aspects or have 

high levels of experience in certain areas that are directly relevant to this role - but may lack 

experience or know-how in other areas.  This way, the Self-directed Learning Guide has been 

designed to be 'learner centred' and adaptable to meet individual needs – depending on each 

Job Broker’s ‘starting point’.  

 

Here are some of the benefits that may apply to you and your organisation by undertaking a 

Self-directed Learning Guide in relation to the role of Job Broker: 

 

Your organisation gains: You... 

• Knowledgeable staff that are an asset 

to the company 

• become more competent 

• improved productivity • become more confident in your ‘brokerage’ role 

• a competitive edge • develop know–how specific to the Job Broker 

role 

• higher standards of work • become aware of development needs 

• can develop skills to help you in your career 

progression 

http://www.projectsgallery.eu/job-broker
http://www.projectsgallery.eu/job-broker
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• can share knowledge and experience with 

others 

• become part of an emerging network of Job 

Brokers, both in your own locality and (in the 

longer term) in Europe 

 

In this context, local employers, job-seekers and vocational education and training organisations 

all benefit from the availability of a Self-directed Learning Guide for Job Brokers.  

 

 

2. USING THE SELF-DIRECTED LEARNING GUIDE 

 

2.1 The Five Elements of the Guide 

 

 

We have designed this Guide to be easy-to-use on your own. Just read through it, do the 

exercises and reflect on the feedback! 

 

In the pages that follow, you will find that the Guide consists of five elements: 

 

• Chapters – each chapter defines an area of know-how, skills and competences that is 

relevant to being a Job Broker 

 

• Learning Objectives – each chapter includes a set of Learning Objectives for that area  

 

• Learning Needs Analysis – where you can undertake a self-assessment in relation to the 

Learning Objectives, to see where you think you stand – and at the end of the Chapter, 

we ask you to re-visit the Learning Needs Analysis (LNA) so that you can make the 

assessment again, having worked your way through the Chapter 

 

• Narratives and Exercises – the Guide will provide relevant information for you to read, 

and then ask you to undertake an exercise to test your understanding 
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• Feedback – each exercise will be followed by feedback for you to consider. 

 

The amount of time you will need to spend on the Guide will depend on you – for instance when 

you do the LNAs, you may choose to concentrate on certain areas and ‘skip’ others. As a general 

rule, however, we estimate that if you read all the narrative, complete every exercise and fully 

review all the feedback for each exercise, each module will take between 25 and 40 hours to 

complete in full. 

 

 

2.2 The Chapters and the Learning Objectives 

 

The Chapters of the Guide are designed in order for Job Brokers to be able to acquire and/or 

identify all the knowledge, skills and competences that are important for the successful Job 

Broker.  

 

The Chapters each follow this Introductory Chapter. There are four areas that are covered by the 

different Chapters, which are: 

 

Chapter 1 - Current EU Labour Market Context and Employment Opportunities 

 

The Job Broker role operates at the interface between the employer, the job-seeker and the 

requirements of specific public labour market policy, programmes and funding.  Therefore this 

Chapter puts the role of the Job Broker in its European context and explores some of the current 

issues and trends in this area.  

 

Public funding bodies can be local (local authorities/municipalities), regional and central 

government agencies, including the Public Employment Services (PES). Each funder has their 

own requirements about who (the job-seekers) must be targeted, how services should be 

delivered and what is deemed ’eligible activity’. Many even have different definitions of what a 

job is. An emerging trend is the increased focus on performance related measures in terms of 
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job progression and sustainability, where by the services are commissioned through a process of 

‘Payments by Results’.  Meeting contractual obligations and requirements to trigger payments is 

therefore vital for Job Brokerage agencies/providers 

 

Learning objectives 

1.1 Describe current labour market trends and needs and conduct conversations with job-

seekers accordingly. 

1.2 Identify relevant sources of information (labour market trends, training and employment 

support schemes, employment opportunities, labour law) and select relevant information 

working with job-seekers. 

1.3 Describe networking techniques and use them to build up long-term relationships with 

employers and possible cooperation partners and/or funding bodies for support measures for 

job-seekers. 

1.4 Describe relevant public policies and priorities in relation to the funding and organisation of 

job-brokering services. 

1.5 Understand the interface between the employer, job-seeker and funder of Job Brokering 

services. Illustrate possible role conflicts and demonstrate the means to overcome them. 

1.6 Specify and explain the use of Job Brokering services for key employers, employer 

associations sector bodies or industry specialists 

 

Chapter 2 – Working effectively with employers 

 

In the second Chapter of the Guide we look at working with those who provide jobs for job-

seekers – the employers. The areas covered involve marketing job-seekers to employers, using 

employer feedback to improve your service, advising employers on recruitment and 'in work 

support' for new recruits.  

 

Effective Job Brokerage providers must be highly proactive in developing an understanding of 

employers’ needs. The Job Broker’s direct work with employers includes, in general, vacancy 

sourcing, human resource planning, detailed analysis of job roles and person specifications, 

matching job-seekers to jobs, sifting applicants, interview assistance and testing. We therefore 
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look at how to establish and maintain good relationships with employers and achieve employer 

satisfaction, as well as taking into account public funding incentives for employers. 

 

Learning Objectives 

2.1 Select and apply recruiting methods (direct, indirect, third party methods) to reach out to 

potential candidates. 

2.2 Describe occupational profiles and list corresponding occupational requirements. 

2.3 Design, conduct and participate in networking events and activities to create strong links to 

employers. 

2.4 Utilize existing support schemes to generate maximum benefit for employers. 

2.5 Develop job profiles in cooperation with employers and match them with personal profiles of 

potential job candidates. 

2.6 Demonstrate the ability to deliver, monitor and evaluate employer satisfaction as a means of 

continuous service quality improvement 

 

Chapter 3 – Working with job-seekers 

 

Of course, a central part of the role of the Job Broker is to work directly with unemployed job-

seekers, helping to identify and overcome barriers to access jobs and employment 

opportunities. Job-seekers have a wide variety of support needs at different levels of complexity 

and being at different stages of job readiness. Unemployment can be complex and the Job 

Broker’s may find many barriers to labour market entry, such as health issues, substance (drugs 

alcohol), personal debt and insecure accommodation.   

 

Therefore this Chapter covers the need to give information, advice and guidance, while 

understanding the importance of empowering job-seekers to take responsibility for their own 

lives. It also looks at how to prepare job-seekers for work, matching job-seekers and vacancies, 

how to keep job-seekers motivated, using ICT tools to do the initial matching, and how to 

support successful job-seekers to ensure sustainable employment outcomes. Critical to this 

process are initial needs assessments and action plans, which should be a systematic, identifying  
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the full range of needs of the jobseeker, including basic skills, vocational skills and ‘soft’ skills 

such as confidence and self-esteem that are often valued highly by employers.  

 

Learning Objectives 

3.1 Specify and demonstrate the empowerment approach. 

3.2 Outline different coaching techniques and use them to optimally support job-seekers in 

finding a job (elaboration of application documents, preparation for job interviews). 

3.3 Describe and differentiate methods for profiling and assessment of job-seekers and 

choose methods appropriate for specific contexts and/or job-seekers. 

3.4 Explain sources of conflicts with and de-motivation of job-seekers and apply appropriate 

conflict management and motivation techniques. 

3.5 Identify specific and specialist job-seeker support needs that are a barrier to a successful 

job placement (psychological, debt, housing, welfare) and referring them for relevant expert 

or detailed support. 

3.6 Develop an action plan in cooperation with the job-seeker. 

3.7 Apply appropriate communication techniques across settings, purposes, and target 

groups. 

 

Chapter 4 – Taking a Job-seeker-focused Approach (Case Management)  

 

Finally, an important aspect of the Job Broker’s work is to take an individual, job-seeker-focused 

approach to the ‘case’ – including all aspects of project management. As the Job Broker has to 

combine multiple tasks and liaise with multiple stakeholders, often working to deadlines, this 

Chapter will provide guidance on how to plan and prioritize work, categorize target groups, 

reflect on the job to improve, promote teamwork - and much more. 

 

Learning Objectives 

4.1 Explain the case management approach and organise processes of Job Brokering services 

accordingly. 

4.2 Identify providers of related support services (e.g. debt management, training providers) and 

refer job-seekers according to their needs. 
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4.3 Categorize different target groups of job-seekers/employers and their specific needs. 

4.4 Develop effective procedures, protocols and standards for all phases of the brokering 

process including follow-up activities after the initial placement. 

4.5 Utilize relationships to stakeholders and especially other Job Brokering providers in order to 

concentrate organisational resources and to develop Job Brokering services that best serve the 

needs of specific target groups. 

4.6 Self-evaluate and reflect upon own professional practice to contribute to continuing 

professional development and psychological well-being.  

 

 

2.3 Narratives, Exercises and Feedback 

 

This Self-directed Learning Guide has been designed to help you to identify and develop the 

knowledge, skills and techniques that are relevant to the Job Broker role, and to give you a 

better understanding of Job Brokering in a work situation. It comprises important background 

knowledge and exercises to enable you to enhance your Job Brokering skills in a variety of 

different situations.  

 

All of these Chapters include examples, case studies and learning activities that will help you to 

work through and, where relevant, better understand the concepts that relate to the occupation 

of the Job Broker. Once you have gone through the whole Guide, you should have a complete 

sense of the profile of the occupation, its various aspects and how to operate as a successful Job 

Broker. The activities and feedback are structured to enable you to focus on the real situations 

and challenges that you are likely to encounter - and to provide solutions and plans for your 

continuous development.    

 

Throughout this Self-directed Learning Guide you will find learning material that we have 

designed to support you. The learning material has been designed to encourage self-reflection 

and encourage you to explore, research and review. It comprises assignments, exercises and 

reflections.  It also suggests certain areas to research or to find references. 

 



Self-directed Learning Guide 
Introduction 

 

21 | P a g e  
 

Each Chapter starts with an initial Learning Needs Assessment to get you started. The purpose 

of this initial self-assessment is to help you to identify the extent to which you have specific 

development areas in relation to the Job Broker Occupational Profile, and the learning objectives 

set out in the relevant Chapter.   

 

Do work through it very carefully and give it some thought – you may be surprised about how 

much you think you already know, so it will be interesting to see how you see things once you 

have finished the Chapter … 

 

As you read through the Chapter, you will find the following types of activity: 

 

 

CASE STUDY - of individuals, services or situations are provided 

in the learning material.  Case studies are normally followed by 

specific exercises for you to complete, based on your 

observations of the case. 

 

 

 

EXAMPLE - When discussing concepts or issues, there is 

sometimes no better way of illustrating the point than to provide 

an example! 

 

 

 

ASSIGNMENT - Now it’s time to work – when you see this 

symbol, you will be asked to complete an assignment, normally 

in the form of a written statement or exercise.  

 

 

 

RESEARCH - you will be asked to investigate a topic and conduct 

your own research into the topic under consideration. 
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PROBLEM SOLVING– we present a problem challenge – can you 

come up with any ideas to solve it? 

 

 

 

 

LISTS – here you will be presented with a list and you will be 

asked to choose which apply, or describe strengths and 

weaknesses or other characteristics that apply to those points on 

the list(s). 

 

 

Read the Guide closely, and follow the instructions provided each time you are asked to 

undertake an exercise.  The exercises have been designed in a way that assume you are an 

‘autonomous learner’ – i.e. you are not part of a group or a course, although in some instances 

you may be asked to communicate or engage with someone else to complete  the exercise. 

 

As you are completing the exercise on your own, once you have done so, each exercise will be 

followed by: 

 

                

 

 

 

In each case, after completing one of the activities listed above, the Guide will summarise points 

of feedback for you to consider.  Normally, this feedback is not of the ‘right or wrong’ variety, 

but instead has been designed to encourage you to reflect on the way that you have responded 

to the exercise. 

 

Each chapter then concludes by taking you back to the Learning Needs Assessment. The idea 

now is to see to what extent going through the Chapter in the Guide has helped to address any 

learning needs that you had previously identified.  It may also give you case to reflect as to 
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whether your original assessment of your needs was accurate, or whether you over-estimated or 

under-estimated your knowledge and experience.  

Finally, bear in mind that the learning materials are not intended to be a substitute for carrying 

out the role of Job Broker with real job-seekers! However, we do hope very much that you find 

them useful, and that they complement and enhance your practical experience. 

2.4 An initial check – where do you stand? 

Let’s make a start by doing a quick self-appraisal against the Job Broker Occupational Profile 

and Standards.  We referred to this earlier in this Chapter and, as a reminder, you can find it 

here: http://www.projectsgallery.eu/job-broker/occupational-profile/ 

Read through the Profile and consider all of its aspects.  How familiar are the different elements 

of it to you?  Are there some areas that are new, whereas others are very familiar? To approach 

this in a more scientific way, let’s start by doing a detailed Learning Needs Analysis (similar to a 

Training Needs Analysis, or TNA). 

In the table below you will find in the left-hand column each of the main Areas of Activity that 

are defined in the Profile. Consider each in turn, and indicate to yourself in the right-hand 

column the extent to which you feel you would benefit from professional or learning 

development in each case.  This will give you a ‘snapshot’ as to how you see your own level of 

knowledge, skills and experience in each case. 

Job Broker Occupational Profile and Standards 

– Areas of Activity

Development 

required? 

Yes Maybe No 

EFFECTIVE COMMUNICATION 

• Knowledge of written communication, verbal
communication and ICT communication to simplify and
clarify all communication with jobseekers and employers

• Knowledge in the field of human resources to be able to
help the jobseekers in a professional manner

http://www.projectsgallery.eu/job-broker/occupational-profile/
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Job Broker Occupational Profile and Standards 

– Areas of Activity

Development 

required? 

Yes Maybe No 

• Knowledge of the labour market; how to read the
current and future situation to help employees hire and
train jobseekers in the appropriate fields

• Knowledge of coaching; to help jobseekers improve,
develop, learn new skills, find personal success and
achieve their aims

• Interviewing skills; active listening, inspiring conversation
and problem solving

• Communicational skills with different nationalities,
different mentality and different religion to avoid
prejudice

• Sales skills; to be able to convince both jobseekers and
employers to look at opportunities concerning the labour
market in a broader spectrum

• Skills of reading facial expressions and body language to
understand better the real messages that both
jobseekers and employers are giving

• To manage emotions of jobseekers and thus moving
them in the desired direction to achieve intended goals

• To be initiative and organized working with a broad
spectrum of jobseekers and employers

ENGAGEMENT 

• Knowledge of marketing policies and networking
techniques

• Recognize the current labour market information in
terms of trends and needs

• Knowledge of the education or training and employment
support schemes incentives internships and other
supports.

• Have knowledge of several recruiting methods (direct,
Indirect, third party methods, etc) to reach to the
potential candidates and to establish contact with both
job- seekers / employers

• Have knowledge of the recruitment & selection hiring
process

• Describe basic employment law rules and prerequisites

• Design, conduct and participate in networking events
and activities aiming to develop strong links for the job-
seekers (jobseekers – employers)
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Job Broker Occupational Profile and Standards 

– Areas of Activity

Development 

required? 

Yes Maybe No 

• Design and actions to engage employers in different
activities to enhance effectiveness of labour market
entry to job openings

• Combine job-seekers’ needs with existing supporting
schemes for both job-seekers and the employers

• Apply several recruiting methods to match employers’
recruitment needs with jobseekers’ profiling

• Identify new business opportunities and convert into
vacancies effectively, based on recruitment needs and
expectations of employers

• Monitor the employment processes that connect the
job-seeker with potential employers.

• Instruct employers towards understanding and matching
of their recruitment needs

ACCOUNT MANAGEMENT 

• Select – Knowledge on how to select the important
information about the job-seekers and the labour
market.

• Summarize – Have knowledge on how to summarize all
the knowledge and information.

• Interview – Conduct an interview with job-seekers and
employers.

• Support – Have knowledge for optimally support the job-
seekers and employers.

• Assess – Knowledge for assessing the needs of job-
seekers and employers.

• Estimate – Knowledge which on how to assess the
situation on the labour market and the position of the
job-seeker.

• Assess – Assess the personal characteristics and needs
(jobseeker profiling).

• Balance – Balance the job-seekers’ needs (job-seekers
and employers) choosing their funding routes carefully
to ensure that contractual obligations do not take them
into areas they know little or nothing about.

• Compare – Compare the potential of each individual job-
seeker with the wishes and expectations of the
employers.

• Recommend – Recommend the job-seeker tailor made
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Job Broker Occupational Profile and Standards 

– Areas of Activity

Development 

required? 

Yes Maybe No 

proposals for the right placement in the job. 

• Support – Support job-seekers’ expectations and needs
(job-seekers and employers) in identifying and exploring
the best solutions for recruitment.

• Propose – Propose the job-seekers the right steps for
action planning (information management), best
measures on the way to the job and the right job.

• Organize – The ability to organize himself, his work,
everything what the job-seekers and the employers need
for the successful job placement.

• Solution – Finding the best solutions for job-seekers (job-
seekers and employers).

COACHING AND MENTORING 

• Knowledge and understanding of personal career
consulting

• Knowledge and understanding of communication in
terms of communicating Instructions, providing
Feedback and listening for Understanding

• Knowledge and awareness of performance improvement
for the user by setting Performance Goals, working in
reflection – clarification of those goals, rewarding
Improvement, dealing with failure through motivation
and assessing Strengths and Weaknesses

• Knowledge and understanding relationships in terms of
empathy by building trust, motivating the users, working
with each one personal issues and confronting difficult
situations in the right way

• Understanding how to execute management by
responding to concrete requests of the users and do the
following through

• Provide guidance, feedback, and direction to ensure
successful performance

• Establish and clarify goals with the user

• Develop a plan to accomplish the tasks and
responsibilities

• Ensure members / people have a clear definition and
understanding of their roles and responsibilities

• Align expectations with members / people

• Encourage and provide feedback for improvement
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Job Broker Occupational Profile and Standards 

– Areas of Activity

Development 

required? 

Yes Maybe No 

• Motivator for job-seekers to get defined objectives

• Empathy - Emotional Bluetooth/Intelligence with both
job-seekers and employers to achieved and align their
aims

PARTNERSHIP WORKING 

• The existing support programmes & services for job-
seekers as well as funding schemes for support of job-
seekers.

• The business sectors or specific employers that offer job
opportunities for (disadvantaged) job-seekers.

• Other providers of Job Brokering services in the region
and compare their provision of services.

• Categorize different target groups of job-
seekers/employers and their specific needs.

• Distinguish different stakeholders (job-seekers,
companies, providers of Job Brokering services &
support measures for job-seekers, VET-institutions,
public-funding bodies etc.) and their different rationales.

• Identify specific target groups, possible cooperation
partners and/or competitors and niches on the labour
market.

• Build up long-term relationships to possible cooperation
partners and/or funding bodies for support measures for
job-seekers

• Utilize relations to other Job Brokering providers,
funding bodies etc. in order to identify gaps in Job
Brokering service provision for (disadvantaged) job-
seekers and specific group of job-seekers.

• Discuss with other Job Brokering providers about on
which specific target groups of job-seekers and/or
employers the different services should concentrate on
and to adapt the services of the own organisation in
order to optimize it for specific needs or target groups.

• Jointly develop of communication processes, work
procedures and standards as basis for high quality Job
Brokering services

• Being responsible for building up long-term relationships
and cooperation with other Job Brokering providers,
companies, and providers of support measures for job-
seekers, VET-institutions, public-funding bodies etc.
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Job Broker Occupational Profile and Standards 

– Areas of Activity

Development 

required? 

Yes Maybe No 

• Being responsible for utilizing relationships to other
stakeholders and especially other Job Brokering
providers in order to concentrate organisational
resources and to develop job-brokering services that
best serve the needs of specific target groups.

PROFESSIONALISM 

• Explain what is meant by professional manners

• List possible professional values (e.g. accountability,
responsibility, integrity, confidentiality etc.)

• Recall and explain advanced customer care principles
and techniques (e.g. active listening and empathy)

• List techniques for building up self-confidence for greater
success at work as a Job Broker.

• Describe the tone of voice and body language that
should be used in the case of conflict.

• Define workplace culture and list some of its
characteristics. Explain why it is important to be aware of
the workplace culture when you have the role of the Job
Broker.

• List main principles of time management.

• Describe principles of effective teamwork (e.g. team as
an entity, value each member, clear roles, team goals,
effective communication, initiative and reward, team
working as a learning process etc.)

• Set criteria for self-assessment.

• Apply advanced customer care principles and techniques
such as active listening and empathy in order to ensure
customer satisfaction

• Assess customers ‘expectations using tools and
techniques

• Carry out business communication and transactions in
line with ethical frameworks.

• Apply successfully conflict resolution principles to
resolve issues with employers and customers

• Identify possible solutions in problems with employers or
customers  and apply decision making techniques to
evaluate options to arrive at the best solution

• Make use of collaboration principles to achieve best
possible results for employers and customers
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Job Broker Occupational Profile and Standards 

– Areas of Activity

Development 

required? 

Yes Maybe No 

• Plan the day ensuring that  one meets all deadlines

• Evaluate yourself based on the self-assessment criteria
and decide on improvement.

• Demonstrate organisational commitment both to
employers and customers

• Demonstrate the ability to deliver, monitor and evaluate
customer satisfaction as a means of continuous
customer service quality improvement

• Appreciate the importance and demonstrate awareness
of workplace culture

So how does that look to you?  Can you identify the areas of the profile where you feel that you 

have much of this covered? Are there other areas where you would benefit from some specific 

development? 

We would recommend that you return to this initial check when you have completed the Guide 

and look back on your original answers.  From experience we have found that the process of 

working through learning materials can mean that, on reflection, Job Brokers may both over-

estimate and under-estimate their knowledge, skills and experience in different areas.  

In the meantime, each of the Chapters that follow this Introduction has its own Learning Needs 

Assessment, which is structured differently.  Here, you will get the chance to undertake the 

assessment according to the specific chapter and make a ‘score’ – and then when you complete 

the chapter, you are directed to return to your Learning Needs Assessment and score it again – 

to see if you can identify where your skills, knowledge or understanding may have progressed. 

As a reminder, the four Chapters that follow are: 

Chapter 1 - Current EU Labour Market Context and Employment Opportunities 
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Chapter 2 – Working Effectively with Employers 

 

Chapter 3 – Working with Job-seekers 

 
 
Chapter 4 – Taking a Job-seeker-focused Approach (case management)  
 
 

 
OK! - So now you are all ready to go! 

 
 

Notes 
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What is this chapter about? 

The Job Broker role operates at the interface between the employer, the job-seeker and the 

requirements of specific public labour market policy, programmes and funding.  Therefore this 

Chapter puts the role of the Job Broker in its European context and explores some of the current 

issues and trends in this area.  

Public funding bodies can be local (local authorities/municipalities), regional and central 

government agencies, including the Public Employment Services (PES). Each funder has their 

own requirements about who (the job-seekers) must be targeted, how services should be 

delivered and what is deemed ’eligible activity’. Many even have different definitions of what a 

job is. An emerging trend is the increased focus on performance related measures in terms of 

job progression and sustainability, where by the services are commissioned through a process of 

‘Payments by Results’.  Meeting contractual obligations and requirements to trigger payments is 

therefore vital for Job Brokerage agencies/providers. 

So, Job Brokers do not exist in a vacuum!  Working with job-seekers and employers to broker job 

solutions takes place in local labour markets and knowing where the jobs are – and just as 

importantly, knowing where to look for sources of help – is an important weapon in the Job 

Broker’s armoury. As well as being able to locate specific employers and their vacancies, being 

able to identify what is happening to the jobs market can be very useful: which job sectors are 

on the up?  Which job sectors are in decline?  What do industry specialists or research studies 

say about what employers are looking for these days from new employees and job entrants? Do 

some employers, or groups of employers, have specific programmes to help give unemployed 

job-seekers a chance? Are there any particular rules or employment laws that will specifically 

affect new job entrants? 

Furthermore, it can be vital to build up your knowledge of schemes and programmes that are 

available to assist job-seekers with improving their skills and qualifications, in order to improve 

their chances in the labour market.  Publicly- funded schemes come in all shapes and sizes, and 

will often have specific eligibility rules.  For instance, some will only be open to those that have  
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been unemployed for a certain period of time (e.g. long-term unemployed); others may be 

aimed at certain age groups, or targeted to assist particular communities; some may offer the 

change to obtain relevant vocational qualifications, or be aimed at jobs in particular sectors 

(such as I.T. or the hospitality sector). There may be some schemes that offer the chance to be 

paid while learning ‘in work’, while other options may be more College-based or part-time. 

 

Your ability to identify and understand as much of this kind of information as possible will mean 

that the service that you provide as a Job Broker will be more holistic. As a Job Broker, you may 

also find that your performance is assessed by those that employ you – particularly if they have 

targets to deliver or are under some pressure to achieve results.  This kind of pressure is 

becoming increasingly widespread in publicly-funded employment and training provision. 

 

Learning objectives 

In order to address the above, therefore, this Chapter has the following specific learning 

objectives: 

1.1 Describe current labour market trends and needs and conduct conversations with job-

seekers accordingly. 

1.2 Identify relevant sources of information (labour market trends, training and employment 

support schemes, employment opportunities, labour law) and select relevant information 

working with job-seekers. 

1.3 Describe networking techniques and use them to build up long-term relationships with 

employers and possible cooperation partners and/or funding bodies for support measures for 

job-seekers. 

1.4 Describe relevant public policies and priorities in relation to the funding and organisation 

of job-brokering services. 

1.5 Understand the interface between the employer, job-seeker and funder of Job Brokering 

services. Illustrate possible role conflicts and demonstrate the means to overcome them. 

1.6 Specify and explain the use of Job Brokering services for key employers, employer 

associations, sector bodies or industry specialists. 
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Before we look at this area in detail, let’s begin with a self-appraisal of your knowledge, skills 

and understanding in this area with the Learning Needs Assessment table below.  

 

Using a scale where 1 = poor (development fully needed), 5 = fair/satisfactory (development 

partially needed) and 10 = excellent (no development needed). Consider each requirement in 

turn, and estimate your ‘level’ in each case: so, to what extent can you …? 

Job requirement Level of knowledge, skills, experience or 

understanding (as appropriate).  

Identify issues that arise from using knowledge of the 

trends in the labour market, in terms of (a) identifying 

growing areas of skills shortages and job vacancies and 

(b) seeking to ‘match’ the job-seeker(s) to these trends  

1 2 3 4 5 6 7 8 9 10 

Describe competences or qualities that can be 

developed relatively quickly in job-seekers in order to 

respond to potentially beneficial labour market trends  

1 2 3 4 5 6 7 8 9 10 

Identify the issues that the job-seekers may face when 

considering work opportunities that are not local and 

work with them to assess if these opportunities are 

realistic or practical for them.  

1 2 3 4 5 6 7 8 9 10 

Specify the resources that you need to prepare for work 

with the job-seeker(s) in order to identify relevant 

vocational education and training providers/schemes 

and public employment programmes  

1 2 3 4 5 6 7 8 9 10 

Recognise the different types of provision and 

programmes that are relevant to all of the job-seekers, 

and distinguish with those which target specific needs 

and specific groups.  

1 2 3 4 5 6 7 8 9 10 

Identify  the sources of guidance and information that 

can be made available to employers and industry 

associations to support them in taking on unemployed 

1 2 3 4 5 6 7 8 9 10 
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job-seekers to fill vacancies  

Explain the main techniques to (a) broker employment 

between unemployed job-seekers and employers (b) 

stay in touch with both parties to support the 

sustainability of the arrangement.  

1 2 3 4 5 6 7 8 9 10 

Identify the main indicators that are used to measure 

the impact and effectiveness of your service (including 

any’ payment by results’ arrangements).  

1 2 3 4 5 6 7 8 9 10 

Identify at least 3 main public policies that affect Job 

Brokerage services in your country and describe the 

ways that they affect your work. 

1 2 3 4 5 6 7 8 9 10 

Describe the “payment by results” system (i.e. could 

you list at least 3 ‘results’ a Job Broker might be 

expected to achieve. 

1 2 3 4 5 6 7 8 9 10 

Compare 3 positive and 3 negative aspects of payment 

by results 

1 2 3 4 5 6 7 8 9 10 

Distinguish the expectations of:  

A) an employer b) employee c) funders 

1 2 3 4 5 6 7 8 9 10 

Describe how you would involve job-seekers and 

employers for the benefit of all parties involved in a 

public funded programme 

1 2 3 4 5 6 7 8 9 10 

Describe 3 typical conflicts that a Job Broker may have 

to deal with in order to achieve a satisfying outcome for 

all parties involved 

1 2 3 4 5 6 7 8 9 10 

Prepare a 20’ presentation to a prospective employer in 

order to sell your brokerage service to them 

1 2 3 4 5 6 7 8 9 10 

List of all the services that a Job Broker may offer to an 

employer, comparing  how these services are provided 

now, and why Job Brokerage is a better solution 

1 2 3 4 5 6 7 8 9 10 

Identify the challenges that you think most probably a 1 2 3 4 5 6 7 8 9 10 
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Job Broker will face when having to explain the use of 

brokering services to key employers, employer 

associations, sector bodies or industry specialists. 

 

 

In the sections below, we will provide you with some narrative and ask you to complete a set of 

exercises.  Each one has feedback – make a note of your responses and your thoughts about the 

feedback – since at the end of the Chapter we will ask you to return to this Needs Analysis to see 

if any of your responses have changed.  

 

 

1.1 Describe current labour market trends and needs and conduct conversations with 

job-seekers accordingly. 

Someone may say that it is “stating the obvious” when advocating that the ability to be effective 

as a Job Broker is partly determined by the overall state of the economy and levels of 

unemployment.  Life would certainly be easier if there were more than enough full-time and 

part-time jobs to go around for everyone, irrespective of their circumstances, qualifications and 

skills!  However, if those days ever existed, they are long gone now.  Unemployment levels in 

some parts of the EU have been persistently high and the situation deteriorated further with the 

advent of the global financial crisis in 2008.  

 

However, despite this situation, there are also reports of skills shortages – where employers 

cannot find the people that they need to do the jobs that they have.  The reasons for this are 

complex – sometimes these ‘skill shortages’ are due to reasons of low pay, or anti-social hours, 

and they can also be evidence of poor planning in the approach to skills training provision and 

economic forecasting.  

 

Nonetheless, there are often jobs and opportunities to be found if some of these barriers can be 

overcome, and all parties are flexible, adaptable and creative in their approach. 

In order to investigate what the situation is ‘on the ground’ and to inform the next steps of the 

project, in 2016 each of the Job Broker partners undertook a research study in their own  
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country.  This was a comprehensive exercise and a considerable amount of detail was gathered 

and analysed. You can find the results of this analysis of the website of the project 

http://www.projectsgallery.eu/job-broker   

ACTIVITY 1.1.1 

Consider the results set out in the analysis on the website link above. What is the 

unemployment situation in your country?  How does it compare to other parts of Europe? 

Why is there such difference? 

http://www.projectsgallery.eu/job-broker
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Can you find the 10 most popular vacancies in your country? In other parts of Europe? 

Now can you also find the most popular educational pathways for each of those vacancies? 

 Are the educational (qualification) requirements the same for each vacancy in each country – 

or are there any differences?  

If there are differences, how could you help job-seekers to address them? 
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This exercise is intended to help Job Brokers to use their knowledge in order to gain a more 

holistic approach of the overall educational and employment situation both in their own 

countries and in other parts of Europe. The information needed to do this can be found in 

relevant websites of the European Commission, for instance 

 http://ec.europa.eu/eurostat/statistics-explained/index.php/Unemployment_statistics  

International information is also available on the site of several economic blogs and e-zines: for 

instance Forbes www.forbes.com, or the International Labour Organisation (ILO) www.ilo.org . 

By comparing the difference in the unemployment rates, you can understand how the different 

economic, educational, social situations are affecting the labour market and therefore impacting 

upon the job-seeker. Researching both the popular vacancies and the education and training 

requirements to meet them will help you to identify whether there is an incompatibility 

between the education requirements and the vacancies on offer. This is actually a situation that 

varies considerably among countries, and if you look a bit deeper you may identify those skills 

that may be transferable amongst disciplines and as a result come up with a plan of how you can 

address these differences.  

For example: In Greece acquiring and a University Degree in Economics science is very 

prestigious and therefore sought-after. However, an economics graduate has a very theoretical 

knowledge of several disciplines. They have the professional entitlement to work as 

accountants, but they may not have the capability; an economist may possess the theoretical 

knowledge of accounting but lack enough practice hours.  Therefore they may not have as 

thorough knowledge as a graduate of a University of Applied science – which may not be 

traditionally seen as being as prestigious - but with accounting being a very popular vacancy at  

http://ec.europa.eu/eurostat/statistics-explained/index.php/Unemployment_statistics
http://www.forbes.com/
http://www.ilo.org/
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the moment, a Job Broker could offer several choices for an economist to enter the accountancy 

job market, such as vocational training courses, non-formal adult education or internships, 

which will help them to get their foot on the accounting ladder, with having the prestige of a 

University degree. 

Transferable Skills - When seeking employment and after having followed a specific education 

and employment route, someone who finds themselves out of work may think that a lack of 

relevant, industry-specific experience will stop them from getting a job - but this is not always 

the case. Whether a job-seeker would like to change career – or is perhaps forced to consider a 

change; whether they have recently graduated, or are looking for their first job, and are nervous 

about how their skills will match to the requirements of the current job market, the Job Broker 

has a motivating role to help them to understand that one of the key attributes that is fought by 

employers is ‘potential’.   

It is vital, therefore, that they can identify their own potential by demonstrating the transferable 

skills that they have developed already. Employers are often looking for abilities and qualities 

that they recognise to be present in the most effective employees. These soft skills, such as 

being able to communicate effectively in a variety of situations, showing initiative, creativity and 

integrity, and having a good work attitude, are valuable across all industries. 
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ACTIVITY 1.1.2 

From your experience, can you identify five typical competences that are transferable or can 

quickly be developed amongst your job-seekers?  

1. 

2. 

3. 

4. 

5. 

Were you able to identify five? Can you think of anymore? 
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When completing this activity, of course you may have had a specific group of job-seekers in 

mind. However, the common features of the group may not have to do with the competences 

and skills per se. They may be, for example, young unemployed people on a vocational education 

programme, or they may have higher education degrees. A good way to start is to find out the 

skills that those people with different educational backgrounds have in common and how those 

skills were developed. They may have acquired them through previous employment, 

school, apprenticeships, internships, formal and informal training, hobbies, and volunteer 

experiences.  

 

The Princeton University career service suggests that those skills fall under the categories of: 

interpersonal skills, organisation skills, leadership skills and communication skills. This list does 

not include the ‘hard’ or technical skills that are specific to a very particular job.  While some of 

these acquired skills can also be transferable, “soft skills” are widely transferable between 

occupations; a hairdresser and a salesperson are two examples of where people can use their 

good “people skills”. 

 

The importance of these kind of skills and the knowledge and aptitudes that come with them is 

set out in, for instance, the European Reference Framework (ERF) for Lifelong Learning.  The ERF 

sets out eight key competences that are all considered important, because each of them can 

contribute to having a successful life in our modern, knowledge-based society. These eight key 

competences are:  

 

1. Communication in the mother tongue 

2. Communication in foreign languages 

https://www.thebalance.com/what-is-an-apprenticeship-526218
https://www.thebalance.com/should-you-do-an-internship-525756
https://www.thebalance.com/can-you-turn-your-hobby-into-a-career-524775
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3. Mathematical competence and basic competences in science and technology 

4. Digital competence 

5. Learning to learn 

6. Social and civic competences 

7. Sense of initiative and entrepreneurship 

8. Cultural awareness and expression 

 

You can find the whole ERF here: https://www.erasmusplus.org.uk/file/272/download . The ERF 

was created as a reference framework for countries to use when designing or revising their 

education and training systems.  You should therefore be able to see these competences 

expressed in some way in your own system for training and education.  

 

Moving for employment - A lot of people are migrating, and a lot more are thinking about it, in 

order to find employment. Migration to find work is a very old phenomenon and has been with 

us for many for centuries now. Nowadays, there is increasingly a global job market and both soft 

and hard skills can be transferrable in jobs in the same or different sectors, in different 

countries. The European Union wants to make this process easier – at the very least it wants to 

remove barriers to it – and is constantly trying to align qualifications throughout Europe with 

tools as ECVET and ECTS, with alignment of degrees obtained in different countries around the 

globe, through the use of NARIC offices, as well as the free movement of EU citizens in 

employment positions throughout the EU.  

 

 

https://www.erasmusplus.org.uk/file/272/download
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ACTIVITY 1.1.3   
 
 

 

 

You have a job-seeker that he/she are unemployed for quite some time. They are at the point 

of considering migrating in order to find employment. What would you advise them to do? 

How would you guide them to take a decision that is both practical and realistic for them? 
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After considering the options with your job-seeker, you may both have reached the conclusion 

that relocating to another country for employment is an option filled with potential but also full 

of uncertainties. Your job-seeker is likely to ask questions, just some of which may include 

“Would I be able to cope with the new language? What are the job prospects?  How is the 

money?  What about the social and health systems? How easy is it to be accepted in a new 

society?  Will I be able to create a good network there?  What are the implications if I take my 

family?”  

 

A good tool that can provide a starting point to help them is EURES 

https://ec.europa.eu/eures/public/homepage . The job-seeker, with the Job Brokers help, can 

find extensive information on how to work and live in another country in Europe. Furthermore 

there are several forums and sites that a Job Broker can utilize where those that have already 

migrated provide advice to those who may follow them, concerning working and living in other 

countries.  Some examples include: 

https://www.expatica.com/;  

http://www.expatforum.com/;  

https://www.iamexpat.nl/ 

 

Discussing with people that are already experiencing living and working abroad is a great way to 

find out more about the ‘pro’s and con’s’ and whether it is something that job-seekers are 

willing to do or even looking forward to doing.  

 

It is important for job-seekers to understand that they might face difficulties but there is always 

help available and that there is always the option to change their minds.  

 

https://ec.europa.eu/eures/public/homepage
https://www.expatica.com/
http://www.expatforum.com/
https://www.iamexpat.nl/
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1.2 Identify relevant sources of information (labour market trends, training and 

employment support schemes, employment opportunities, labour law) and select 

relevant information working with job-seekers 

 

Career choice is developed as a result of one’s surroundings, family, friends, circumstances, 

personal beliefs, motivation and other considerations. All these factors are elements that 

influence a career path and employment opportunities. Therefore those concepts are seldom 

simply a ‘straight line’. Goals that can seem clear at the beginning of a consideration can become 

ambiguous and new ones constantly develop. Again and again an individual has to make choices. 

The nature of the labour market forces people in this position more than before. Lifetime 

employment is no longer the norm. This has to be fully taken into account in career counselling 

and guidance. The Job Broker needs to be aware of each job-seeker’s situation in order to help 

them accordingly by providing tailored advice and specific and individual steps of the individual 

job-seeker.  

 

 

 
ACTIVITY 1.2.1  
 
 

 

Shoriful is a job-seeker in Belgium*. Shoriful, who is in her early 50s, was born in Bangladesh. 

She studied until she was 15 and left school with some qualifications. She came to Brussels 

with her husband in 1975. She has five children with ages ranging from early 20s to late 30s. 

One of her children has learning disabilities and needs constant care. She has spent her time 

raising the children and caring for her son. The care of the children took all of the time of 

Shoriful and she did not have time to study in Belgium. She took the occasional work 

opportunities from time to time as a cleaner, baby sitter, and personal assistant. All the jobs 
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were acquired in the local community through the contacts. Shoriful has participated in 

language classes but not consistently and has some problems with the French language. She is 

active in local women’s’ organizations and works as a volunteer for newly arrived immigrants 

at her local community centre. Through municipality and different projects Shoriful has 

developed her French language skills, computer skills and gained some work experience 

through volunteering. Now she has decided to get a profession in order to achieve her goal of 

finding employment. 

 

Task: 

 

Write a report or an Action Plan with all the information that will help you facilitate Shoriful 

into achieving her goals. Which are the relevant vocational education and training 

providers/schemes and public employment programmes that you could use in order to support 

your job-seeker to address her lack of knowledge, skills or competences to take advantage of 

labour market trends?  

 

*You may change Belgium to whichever relevant country.  

 

 

 

 

 

 

In order to facilitate the preparation of the report you need to answer the following questions 

(based on the available information): 

Bear in mind that there may be a difference between goals of the job-seeker and the goals that a 

Job Broker would formulate. This involves some consideration of the management of 

expectations, particularly in relation to what may be unrealistic goals on the side of the job-

seeker and how a Job Broker could deal with it. 
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1. What kind of goals could a Job Broker propose, based on his/her expertise and 

experience? 

 

According to your expertise and situation you may consider the following: 

2. Are the objectives between the job-seeker and the Job Broker likely to be similar? 

What are the differences?  

3. What type of relevant activities may exist to support the job-seeker at this stage?  

4. What does the job-seeker need to do to set up and self monitor an action plan to 

achieve the objectives? 

5. Does the job-seeker need tailor-made support from the network? 

 

It is important to keep in mind that given the situation of the job-seeker (current education, 

employment, volunteer work) and the availability of VET providers, certification schemes and 

public employment programs the job-seeker and the Job Broker will manage to formulate a 

realistic goal acceptable by both parties.  If not we should revisit the difference between the 

goal and the overall objective and find what is missing to close the gap.   

 

Different programmes for different people - Set against the context of high unemployment 

across Europe, particularly in the south, – but also in a context where there are signs of recovery 

and even skills shortages and unfilled vacancies, the role of the effective ‘Job Broker’ is emerging 

as a key player in vocational education and training (VET) provision – a professional, working in a 

variety of contexts (Public Employment Services, Job Counselling, VET organisations) identifying 

and matching learners on publicly funded VET and employment programmes into sustained job 

opportunities.  
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ACTIVITY 1.2.2  
 
 

 

Describe the different types of VET provision and VET programmes in your country that are 

relevant to all of your job-seekers and which target specific needs and specific groups.  
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It is important to understand how your job-seekers may consist of job-seekers that share quite a 

lot of their characteristics and needs - but also they have specific needs and may belong to other 

subgroups. 

 

For example a group of young university graduates, which may also be people with disabilities, 

immigrants, minorities, single mothers etc. This means they have different needs, and it may be 

that they can take advantage of different publicly-funded programmes that have been organised 

or funded to support them in terms of promoting their employment and education. Thus, all of 

them could take advantage of a programme that has been designed and funded to help young 

graduates to become entrepreneurs - but only the single mothers could take advantage of a VET 

programme designed to help young mothers to develop their network.  

 

After completing this assignment you could use the results to categorise those per target group 

and update your information according to new public funded programmes, VET programmes, 

qualification and certification schemes and other provision. Furthermore it would be really 

interesting to see how you may be able to combine each of these in order to get the best 

outcome of each job-seeker.  

 

As a Job Broker operating in a specific environment it is understandable that you will be, and 

become even more, experienced in specific groups thus, having categorized the programmes 

accordingly will help you save time in the future, time that can be used in other aspects of your 

occupation.  
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ACTIVITY 1.2.3  
 
 

 

Make a list of the five groups that you are most experienced as a Job Broker in assisting and 

with the five groups that you are least experienced in helping. 

 

Most experienced 

1. 

2. 

3. 

4. 

5. 

 

Least experienced 

1. 

2. 

3. 

4. 

5. 

 

 

Why do you think the above is the case?  
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Make a list of the approaches that you consider to be universal and those that may need to 

differ according to groups and circumstances. 

 

Universal  

1. 

2. 

3. 

4. 

5. 

 

Different  

1. 

2. 

3. 

4. 

5. 

 

Please describe why this is the case :  
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After completing this exercise you will have given some structured consideration to 

understanding your job-seekers and how you are able to help each group.  

 

There are several ways that you may use this information: On the one hand you may decide to 

concentrate and specialise more on the groups that you are more familiar with, especially if you 

feel that this is an outcome of the current situation in your country, and that those are the 

groups that you will be dealing mostly for the years to come.  

 

However, you may recognise some groups that you are least experienced with, but they are 

salient in your country and it would be smart to put some more effort in order to gain more 

experience about their needs and situation. In that way you could get broaden your experience 

as well as that of your job-seekers and as a result, have better results as a Job Broker.  

 

 

1.3 Describe networking techniques and use them to build up long-term relationships 

with employers and possible cooperation partners and/or funding bodies for support 

measures for job-seekers. 

 

A common challenge for Job Brokers is obtaining and keeping a network of potential employers 

and workplaces they can match with job-seekers. Some agencies may keep track of the state of 

the regional labour market, while others may not. But even if this kind of information is available 

at for instance the regional labour office, the Job Broker may have still be able to “translate” that 

information for their own use, in a way that can also benefit and help develop the entire 

network of service providers.  
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Finding updated and relevant information concerning the requirements of the labour market 

and finding the specific employers might be difficult, as many sectors are rapidly changing in 

accordance to employment policies, technology developments and up and downscaling of 

businesses and organizations. The Job Brokers need to have a lot of information at hand in order 

to be able to use knowledge and information for the development of an individual action plan 

for their job-seekers. This should consider what positions the employers can offer youth to help 

them progress, while also be based on the coach’s knowledge about the competence and skills 

level of the job-seeker. 

 

One way of getting information first-hand is through having direct relations with the labour 

market; in the same way that the Job Brokers need to know their job-seekers, they will also 

benefit greatly if they know how to obtain information about the labour market, and how to 

communicate efficiently with employers. The following section will provide an outline in order 

for Job Brokers to be able to become aware of what information they do have as well as to 

challenge them to be creative about other ways of finding information. 
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ACTIVITY 1.3.1  
 
 

 

Do you know the sources of information and guidance that can be made available to employers 

in order to support then in taking on inexperienced job-seekers to fill vacancies. Specify below. 

 

 

 

 

 

 

 

 

 

At your convenience, approach a colleague and open a discussion on your findings? Try to find 

out whether they agree or if they add something?  
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A lot of employers, especially when it comes to SMEs, probably won’t have an in-house 

recruitment officer, are not aware of the advantages of hiring young people. The Job Broker may 

take advantage of that in order to help both the employers find the right person for the job and 

job-seeker to find an appropriate placement. So, apart from the info that could apply to all kinds 

of candidate groups (CVs, educational background, professional background, skills, competences 

etc.), the Job Broker may make available information that have to do specifically with the group 

that they would like to promote.  

 

For example that there are some public funded programmes that are subsidising the employer in 

order to hire inexperienced unemployed job-seekers or interns, with not a lot of experience 

could be easier aligned to the culture of the company, as they are not biased by their previous 

job.  

 

 

 

However as a Job Broker you have always to combine what is best for both employers and job-

seekers and use your resources and network to achieve the best possible outcomes! Developing 

a network with committed employers, will help the local network to create creative solutions to 

develop work experience, training, job and career orientation, voluntary work etc. for the job- 

seekers and thus help them to advance in their career path. An essential part of building longer  
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lasting relations in networks is by making sure that relevant and necessary information is easily 

accessible to all, and is updated, and that communication is facilitated between those who need 

it. All of those involved should have an equal possibility to raise issues and be heard. Moreover, 

depending on the employers’ motivation for being in the network of employer contacts, they 

might have different needs for what they want out of such a network. Some might have capacity 

to be “actively” involved, while others might not have such capacity at all.  

 

It is thus important for the Job Brokers to maintain good relationships with the employer 

network and make sure they can find common ground, where all can benefit. One typical driving 

motivation for an employer to become part of a network of employers in a job placement 

program is “social responsibility”. This is the idea that businesses should balance profit-making 

activities with activities that benefit society; it involves developing businesses with a positive 

relationship to the society in which they operate. 
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ACTIVITY 1.3.2  
 

 

Make a list of five different techniques that you could think of keeping in touch with the 

employers in your network and maintaining the contacts in order to have a sustainable 

relationship.    

1. 

 

2. 

 

3. 

 

4. 

 

5. 

 

Now that you know how to maintain your network list five different techniques that you may 

use in order to broker employment between unemployed job-seekers and employers. 

1. 

 

2. 

 

3. 

 

4. 

 

5. 
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Depending on the nature of the employer network, employers (individually and in larger 

networks) can be involved in several ways.  

 

For instance – here are some examples: 

 

• through ‘Memoranda of Understanding – where local Job Brokering organisations and 

local employers sign a commitment on how they will work together for the benefit of 

job-seekers 

 

• newsletters with information on activities, updates and “best practice stories”  

 

• Through scheduled (annual/bi-annual) meetings where employers and other interested 

stakeholders can update each other (e.g. policy changes, results achieved etc.) as well as 

create a forum where they can network amongst each other, see what others are doing 

and share experiences. 

Furthermore it is important as a Job Broker to have specific techniques that you may turn at any 

time in order to broker employment. In continuance someone could use a combination of these 

techniques in order to come up with a tailor made solution for each situation.  

 

Some popular techniques that you may be using – or you may like to consider - are: 

 

• The Recruitment Cycle https://www.topechelon.com/blog/placement-process/what-is-

full-cycle-recruiting/ 

• Public speaking – at workshops, events, conferences or informal gatherings - to attract 

both job-seekers and Employers 

https://www.topechelon.com/blog/placement-process/what-is-full-cycle-recruiting/
https://www.topechelon.com/blog/placement-process/what-is-full-cycle-recruiting/
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• Acquire databases from other companies, when possible.  

• Use online available databases/social media such as LinkedIn 

• Post job advertisements 

• Search for employee referrals 

• Administer pre- employment tests 

• Meet with new potential job-seekers and conduct interviews to see what is needed in 

your area 

• Find various ways to present your successful outcomes 

• Take part in the selection process, assisting the employers  

 

Of course, the final outcome would be according to your job-seekers’ needs and a combination 

of various techniques.  

 

Indicators to measure effectiveness - Job brokerage, as any other occupation, needs to measure 

its effectiveness by specific indicators. Those indicators may be qualitative or quantitative and 

be set against a metric standard that the Job Broker is using for measuring his/her work and 

according to the quality plan that is in place, or could be predefined by a public procurement 

that the Job Broker has undertaken as a subcontractor and is implementing on behalf of the 

state.  
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ACTIVITY 1.3.3 
 
 

 

How aware are you of the kind of performance measures that may be used by a public body 

that is funding, commissioning or monitoring Job Brokerage services? 

 

 

 

 

What kind of success criteria (i.e. how to measure if the service is performing) can you 

identify? 

 

 

 

 

Why do you think these criteria /measures have been chosen? 

 

 

 

 

Now you have reflected on that question, can you think of more? 
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For completing this exercise you might have come across a public procurement about job 

placement, career training, VET or adult education guidance and provision, network developing 

and facilitating, etc. or even a combination of those.  Each procurement opportunity and/or each 

contract will foresee different metrics indicators – in other words, how the effectiveness of the 

services is to be assessed and what kind of performance measures and results are expected. 

Some of which may be:  

 

✓ Recruitment of Participants (in terms of total numbers, length of employment, 

background, age, gender – or a combination) 

 

✓ Initial Assessment of Participants (undertaking a specific assessment of their needs) 

 
✓ Participation in a learning or job-seeking programme (how many take part, and for how 

long) 

 

✓ Completion of the learning programme (how many of those that started completed their 

programme) 

 
✓ Participation in an accreditation procedure (for instance, how many who completed the 

programme undertook some form of final assessment or examination or test?) 

 

✓ Accreditation achievement (… and how many of them were successful?) 

 

✓ Achievement of a job start / initial placement (how many of those who started the 

programme went on to start a job?) 

 
✓ Job retention (how long did they stay employed e.g. for 6, 12 or even 24 months?) 
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1.4 Describe relevant public policies and priorities in relation to funding and 

organisation of Job Brokering services. 

 

What do you know about how your Job Brokerage service is funded? Do you think you need to 

know?  In some cases, the way that services are funded is a matter of open and public 

knowledge.  In other cases, contracts and grant agreements are confidential, and you may not 

know how your work is funded even if you wanted to know! 

 

On one level, it is not necessary to know the details of how your Job Brokerage service is funded 

in order to do your job.  However, all public funding requires accountability on some level, and 

the way your service is funded may shape the priorities of your organisation, or even the way 

that you are meant to deliver your service.  

 

Research undertaken by the Job Broker Erasmus+ partners highlighted not only that the Job 

Broker role exists in different forms in many EU countries but also that the emerging world of 

‘payment by results’ (increasingly common in public programmes), is changing the focus of this 

role dramatically.  In the last activity and the feedback, we provided an indication of the kind of 

‘results’ that provide these measures. This is particularly marked in the UK, where ‘output’ 

funding is common – in some circumstances with 100% of the public funds contingent upon the 

supported/unemployed learner securing and retaining a job.  This trend in the ‘system’ is also 

beginning to appear in some different ways in other countries forcing VET providers to ‘re-think’ 

traditional approaches – as funding is no longer granted only for the running of courses, but 

increasingly requires successful job entry and job retention.   

 

This factor, along with others, means it is no longer enough to just train people up or ‘match’ 

candidates to jobs: VET providers are having to deploy resources in different ways, to work more 

closely with employers to ‘broker’ - and even sustain the job outcome after it has been achieved.  

As a European Erasmus+ project, Job Broker has been developed to address a number of areas 

of concern to European policy.   
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For instance, the ‘Bruges Communiqué’ (2010) calls on EU member states to improve the labour 

market relevance of VET; to make it more outcome-orientated; and to develop a 'common 

language' bridging education, training and the world of work. Furthermore, one of the key 

objectives of the European Union’s strategic framework for European cooperation in Education 

and Training (ET 2020) includes a call for actions that contribute towards improving the quality, 

efficiency and relevance (attractiveness) of VET to the needs of the labour market.  The Europe  

 

2020 strategy calls for jobs for 75% of the population aged 20-64 to be in work. The changing 

world of work is also highlighted in the European Commission’s ‘New Skills for New Jobs’ 

initiative. 

 

Job brokering, and matching skills to labour market needs, is in itself one of the new types of job 

that is emerging.  In previous times, people left school and undertook VET programs for a 

specific type of job or sector – and would often work in that sector - or that job even – for the 

rest of their lives.  For many, this has become a thing of the past, and there has been an 

increasing recognition that people have, or need to develop, many different skills for the labour 

market.  These are often referred to as ‘transferable skills’ and much of current EU policy is 

aimed at calling on public employment services policies in the member states to identify and 

support the development of transferable skills for the modern world of work. 

 

Given these new policy contexts and changes in VET policies, the Job Broker project is aiming to 

make its own contribution to these policies.  By developing a Job Broker Curriculum Programme, 

the intention is to raise knowledge and skills that will help VET providers in the EU to increase 

their success rate in securing sustainable jobs for their learners (the job-seekers). However, 

there are many challenges for how the Job Broker role is to be developed, trained for, and 

ultimately validated and accredited – not least that there is such a difference in the labour 

market situation in each member state and no two governments operate the same policies and 

programmes. 
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ACTIVITY 1.4.1 Identify at least 3 main public policies that affect Job Brokerage 
services in your country and describe the ways that they affect your work. 
 
 

 

 

 

 

Written Assignment 

Identify three main public policies concerned with supporting job-seekers in your country (for 

instance, different kind of wage subsidy schemes; vocational training; active labour market 

measures of various kinds). 

 

 

 

 

 

 

 

How does each of these impact on how you deliver your service and your funding? How do you 

take this into account when working with your job-seekers? 
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So now you can clearly see that how your brokerage service is funded can affect how you deliver 

the service to your job-seekers. You may have very specific monthly targets and deadlines to 

meet for outcomes; some people will find this motivating and other will find it a source of stress! 

 

In some instances, the Job Broker is not just simply getting the job-seeker into work, but also 

looking to offer on-going in-work support to ensure that the job-seekers’ sustain their 

employment over a given period of time. It is fair to say that this has added another element to 

the Job Broker role for some they will need to up-skill to take on these new responsibilities. 

Indeed, in some countries (e.g. the UK) where ‘payment by results’ has become commonplace, 

this has affected the very way that public employment and even vocational education provision 

is organised.  To put it simply, if you are paid for certain results, then that is what will be the 

priority for how your service is organised.  This can have very profound effects, not only on how 

your organisation decides to manage its work, but in particular how you prioritise your time. 

 

Additionally, there is evidence to show that offering early support for any issues arising between 

the employee and the employer can mean the difference between someone not just staying in 

work but improving their situation to increase hours or pay successfully.  Indeed, if some of the 

funding is only paid by the public sector after a period of time in the job, then this places an 

incentive on the provider to provide ‘after care’ support – i.e. information, advice, counselling 

and ‘brokering’ after the initial job placement.  This can be a radical departure for those who are 

used to the idea that their work with the job-seeker has ended once the job-seeker has found 

work – unless, of course, they become unemployed again and return to them as a job-seeker! 
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The example below is based upon the terms of a contract that was issued by a UK public body 

that commissions VET provision to a VET provider.  The contract was aimed at unemployed job-

seekers aged 18 – 30 years of age.   

 

The contract was to support up to 500 job-seekers and operated for 24 months.  The payment 

schedule in the contract was as follows: 

Milestone / Result Amount € 
Maximum 

numbers 

Participant undertakes initial assessment on programme 100 500 

Begins non-accredited learning programme 50 200 

Begins accredited learning programme / VET course 75 200 

Completion of non-accredited learning programme 150 150 

Completion of accredited learning programme / VET course 50 200 

Attainment of vocational qualification at Level 2 250 400 

Achievement of job start 150 400 

Sustained job – 4 weeks 250 300 

Sustained job – 6 months 750 250 

Sustained job – 12 months 750 250 
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ACTIVITY 1.4.2 
 
   

    

 

 

Read the following case about Jupiter Training and then answer the questions. 

 

Jupiter Training has just received their new contract as per the payments by results example 

above. They have six Job Brokers who normally work quite intensively with job-seekers who 

often have a multiple support needs, in addition to needing to find a job. 

 

Their previous contracts had allowed more freedom and time in how they could work to support 

the job-seekers, they also assisted with other issues by referring to specialist support services 

where required. This meant that they provided a holistic service for each person, who was then 

more able to focus more fully on their job search. 

 

The new contract meant that the Job Brokers had to think much more about the amount of time 

they spent with each person, how many sessions they could provide and how quickly they had to 

progress them to either work or some form of training activity to achieve an outcome and get 

paid.  

 

All of the Job Brokers were given monthly targets to work towards which added a new element 

of pressure to their job roles. 

 

1. What issues do you think that the Job Brokers might encounter in delivering this new 

contract? 
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2. How might this impact on Jupiter Training as a business - and what could be the outcome? 

 

 

 

 

 

3. Can you name at least 5 outcomes that the Job Brokers will be expected to achieve according 

to the schedule in the example? 

 

 

 

 

 

 

4. How might this impact on the service being offered to job-seekers? 

 

 

 

 

 

5. Can you see any changes that Jupiter training might need to make to their services in light of 

the new contract? 
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As you can see form the case study and the example adapting to the payments by results model 

can bring new challenges for all concerned, that are both positive and negative. 

 

For some larger providers they may find it easier to adapt to this model as not all their delivery 

will be based solely on one source of funding.  Similarly, they may be offering multiple provision 

that has different contract requirements or additional sources of income.  

 

Smaller or more specialist providers may find that if they cannot achieve the number of 

outcomes when expected that their income could be severely affected - which could impact on 

the entire service provision, including the number of staff employed and the level of salaries 

paid. In other words, jobs and services could be at risk. 

 

The other obvious issue is that some job-seekers are much easier to get into work than others, 

and this may affect who Jupiter Training decides to prioritise for their services.  In the above 

model, there would be no incentive to take on job-seekers with multiple barriers.  In practice, 

however, often this type of schedule pays ‘supplements’ for those that have more needs – for 

instance for those without qualifications, or those that have been out of work for longer. 

 

But it is not all bad news because it can also mean that staff get to learn new skills and ways of 

working to adapt their delivery, they may be motivated by having to achieve targets each month 

and rise to the challenge. 
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ACTIVITY 1.4.3  
 
 

Given the payment by results situation compare the three more salient positive versus the 

three most salient negative aspects that could arise 

 

 

Three positive points: 

1. 

 

2. 

 

3. 

 

 

Three negative points: 

1. 

 

2. 

 

3. 

 

 

 

  



Self-directed Learning Guide 

Chapter 1 - Current EU Labour Market Context and Employment Opportunities 

 

74 | P a g e  
 

 

 

 

Looking at the payment by results schedule given, you can see that a ‘result’ can be when a job-

seeker starts the programme, or some other form of milestone – such as then being referred on 

to and starting a training programme. 

 

However, it can be seen that by far the largest funding amounts in this example are based on 

results that are ‘end-loaded’ – i.e. they come after activity has taken place – such as getting a 

qualification at the end of the course, or staying in a job after the initial job placement is 

secured. 

 

More generally, some studies have suggested that running payment by results in job seeking 

contracts can have some advantages, including: 

 

• Everything is clear – it can help having to focus on specific results and targets  

 

• Flexibility – how something is done, or what is done, is less important than how effective 

it is 

 

• Efficiency and reward – providers are paid on what they achieve, or the ‘outputs’ of their 

service, rather than what they spend, or the ‘inputs’.  If they are efficient, they can make 

surpluses from the funding, which can be used in flexible ways or to reinvest in the 

service. 

 

However, some studies have suggested a number of disadvantages with payment by results 

schemes in public employment programmes.  These can include: 
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• Financial risks for providers – it can be difficult to predict with any certainty how 

‘successful’ any programme can be and therefore there may not be any guarantee of 

covering costs with payments.  In other words, providers can lose money! 

 

• Waiting for the result payment to be achieved, and then claimed and verified can cause 

cash-flow challenges for providers, and it can also require significant financial and human 

resources investment both pre-contract and during the contract before being paid. 

 

• “Cherry picking” – where providers are reluctant to take on job-seekers with more 

complex problems, for fear of it being harder to ‘get a result’ and therefore appear to get 

poorer results (i.e. lower job placement rates) – or not get paid.  This can lead to 

‘parking’ and ‘creaming’ – where such job-seekers are set aside or neglected (parking), 

while others who may be easier to ‘get a result’ are focused upon, as providers target 

‘easier’ job-seekers for attention (‘creaming’ – i.e. ‘taking the cream’). 

 

• Forcing providers to concentrate on getting specific results to get paid can discourage 

innovation and trying something different or different to see if it succeeds. 
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ACTIVITY 1.4.4 
 
 

 

 

    

 

 

Find out how the Job Brokerage service you work for is funded: you may need to speak 

managers, your colleagues and even your job-seekers to answer the following questions: 

 

1. How many job-seekers are you expected to sign up over the duration of the contract? 

 

 

 

 

 

2. What are your targets for job and training outcomes? 

 

 

 

 

 

 

3. Are you expected to meet deadlines, what are these? 
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4. How are you measured against those outcomes? 

 

 

 

 

 

 

 

5. What are the consequences of not meeting your targets? 

 

 

 

 

 

 

6. Have you experienced any issues with this style of delivery, how have you overcome 

these? 
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Your research may have uncovered some things that you were not aware of about your funding 

situation and how that impacts on how and why you do your role in such a way. Being aware of 

this information may assist you to do a better job or perform your role in a different way to 

ensure that you meet the needs of your job-seekers, your employers and your business. You 

may even have realised that there is a more effective or efficient way of approaching your 

service delivery.  

 

Perhaps you could bring this up at your next team meeting? Who knows, it could make it less 

stressful, more cost effective and interesting for everyone! 

 

Perhaps you could show the results/outcome of this in any Job Broker forum in which you 

participate, as it could be other Job Brokers might be able to benefit from your experience?) 

 

 

1.5 Understand the interface between the employer, job-seeker and funder of Job 

Brokerage services. Illustrate possible role conflicts and demonstrate the means to 

overcome them. 

 

Any partnership work or role, which involves a substantial amount of collaborative work with a 

number of different partners, could also have various conflicts arising. 

Many Job Brokers will also performs other activities with job-seekers – some offering an element 

of employability support like interview techniques or 1-1/group guidance sessions or support for 

other issues. 
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To get the job done they will often have to work with a wide range of other professionals who 

will all have different deadlines and priorities, e.g. 

 

• Employers of different sizes 

• Health workers 

• Social workers 

• Staff from benefits agency 

 

The service you work for may also be delivering as part of a partnership, where you will provide 

the Job Brokerage and support but another provider perhaps further education or VET, will offer 

short non accredited courses or longer accredited courses to up-skill the jobseekers in 

preparation for work. There may also be other “referral partners” who are there to offer 

specialist interventions that may be required i.e. counselling or therapy. 

All of these organisations will come with different “agendas”, which will mean different priorities 

in terms of what they see as the most important part of the work to be done. For the Job Broker 

it will be the progressing the job-seeker into a training opportunity or job as seamlessly as 

possible. But this can cause conflict and will need careful handling and communication between 

all parties to ensure that any issues are dealt with professionally and swiftly to avoid disruption 

to the service provided. 

 

The Job Broker will have a range of internal and external customers to keep happy and it is often 

a careful “juggling act” to ensure that this is done effectively.  
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ACTIVITY 1.5.1 Categorize the expectations that the 3 different groups, employers 
and job-seekers and funders may have, as seen from the Job Broker perspective. 
 
     

 

 

 

 

 

Job-seeker expectations Employer expectations Funder expectations 

1 

 

 

1 1 

2 

 

 

2 2 

3 

 

 

3 3 

4 

 

 

4 4 

5 

 

 

5 5 

6 

 

 

6 6 
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Can you now see that the priorities of these different groups could be a source of conflict in 

your work? You might want to think about how you overcome these if they do arise, are there 

any things in place in the organisation that you work for e.g. steering group meetings, 

partnership meetings, team meetings, where things could be openly discussed and agreed? 

 

Ultimately, it will be down to you and your skills as a Job Broker to resolve as much of this as 

possible with each party as and when or if it arises. 

 

However, if you feel that there are issues that are out of your limitations, areas of expertise or 

authority then you should refer this to your manager or the team leader, so that you can get 

guidance from them. 
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ACTIVITY 1.5.2  
 
 

 

     

 

 

 

Choose one public funded programme for Job Brokerage services and describe how you 

would involve job-seekers, and employers for the benefit of all parties involved. 
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What did you discover? 

 

Has it made you think differently about how you are working in your own Job Brokerage? You 

might have realised that some of the ideas that you have described could be applied to the 

brokerage where you currently work. 

 

Clearly there are benefits to involving services users, in this case job-seekers, even at the most 

basic level – to gain valuable feedback and insight in to their individual experiences of the 

service delivery. Their views and experiences can assist you in future design and delivery of the 

services. 

 

Cold you also have job-seekers who sit on the board? Perhaps this could be a way of them 

paying something back after using the service or you could reimburse them for their time? 

What about them becoming “mentors” to your current job-seekers or coming back to share 

their tips on what makes a successful job search as part of a work shop? 

 

Similarly, employers could assist with designing delivery of services in fact bringing employers 

into deliver specific themed workshops or take part in mock interviews makes the whole 

experience for the jobseeker more “real”.  There are many ways you can diversify the delivery 

and content of your employability sessions. 

 

Perhaps you can share your ideas on the Job Broker forum and see what other ideas Job 

Brokers have come up with? 

 

 

 

 



Self-directed Learning Guide 

Chapter 1 - Current EU Labour Market Context and Employment Opportunities 

 

84 | P a g e  
 

 

 
ACTIVITY 1.5.3 
 
 

From the case study below, can you find 3 probable conflicts that the Job Broker may have to 

deal with in order to achieve a satisfying outcome for all parties involved? 

 

Describe how you would deal with these issues. 

 

 

 

 

You have been working as a Job Broker for 3 years and have recently joined Jupiter Training 

as one of the Job Brokers on their team of six people. 

 

Your job-seekers come from a range of backgrounds with varying degrees of skills, level of 

qualifications and job readiness. They often present with other issues, which will affect their 

ability to focus on their job search. Most of the job-seekers have been out of work for at 

least 12 months and are accessing benefits so they want to secure employment as soon as 

possible. Often they do not know what they want to do they just need a job! 

 

The employers who you work with offer a range of opportunities but some are very 

specialist, requiring specialist training or sometimes degree level qualifications. Employers 

do not pay the brokerage for their services but often get quite frustrated that they are not 

getting the right type of candidates for the vacancies they have. As a Job Broker this also 

impacts on you achieving your targets to deadline – how will you resolve these issues for all 

concerned and what are the possible conflicts? 

 

Write your answers down on a separate sheet. 
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As you will know from completing this exercise and also thinking about your own day to day 

work, conflicts will arise and they are not always easy to resolve and it will often take patience, 

problem-solving skills and diplomacy to make sure that all parties get their desired outcome. 

 

The Job Broker role is about managing everyone’s expectations – the job-seeker needs help to 

find a job, additionally they may require other support for issues that we all experience, but 

some find that they cannot resolve them without the support of other professionals; all of this 

can be very stressful. The employer needs to fill a job vacancy usually as quickly as possible, but 

with the best available candidate, they do not have time to waste, because time as we all know, 

is money! 

 

Equally, as a Job Broker you will have deadlines and targets to meet not getting the right 

candidates with the right skills or having to deal with an irate employer can take up your time 

and keep you from focusing on the job at hand.  

 

If you find this area of your work difficult, it may be worth seeing if there are any courses 

offered locally to enhance your skills around assertiveness and dealing with difficult situations. 

Or you could try speaking to the other Job Brokers in your team /organisation or local network 

to see if they have had similar problems – how did they overcome them? 

 

Perhaps you could use an online Job broker forum and see if anyone on there could give you 

some support? 
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1.6 Specify and explain the use of Job Brokering services for key employers, employer 

associations, sector bodies or industry specialists. 

 

It is perhaps stating the obvious that your ability to be effective as a Job Broker is partly 

determined by the overall state of the economy and levels of unemployment.  Life would 

certainly be easier if there were more than enough full-time and part-time jobs to go around for 

everyone, irrespective of their circumstances, qualifications and skills!  However, if those days 

ever existed, they are long gone now.  Unemployment levels in some parts of the EU have been 

persistently high and the situation deteriorated further with the advent of the global financial 

crisis in 2008.  

 

Part of your role, as a Job Broker will also be about convincing employers to subscribe to use 

your brokerage services so that you have enough vacancies to offer to a range of candidates in a 

range of sectors. You may need to think about the “pitch” you make to prospective employers 

and think about why they might buy into it, rather than use another form of recruiter.  

 

One of the reasons some employers will be attracted to using your service is that often funded 

Job Brokerage programs are free of charge, whereas a more commercially-run recruiter will 

charge a fee when they successfully place someone. 
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ACTIVITY 1.6.1 
 
 

    

 

 

 

 

You have an appointment with a major employer and you have to explain to them what a Job 

Broker does. Employers are often very busy and have many pressures that compete for their 

attention. In this case, the employer has set aside just 20 minutes for you.  In that time, you 

have to explain what you do as a Job Broker and how it can be of benefit to the employer.   

 

Have you heard of the “elevator ‘pitch’??” In the world of marketing, this is an idea where you 

have someone’s attention for the duration of one elevator ride. In that time, how do you get 

across your offer? What is your "unique selling point - USP"?” 

 

 

 

 

 

 

Plan out your ‘pitch’ to the employer:  – remember you have just 20 minutes to make an impact! 

 

 

 

 

 

 

 



Self-directed Learning Guide 

Chapter 1 - Current EU Labour Market Context and Employment Opportunities 

 

88 | P a g e  
 

 

 

  

How did you find this? If you are still unsure about how to approach it, perhaps you could 

practise on one of your colleagues? They may be able to give you some useful tips. 

 

Remember how you pitch your services to an employer might vary depending on what you think 

their expectations are in terms of level of service, frequency of use and other factors. Obviously, 

you want to make a good impression but you don’t want to mislead them in any way or over-

promise, which could lead to disappointment.  

 

Unlike a commercial recruiter where often candidates sign up to use their services, the type of 

job-seeker that you will be dealing with is unlikely to be fully “job ready” and will require 

anything from a few weeks to several months of preparation before you are able to submit them 

for a suitable job role.  Be realistic with your employers, and be open about the strengths and 

limitations of your various candidates to them.  

 

One of the most powerful influencers with employers is evidence that you have already been 

able to secure successful placements from job-seekers for other employers. 

 

This area can be a very different skill to the type that are often built up in counselling professions 

and it is always good to share experiences and approaches with others in a Job Broker forum.  

Sharing your experience of how you got on with your pitches or presentations to an employer 

can help others avoid any pitfalls – whereas others sharing with you can help you to avoid them 

as well! 
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ACTIVITY 1.6.2 
 

     

     

 

 

 

What services might a Job Broker offer to an employer? Write your list here: 

 

 

 

 

 

 

 

 

 

Who else might also be providing these services to employers, how will you convince the 

employer that the Job Brokerage service is the better option for their business needs? Can you 

write a list of ‘Pros and Cons’? 
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For some of the employers who contact your Job Brokerage your services will fulfil all their 

needs, but for others it may not prove adequate as they may have a high volume of recruitment 

needs with very specific requirements. They may be better placed contacting a commercial 

recruiter who specializes in a certain type of recruitment and often at high volumes too. 

 

Maintaining a good relationship with your employers will mean that you will need to recognize 

what your limitations are as a brokerage and know when to refer them on or recommend other 

services.  Surely, it’s better not to waste their time trying to do something that you’re not 

equipped to do or do not have the expertise to do effectively or within the time scale required. 

 

Perhaps this might highlight some training opportunities for you and other Job Brokers?  

 

As previously highlighted the fact that your services are provided free of charge will be 

attractive to employers. However, this could also cast some doubt in their minds about the 

quality of your service and how it compares to a paid recruitment service; you may have to 

work hard to convince them and earn their business and respect when placing candidates. 

 

Sometimes working with smaller employers can work better for you and them, as their 

demands in terms of recruitment will be lower in numbers and perhaps less frequent. But that 

doesn’t mean to say that you shouldn’t approach the larger employers if you have the capacity 

to fulfil their recruitment needs; some of this will be dependent on the size of your brokerage. 

 

Can you share your results of this exercise on the Job Broker forum with other Job Brokers? You 

might want to ask how they have overcome any objections from employers to assist you 

if/when this happens. 
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ACTIVITY 1.6.3 
 
 

 

 

 

 

 

Written assignment: Identify the challenges that you think most probably a Job Broker will face 

when having to explain the use of brokering services to key employers, employer associations, 

sector bodies or industry specialists. 
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When you are trying to sell any service then you will no doubt come across many objections, you 

may already have experienced this as part of your work. 

 

But there are also other challenges, some employers will be suspicious of something that free to 

use, they might think that your service will be inferior to those where you have to pay a free to 

the agency. They may be putting you to the test to see if you can actually deliver, so if this is 

your first tome wit this employer it is important to get it right - as they may not comeback a 

second time! 

 

They may also have doubts about the calibre of your candidates because they are not working 

and may not have ever worked or been out of work for some time. If you do not give a good 

impression about the organisation you work for then they may doubt your knowledge and skills 

as a Job Broker. 

 

The employer may have a tight deadline for their recruitment and may want to know how soon 

you can send them some viable candidate CVs. You might not have anyone on your current 

caseload who fits the specification – so what will you do? 

 

Your deadlines and timelines might be very different to a large corporate employer. 

 

Of course the other thing that is sometimes out of your control when dealing with employers 

and job-seekers is that as much as you can brief the job-seekers you have no control over what 

actually might happen on the day of an interview!  Will they be late, not show up at all, come 

across like they have not done any preparation? All you can do is prepare them adequately, 

hope for the best – and then make sure you follow up. 
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Sometimes an employer might not seek to appoint any of your candidates, don’t assume that 

this is your fault or that of the job-seeker. Sometimes during the recruitment process employers 

change their mind about who, and what, they want or just decide not to recruit at all! Try to 

ensure that if your candidates are unsuccessful then you get as much feedback as possible about 

why.  Some employers are reluctant to do this to any degree but if you don’t know you have no 

idea what to work on with the job-seeker for their next interview. Make sure you seek feedback 

from the candidates too about their experience of the interview, as sometimes they will offer a 

very different perspective to the employer one! 

 

The employer offers your candidate the role - but they don’t want it!  If this happens, have a de-

briefing with your candidate immediately to find out what happened at the interview. This is a 

difficult one, as the candidate may have heard something at the interview that turned them off 

of the job, but you will need to investigate and find out what the issue is. Could it be a simple 

misunderstanding - or something more sinister? 

 

 

Progress Assessment – Learning Need Analysis  

 

And now that you have completed the activities and exercises in this Chapter and reviewed all 

the Feedback, let’s return to the Learning Needs Assessment that you completed at the start of 

the Chapter.   

 

In the table below, repeat the self-appraisal of your knowledge, skills and understanding in this 

area. As before, consider the requirement and estimate your ‘level’ in each case.   

 

Here is a quick reminder of the scale: Using a scale where 1 = poor (development fully needed), 

5 = fair/satisfactory (development partially needed) and 10 = excellent (no development 

needed) 

 

Job requirement Level of knowledge, skills, experience or 



Self-directed Learning Guide 

Chapter 1 - Current EU Labour Market Context and Employment Opportunities 

 

94 | P a g e  
 

understanding (as appropriate).  

Identify issues that arise from using knowledge of the 

trends in the labour market, in terms of (a) identifying 

growing areas of skills shortages and job vacancies and 

(b) seeking to ‘match’ the job-seeker(s) to these trends  

1 2 3 4 5 6 7 8 9 10 

Describe competences or qualities that can be 

developed relatively quickly in job-seekers in order to 

respond to potentially beneficial labour market trends  

1 2 3 4 5 6 7 8 9 10 

Identify the issues that the job-seekers may face when 

considering work opportunities that are not local and 

work with them to assess if these opportunities are 

realistic or practical for them.  

1 2 3 4 5 6 7 8 9 10 

Specify the resources that you need to prepare for work 

with the job-seeker(s) in order to identify relevant 

vocational education and training providers/schemes 

and public employment programmes  

1 2 3 4 5 6 7 8 9 10 

Recognise the different types of provision and 

programmes that are relevant to all of the job-seekers, 

and distinguish with those which target specific needs 

and specific groups.  

1 2 3 4 5 6 7 8 9 10 

Identify  the sources of guidance and information that 

can be made available to employers and industry 

associations to support them in taking on unemployed 

job-seekers to fill vacancies  

1 2 3 4 5 6 7 8 9 10 

Explain the main techniques to (a) broker employment 

between unemployed job-seekers and employers (b) 

stay in touch with both parties to support the 

sustainability of the arrangement.  

1 2 3 4 5 6 7 8 9 10 

Identify the main indicators that are used to measure 

the impact and effectiveness of your service (including 

any’ payment by results’ arrangements).  

1 2 3 4 5 6 7 8 9 10 
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Identify at least 3 main public policies that affect Job 

Brokerage services in your country and describe the 

ways that they affect your work. 

1 2 3 4 5 6 7 8 9 10 

Describe the “payment by results” system (i.e. could 

you list at least 3 ‘results’ a Job Broker might be 

expected to achieve. 

1 2 3 4 5 6 7 8 9 10 

Compare 3 positive and 3 negative aspects of payment 

by results 

1 2 3 4 5 6 7 8 9 10 

Distinguish the expectations of:  

A) an employer b) employee c) funders 

1 2 3 4 5 6 7 8 9 10 

Describe how you would involve job-seekers and 

employers for the benefit of all parties involved in a 

public funded programme 

1 2 3 4 5 6 7 8 9 10 

Describe 3 typical conflicts that a Job Broker may have 

to deal with in order to achieve a satisfying outcome for 

all parties involved 

1 2 3 4 5 6 7 8 9 10 

Prepare a 20’ presentation to a prospective employer in 

order to sell your brokerage service to them 

1 2 3 4 5 6 7 8 9 10 

List of all the services that a Job Broker may offer to an 

employer, comparing  how these services are provided 

now, and why Job Brokerage is a better solution 

1 2 3 4 5 6 7 8 9 10 

Identify the challenges that you think most probably a 

Job Broker will face when having to explain the use of 

brokering services to key employers, employer 

associations, sector bodies or industry specialists. 

1 2 3 4 5 6 7 8 9 10 

 

Now, compare your two sets of scores – those you did ‘before’ and those you did after working 

through this part of the Guide. What are your main conclusions? 

Would you say that, based on having used the material in this Chapter, you under-estimated or 

over-estimate your skills, knowledge, understanding and/or experience the first time you did 

this assessment?  
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So, if you scored some requirements lower after finishing – is that because you realise you still 

have areas to develop? 

If you scored some requirements higher – is this because you feel more knowledgeable or 

confident after completing the exercises? 

Would you say that the Chapter confirmed your original estimates – or were there any 

surprises?  

Can you identify areas where you still need to seek out further professional support or 

development? 

1.7 Conclusion and further reading 

The purpose of this Chapter has been to place your work as a Job Broker in the context of the 

European labour market and employment opportunities in Europe.  In doing so, we have 

explored the interface between the key stakeholders that impact on your work – the employer, 

job-seeker and public funder.  We have also reviewed how policies, funding, schemes and 

programmes, labour market information and employment regulations all surround and impact 

on Job Brokerage services. 

Finally … although Job Brokerage is an emerging and relatively new concept in European VET 

legislation, there are various publications and resources relevant to the issues discussed in this 

module. Many of these will be in your own language and are relevant to your own country – so 

do look them up!   

In the meantime, and to help you look further, we have listed some relevant information sources 

at the European level below: 

• CEDEFOP: ‘Skills Panorama’ at http://skillspanorama.cedefop.europa.eu/en

• European Commission: ‘EURES – The European Job Mobility Portal’ at

https://ec.europa.eu/eures/public/homepage

http://skillspanorama.cedefop.europa.eu/en
https://ec.europa.eu/eures/public/homepage
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• European Council: Resolution on A New Skills Agenda for an Inclusive and Competitive 

Europe (2016/C 467/01). 

 

• European Training Foundation / CEDEFOP / International Labour Office: ‘The role of 

employment service providers: Guide to anticipating and matching skills and jobs’ (2015).  
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What is this Chapter about? 

 

In the second Chapter of the Guide we look at working with those who provide jobs for job-

seekers – the employers. The purpose of this chapter is to place your work as a Job Broker in the 

context of how to work with employers and job-seekers in a proper quality way to achieve 

success by understanding each ones’ needs, matching those needs and creating a collaborative 

environment which will allow you to create a stable network to develop your work. The areas 

covered involve marketing job-seekers to employers, using employer feedback to improve your 

service, advising employers on recruitment and 'in work support' for new recruits.  

 

Effective Job Brokerage providers must be highly proactive in developing an understanding of 

employers’ needs. The Job Broker’s direct work with employers includes, in general, vacancy 

sourcing, human resource planning, detailed analysis of job roles and person specifications, 

matching job-seekers to jobs, sifting applicants, interview assistance and testing. We therefore 

look at how to establish and maintain good relationships with employers and achieve employer 

satisfaction, as well as taking into account public funding incentives for employers. 

 

You will find at the end of this chapter (“further reading” section) some useful links that will help 

you with the drafting of the activities proposed within this self-learning guide chapter. We 

suggest you consult these links before accomplishing each activity. 

 

Learning Objectives 

 

In order to address the above, this chapter has the following specific learning objectives:  

 

2.1 Select and apply recruiting methods (direct, indirect, third party methods) to reach out 

to potential candidates. 

2.2 Describe occupational profiles and list corresponding occupational requirements. 

2.3 Design, conduct and participate in networking events and activities to create strong 

links to employers. 
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2.4 Utilize existing support schemes to generate maximum benefit for employers. 

2.5 Develop job profiles in cooperation with employers and match them with personal 

profiles of potential job candidates. 

2.6 Demonstrate the ability to deliver, monitor and evaluate employer satisfaction as a 

means of continuous service quality improvement 

 

Before we look at the contents in detail and we practice our skills through the different activities 

proposed, let’s begin with a self-appraisal of your knowledge, skills and understanding in this 

area with the Learning Needs Assessment table below.  

 

Using a scale where 1 = poor (development fully needed), 5 = fair/satisfactory (development 

partially needed) and 10 = excellent (no development needed). Consider each requirement in 

turn, and estimate your ‘level’ in each case:  

 

Job requirements Level of knowledge, skills, experience or 

understanding (as appropriate).  

Job description analysis and interviewing skills.  

E.g.: capability to describe and make 

appropriate questions according to the job 

specifications to compile relevant information 

1 2 3 4 5 6 7 8 9 10 

Knowledge of written communication, ICT and 

dissemination channels: for job 

advertisements development and distribution. 

1 2 3 4 5 6 7 8 9 10 

Communication and organizational skills for 

planning and implementing recruiting 

processes (including preparation of selection 

test, group dynamics, etc.) 

1 2 3 4 5 6 7 8 9 10 

Knowledge and skills to handle European tools 

to search for potential candidates: E.g.  ISCO 

professional catalogue and EURES job mobility 

portal.  

1 2 3 4 5 6 7 8 9 10 
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Capability to categorize the employer needs 

and cooperate with them by 

exploring/assessing the demand and labour 

market development, to provide customised 

guidance and support to them. 

1 2 3 4 5 6 7 8 9 10 

Knowledge and skills to activate administrative 

procedures necessary for the access to support 

schemes and programmes 

1 2 3 4 5 6 7 8 9 10 

Capability to guide employers toward support 

measures fitting to their needs and to deliver 

relevant information about rights and 

obligations coming from support schemes. 

1 2 3 4 5 6 7 8 9 10 

Knowledge and skills for the effective 

matching of job demand and job offer (e.g. 

capability to analyse work processes, detect 

occupational needs, develop job profiles and 

conduct skills assessment processes). 

1 2 3 4 5 6 7 8 9 10 

Communication and analytical skills to 

effectively communicate with customers in 

order to ensure and assess their overall 

satisfaction about provided services. 

1 2 3 4 5 6 7 8 9 10 

Knowledge and skills to design standard 

procedures for quality implementation and to 

manage processes linked to quality monitoring 

and improvement. 

1 2 3 4 5 6 7 8 9 10 

 

In the sections below, we will provide you with some narrative and ask you to complete a set of 

exercises.  Each one has feedback – make a note of your responses and your thoughts about the 

feedback – since at the end of the Chapter we will ask you to return to this Needs Analysis to see 

if any of your responses have changed.  
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2.1 Select and apply recruiting methods (direct, indirect, third party methods) to reach 

out to potential candidates. 

 

We suggest that you read carefully the information/ narratives presented below as they are the 

basis for a good performance of the activities stated that you will find in this section. Please, also 

remember to check the webography provided for a comprehensive knowledge.   

 

What is a recruitment process? 

It could be described as “the  set  of  activities  and  processes  used  to  legally  obtain  a  

sufficient number of qualified people at the right place and time so that the people and the 

organisation  can  select  each  other  in  their  own  best  short  and  long  term  interests” 

(Schuler, Randall S.: Personnel and Human Resource Management). 

 

Steps to be taken in a recruitment process  

− Recruitment planning: to draft a comprehensive job specification for the vacant position. 

− Strategy Development: to define a suitable strategy for recruitment of the candidates. 

− Searching candidates internally or externally. 

− Screening applications received and selecting. 

− Evaluation of the process: level of success. 

 

Selection of different recruitment methods  

• Internal, made through the promotion and transfer of existing personnel or through referrals, by 

current staff members, of friends and family members.  

Advantages of this method are: 

− Familiarity with own employees. 

− Better use of internal talent. 

− Economical recruitment. 

− Improves morale of employees. 

− A motivator for employees. 
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Disadvantages: 

− Limited choice. 

− Discourage competition to outsiders.  

− Stagnation of skills in the long run may happen. 

− Creates conflicts internally whether candidates deserve or not a promotion. 

 

• External: External sources of recruitment lie outside the organization. These could be: 

employment exchanges; employment agencies and thus Job Brokers; advertisement and on-line 

recruitment; professional associations and head-hunters; campus and fairs recruitment; raiding 

or poaching from a rival firm.  

Advantages: 

- Open process. 

- Availability of talented candidates. 

- Opportunity to select the best candidate: selection process becomes competitive. 

- Provides healthy competition. 

Disadvantages: 

- Expensive and time consuming (except if they use the Job Broker, in which case cost is 

covered).  

- Unfamiliarity with the organization of the chosen person. 

- Discourage existing employees. 

-  

Interviewing as the most commonly used selection technique  

When used appropriately, interviewing can be a good predictor of work performance. Ideally, 

interviews are conducted by a panel of people. It is necessary to decide if the employer will be 

involved in the process from the very beginning. It is recommendable for the employer to 

participate at least in the final stage of the process.   

 

Job Broker skills needed for interviewing with professionalism:  

– How to conduct a structured, behaviourally-oriented interview.  

– How to provide effective feedback.  

– Instructions on note taking.  
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– How to avoid interviewer bias.  

– How to select applicants based on merit. 

–  

Preparing questions and conducting interviews 

- Interview questions should be behaviourally-oriented and based on each of the critical key 

selection criteria (KSC), as determined through the job analysis process. 

- Behaviourally-oriented interview questions are recommended (e.g. asking an applicant what 

they would do if presented with a particular situation) as past behaviour is the best predictor 

of future performance. Interviewers should note applicant responses in the following areas: 

Situation, Task, Action, Result. 

-  

Examples of behaviourally-oriented questions that encourage STAR based responses include: 

 

STAR Example questions 

Situation or Task – Describe a situation when... 

– Why did you...? 

– What were the circumstances surrounding...? 

Action – Exactly what did you do? 

– Describe specifically how you did that? 

– Describe your specific role in the project? 

– Walk me through the steps you took? 

Result  – What was the result? 

– How did that work out?  

– What problems/success resulted from...? 

– What feedback did you receive? 

 

Group dynamics as a technique for recruiting  
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The processes that take place during a dynamic group exercise reflect communication and 

behaviour patterns among the participants. Also, depending on the exercise it might provide 

information about specific knowledge. Group dynamics allow exploring and studying processes 

given within the group of candidates.  

 

It is important to make a good selection among the different group dynamics available, so it is 

possible and easy to observe the key criteria for the position to be covered. Also a customized 

version can be developed specifically if you are experienced enough to do that.  

 

Example of communication/behaviour observation sheet (based on Bales categories):    

1.-Solidarity: It gives evidence of solidarity, encourages, helps, and valorises others. 

2.-Distension: Tries to lessen the tension, jokes, laughs, pleads satisfied. 

3.-Agreement: gives its conformity, tacitly accepts, and understands. 

4.-Gives suggestions and indications, respecting the freedom of others 

5.-Gives opinions, analyzes, expresses feelings and desires. 

6.-Orients, reports, repeats, clarifies, confirms. 

7.-Request orientation, information, repetition, confirmation 

8.-Request an opinion, an evaluation, an analysis; the expression of a feeling. 

9.-Requests suggestions, instruction, possible means of action. 

10.-Disagreement: Disapproves, passively rejects, and denies help. 

11.-Tension: Manifests a tension, asks for help, and withdraws from the discussion. 

12.-Antagonism: Gives evidence of opposition, denigrates to others, asserts itself. 

 

The analysis of the interactions implies also the count of the number of communication units 

emitted by each subject, both directed to each subject member of the group, and directed to 

the same group in general. Other important information to be collected during the exercise are 

for instance time control, focusing on solutions, decision making, practical competences, 

argumentative skills, etc.  
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Job advertisements for recruiting candidates 

Once it is clear to you the critical key selection criteria to cover a specific position, 

advertisements are a good resource to reach out potential candidates.   

There are two main tasks to be considered for this purpose:  

- Compiling the right information for the advertisement.  

- Choosing appropriate advertising channels.  

In relation to the design of contents for the advertisement, please take into consideration the 

following tips:  

- Draft an attractive and accurate job title. 

- Specify clearly the role, summarizing the position.  

- Distinguish between essential requirements and the desirable ones.  

- Provide information about the company, when possible.  

- Write directly to the reader by using the word “you”. 

Regarding its dissemination:  

- Research the best market for the advertisement (e.g. online, local papers, in the classified, 

trade journal, fairs, etc.). 

- Draft a simple design, appropriate in extension (not too long, not too short).  

- Analyze results and be willing to make changes, if needed, to reach the necessary number of 

potential candidates. 

How to organize an internal recruitment process  

- Determine and keep in mind the recruitment goals.  

- Review the job description for its clear and concise explanation to the candidates.  

- Develop job-related questions, combining open-ended with close-ended questions.  

- Develop other tools for assessing the candidates, when desirable. Get ready the materials to 

be used.  

- Sequence the proceedings to obtain the advisable information about the candidates.  

- Programming the working session with the actual candidates: create a schedule   (hours 

arranged for the interviews, time that will be dedicated to each process), people involved, 

and provision of appropriate environment according to the activities. 

- Candidates’ assessment reports.   
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ACTIVITY 2.1.1  
 
 

 

  

Please, describe examples for the following topics:  

- Job specifications description (position of your choice). 

-  

- Effective feedback during an interview.  

-  

- Behaviourally orientated questions to be used in an interview for the position selected 

above.    
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- Job description. Essential information to be included: job title; area/department (role of the 

area within the company); key company information; main responsibilities of the position 

(describe in detail but in an attractive way); duration of employment (permanent, temporary or 

interim management contract); training required; experience/career (differentiate the essential 

from the desirable); remuneration and benefits. 

 

- Effective feedback:  ¿did you contextualized the conversation? ¿did you describe both- 

jobseeker and Job Broker participations? ¿Did you describe the reason why the example given is 

an effective feedback? 

 

- Did you include a variety of questions? Related to a situation, task, action, and result. 
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ACTIVITY 2.1.2 
 
 

Assignment 

 

Draft and design an advertisement for a high qualified position at the hospitality industry, to 

promote this vacancy in both newspapers and websites. The advertisement must be attractive in 

order to catch the job-seeker’s attention and suitable and relevant in terms of its contents.  

 

Describe specifications regarding the preferable mass media to be used, the targeted position/ 

section for the ad to be placed, and its size and typography.  

 

Design a marketing plan for its dissemination and activities to follow it up. 
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This task should have been developed through three main points:  

 

- Advertisement contents: job title, role and main responsibilities, essential and also desirable 

requirements, company information, conditions offered.  

-  

- Design: specifications about size, typography, design used. Show your ad to someone else ¿Is 

it visually attractive and also from the point of view of its contents (writing style)? Did you 

mention a targeted position to be placed on newspapers/ magazines?  

-  

- Channels to be used according to the profile we are looking for: list of specific and real 

websites and papers/ magazines known by you.  Summary with your ideas/plan for its 

dissemination.  
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ACTIVITY 2.1.3 
 
 

Assignment 

 

 

This activity consists of two main tasks:  

 

Task 1. Organise and plan an intense working day:  an internal recruitment process to cover a 

junior or middle-level supervisory vacancy in a logistics firm. 

 

- Task 2: The proposal must include, at least, the design of a bespoke group dynamic exercise 

with a relevant observation sheet.   
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- Task 1: Schedule for an internal recruiting working day. Key issues to be approached: goals 

definition, level of performance required according to the target group, tasks descriptions 

(phases, methods and activities/tests for screening the candidates) - what skills/knowledge/ 

experience you should prioritize when selecting candidates?-, who is involved, where it will take 

place, when (activities time management), how goals will be performed and achieved (outcome 

indicators). 

 

 

 

- Task 2:  Did you relate the dynamic group exercise drafted with the occupational profile given 

(junior/middle level supervisory; logistics sector)? Did you develop an observation sheet to take 

notes during its implementation? Did you include a variety of aspects to be assessed/observed, 

such as communication skills, decision making, and technical knowledge or practical 

competences? Did you mention/draft any other additional test/exercise to be applied in order to 

assess the candidates during the recruitment process? 
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2.2. Describe occupational profiles and list corresponding occupational requirements.  

 

We suggest that you read carefully the information/ narratives presented below as they are the 

basis for a good performance of the activities stated that you will find in this section. Please, also 

remember to check the webography provided, for a comprehensive knowledge.   

 

Description of an Occupational Profile  

 

The occupational profile is composed of a set of standards that describe: 

 

-The results that a worker with a particular profile must achieve in his performance of at work. 

-The contexts in which this performance occurs. 

-Knowledge necessary. 

-Skills needed.  

-Transferable work skills needed.  

-The attitudes that should be shown.  

-The evidences that need to be applied to prove the competences (outcomes/ results). 

 

Also, it would be interesting to reflect additional information referred to: its relation with other 

associated tasks, economic prospects, promotion, and advancement opportunities.  
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ACTIVITY 2.2.1 
 
 

 

Draft a professional monograph: a complete survey referred to cloud computing, one of recent 

emerging occupational profiles.  Apart from the job description and specifications, you must 

include other interesting information related.   
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To build the occupational profile, the following steps must have been addressed: identification 

of duties involved, description of the basic skills required, knowledge needed (acquired through 

vocational training/ university studies, etc.), description of general competencies.  

 

a) Work content:  what to do, how to do it, what problems need to be solved and how. 

b) Labour requirements: work experience, certifications, age, languages, methodological 

attitudes, adaptive abilities, specific technical skills. 

 

c) Environmental conditions: e.g. location of work, risks, employment situation, remuneration, 

promotion opportunities.  

 

d) Relationships: with other people/ job-seekers, with bosses, supervisors and subordinates. 
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ACTIVITY 2.2.2 
 
 

 

You have a job-seeker attending to your Job Brokerage service that has no previous experience 

and who is intending to work abroad in the hospitality industry sector to improve their English 

language skills and gain some experience in the field.  

 

Use the EURES tool to provide the job-seeker with the three best positions that you can find 

according to their interests. List and describe the results below, exposing the search criteria 

applied. 
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It is important for this exercise to list and reflect on the results of the research in the interest of 

the jobseeker: possibilities should allow the job-seeker to improve their language skills by 

dealing actively with job-seekers and colleagues and should be in all cases within the hospitality 

industry and not in very qualified positions – given that then job-seeker has no previous 

experience in the field. 

 

 The duration of the contract should be long enough so he has time to improve the language. 

The positions listed should include a long enough description with relevant information.  

 

Did you consider experience options such as internship? Did you find difficulties in using this 

European mobility portal?   
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ACTIVITY 2.2.3 
 
 

 

- List the occupational requirements for an external auditor occupational profile.   

 

 

 

 

 

 

 

 

- List some of the advantages and disadvantages to working in this field.  

Positive Points (advantages):  

1. 

 

2. 

 

3. 

 

4. 

 

5.  
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Negative points (disadvantages): 

1. 

 

2. 

 

3. 

 

4. 

 

5.  

 

 

 

 

 

 

 

 

-  Did you include a brief job description, specifying some tasks/ duties for this position?  

-  

- Did you include in your list any specific knowledge/ accreditation required?   

-  

- Did you list any transferable skills? 

-  

- Did you list between 4 and 6 suitable qualities: (aptitudes/abilities/interests/values) to work 

as an external auditor? 

-  

- Did you refer some of the requirements to the working conditions? E.g.  Do they work on 

their own or in a team? Do they work remotely? etc.  
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-  

- Did you clearly defined 3-5 advantages of this career?  

-  

- Did you clearly defined 3-5 disadvantages of this career?  

 

 

 

2.3 Design, conduct and participate in networking events and activities to create strong 

links to employers.  

 

We suggest that you read carefully the information/ narratives presented below as they are the 

basis for a good performance of the activities stated that you will find in this section. Please, also 

remember to check the webography provided, for a comprehensive knowledge.   

 

In order for the Job Brokers and enterprises to become and remain involved and engaged with 

one another, it is desirable to look after the way they relate which might include participating in 

common events and activities of mutual interest.  

 

There are several activities that can be developed in that sense, such as:  

 

- Congresses, to provide relevant and innovative informative within fields of interest, also they 

are useful for debating.  

 

- Seminars, to enhance knowledge through instructional talks. 

 

- Conferences, given by sector experts/ experienced professionals. 

-  

- Training Sessions, dedicated to a monographic subject. 
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- Fairs and Exhibitions, where participants can mingle and get to know each other better and 

their respective needs. They are a great opportunity to build strong relationships and to 

expand contact networks.  

 

- Workshops, consisting on interactive activities between the key speakers and the rest of the 

participants.  

 

- Leisure events/ group dynamics for team building.  

 

Irrespective of the type of activity/ event selected according to the purpose that it aims to, some 

of the advantages that they offer are: these meetings/acts/events are effective communication 

tools; they add value to the branding processes; they foster personal relationships (internal and 

external); ultimately, they allow us to do networking. The networking is a key element in any 

company strategy for its growth.   

 

In order to achieve all their benefits associated, it is an essential requirement to plan them well 

in advance. Aspects to keep in mind:   

 

- Do we have in mind a clear purpose?  Are the objectives of the networking event/ activity 

defined clearly (quantitatively and qualitatively)? Have we set the scope? 

 

- Also we should consider when designing the event: to set and agenda; to secure an 

appropriate location; organizing logistics; to draft a dissemination plan; to prepare the 

participants in advance with relevant information about  the event, so they can get ready for 

it knowing what to expect. 

 

- During the event/ networking activity, we should make sure that we facilitate mingling, we 

promote ourselves, and we get some feedback.  

 

 



Self-directed Learning Guide 

Chapter 2 – Working Effectively with Employers 

 

124 | P a g e  
 

 

- After the event, it is important to follow up with any leads or connections we made, in order 

to help each other within our area of work, by cooperating directly support our respective 

needs or sending and asking for referrals, for instance. As organizers (when it applies), we 

can also obtain some feedback from the participants in order to improve next events (by 

using an online survey for instance).  It would be also interesting to share images/ videos of 

the activities carried out, and spread relevant information. 

 

 

 
ACTIVITY 2.3.1 
 
 

Assignment 

 

 

Search and/ or develop two different group dynamics activities, to be carried out in a workshop, 

where both Job Brokers and companies attend. They are ice-breakers exercises that aim to build 

team spirit and cooperation. The time established for each activity performance is 20 minutes 

maximum.  
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Development framework to be considered:  

 

- Description of objectives (e.g. teamwork, cooperation, strategic planning, focus, etc.) 

- Characteristics: minimum and maximum of participants, duration, level of difficulty for the 

performance, etc.  

-  

- Activity description (introduction).  

-  

- Guidelines for its optimal implementation.  

-  

- Evaluation measures and feedback.  

 

 

 
ACTIVITY 2.3.2 
 
 

Problem Solving  

 

    

 

 

 

We present a Challenge- Can you come up with ideas and solutions?  
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The brokerage service you work at detected that one of the business job-seekers, a social 

services company, is not very satisfied with the profiles sent to cover their vacancies. It seems 

like the candidates provided do not match their needs.  

 

 

 

 

 

 

 

 

 

 

 

We want the company to trust us again and become satisfied, for what you need to commit to 

improve and strengthen your relationship. The goal is to reach the point where they advocate 

our service. How would you enhance your professional relationship incorporating at least one 

networking event/ activity?   
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The measures to be taken in order to improve the working relationship should be described 

appropriately in terms of objectives, contents, and structure. Issues to be considered:  

 

- Are the measures described of different nature? 

-  

- Did you offer at least three ideas/ solutions? 

-  

- Did you include at least 1 networking event/ activity? 

-  

- Are the proposals well described? Did you consider in your goal setting the criteria Specific, 

Measurable, Achievable, Relevant and Time-based?   

-  

- Are your ideas connected to communication skills, cooperation, planning, continuous 

assessment or any other that could contribute to their confidence and satisfaction in a near 

future when they request the use of brokerage service again? 
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ACTIVITY 2.3.3 
 

   Assignment 

   

This activity has 2 two parts:  

 

1- Research interesting networking events that took place recently in your region/ country 

within employment and business fields. List them pointing at the reason why you chose them, 

briefly.  

 

 

 

 

 

 

2- Now that you have a deeper knowledge about networking events (participating organizations, 

subjects approached, activities performed, dimension, etc.), design a networking event of your 

choice, to create strong links to employers. You must take into account the aspects described in 

the “narratives” section above.  
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-  

 

 

- Is there a diversity of events (in terms of their nature), among those listed? 

-  

- Are the events listed by any particular criteria (chronological order, location, issue, etc.)? 

-  

- Are the events selected recent enough (within the last two years), and did you associate 

each of them to a reason for their selection?  

-  

-  Did you consider in the designing of the networking event of your choice, the practical tips 

given in the “narratives” section? Did you include in your planning aspects referred to the 

before, during and after the event?   

 

 

-  

 

 

2.4. Utilize existing support schemes to generate maximum benefit for employers.  

 

We suggest that you read carefully the information/ narratives presented below as they are the 

basis for a good performance of the activities stated that you will find in this section. Please, also 

remember to check the webography provided, for a comprehensive knowledge.   

 

What is the rationale behind employer support schemes? 
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In the context of major job losses during the crisis, many EU countries have introduced or scaled 

up subsidies that encourage firms to retain or hire workers. A significant share of Member States 

has used hiring subsidies in line with the “social” rationale to give incentives to employers to hire 

groups at risk of labour-market exclusion (such as young people, people with disabilities, 

women, older workers, etc.). Several countries have also used hiring subsidies, according to the 

“economic” rationale, to address general problems of high unemployment and — in particular 

— high long-term unemployment. Each scheme has different rules as to who is eligible so it is 

important to check the detailed information about each scheme. 

 

How Job Brokers can help employers in accessing support schemes 

There is a general concern about employers being able to understand the variety of schemes 

available to them (and identify the best option for them when they are in a recruitment 

situation), especially in countries that have large numbers of schemes based on different 

criteria. Therefore, Job Brokers can give an essential support to employers, guiding them 

towards the measures that better fit with their organization and with the new employee. 

 

Furthermore Job Broker role is important to support employers in understanding criticism due to 

the ‘paperwork’ involved in obtaining and reporting support measures, and the somewhat 

complicated allocation system. 

 

In order to effectively support employers, you should have: 

 

• an in-depth knowledge of support schemes active in his national/regional/local context; 

• a good comprehension of different payment and organizational mechanism linked to 

each support measure; 

• a clear understanding of conditions on employers required by each scheme in order to 

benefit it; 

• knowledge and skills to handle tools to search for existing or new support schemes (e.g. 

Informative portals); 
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• capability to categorize the employer needs and to guide him toward support measures 

granting maximum benefit; 

• capability to describe to employers rights and obligations coming from support schemes, 

identifying and delivering relevant information. 

 

Main types of hiring subsidies in Europe 

Different types of approaches to hiring subsidies supporting demand for labour include: 

- hiring subsidies to support job creation in the private, public and non-profit sectors; 

- sector-based hiring subsidies, i.e. directed towards more specific occupations in sectors 

experiencing economic difficulties, or that need encouragement (green jobs, for 

example);  

- geographically based hiring subsidies, i.e. focused on priority regions, sometimes along 

with investment incentives (e.g. Lithuania focuses subsidies on territories in which the 

unemployment rate exceeds the national level);  

- support to improve demand for workers in the low-wage sector using a range of 

approaches (e.g. combining work with benefits, wage top-ups, direct subsidies, etc.);  

- conversion incentives and mechanisms to support flexible forms of employment, or 

which encourage particular types of employment contracts;  

 

Hiring incentives can be operationalised by mechanisms that differ for practice the payment 

mechanisms, which could be: 

 

- reduction of employers’ social contributions (i.e. ‘stock subsidies’), instead of or in 

combination with reductions in wage costs, that has been used by countries either on 

their own or in combination with other incentives; 

- part-subsidising employers’ wage costs for individuals (e.g. refunding based on a set 

amount per new employee, or a proportion of the actual wage costs, or an amount 

relative to a nominal value such as the national minimum wage); 

- effectively transferring wage costs from employers (e.g. through employers receiving 

access to non-waged employees who continue to receive benefits); 
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- voucher schemes that imply the use of vouchers attesting that part or all of the cost of 

training and/or employing the voucher-holder is subsidised by the state.  

 

Conditionality placed on employers to be involved 

Support schemes range from those with no specific conditions for benefitting of them, to those 

requiring conditions set by particular legislative basis of measure or Operational Programmes, to 

those subject to agreements. The various types of conditions imposed on employers are both 

pre-subsidy and post-subsidy, as described below. 

 

Pre-subsidy conditions: 

• Involvement in other schemes: limitations for employers include for example, no other 

apprenticeship at the same time, or in the same field and occupation; limit on the 

number of subsidised jobs in the company; no subsidy granted to employers who have 

previously received a subsidy; 

• Job-creation aspects: recruitment must represent a net increase in the number of 

employees; 

• Substitution aspects: conditions on business-related redundancies e.g. no redundancies 

in the last six months or employers not allowed to dismiss people during the period of 

the subsidy; 

• Job/working arrangements: length of employment contract; 

• Type of employment contracts: permanent, full or part-time contracts; 

• Conditions on earnings: employed above the marginal earnings threshold or wage and 

working conditions in accordance with prevailing collective agreement; 

• Support measures: provision of mentors; training plan of professional training; 

• Competition aspects: competition within the industry not threatened; 

• Conditions on size of firm: fixed maximum and minimum number of workers; 

Post-hiring subsidy: 

• Guarantee of work post-subsidy: Conditions for employers to continue to employ 

workers after the end of the subsidy period range; 
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A practical Example at European Level: the Youth Guarantee schemes 

Hiring subsidies are particularly relevant for young people. In the last ten years young people 

who are not in education employment or training – so called ‘NEET’ – became an issue of 

concern in the international arena. As a consequence of the crisis, the number of NEETs has 

grown increasingly in recent years. In Europe, according to Eurostat, in 2017 almost 16.9 million 

young people aged 20-34 were not in employment, education or training. Many European 

countries are placing emphasis on using hiring subsidies to combat the problem of youth 

unemployment. 

 

A Council of European Union Recommendation has established in 2013 the Youth Guarantee, 

suggesting the use of “targeted and well-designed wage and recruitment subsidies to encourage 

employers to create new opportunities for young people, such as an apprenticeship, traineeship 

or job placement, particularly for those furthest from the labour market”. At European level, the 

launch of a Youth Guarantee, that represents the umbrella that includes a wide range of 

measures and actions, has been accompanied by a set of initiatives taken by European 

Commission. 

 

Youth guarantee schemes seek to ensure that all young people have a good-quality offer for a 

job, apprenticeship, traineeship, or continued education within four months of leaving formal 

education or becoming unemployed. Although these national schemes are based upon the 

European Youth Guarantee policy framework and must meet certain criteria, their design and 

implementation varies widely from country to country. However, despite their national 

specificities, all the programmes entail three kinds of measures: i) education and training for 

employment, including the provision of professional guidance and help for early school leavers 

to return to education; ii) employment intermediation services, such as job-search assistance 

and personalized follow-up of career plans; and iii) Active Labour Market Policies affecting 

labour demand, such as hiring subsidies, public work programmes and start-up incentives. 
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ACTIVITY 2.4.1 
 
 

Research and review the different types of support schemes and programmes that you are 

aware of that help companies to take on unemployed job-seekers, or job-seekers with some 

form of additional support needs.  

 

 

If your knowledge in this field is very limited, do some research to find out what is available that 

may be directly relevant to your job brokerage services. 

 

 

Categorize those schemes on the basis of their different approaches – what exactly is the kind of 

support that they offer? 

 

 

 

 

 

 

 

 

Your mapping should have included and distinguished between them the following types of 

support measures: general hiring subsidies; sector-based hiring subsidies, geographically based 

hiring subsidies; subsidies related to low-wage jobs; conversion incentives. Furthermore, the 

categorization should include a distinction between different payment mechanisms, such as: 

stock subsidies, partial or total wage subsidies. 
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ACTIVITY 2.4.2 
 
 

Assignment 

 

 On the basis of the actual and perspective labour market dynamics, identify and describe the 

main target groups of employment support schemes. 
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You should have considered different target groups, sharing risk of labour-market exclusion, 

such as young people, NEET, people with disabilities, inactive women or mothers, older workers, 

long-term unemployed people, workers with atypical contracts. 

 

 

 
ACTIVITY 2.4.3 
 
 

 Assignment 

 

 

Synthesize the support schemes opportunity structure through a SWOT analysis, highlighting 

weaknesses and strengths, opportunities and threats that employers may encounter dealing 

with these measures. 
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Your analysis could consider the following points: Job Brokerage services availability are key for 

employers in accessing to support schemes; the presence of a great variety of schemes with 

different mechanisms and supporting the recruitment of different categories of workers, 

ensures great possibilities to meet employers needs; on the other side, paperwork required and 

the huge number of schemes can hinder employers, especially SMEs, from benefitting of these 

schemes. Support measures are always good opportunities for employers, but the inadequate 

comprehension of obligations and post-hiring conditions can represent a threat.  

 

 

2.5 Develop job profiles in cooperation with employers and match them with personal 

profiles of potential job candidates.  

 

We suggest that you read carefully the information/ narratives presented below as they are the 

basis for a good performance of the activities stated that you will find in this section. Please, also 

remember to check the webography provided, for a comprehensive knowledge.   

 

Understanding employer needs 

Good Job Brokers are highly proactive in learning the employer’s needs. Understanding and 

meeting these needs is the key to developing lasting employer relationships. To meet an 

employer’s needs you have to understand the business sector of their target employers as well 

as the business environment they operate in. Developing specialist knowledge of sectors such as 

retail, construction, or financial services is a key factor in successful employer relationships. 

Having comprehension of the relevant industry, the skills it needs and the industry jargon will 

instil a sense of confidence and give you the edge.  
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Use of the Job Analysis process for the development of job profiles    

You should be able to get all needed information from the employer and write down a job 

profile that includes all the relevant requirements. The description of vacant or new job position 

should be based on a job analysis process, taking into account evolutions caused by 

organisational change. Job Analysis is a systematic exploration, study and recording the 

responsibilities, duties, skills, accountabilities, work environment and ability requirements of a 

specific job. It also involves determining the relative importance of the duties, responsibilities 

and physical and emotional skills for a given job. All these factors identify what a job demands 

and what an employee must possess to perform a job productively. 

 

Main steps for conducting an effective Job Analysis process are: 

- Identification of Job Analysis Purpose: to determine employer need and desired output. 

- Definition of the Process: Deciding the way in which job analysis process needs to be 

conducted is surely the next step. A planned approach about how to carry the whole 

process is required in order to investigate a specific job. 

- Strategic Decision Making: It’s about deciding the extent of employer involvement in the 

process, the level of details to be collected and recorded, sources from where data is to 

be collected, data collection methods, the processing of information and segregation of 

collected data. 

- Preparation of Job Analysis Process: Communicating it within the organization is the next 

step. Job Broker needs to communicate the whole thing properly so that employers offer 

their full support to the job analysis. The stage also involves preparation of documents, 

questionnaires, interviews and feedback forms. 

- Data Collection: Next is to collect job-related data including educational qualifications of 

employees, skills and abilities required to perform the job, working conditions, job 

activities, reporting hierarchy, required human traits, job activities, duties and 

responsibilities involved and employee behaviour. 

- Documentation, Verification and Review: Proper documentation is done to verify the 

authenticity of collected data and then review it. This is the final information that is used 

to describe a specific job. 



Self-directed Learning Guide 

Chapter 2 – Working Effectively with Employers 

 

139 | P a g e  
 

- Developing Job Description and Job Specification: Now is the time to segregate the 

collected data into useful information. Job Description describes the roles, activities, 

duties and responsibilities of the job while job specification is a statement of educational 

qualification, experience, personal traits and skills required to perform the job. 

 

Key considerations for the development of a position description are to:  

• clearly outline the tasks required of the role; on the organizational side, the Job Broker 

must help the employer to analyze the job that a person will perform, including essential 

tasks, which are performed often, and nonessential tasks; 

• clearly outline the requisite capabilities; 

• include key selection criteria (KSC) that measure the capabilities required for the role in 

clear and unambiguous language with no jargon; the Job Broker has to support employer 

in identifying minimum qualifications and preferred qualifications. Key Selection Criteria 

might include the knowledge, skills, abilities and years of experience that successful 

applicants must hold to be considered for the position; 

• clearly state organizational values so candidates can self-assess their degree of fit with 

the organization; 

• define the work environment and physical demands (i.e., environmental elements, 

travel, irregular hours, hazardous/unpleasant working conditions, etc.) of the position; 

• state the job outcomes/key result areas in the position description. 

 

The effective matching between job profiles and candidates 

The defined job profile should provide employer and Job Broker with a clear vision of the 

required and preferable skills to be covered for the vacant position.  

 

Matching jobseekers and employer is probably the most traditional core function of Job 

Brokerage services. Changing labour market conditions are causing profound changes in the 

matching process. Job brokers need to adopt a holistic approach, which that moves away from 

simply evaluating information about an individual employment record, work experience and 

formal qualifications and move toward capturing and assessing both technical and soft skills.  
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Transversal skills such as the ability to manage stress, communication and problem solving skills 

are usually relevant for each job position. To effectively match job profiles with the ones of 

potential candidates, it is necessary to have measurement tools for the review, identification, 

assessment, and diagnosis of skills. 

Conducting a Skills Assessment process 

A variety of methods can be employed when conducting skills assessment: 

• Simulation

This is where a workplace is simulated in a classroom or workshop environment. It can involve 

hands-on tasks if the employees are being assessed for their technical skills, or role playing if 

assessing those from a corporate environment.  

Advantages 

-Possibility to test behaviour in emergency situations, not only in usual day-to-day work

environment. 

-One of the most effective tools for testing both technical and soft skills, as it allows them to

interact with a virtual environment, as well as characters who can test their understanding of 

body language, emotions, and behaviours. 

Disadvantages 

-The awareness to be assessed can affect the behaviour of the candidate.

• Questioning

This can take the form of an interview or a series of casual conversations. Here, the assessor asks 

in-depth questions about the candidate’s perceptions of their role and their goals for the future.  

Advantages 

-It is possible to acquire in depth knowledge of the candidate and to adapt the questions on the

basis of the previous answers. 

Disadvantages 

One drawback is that the success of this form of assessment is entirely dependent on the 

efficacy of communication style and skills of the assessor.  
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• Testing

The assessor sets a test, ideally involving a combination of theory and practical tasks, and marks 

the candidates according to a predetermined yardstick.  

Advantages 

This method can provide extensive information on candidates’ knowledge and experience. 

Disadvantages 

The main disadvantage of this method is the same as in any exam environment: the fact that 

some people do better than others under this kind of pressure. It also may not give a true 

indication of an employee’s abilities due to its limited nature. 

ACTIVITY 2.5.1 

Assignment 

Provide a list of the job factors, which may cover a variety of areas pertaining to the job, which 

are key in the development of a job profile. 
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Essential job factors to be included in a job profile are: qualifications required, past experiences 

required, analytical skills and ability required for the job, essential tasks to be performed, work 

environment and physical demands, organization mission and values, supervision received and 

job outcomes to be achieved. 

ACTIVITY 2.5.2 

Draft an effective job profile template that can be used by you and by other colleagues at your 

Job Broker service in daily working routine. Summarise the main points that a job profile 

description must include. 
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Key elements to be included in the template: Job Title; Department; Grade; Location; Job 

Purpose; Key Accountabilities; Job requirements (minimum and desirable qualifications—

education, experience, knowledge, skills and abilities); Salary/Wage Range. 

ACTIVITY 2.5.3 

Assignment 

Describe which are the most common skill assessment methodologies and define which one will 

be more suitable in your work environment.  
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You should have recalled: 

-Simulation techniques (such as group exercises, in-basket tests, role plays and serious games);

Questioning assessment; Testing assessment. In order to identify which method suits you best, 

several elements should be taken into account, such as: the average time that you can spend 

with a candidate, which soft or technical skills you need to asses for a specific job position, your 

communication and analytic skills. 

2.6 Demonstrate the ability to deliver, monitor and evaluate employer satisfaction as a 

means of continuous service quality improvement. 

We suggest that you read carefully the information/ narratives presented below as they are the 

basis for a good performance of the activities stated that you will find in this section. Please, also 

remember to check the webography provided, for a comprehensive knowledge.   

Why it is important to deliver, monitor and evaluate employer satisfaction 

Despite the wide choice of recruitment attraction methods available to employers today, there 

still remains a big demand for recruitment agencies (including Job Brokers) to help employers 

attract and recruit key staff to their organization. But for good Job Brokers to successfully meet 

his / her organization’s recruitment requirements, the quality of the relationship between the 

Job Broker and the organizations needs to be high.  

Employers want a quick and efficient service. Good Job Brokers tend to work with an account 

management model, that helps to find solutions and “bridges the gap” between the employer’s 

world and the jobseeker. In this way, the Job Broker will remain in contact with the employer 

even after placement of the jobseeker to ensure that the post-employment support is effective 

and employer satisfied. Sumpton et al. (European Commission, 2014) agree that “engaging with 



Self-directed Learning Guide 

Chapter 2 – Working Effectively with Employers 

145 | P a g e

employers is key to ensuring that matching services are effective and efficient”. Improving the 

quality of your services requires an active quality assurance programme.  

Key success factors to build employer satisfaction 

The key success factor in building such relationships is trust, which evolves through involvement 

and regular communications on both sides to keep up to date with objectives, developments 

and changing needs. It also depends on a sense of priority and a willingness to subscribe to a 

model that recognizes quality over quantity.  

There are key characteristics that can be identified as reflecting the type of relationship between 

enterprises and Job Brokers that can benefit both parties in the creation of the “partnership” 

relationship:  

• Awareness: This is the means by which the enterprise becomes aware of a Job Broker

and its position in the marketplace. Equally it is the means whereby a Job Broker

becomes aware of an organization, its brand, employer value proposition (EVP),

objectives and recruitment needs.

• Trust: Trust takes time to develop. It is built as a result of involvement with and

connection between the two parties – through promoting openness and honesty in their

relationship.

• Transaction: This relates to the process of employers appointing a Job Broker as their

recruitment supplier, within or outside of a preferred supplier list.

• Satisfaction: Satisfaction can be reached as a consequence of agreeable business

interactions, which meet the relevant objectives and also through the way in which both

parties behave towards each other.

• Commitment: a desire to develop a deeper relationship

• Advocacy: the point at which employers are prepared to speak highly of a Job Broker’s

services and achievements, and a Job Broker of an employer’s business as a place to

work.
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Key issues to measure employer satisfaction 

The key issues to measure employer satisfaction include overall satisfaction with the service (e.g. 

helpfulness of Job broker support) and placement services (e.g. quality of candidates sent to 

prospective employers). A further area of importance is the level of information on service 

provision. Online services, consulting services (e.g. consulting on labour law, HR issues) and 

networking services (e.g. event organizing, such as job fairs) are other covered areas of Job 

brokerage services when measuring employer satisfaction. 

Most commonly used methods to measure employer satisfaction 

The most commonly used methods to measure employer satisfaction include: 

-online surveys

-“paper and pen” questionnaires on-site 

- computer-assisted telephone interviews

- group discussions

- feedback from face-to-face sessions (real-time feedback)

-“paper and pen” personal interviews (PAPI) 

- customer message boards

Job brokers can also occasionally use social media and mystery shopping/action research.  

All these methods can be effective for the measurement of employer satisfaction. However, 

online surveys are the most popular M&E tools, allowing to easily reach employers beyond 

time/space constraints and to present dynamically only relevant questions. 

Tips to draft an Employer Satisfaction Survey 

• The survey must be designed quick and easy to complete in order to avoid putting too

much burden on employers and, therefore, to encourage a high response rate.

• Many questions can be presented only when relevant (i.e. following a particular response

to an earlier question) so that respondents are not confronted with questions that are

not relevant to them.



Self-directed Learning Guide 

Chapter 2 – Working Effectively with Employers 

147 | P a g e

Service quality improvement strategies 

Following the assessment process a service quality improvement plan should be constructed 

that builds on your strengths and addresses areas of weakness. Service Quality Improvement 

Plans (QIP) should be realistic, but they should also stretch you, as Job Broker, to consistently 

improve your services to employers.  

Process for developing and implementing a QIP 

The main phases of the process for developing and implementing a QIP, including: 

- identifying strengths and improvements needed through previously described  methods

for evaluating employers satisfaction;

- planning improvements and including them in the QIP

- implementing improvements

- reviewing progress

- self-assessment.

Plan improvements and include them in the QIP 

The Quality Improvement Plan must include strategies to address those quality areas noted 

during the assessment process not meeting the needs and expectations of customer employers. 

Plan how the service will achieve the improvements by including the following detail in the QIP: 

- write a goal for each of the improvements that the service wants to achieve;

- record whether the goal is low, medium or high priority;

- set out the steps or strategies that will be used to achieve the goal;

- note how success will be measured (how the service will know that the goal has been

achieved);

- set a target date for achieving each goal (the date needs to be specific because the aim is

to reach the goal).
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Example of practice: using the SMART method to write the QIP 

One service used the SMART model of setting goals to help them to focus when writing their 

QIP. 

S is for specific: the service ensured that the goals were clear and specific. Some of the ideas 

that the service had been discussing were too general in nature. The SMART model helped them 

to write goals that were explicit and clear to everyone. 

M is for measurable: the service discussed what needed to be evident if the goals had been 

achieved. 

A is for attainable: the goals needed to be achievable and not so aspirational that they would be 

impossible to reach. 

R is for realistic: the goals had to be suited to the setting and what could be achieved. 

T is for time: to maintain momentum, the service had to set deadlines for the goal. 

The SMART model also helped the service to stay focused on how and what should be 

documented. 

Implementing improvements and reviewing progress 

To achieve the service's goals, it is important to stay focused on the QIP and to start working on 

the steps or strategies that have been identified. To review progress, you should: 

• monitor the target dates for achieving the goals;

• if it has not been possible to achieve a goal by the anticipated date, document the

progress achieved so far and then set some new strategies and a new target date. The

goal may need to be rewritten so that it is realistic and achievable;

• once a goal has been achieved it is not part of the QIP anymore and can be removed.

Another identified issue from the employers’ feedback can then be incorporated into the

QIP.

In the same way that employers satisfaction monitoring is ongoing, the QIP has to be a dynamic 

and evolving document. 
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ACTIVITY 2.6.1 

In terms of the general principle of employer satisfaction, can you think of three positive 
(strengths) and three negative (constraints) aspects that could arise in delivering, monitoring 
and evaluating it?  

Three positive points (strengths): 

1. 

2. 

3. 

Three negative points (constraints): 

1. 

2. 

3.
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You should have considered some of the following questions in order to fill the list: 

What are the reasons for employers choosing Job Brokers in general? 

What are enterprise’s key selection criteria for choosing a Job Broker? 

What is the rationale behind organizations’ different choices of recruitment agencies? 

What are the differences between building ongoing relationships and satisfying ad hoc 

recruitment needs? 

What are the implications of quality over quantity when choosing a Job Broker and building a 

relationship? 

How do enterprises and Job Brokers become and remain involved and engaged with one 

another? 

How do organizations measure Job Brokers’ performance? 
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ACTIVITY 2.6.2 

Assignment 

Describe main indicators used in evaluating the effectiveness and efficiency of the Job Brokerage 

services to employers, aside from measuring the number or duration of vacancies filled. If you 

have already worked as a Job Broker, self-assess what have been your main evaluation results in 

recent years. 
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Among the key elements to be monitored to effectively assess employer satisfaction, there are: 

quality of general services; quality of placement services; quality of information provided; 

quality of online services; quality of networking services; quality of consulting services. 

ACTIVITY 2.6.3 

Conduct a desk research about different quality improvement approaches: identify the main 

features of culture-based, design-based, variation-based, and failure-based improvement 

strategies. 
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Here you can find descriptions of the main distinctive features of each quality improvement 

approach: For the culture-based approach, perceptions on the service depend from the 

interactions between the service provider and the customer. 

The organizational culture in which the provider operates can determine his flexible and efficient 

attitude toward the customer needs. Design based improvement address quality through design, 

linking the last to customer needs and perceptions or aiming to a direct psychological 

manipulation of satisfaction. 

Variation-based approach is built on the use of statistical numerical data to track and guide 

services quality.  Finally, Failure-based improvements focus on the unconditional service 

guarantee as a tool to prevent and recovery services failures. 
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2.7 Progress Assessment – Learning Need Analysis 

Now that you have completed the activities and exercises in this Chapter and reviewed all the 

Feedback, let’s return to the Learning Needs Assessment that you completed at the start of the 

Chapter.  In the table below, repeat the self-appraisal of your knowledge, skills and 

understanding in this area. As before, estimate your ‘level’ in each case. 

Job requirements Level of knowledge, skills, experience or 

understanding (as appropriate). 

Job description analysis and interviewing 

skills.  E.g.: capability to describe and make 

appropriate questions according to the job 

specifications to compile relevant information 

1 2 3 4 5 6 7 8 9 10 

Knowledge of written communication, ICT and 

dissemination channels: for job 

advertisements development and distribution. 

1 2 3 4 5 6 7 8 9 10 

Communication and organizational skills for 

planning and implementing recruiting 

processes (including preparation of selection 

test, group dynamics, etc.) 

1 2 3 4 5 6 7 8 9 10 

Knowledge and skills to handle European tools 

to search for potential candidates: E.g.  ISCO 

professional catalogue and EURES job mobility 

portal.  

1 2 3 4 5 6 7 8 9 10 

Capability to categorize the employer needs 

and cooperate with them by 

exploring/assessing the demand and labour 

market development, to provide customised 

guidance and support to them. 

1 2 3 4 5 6 7 8 9 10 

Knowledge and skills to activate 1 2 3 4 5 6 7 8 9 10 
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administrative procedures necessary for the 

access to support schemes and programmes 

Capability to guide employers toward support 

measures fitting to their needs and to deliver 

relevant information about rights and 

obligations coming from support schemes. 

1 2 3 4 5 6 7 8 9 10 

Knowledge and skills for the effective 

matching of job demand and job offer (e.g. 

capability to analyse work processes, detect 

occupational needs, develop job profiles and 

conduct skills assessment processes). 

1 2 3 4 5 6 7 8 9 10 

Communication and analytical skills to 

effectively communicate with customers in 

order to ensure and assess their overall 

satisfaction about provided services. 

1 2 3 4 5 6 7 8 9 10 

Knowledge and skills to design standard 

procedures for quality implementation and to 

manage processes linked to quality 

monitoring and improvement. 

1 2 3 4 5 6 7 8 9 10 

Now, compare your two sets of scores – those you did ‘before’ and those you did after working 

through this part of the Guide. What are your main conclusions? 

Would you say that, based on having used the material in this Chapter, you under-estimated or 

over-estimate your skills, knowledge, understanding and/or experience the first time you did 

this assessment?  

So, if you scored some requirements lower after finishing – is that because you realise you still 

have areas to develop? 
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If you scored some requirements higher – is this because you feel more knowledgeable or 

confident after completing the exercises? 

Would you say that the Chapter confirmed your original estimates – or were there any 

surprises?  

Can you identify areas where you still need to seek out further professional support or 

development? 

2.8 Further Reading: resources and webography 

In this section you can find some links of interest that might help you with the accomplishment 

of the activities purposed in this chapter, contributing to expand your practical knowledge in 

order to perform effectively with employers within your working settings.   

Resources for Learning Objective 2.1. 

-Recruitment process: phases and screening tests. It includes practical exercises (Spanish).

http://www.formacionyempleo.ugt-

andalucia.com/uploads/3_4_Proceso_selección_Fases_Pruebas.pdf 

-Steps in developing a recruiting strategy (English). http://www.ascentii.com/content/pdf/2%20-

%20Steps%20in%20Developing%20a%20Recruiting%20Strategy%20-

%20Part%201%20of%202.pdf 

-Job interviews: essential questions and answers about the profile (personal and occupational)

and also key competences. It includes references to recommended videos (Spanish). 

https://ignaciosantiago.com/preguntas-respuestas-entrevista-de-trabajo/ 

-Ideas for developing a dynamic group activity (Spanish).

http://www.emplea.universia.es/informacion/seleccion/dinamica_grupo/ejemplos/ 

-How to redact a good job advertisement. Tips (Spanish).

https://www.trabajemos.cl/2012/10/13/redacta-un-buen-anuncio-de-empleo/ 

http://blog.talentclue.com/redactar-ofertas-de-empleo-tips-atraer-mejores-candidatos 

http://www.formacionyempleo.ugt-andalucia.com/uploads/3_4_Proceso_selección_Fases_Pruebas.pdf
http://www.formacionyempleo.ugt-andalucia.com/uploads/3_4_Proceso_selección_Fases_Pruebas.pdf
http://www.ascentii.com/content/pdf/2%20-%20Steps%20in%20Developing%20a%20Recruiting%20Strategy%20-%20Part%201%20of%202.pdf
http://www.ascentii.com/content/pdf/2%20-%20Steps%20in%20Developing%20a%20Recruiting%20Strategy%20-%20Part%201%20of%202.pdf
http://www.ascentii.com/content/pdf/2%20-%20Steps%20in%20Developing%20a%20Recruiting%20Strategy%20-%20Part%201%20of%202.pdf
https://ignaciosantiago.com/preguntas-respuestas-entrevista-de-trabajo/
http://www.emplea.universia.es/informacion/seleccion/dinamica_grupo/ejemplos/
https://www.trabajemos.cl/2012/10/13/redacta-un-buen-anuncio-de-empleo/
http://blog.talentclue.com/redactar-ofertas-de-empleo-tips-atraer-mejores-candidatos
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Resources  for Learning Objective 2.2. 

-Occupational profile research assignment. It provides an example of a quality structure for its

research and description (English).  

http://kingscareerclass.weebly.com/uploads/3/7/9/9/37999681/nocassignmentwithjobmarkettr

endsadded_1.pdf 

-Template for processing vacancies at a brokerage service. The “job offer data” section provides

information about occupational requirements to be considered (Spanish). 

http://empleoyformacion.jccm.es/fileadmin/user_upload/empresas/SOLICITUD_DE_GESTION_D

E_OFERTA_DE_EMPLEO.pdf 

-Eures Website: European Mobility Portal (Spanish).

https://ec.europa.eu/eures/public/es/homepage 

Resources for Learning Objective 2.3. 

-How to Network the Right Way: eight tips (English).

https://www.forbes.com/sites/theyec/2014/07/28/how-to-network-the-right-way-eight-

tips/#62ac811c6d47 

-Face to Face Events: a strategy to engage potential customers/ collaborators (Spanish).

https://www.puromarketing.com/31/15378/presenciales-estrategia-para-atraer-potenciales-

job-seekeres.html 

-Free Guide (e-book): 9 Tips for Organizing a Business Event (Spanish).

https://landing.captio.net/descargate-nuestra-guia-para-organizar-un-evento-de-

empresa?hsCtaTracking=1f9548a3-f263-420c-abfe-71447474aed0%7C89879dfe-f5a8-47c4-

b329-2d742dea378f 

-SMART technique for setting business goals (English).

https://www.thebalance.com/elements-of-a-smart-business-goal-2951530 

https://www.thebalance.com/smart-goal-examples-2951827 

Resources for Learning Objective 2.4. 

-Mapping of the existing support schemes in EU (English).

http://ec.europa.eu/social/BlobServlet?docId=11950&langId=en 

http://kingscareerclass.weebly.com/uploads/3/7/9/9/37999681/nocassignmentwithjobmarkettrendsadded_1.pdf
http://kingscareerclass.weebly.com/uploads/3/7/9/9/37999681/nocassignmentwithjobmarkettrendsadded_1.pdf
http://empleoyformacion.jccm.es/fileadmin/user_upload/empresas/SOLICITUD_DE_GESTION_DE_OFERTA_DE_EMPLEO.pdf
http://empleoyformacion.jccm.es/fileadmin/user_upload/empresas/SOLICITUD_DE_GESTION_DE_OFERTA_DE_EMPLEO.pdf
https://ec.europa.eu/eures/public/es/homepage
https://www.forbes.com/sites/theyec/2014/07/28/how-to-network-the-right-way-eight-tips/%2362ac811c6d47
https://www.forbes.com/sites/theyec/2014/07/28/how-to-network-the-right-way-eight-tips/%2362ac811c6d47
https://www.puromarketing.com/31/15378/presenciales-estrategia-para-atraer-potenciales-clientes.html
https://www.puromarketing.com/31/15378/presenciales-estrategia-para-atraer-potenciales-clientes.html
https://landing.captio.net/descargate-nuestra-guia-para-organizar-un-evento-de-empresa?hsCtaTracking=1f9548a3-f263-420c-abfe-71447474aed0%7C89879dfe-f5a8-47c4-b329-2d742dea378f
https://landing.captio.net/descargate-nuestra-guia-para-organizar-un-evento-de-empresa?hsCtaTracking=1f9548a3-f263-420c-abfe-71447474aed0%7C89879dfe-f5a8-47c4-b329-2d742dea378f
https://landing.captio.net/descargate-nuestra-guia-para-organizar-un-evento-de-empresa?hsCtaTracking=1f9548a3-f263-420c-abfe-71447474aed0%7C89879dfe-f5a8-47c4-b329-2d742dea378f
https://www.thebalance.com/elements-of-a-smart-business-goal-2951530
https://www.thebalance.com/smart-goal-examples-2951827
http://ec.europa.eu/social/BlobServlet?docId=11950&langId=en
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-Overview on the rationale of support schemes in the current economic background (English).

http://www.oecd.org/employment/finalcommuniq-.htm

-Synthesis of the main hiring subsidies for youngsters (Italian).

http://www.repu.it/economia/2018/sgravi_ 

-Overview of existing support schemes (Italian).

http://www.ipsoa.it/ -il-quadro-degli-incentivi-2017 

-Youth unemployment and active labour market policies in Europe (English).

https://izajolp.springeropen.com/articles/10.1186/s40173-016-0057-x 

Resources for Learning Objective 2.5. 

- In-depth description of the Job Analysis process (English).

https://www.managementstudyguide.com/understanding-job-analysis.htm 

- Skills-based profiling and matching (English).

http://ec.europa.eu/social/BlobServlet?docId=14108&langId=en 

-Publications about skills assessment and matching (English).

http://www.cedefop.europa.eu/ 

-How to develop a job profile description (Italian).

https://www.ebcconsulting.com/come-progettare-e-costruire-una-job-description-del-

personale.html 

-Model for soft skills assessment (English).

http://valorize.odl.org/outputs/IO2%20-%20MOSSA%20VHSM.pdf 

Resources for Learning Objective 2.6. 

- How to measure customer satisfaction (English).

http://ec.europa.eu/social/BlobServlet?docId=15581 

-Service quality improvement strategies (English).

https://www.pomsmeetings.org/ConfProceedings/001/Papers/SOM-14.1.pdf 

-Peer review on effective services for employers (English).

http://ec.europa.eu/social/keyDocuments.jsp?policyArea=&type=0&country=0&year=0&advSea

rchKey=premplservices&mode=advancedSubmit&langId=en&orderBy=docOrder 

http://www.oecd.org/employment/finalcommuniq-.htm
http://www.repu.it/economia/2018/sgravi_
http://www.ipsoa.it/%20-il-quadro-degli-incentivi-2017
https://izajolp.springeropen.com/articles/10.1186/s40173-016-0057-x
https://www.managementstudyguide.com/understanding-job-analysis.htm
http://ec.europa.eu/social/BlobServlet?docId=14108&langId=en
http://www.cedefop.europa.eu/
https://www.ebcconsulting.com/come-progettare-e-costruire-una-job-description-del-personale.html
https://www.ebcconsulting.com/come-progettare-e-costruire-una-job-description-del-personale.html
http://valorize.odl.org/outputs/IO2%20-%20MOSSA%20VHSM.pdf
http://ec.europa.eu/social/BlobServlet?docId=15581
https://www.pomsmeetings.org/ConfProceedings/001/Papers/SOM-14.1.pdf
http://ec.europa.eu/social/keyDocuments.jsp?policyArea=&type=0&country=0&year=0&advSearchKey=premplservices&mode=advancedSubmit&langId=en&orderBy=docOrder
http://ec.europa.eu/social/keyDocuments.jsp?policyArea=&type=0&country=0&year=0&advSearchKey=premplservices&mode=advancedSubmit&langId=en&orderBy=docOrder
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-Overview of Job Brokers skills necessary to guarantee service quality implementation and 

improvement (English). 

http://ec.europa.eu/social/BlobServlet?docId=14100&langId=en 
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What is this chapter about?  

Many people who face challenging conditions in life, including their working conditions and 

indeed a lack of access to gainful work can lose confidence, experience poverty and may face 

multiple barriers to being able to overcome, or progress from their situation.  Some may become 

resentful, whereas others may internalize this by blaming themselves and developing a sense of 

failure. Either way, for job-seekers the approach to job search is something that requires 

individual consideration and can involve tackling a range of ‘non vocational’ issues – emotions, 

well-being and much more. Many long-term unemployed people see the job market as an 

abstract system that is something they cannot access, and they can be afraid that they will not 

get the kind of job that, for many defines their own sense of status and recognition in society. It 

is therefore important that the Job Broker has the right skills set and competency level to deliver 

the Job Brokerage service to job-seekers and to help them to fulfil their hopes and expectations. 

It is important to have an approach that focuses on the jobseekers needs and helps them 

overcome their barriers to employment, whilst always being realistic and practical about what is 

achievable. 

 

As we said at the start of the Guide, the Job Broker operates at the interface between the 

employer, the job-seeker and the requirements of specific public labour market policy, 

programmes and funding. Therefore, this chapter puts the role of the Job Broker in the holistic 

context of a wide range of requirements in the work with job-seekers. This context requires an 

approach which understands how to help job-seekers to take as much control over their own 

lives and their relationship with the labour market as possible.  

 

Such an approach is embodied by the empowerment concept. The term ‘empowerment ‘refers 

to measures designed to increase the degree of autonomy and self-determination in people and 

in communities to enable them to represent their interests in a responsible and self-determined 

way, acting on their own authority. Empowerment as action refers both to the process of self-

empowerment and to professional support of people, which enables them to overcome their 

sense of powerlessness and lack of influence, and to recognize and use their resources. 
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The guiding principles of empowerment are: 

 

- To respect an individual as they are, to show them new ways and alternative actions and 

to develop possibilities together with them;  

- Promoting of awareness about one's own personal and environmental resources. Various 

instruments are used to promote this awareness.  

 

Empowerment can be described as a process that aims to empower individuals or groups to 

shape their living conditions and to achieve greater self-determination. Through the 

empowerment approach, individuals or groups should be encouraged to use their own personal 

and social resources as well as their abilities to participate to regain (again) control over the 

design of their own social ‘life world’. The respective framework conditions of the target group 

(the social and political environment) must always be considered as they influence the existence 

and development of resources. Promoting participation and community building are essential 

strategies of the empowerment process. 

 

Empowerment can be divided into a basic attitude, a process, a structure and a result. 

 

- Basic attitude: It is resource-oriented, encountering the job-seekers with appreciation 

and at eye level; job-seekers are regarded as experts in their own situation. 

- Process: Reflection and knowledge transfer, without prejudice encounter, Support 

management 

- Structure and result: Opening up opportunities that allow for a self-determined shaping’ 

of the world of life, Empowerment, gaining power and influence on one’s own life. 

 

Empowerment must be thought in a systemic way. It begins with the "subject" and returns to 

the "subject" through all the activities in a circular and networked processes. It is therefore 

always important to keep the "subject" in mind and to leave the hierarchical or paternalistic 

level. The empowerment approach can be considered as the foundation of the work of a Job 

Broker with job-seekers. All other aspects that are presented in this chapter – profiling and 
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assessment, coaching of job-seekers, development of an action plan, conflicts and motivation – 

are directed by the general principles of the empowerment approach.  

 

 

Learning objectives 

In order to address the above, this Chapter has the following specific learning objectives: 

 

3.1 Specify and demonstrate the empowerment approach. 

3.2 Describe and differentiate methods for profiling and assessment of job-seekers and 

choose methods appropriate for specific contexts and/or job-seekers. 

3.3 Outline different coaching techniques and use them to optimally support job-seekers in 

finding a job (elaboration of application documents, preparation for job interviews) 

3.4 Apply appropriate communication techniques across settings, purposes, and target 

groups. 

3.5 Develop an action plan in cooperation with the job-seeker. 

3.6 Explain sources of conflicts with and de-motivation of job-seekers and apply appropriate 

conflict management and motivation techniques.  

3.7 Identify specific and specialist job-seeker support needs that are a barrier to a successful 

job placement (psychological, debt, housing, welfare) and referring them for relevant expert 

or detailed support. 
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Before we look at this area in detail, let’s begin with a self-appraisal of your knowledge, skills 

and understanding in this area with the Learning Needs Assessment table below. Using a scale 

where 1 = poor (development fully needed), 5 = fair/satisfactory (development partially 

needed) and 10 = excellent (no development needed), estimate your ‘level’ in each case: 

 

 

Job requirement Level of knowledge, skills, experience or 

understanding (as appropriate). 

Knowledge about the empowerment approach. 1 2 3 4 5 6 7 8 9 10 

Knowledge about profiling and assessment of 

job-seekers. 

1 2 3 4 5 6 7 8 9 10 

Identification of specific and specialist job-seeker 

needs that are a barrier to a successful job-

placement. 

1 2 3 4 5 6 7 8 9 10 

Application of conversational coaching 

techniques.  

1 2 3 4 5 6 7 8 9 10 

Supporting decision-making of job-seekers. 1 2 3 4 5 6 7 8 9 10 

Knowledge and application of appropriate 

conflict management and motivation techniques. 

1 2 3 4 5 6 7 8 9 10 

Preparation of job-seekers for application 

processes. 

1 2 3 4 5 6 7 8 9 10 

Development of an action plan 1 2 3 4 5 6 7 8 9 10 

 

In the sections below, we will provide you with some narrative and ask you to complete a set of 

exercises.  Each one has feedback – make a note of your responses and your thoughts about the 

feedback – since at the end of the Chapter we will ask you to return to this Needs Analysis to see 

if any of your responses have changed.  
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3.1 Specify and demonstrate the empowerment approach. 

If we set the Job Broker role into the context of the empowerment concept we can see him/her 

as someone who should have an empathy with the job-seekers receiving the service. The JJOb 

Broker offers job-seekers support regarding questions on every day issues and ensures that a 

solution is found for questions and problems. 

 

We see the Job Broker as a contact person for anything that affects job-seekers, as someone 

that will do everything in their remit to help people to become active and to shape and control 

their own living conditions. The Job Broker creates conditions under which people succeed in 

discovering their own strengths. The Job Broker can contribute to a beneficial social climate that 

supports such processes as empowerment. 

 

The Job Broker is preparing job-seekers for a self-determined shaping of their way of life. By 

working with them together at their needs-analysis and through their individual action planning, 

job-seekers are prepared step by step for job search and for sustaining work after successfully 

finding a job. 

 

The sections that follow are concerned with a range of characteristics of the empowerment 

approach, skills that are most important for working with an empowerment approach and 

possible methodological approaches for working together with the jobseekers to enhance 

empowerment. 
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ACTIVITY 3.1.1 Identify and describe general characteristics of the 
empowerment approach 
 
 

 

    

 

 

Research & written assignment 

 

On the subject of empowerment, there is a large amount of literature, much of which iso freely 

available information in the Internet. Inform yourself about the fundamentals of 

empowerment and learn the basics of the topic. Identify and describe general characteristics 

of the empowerment approach. 

 

Here is a suggestion for somewhere to start: 

www.empowerment.de/ 

https://de.wikipedia.org/wiki/Empowerment 

 

Please identify relevant sources on the internet by listing some of your country-specific links 

and making some observations: 

 

 

 

 

 

 

 

 

 

http://www.empowerment.de/
https://de.wikipedia.org/wiki/Empowerment
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With the empowerment approach you can uncover and promote the strengths and potential of 

job-seekers. Empowerment focuses on what the job-seeker can do, and how they can equip 

themselves to best overcome the barriers that they face. The focus of empowerment is the 

discovery of the untapped potential strengths of job-seekers and the promotion of their 

resources of self-organization. Empowerment is now a central concept in many areas of social 

work, but also in other fields of application - in psychological counselling, in organizational 

development and personnel management. 

 

 
ACTIVITY 3.1.2 Basic skills 
 
 

 

 

 

List 

Empowerment can be described as a "philosophy of human strength". This trust in the 

strengths of the people, in a productive way to process the burdens and impositions of the 

everyday reality of life, is the centre and leitmotif of this philosophy. What do you think are the 

basic skills that Job Brokers need to have to work in that way? 

Create a list of skills (up to 10) that are in your opinion the most important for working with 

an empowerment approach. 
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What do you think, do these listed skills fit with the following understanding of the professional 

identity? 

 

Against the background of the "philosophy of human strength" a new understanding of the 

professional identity in working with people emerges. We can identify this empowerment 

understanding with three key words: 

 

(1) "Sharing power": turning away from paternalism and "caring siege" 

▪ the renunciation of rash expert judgments regarding "problem interpretations" and 

"solutions" for the job-seeker, 

▪ the waiver also on fixed objectives and route specifications, therapy plans, vicarious 

solutions to problems 

▪ a job-seeker’s involvement in the interpretations of the situation, life plans and future 

ideas of job-seekers 

▪ the abandonment of (incapacitating) assumption of responsibility; the encouragement of 

a job-seeker to self-activity and self-responsibility. 

 

(2) The respect for the autonomy of job-seekers and cooperation at eye level 

▪ professional educational work is understood as a dialogue-reflexive understanding 

between partners (a "collaborative" working relationship "at eye level"); 
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▪ at the same time, educational work is always also a "confrontational mirror": 

confrontation of the self-perception of a job-seeker with contrasting perception of others 

– based on a firm foundation of trust; 

▪ working with people proves their productivity wherever they open a job-seeker’s "test 

fields" for the discovery of their own strengths and for the testing of self-determination 

and personal design; 

▪ acting proactively - especially in the case of severely multiple disabled people - requires 

an understanding diagnosis and a (team) reflection of unjustified proof of helplessness 

and incapacitation traps. 

 

(3) The mentoring role of professional helpers 

For the new occupational role of "empowerment workers" different terminology can be found in 

the literature: assistant - supporter - companion. 

One other is the term "mentor" or "mentorship" (knowledgeable life-companionship). In this 

mentorship the professional helper fulfils the following roles (see in detail Herriger 2014, pp. 233 

ff.): 

▪ Supporters and Encouraging 'Orientation Helpers' 

▪ Life-world analyst and critical life interpreter 

▪ Networker, resource diagnostician, resource mobilizer 

▪ Intermediary bridge builder 

▪ Dialogue manager and conflict mediator 

▪ Confidant and advocate. 

 

 

 
ACTIVITY 3.1.3 Methodical procedure 
 
 

 

 

 

Written assignment 
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After you have learned something about the empowerment approach and after reflecting 

about your role in the framework of this approach, it's time to try some methodical working 

steps. 

 

Create a possible methodical procedure in working with the jobseekers according to the 

empowerment approach. 
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Now you have created some methodical working steps. Here you can compare your methodical 

approach with one other possible approach. 

 

In the literature, four levels of empowerment are usually distinguished, each of which has its 

own methodological tools: 

▪ The level of individual help  

▪ The level of group work 

▪ The level of organization 

▪ The level of the community 

 

For the Job Brokers the individual level should be most relevant.  

 

Examples of a practical implementation of the empowerment concept at the individual level 

come predominantly from the field of action of counselling and individual social assistance. 

Common to these personal approaches is an attempt to provide the person concerned with 

ways out of learned ‘helplessness’. The contract between you and a job-seeker aims at providing 

assistance, by means of which the affected person is able to take life back into their own hands 

avoiding ‘deficit’ thinking of powerlessness, resignation and demoralization and promoting 

‘asset’ thinking about what is possible. Here, three complementary methodological tools are 

used: 

 

Resource Diagnostics:  

In the psychosocial landscape, there are a variety of test, questionnaire and diagnostic 

procedures that "detail" a job-seeker’s life problems, their deficits and inadequate coping skills. 

On the other hand, there is a gap where it is important to systematically grasp the strengths of 

the job-seekers - their resources. In the context of empowerment work, resource diagnostics has 

three main functions:  
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(1) Initial diagnosis and help planning: Empowerment work aims to integrate the coping 

resources available to the job-seeker systematically into the aid process and at the same time to 

find again spilled biographical resources ('lifetimes' in the biographical past) and make them 

accessible. As part of the initial discussion and the subsequent individual assistance planning, a 

precise measurement of resources is therefore indispensable.  

(2) Process-accompanying reflection: The resource diagnostics can be used beyond the help 

planning also as instrument of the process evaluation. It is suitable as a practical reflection aid, 

with which Job Brokers and job-seekers repeatedly visualize the current resource setting, 

document the changes that have already occurred, reflect obstacles in accessing resources and 

reorganize the ongoing help process during their work contract.  

(3) Evaluation and quality documentation: Finally, in the context of the final case evaluation, 

methods of resource diagnostics are used to estimate resource developments (quantitative and 

qualitative changes). The first instruments of resource diagnostics are from Pantucek 2009; 

Schiepek / Cremer 2003; Trösken / Grawe 2003. 

 

Support Management: 

Support management (case management) is a holistic supportive arranging of life resources. 

Based on a common understanding of objectives and steps, available help resources in private 

life and in public service agencies are brought together in a concerted support action. In this 

way, a cross-border network of resources is formed, which can give noticeable relief and support 

in times of stress (see also Löcherbach et al., 2009, Neuffer 2013, Wendt 2011). 

 

Self-narration and biography work:  

This third component links the work of empowerment with the current discussion about 

"narrative identity work" and "biographical narration". The basic conviction of this debate, which 

is mainly conducted in narrative psychology, is that people construct life cohesion, in the secure 

experience of the meaningfulness of one's own life story, in self-narratives. This fundamental 

conviction of narrative psychology makes a direct bridge to the methodology of empowerment 

work possible. The narrative (re-) taking up of biographical threads in the pedagogical dialogue 

aims to recall the dignity, value and pride of one's own life, to establish continuity and life 
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coherence despite all life's breaks and to banish the shadows of negatively coloured self-

attributions. Biographical narration creates spaces of possibility in which the individual can find 

language and gain in the reflexive appropriation of the experiences of life history tools for the 

processing of the past and orientations for the as yet unknown future (see Hölzle / Jansen 2010, 

Krüger / Marotzki 2005; 2011). 

 

 

3.2 Describe and differentiate methods for profiling and assessment of job-seekers 

and choose methods appropriate for specific contexts and/or job-seekers. 

Assessment and profiling are important aspects when working with job-seekers towards new 

employment. It sets the basis for the steps to follow, support the self-reflection of job-seekers 

about their interests, strengths and weaknesses and enables decision-making. For you as a Job 

Broker the results of the assessment and profiling phase provide substantial information for the 

matching to available employment opportunities. 

 

 
ACTIVITY 3.2.1 Choose at least 2 different methods for (skill) assessment, 
describe each of them and elaborate a short SWOT-analysis. 
 

 

 

 

Example & written assignment 

As explained above there are different types of career assessments. Here we want to show you 

some examples of assessment tools for the skills of job-seekers. Some of them are self-

assessment techniques; others are designed to be used under guidance of a Job Broker. Below 

you find a list of different examples of skill assessment tools:  

 

– Profilpass: www.profilpass-international.eu/files/pp_english.pdf [18.03.17] 

http://www.profilpass-international.eu/files/pp_english.pdf
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– Skills Profiler: www.careerinfonet.org/skills/default.aspx?nodeid=20 [18.03.17] 

– Motivated Skills Inventory: www.seriousjobseeker.net/exercise/skills.php [18.03.17] 

– The method „My learning experiences“: 

http://www.naviguide.net/methods/mhbshow.asp?id=513&sid=&look=0&oberthema=9&unter

thema=0&zielgruppe=0&art=0&dauer=0&aktt=0&zz=25&lang=353&SPage=8&sort=titelauf&Pa

ge=1&index=93 [18.03.17] 

– The method “What do I have to offer?” (Annex 1) 

– The method “The training path” (Annex 2)  

 

Your assignment:  

 

1) Choose at least 2 different approaches/tools/methods for (skill) assessment (You can 

use examples from above or use examples from your work experience or other sources). 

 

2) Describe each of them in your own words in one paragraph and try to highlight the main 

features of each instrument/method you have decided to describe. 

 

3) In addition, elaborate a short SWOT-analysis for each method you have chosen. In a 

SWOT-analysis, two internal factors, namely strengths and weaknesses, and two external 

factors, namely opportunities and threats, are described to assess a method and its usefulness.  

 

 

 

 

 

 

 

 

 

 

 

http://www.careerinfonet.org/skills/default.aspx?nodeid=20
http://www.seriousjobseeker.net/exercise/skills.php
http://www.naviguide.net/methods/mhbshow.asp?id=513&sid=&look=0&oberthema=9&unterthema=0&zielgruppe=0&art=0&dauer=0&aktt=0&zz=25&lang=353&SPage=8&sort=titelauf&Page=1&index=93
http://www.naviguide.net/methods/mhbshow.asp?id=513&sid=&look=0&oberthema=9&unterthema=0&zielgruppe=0&art=0&dauer=0&aktt=0&zz=25&lang=353&SPage=8&sort=titelauf&Page=1&index=93
http://www.naviguide.net/methods/mhbshow.asp?id=513&sid=&look=0&oberthema=9&unterthema=0&zielgruppe=0&art=0&dauer=0&aktt=0&zz=25&lang=353&SPage=8&sort=titelauf&Page=1&index=93
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Assessment and profiling methods can be instrumental in discovering interests, talents, 

aptitudes and skills of a job-seeker. They're also useful to identify areas of strength and 

weakness. Eventually, the results generated by assessment and profiling methods can be used 

by job-seekers to make better, more informed career choices that are in line with their 

interests, talents, and goals.  

 

One of the biggest benefits of career assessments is that they enable individuals to make career 

decisions that help them grow personally and professionally. This is especially true for career 

changers who find themselves in a career no longer viable or whose interests have evolved in a 

direction not compatible with their current career path. Career assessments used to support 

career change can be very beneficial as career changers typically have ample experience to 

draw upon in assessing their interests, skills, aptitudes and goals. 

 

As you may have observed the different methods are very different, looking at the range of 

aspects they investigate, the time span needed to conduct, the mode of communication (oral, 

written). Therefore the strengths and weaknesses you identified may depend on the time 

resources you have for assessment, the type of job-seeker you work with (job-seekers at the 

beginning of their professional life, long term unemployed or job-seekers who had to leave 

their former profession because of job related (transition of professional field) 
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ACTIVITY 3.2.2 What specific challenges could arise during assessment and 
profiling of job-seekers with low or no qualification/work experience? 
 

 

Problem Solving 

 

Profiling and assessment can be a challenging task. One specific challenge is represented by 

job-seekers with a low level of educational background. 

 

Describe which challenges you could face in such situations and possible strategies to handle 

these challenges productively. 
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Of course, every job-seeker is an individual with a unique personality and biography. 

Nonetheless it could be worthwhile to reflect about typical characteristics and needs of 

different target groups. This could improve your sensitivity for each target group and help you 

to find suitable solutions for each job-seeker.  

 

Looking at the given example of a job-seeker with low or no qualification there are some 

general aspects that are – beyond others – relevant in the context. 

It is not unusual that job-seekers who have no or low qualification not only lack of formal 

qualification but also lack of basic competencies essential on the labour market. The most 

common basic competencies job-seekers are missing are writing and reading skills and basic ICT 

skills.  

 

Although it can be hard to find a job with no or with low-level qualifications, people in this 

situation often show resistance towards training activities for various reasons e.g. lack of 

prospects; low expectations of the benefits of training; negative experience of education, low 

educational aspirations, or a simple reluctance to invest in themselves.  

 

Therefore it is crucial to highlight the positive aspects of training activities and make 

transparent which benefits could be gained by participating in a specific training activity (e.g. 

job opportunities, payment, working conditions). For people who do not have happy memories 

of school or education, the option of work-based or work-integrated training opportunities (e.g. 

apprenticeships) can offer a different way forward.  

 

Also, be aware that Job Brokers are often more highly qualified than the job-seekers they work 

with. This hierarchy can lead to suspicion, specifically if you work with job-seekers who have a 

negative attitude towards education and training. Here the establishment of a good and trustful 
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relationship to the job-seeker is even more challenging but also even more important. An 

important factor is the language a Job Broker uses. On the one hand it is important to ensure 

that your use of language with the job-seeker is clear, every-day and avoids ‘jargon’; on the 

other hand authenticity is extremely important and you must not patronise or ‘talk down’ to 

job-seekers.  

 

Since some job-seekers often lack self-esteem about what skills they have or what they can do 

it is very important to highlight the existing skills or competencies that they do have. Often job-

seekers are unaware of how competencies that they have are transferable and usable in 

different ways in the labour market. Job-seekers often focus what they cannot do or do not 

know instead of what they are capable of. They are often unaware of the wide range of skills 

they have gained through the type of informal learning processes in work situations or their 

private life –it is called ‘experience’!. Although it is important to identify training gaps/needs it 

is also essential to focus on existing capabilities and potential that can be built upon and 

developed.  
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ACTIVITY 3.2.3 Relevant background factors for matching 
 
 

 

List 

Assessment and profiling is the basis for a good matching. But is it sufficient to investigate the 

skills, competencies and interests to make a good match to employment opportunities? 

 

Write a short checklist for new and inexperienced colleagues. The checklist should contain 

relevant personal factors of job-seekers Job Brokers should consider when it comes to 

matching job-seekers to employment opportunities. List the relevant factors and give 

examples for indicated questions and implications for each of the factors. 
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For you as a Job Broker the identified skills and competencies of job-seekers you work with are 

an important source of information for a successful matching process. However, for the 

definition of specific job-related goals and to reach sustainable employment, while being 

respectful of privacy, having a wider view of a job-seeker’s life and personality can provide 

important information that could influence the match between a job-seeker’s situation and a 

concrete job. There are a range of background factors that are highly influential when it comes 

to matching and decision-making. These factors restrict the range of options and the job-

seekers willingness to take risks. Below you can find a non-exhaustive list of such factors and 

corresponding questions and implications.  

Family status Besides the job-seeker, 

who else needs to be 

included in the decision 

making? 

Who else is affected 

by the decision? 

Balancing family 

obligations with the 

working/course hours and 

financial implications of 

specific employment or 

training opportunities 

Physical situation Are there any health 

issues or specific needs 

that could relevant for 

matching? 

How great is the 

personal confidence in 

one’s own physical 

and cognitive 

performance? 

 

Are there restrictions 

because of the age of the 

job-seeker? 

Financial situation  How much room for 

manoeuvre is there 

regarding the financial 

situation? 

 

Are there sufficient 

financial resources for 

a career break or 

training activities? 

 

What subsidies could be 

available? 

Personal resources What (positive) 

experiences exist towards 

career transformation? 

Personal flexibility and 

frustration tolerance, 

learning ability? 

Competencies? 
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Network Who could support the 

job-seeker? 

How viable is the 

personal network of 

the job-seeker? 

 

Personal values Are there any restrictions 

because of religious 

beliefs or other values?  

Permanence vs. 

Flexibility 

 

 

Labour market What has the job-seeker 

to offer? 

How great is the 

demand for 

competencies the job-

seeker has to offer?  

Mobility? 

 

 

3.3 & 3.4 Outline different coaching techniques and use them to optimally support job-

seekers in finding a job and apply appropriate communication techniques across 

settings, purposes, and target groups.2 

 

When working with job-seekers the activities of Job Brokers have some aspects in common with 

the role of a coach. Coaching of job-seekers is a process that often consists of individual 

coaching interviews (alternative coaching formats include group sessions, by phone, web 

coaching, etc.). Therefore, Job Brokers working with job-seekers must guide and lead the 

coaching session: Guiding means to show compassion, to understand and to allow; leading, on 

the other hand, means to interrupt, to intervene, and to express ideas, to pose questions, to 

make propositions and to extend or reduce complexity. Obviously, in such a position, Job 

Brokers have lots of possibilities, but also face many challenges.  

 

It is essential to understand job-seekers as individuals with distinct biographies and features and 

to empathize with their perspectives. Job-seekers may not have entirely voluntarily sought for 

your Job Broker service and may have troubles being in the position of a person in search of  

                                                           
2 In the context of this Chapter, we are addressing this issue in relation to the function of Job Brokers as coach for job-
seekers.  Here, we are concerned with very specific forms of communication that are integral part of the coaching role. 
We therefore consider the 'communication techniques in this LO to be concerned with different coaching techniques 
and their use to optimally support job-seekers in finding a job (decision-making coaching, job application coaching). As 
a result, learning objectives 3.3. & 3.4 were implemented as one coherent section in this Self-directed Learning Guide. 
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advice. It is crucial to use well-chosen ways of communication and behaviour to create a real 

basis for cooperation and conversation despite of the hierarchical nature of the situation. 

Job brokers must seek to understand the job-seeker’s motives and background, but also the 

scope of his or her actions. They must keep in mind that each and every person constructs his or 

her own reality and bases his or her decisions and actions on the resulting worldview.  

Likewise, Job Brokers need to reflect on his or her reactions, impulses and modes of interaction 

with the job-seeker. Communication is most fruitful when the people involved settle on a shared 

worldview and reality. 

 

 
ACTIVITY 3.3.1 Basic principles of Job Broker-job-seeker communication and 
interaction in coaching sessions  
 

 

List 

Conversational skills are key to a consistently successful coaching. There is lots of literature on 

that specific topic, including but not limited to freely available information on the internet. Cure 

your curiosity and get information on what to keep in mind regarding modes of communication 

in coaching sessions.  

 

Based on your research, summarize the aspects you think are most important and try to list 

and explain the basic principles for job-seeker-Job Broker interaction and communication in 

coaching sessions. 
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There is much literature and many information sources on the internet on how to interact and 

communicate with job-seekers. Most of it does not focus specifically on Job Brokering or the 

target groups of job-seekers, but deals with interaction processes in job-seeker-coach sessions in 

general. However, most of the principles you can find here are also true for job-seekers as a 

target group.  

 

Concerning the basic principles of conversations and interactions, we would propose the 

following principles as one way to summarize important aspects of interaction processes 

between job-seekers and Job Brokers: 

 

Consulting attitude: 

It is important not to talk and explain too much and instead listen and observe carefully. That 

gives coaches the chance to get the most accurate view possible of the job-seeker. Especially 

“Active Listening” shows the dialogue partner that you take his or her arguments and 

perspectives serious and accept his or her fears, needs and positions. However, that doesn’t 

necessarily mean to agree with the job-seeker’s opinions! For example, you could phrase your 

concerns like that: “I understand deeply that you […]. However, the current situation in the 

labour market requires that […]. “ 

Empathy, interest and appreciation are crucial when it comes to motivate people to cooperate. 

These are reflected in body language, eye contact and intonation as well as in wordings, 

phrasings and modes of communication. When job-seekers get the feeling, they aren’t taken 

serious or their fears and wishes are seen as “wrong” or “problematic”, they aren’t prone to 

open up and cooperate. Whenever possible, coaches should choose positive formulations that 

empower and motivate people seeking advice. The job-seeker’s strengths and accomplishments 

– such as social competencies, job experience, and research regarding possible employers, well-

designed application documents, good communicational skills or a thoughtful reflection on one’s  
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possibilities on the labour market – should be focused on and stressed. Also, expressing 

empathy and understanding facilitates the establishment of a fruitful relationship.  

 

Gender sensitivity and gender-sensitive language:  

One’s sex, gender and perceptions of what it means to be “male“ or „female“ can have crucial 

influence on the coaching process. Our ability to reflect on gender stereotypes, on their effects 

on work, life and coaching and on our partiality therefore is crucial. If we are aware of those 

aspects and communicate them professionally, new avenues and possibilities can open up for 

the job-seeker. To do so, it is vital to keep your language simple and easily understandable while 

always gender-sensitive. 

 

Posing questions:  

The dialogue should primarily be structured by the coach’s questions. The questions should be 

clear and easily understandable and have to match with the verbal skills of the dialogue partner. 

To avoid misunderstandings, coaches should make the background of their questions 

transparent (e.g. “This question may seem odd to you, but considering your further training 

goals it is important for me to have the respective information.”). Technical terms and 

abbreviations may be obvious for you, but can frustrate and confuse the job-seeker.  

Ideally, only one question at once should be asked to help the job-seeker’s concentration. Short 

periods of silence trigger the job-seeker to talk and recount a little more.  

 

Keeping in mind nonverbal communication: 

As illustrated in the ‘iceberg’ model of communication, only 20 % of communication is done on a 

factual and objective level, while 80 % of it happens on the level of emotions and social 

relationships. Therefore, the success of a coaching process highly depends on a good and 

trusting relationship between job-seeker and coach. Each respective investment is worthwhile! 

Observing nonverbal signals, modes of expression and behavioural modes of the person seeking 

advice provides essential information to establish such a relationship. If you get certain 

impressions – for example that the job-seeker is extraordinarily quiet or talkative, that he or she 

doesn’t open up or that he or she is reluctant - that issue can be addressed in a polite,  
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appreciative and objective way (e.g. “I get the impression you don’t really want to talk about 

that. Am I right? Is there something specific you are concerned about? “, „You seem like you 

have to say a lot about that. I propose we first focus on […]. “).  

 

Active listening: 

Listening and first and foremost active listening is the basis of good coaching, especially when 

the person seeking support talks about problems, doubts and fears. Small nonverbal signs – such 

as signs of consent and approval – as well as an open posture, facing the job-seeker, show that 

you are concentrated and interested and „actively“ look for solutions or try to understand the 

situation. That may encourage the dialogue partners to open up. Likewise, short summaries in 

your own words („paraphrases“) are another way to get a deeper understanding of the job-

seeker’s situation and to invite him or her to explain in greater detail.  

While listening doesn’t necessarily mean to agree with everything, you should try to understand 

the job-seeker’s way of thinking. That enables you to react adequately to their worries and 

needs and to take corrective actions where necessary.  

 

Staying objective:  

Especially when Job Broker and job-seeker experience disagreements or tensions, it is essential 

to stay matter-of-factly and to discuss those issues in an open and calm way. When people 

seeking support react in an aggressive, belittling or arrogant way, the Job Broker should keep 

calm and actively address the respective, dysfunctional mode of communication. It is important 

that the Job Broker doesn’t take the job-seeker’s behaviour personally: Usually, it mainly reflects 

the emotional state of the job-seeker and could be – for example – the result of fear or self-

doubt.  

 

Defining boundaries:   

Professional coaching also means to be aware of one’s limits and boundaries and to clearly 

express what coaching can and cannot do! It is a key competence for any Job Broker to 

communicate boundaries in a clear but polite way without risking that the person seeking 

support feels belittled, not accepted or at the mercy of someone. When necessary, it may be a  

 



Self-directed Learning Guide 

Chapter 3 – Working with Job-seekers 

 

189 | P a g e  
 

good idea to inform about alternative options – such as psychological counselling for people 

with learning disabilities or test anxieties, debt counselling, legal aid offices or psychotherapy – 

and to explain the general institutional conditions.  

If you are interested in further reading about coaching you may find the following book 

interesting: Van Nieuwerburgh, Christian (2017): An Introduction to Coaching Skills: A Practical 

Guide, Sage, London 

 

Based on this book you can find videos of practical examples of conversational skills on the 

following website: https://studysites.uk.sagepub.com/vannieuwerburgh/study/default.htm  

 

When Job Brokers coach job-seekers they work with people in a transitional situation. This 

transition needs decisions from the side of the job-seeker. Therefore coaching of a job-seeker in 

decision making processes is very important aspect of a Job Broker’s work. The reason for 

transition could lie in the person (wish for transition, need for transition e.g. because of health 

issues) or in the personal environment (job loss because of termination or insolvency of the 

former employer, starting a family or loss of close people, regional or political developments). 

Depending on the reason the transition may be considered a threat or a chance. In any case, a 

transition process often involves high levels of uncertainty, experiences of loss, frustration or 

conflicts. Therefore the coaching of job-seeker in decision making is a sensitive issue. 

 

 

 

 

 

 

 

 

 

 

 

 

https://studysites.uk.sagepub.com/vannieuwerburgh/study/default.htm
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ACTIVITY 3.3.2 Argue why coaching of decision making is an important element 
of a Job Brokering service 
 

 

Problem solving 

Imagine the Job Brokering service you work for gets a new Chief Executive Officer (CEO) who 

wants to cut costs. Looking for opportunities to save costs the new CEO wants Job Brokers to 

argue why specific service offers are important. Basically, the CEO does not really understand 

why it is necessary to support job-seekers in their decision-making process. From you the CEO 

wants to know why job-seekers need specific support in decision-making. 

 

How would you argue the importance of coaching for decision making? 
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One option to argue the importance of coaching of decision-making could be to point out what 

is needed to make a decision and there is a range of aspect where professional support could 

help to make better decisions that lead to more sustainable employment.  

When job-seekers have problems to make a decision, the reason could be that they lack 

information, they don’t know who they are and what they want (e.g. first vocational decision), 

they are confronted with obstacles, that seem hard to overcome or they have in general 

problems to make decisions.  

 

Clarity and stability of self-perception: 

• Who am I 

• What is important for me? 

• What am I able to? 

• What are my likes and dislikes? 

Information: 

• Labour market 

• Occupational profiles 

• Training opportunities 

• subsidies 

• ….. 

Dealing with obstacles: 

• What obstacles could come up/may need to be overcome? 

• Are there any positive coping experiences? 

• Is there a solution or is it necessary to find different options? 

• ….. 

Decision-making ability: 

• How decisive is a person? 

• To what extent is the person able to make compromises? 

• How optimistic or encouraged is a person? 
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ACTIVITY 3.3.3 Who makes the decisions? 
 
 

 

 

Example & written assignment 

 

A job-seeker makes use of your service. When it comes to making a decision about his/her 

future career he is reluctant to make a decision. The Job Broker wants to support with decision 

making coaching. However, the job-seeker is not very cooperative and asks: “why do you want 

me to decide? I came here because you are an expert and I thought you could decide best 

which job I should choose.” Since the Job Broker has a very busy and stressful day and because 

the job-seeker explicitly asked the Job Broker to make the decision for him the Job Broker 

agrees. 

 

What do you think about this? Do you think the Job Broker acted correctly? Why, why not? 
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Although many things depend on the context of the Job Broker service and the personal style of 

a Job Broker, in this case, we would clearly say that the Job Broker made a mistake! 

Job Brokers are experts for a specific field of knowledge. They are rightly expected to share their 

knowledge and actively use it in coaching processes. Often there is only a thin boarder between 

“giving advice” and “provide expertise”. 

 

Supporting decision-making processes needs a high level of patience on the Job Broker’s side. 

Often it feels very exhausting; to watch job-seekers in their struggle to decide without 

influencing the decision. The temptation is great to actively give advice or to make the decision 

for the job-seeker.  

 

However, Job Brokers should only support and guide the decision-making process. The use of 

methods should be determined by the Job Broker’s assessment of the job-seeker and available 

time resources. A Job Broker can ask critical questions, provide information and expertise, but 

not manipulate. Only the job-seekers make decisions. 

Even if decisions seem irrational from the Job Broker’s point of view they must respect the 

decisions of job-seekers. Even if job-seekers feel helpless, they are the true experts for their life!  

The duties of a Job Broker in their role as coach and in relation to decision making are:  

• To withstand this process of weighing up different options, the ‘ifs’ and ‘buts’ in 

their ambivalence. 

• To support job-seekers, without taking off the actual decision-making from job-

seekers 

• Helping to find solutions without giving advice 

• To encourage job-seekers when they lose courage 

• Documenting results of decision making processes 

• Offer methods to facilitate the decision-making process 
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ACTIVITY 3.4.1 Visualisation of decision making process 
 

 

 

Written Assignment 

 

Your Job Broker service is introducing training for new colleagues. For a module about decision 

making you are asked to design a poster that visualises the decision-making process with a 

metaphor. How would you design such a poster? 
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There are many possibilities to visualize a decision-making process. So, we hope you had fun 

being creative!? 

However, for feedback, we want to present you two different visualisations/metaphors that 

could be used in relation to decision making processes:  

The funnel 

We could visualise decision making as a funnel with several filters. At the end of the funnel a 

few sifted out results come out.  

The funnel is filled with all occupational profiles worth considering and each of them has to 

pass the different filters. The filters represent the different selection criteria, whereby the 

priority of the different filters should be determined by the job-seeker: 

• Income opportunities 

• Working conditions 

• Compatibility with family duties 

• Job requirements 

• Investment in training 

• Existing job opportunities 

 

Optimally, at the end of the funnel two or three realistic options come out.  

 

The eight loop 

Decision making can also be visualised as a loop movement. At the beginning of the decision-

making process we can find the positive aspects of different occupational profiles 

On a closer look these positive aspects are superimposed by aspects with negatively 

connotations. Concerns, worries and fears are getting relevant. The loop goes back to the 

starting point, the occupational profile needs to be rethought, or a new one has to be found. 
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When it’s possible in this phase to find solutions for upcoming problems an exit out of the loop 

can be found. The loop will go on between ‘yes’ and ‘but’ until the most important concerns are 

eliminated and solutions for obstacles could be found and therefore confidence in an 

occupational profile could be re-established. 

Another important aspect of coaching in the work of a Job Broker is the preparation of job-

seekers for application processes. When a match between employment opportunities and 

characteristics of a job-seeker is found it is essential that job-seekers make a good impression on 

their potentially new employer. So, writing a good CV and being well prepared for a job 

interview are two important aspects to use employment opportunities successful.  

 

 

 
ACTIVITY 3.4.2 Compose a plan about how you would prepare a job-seeker for a 
job interview. 
 

 

Problem solving 

Given a restricted time frame of 20 minutes to coach a job-seeker for a job interview. Compose a 

plan about how you would prepare a job-seeker for a job interview. 
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You may also draw from your past or current work experiences as a Job Broker. In that case take 

your personal approach for coaching for a job interview and modify it according to the 20 

minutes time frame.  

 

 

 

 

 

 

 

 

 

 

 

 

Your freedom in doing your work as a Job Broker may be very different in relation to the 

concrete Job Broker provider you work for. There might be a concrete standardized process 

plan you have to stick to or you may have the freedom to choose your approach on your own. 

However, time resources may in any case be a crucial determination for the kind of service you 

offer. That may be especially true if you service is based on an outcome-orientated system of 

financial remuneration. Working in such a system it is crucial to find the right balance between 

a good service quality to reach the targeted outcomes and a financial surplus. But also, in cases 

where the outcome orientation is not as strict as in the example of Module 1, the amount of 

time you have to work with Job Brokers is usually tight with respect to the specific target group.  

 

It is clear that a given timeframe of 20 minutes is very tight and you may hopefully have more 

time resources to prepare your job-seekers for an interview if necessary. However, time 

resources of a Job Broker are usually limited, and it is one of challenges to choose in relation to 

the needs of a concrete job-seeker which coaching activities you perform. So, you have to make  
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a decision! As in the activity before, your decision may be highly influenced by the concrete job-

seeker or more general a specific target group of job-seekers you have in mind. Also, the 

demands of the concrete sector/employer of the vacancy may influence your decisions.  

 

In 20 minutes there is not very much room for manoeuvre. So, a role play in which the job-

seeker can try out the interviewing situation in a more or less realistic but at the same time safe 

setting may not be possible in such a situation. What you can do for example is to prepare 

resources the job-seeker can use to prepare him/herself for the interview. For instance, a list of 

common errors that should be prevented or interviewing questions that are likely to be part of 

the interview could help to reduce insecurity on side of the job-seeker without taking too much 

time in a coaching session. 

 

 

ACTIVITY 3.4.3 Create a CV on the EURES Job Mobility Portal 
 

 

 

Research 

 

 

It is one goal of European integration to increase the mobility capabilities of the workforce. To 

foster the transnational mobility of the workforce across Europe the European Commission has 

implemented EURES. It is a cooperation network formed by public employment services across 

Europe. It maintains a job matching platform the “European Job Mobility Portal”. The jobs 

advertised on the EURES Portal come from EURES members and partners, in particular the 

European Public Employment Services. They use EURES to advertise jobs for which employers 

are particularly interested in recruiting workers from other European countries.  

 



Self-directed Learning Guide 

Chapter 3 – Working with Job-seekers 

 

199 | P a g e  
 

 

For job-seekers EURES offers a facility to create an online profile. The basic purpose of the 

profile is to create an online CV.  Can you assist a job-seeker who has an interest in working in 

another European country to create an online CV on EURES? 

 

If not, explore the facility in EURES and become proficient in its use. 

 

Visit the EURES-Website and inform yourself about the EURES platform: 

https://ec.europa.eu/eures/public/en/homepage 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

https://ec.europa.eu/eures/public/en/homepage
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Have you made yourself familiar with the portal and created a CV? Did you have any experience 

with this kind of CV? Depending on your professional practice you may be used to a different 

kind of standardized CV; alternatively it may be rather new for you because you usually not use 

any kind of standardized templates when you work on a CV with a job-seeker. 

 

If you work with a job-seeker who is looking for employment opportunities abroad it can be 

helpful if you could support them with the creation of an EURES CV. Especially when working 

with such a standardised instrument it is even more important to use the sections where you 

can give the CV an individual touch to make it distinct from other applicants.  

 

The EURES online CV is very similar to a Europass CV. It is a standardised template for a CV 

which main purpose is to provide a common instrument for a more transparent and 

standardised description of skills and qualifications. If you need support to fill it out correctly 

and for general tips to be considered in writing an Europass/Eures CV you may find the 

following online available guidance sheet helpful (available in all languages of the EU):  

https://europass.cedefop.europa.eu/documents/curriculum-vitae/templates-instructions  

 

There are also examples of filled out CVs available you can use as reference point. You can find 

them via the following link (available in all languages of the EU):  

https://europass.cedefop.europa.eu/documents/curriculum-vitae/examples 

 

 

 

 

 

 

 

 

 

 

https://europass.cedefop.europa.eu/documents/curriculum-vitae/templates-instructions
https://europass.cedefop.europa.eu/documents/curriculum-vitae/examples
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3.5 Develop an action plan in cooperation with the job-seeker. 

 

So far, you already have learned something about the empowerment approach as the basis for 

your work with jobseekers. 

 

You also have learned something about different coaching techniques, profiling methods, 

conflict management techniques and motivational techniques that you can use in working 

together with jobseekers. This should help you to get to know a jobseeker well and to identify 

his or her specific support needs. 

 

After you have identified specific and specialist job-seeker support needs (psychological, debt, 

housing, welfare) that could be a barrier to a successful job placement, it is a time for developing 

an action plan for a further proceeding in cooperation with the job-seeker. 

 

 
ACTIVITY 3.5.1 What do you need to develop an action plan? 
 
 

 

List what you think is important if you want to develop an action plan with a job-seeker. 

What are important aspects and must be considered? 
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The following example questions and examples of methods for goals setting and action planning 

may be helpful when reflecting about your approach:  

 

Example Questions to elaborate action plan with a job-seeker:  

We have clarified which job/training you would like to take. Which concrete steps will bring you 

closer to your goals? 

Against the background of competencies and resources you have, which first step seems 

necessary to you to reach your goal? 

When you visualize your goal and work out a plan on how to reach this goal step by step. What 

would be your first step? 

If you will face challenges on your way, which ones could that be and how could you overcome 

them? 

Who or what could help or support you? 

 

Example Methods for goals setting and action planning:  

Method „Goal setting – Goal check“ 

http://www.projectsgallery.eu/job-broker/wp-content/uploads/2017/04/Curriculum_-
Programme.pdf 

 

Method “Job search as project”:  

http://www.naviguide.net/methods/mhbshow.asp?id=510&sid=&look=0&oberthema=0&untert

hema=0&zielgruppe=0&art=0&dauer=0&stw=job+search&stwcomp=job+search&aktt=0&zz=25

&lang=353&SPage=8&sort=titelauf&Page=1&index=9 )  

 

 

 

http://www.projectsgallery.eu/job-broker/wp-content/uploads/2017/04/Curriculum_-Programme.pdf
http://www.projectsgallery.eu/job-broker/wp-content/uploads/2017/04/Curriculum_-Programme.pdf
http://www.naviguide.net/methods/mhbshow.asp?id=510&sid=&look=0&oberthema=0&unterthema=0&zielgruppe=0&art=0&dauer=0&stw=job+search&stwcomp=job+search&aktt=0&zz=25&lang=353&SPage=8&sort=titelauf&Page=1&index=9
http://www.naviguide.net/methods/mhbshow.asp?id=510&sid=&look=0&oberthema=0&unterthema=0&zielgruppe=0&art=0&dauer=0&stw=job+search&stwcomp=job+search&aktt=0&zz=25&lang=353&SPage=8&sort=titelauf&Page=1&index=9
http://www.naviguide.net/methods/mhbshow.asp?id=510&sid=&look=0&oberthema=0&unterthema=0&zielgruppe=0&art=0&dauer=0&stw=job+search&stwcomp=job+search&aktt=0&zz=25&lang=353&SPage=8&sort=titelauf&Page=1&index=9
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ACTIVITY 3.5.2 Develop a concrete action plan 
 
 

 

 

Written assignment 

 

Imagine that you have agreed a target with your job-seeker. Develop a concrete action plan. 
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Below is a list of possible steps in working to set out goals and action plans with job-seekers: 

→ Needs analysis: 

• Status quo of job-seekers shall be explored, profiling (competence analysis) 

• Exploring of interests and motivation of jobseekers in terms of occupational orientation, 

employment or possible VET and further training measures, 

• Identification of possible placement obstacles and highlighting the first solution steps 

• Advisory Check - identifying of social, family or health problems, exploring barriers to 

taking up work, 

• Individual qualification check - finding out what needs to be re-learned. 

 

→ Action Plans: 

• Explore hidden talents, potentials and experiences that might enhance an application, 

• Plan together with the job-seekers the career, Interview agreement between Job Broker 

and job-seeker, which defines the next steps (in a written form), evaluated and up-dated 

after three months 

 

→ Prepare job-seekers for work: 

• Information of job-seekers about the labour market, the requirements of employers in 

various professional fields,  

• Production of current and professional application documents, 

• Application Training - Facts gather for the CV, 

• Training interview, 

• Teach, talk- and presentation techniques  

• IT training, 

• Workshops and individual coaching, strengthening personal skills, 

• Style Advice, 

• Time- and stress management, health courses 
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ACTIVITY 3.5.3 The execution of the action plan 
 
 

 

 

Problem solving 

 

The overall goal of the counselling process is a job placement or respectively sustainable labour 

market integration. Therefore, it is important to come to an agreement on a realistic job 

decision. If there is a discrepancy between your assessment of the situation and the ideas of 

the job-seeker (e.g. non-realistic goals, no agreement on further proceeding) how would you 

react to the situation?  

 

Come up with ideas on possibilities to resolve such a situation and describe them in some 

words. Describe how to track the execution of the action plan. What do you do if the action 

plan is not followed by your job-seeker? What options do you have to influence your job-

seeker? 
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If there is a discrepancy between the goals of the job-seeker and your assessment of the 

situation you should make that transparent and explain the reasons for your assessment 

clearly. If there is still no agreement about goals despite discussion and explanations, you 

should consider being more persuasive. For instance, you could say: “I can understand your 

wish for … really well, but my responsibility is to bring you in employment and that you stay in 

employment. Therefore, I would propose that we look together on the options that seem most 

likely to be realised. Can you agree with me on that?” 

 

If there is still no agreement you can ask your job-seeker to devote some of his/her time until 

the next meeting towards more realistic goals besides any actions towards the job-seeker’s 

preferred goals. Thereby the clarification if the job-seeker’s needs are realistic can be achieved 

without influencing the job-seeker’s motivation negatively and at the same time can be saved 

by working also on realistic goals.  

 

Depending on the situation it could also be advisable to give the job-seeker the possibility to 

proof that his/her goals are realistic. For example, you could ask the job-seeker to find job 

offers that would fit to the job-seeker’s profile. 

 

 

3.6 Explain sources of conflicts with and demotivation of job-seekers and apply 

appropriate conflict management and motivation techniques. 

The ideal case from a Job Broker’s viewpoint is that they work with motivated job-seekers who 

use the Job Broker service on a voluntary basis, who are eager to learn and to develop 

themselves, to get a job eventually and therefore motivated. However, frequently the reality 

for Job Brokers is different; job-seekers are often referred or assigned to use a Job Broker 

service – sometimes this is mandatory if the job-seeker wishes to retain their unemployment or 
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social benefits - and in such cases their use of the service cannot be considered to be entirely 

voluntary. Job-seekers often do not know what to expect from or why they need the service or 

maybe – as a result of the profiling and assessment phase – training (so they may come without 

motivation). 

 

Conflicts are a common phenomenon in social interactions, and also because of the above 

described context of social interactions between Job Broker and job-seeker, that is also true for 

this kind of situation. Conflicts arise if both parties are dependent on each other and one or 

both of the parties at the same point of time intend or perform actions that could lead to a 

situation where the opposite party feels hindered, obstructed, threatened or hurt. As long as a 

conflict exists it hinders all parties to strive united for common goals. Therefore a constructive 

conflict solution is very important to reach the goals of the Job Broker service. 

 

 

ACTIVITY 3.6.1 Write down at least 3 different types of conflict you experienced 
in your work as a Job Broker.  
 

    

 

Write down at least 3 different types of conflict you experienced in your work as a Job Broker 

and describe for each why you think a conflict occurred, what the source of the conflict could 

be. 
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Take another look at your findings. Are there types of conflicts that occur more often than other 

forms?  

 

There are many different types of conflict and sources for conflict. A very common source of 

conflict is that job-seekers show different forms of resistance against your work or the service as 

a whole. Usually the term resistance is related to negative images. But resistance can also be 

perceived as something positive. As an attempt of a person or a system to maintain integrity and 

freedom to act or to maintain the current status. So, resistance always has a stabilizing function. 

From this point of view resistance is a very natural phenomenon and part of any learning or 

transformation process. It can have different causes and show itself in different forms.  

 

Also, job-seekers in the first instance are the experts about their personal solution, and 

therefore resistance can be regarded as a constructive contribution in solution search. For 

instance. it can be regarded as a feedback for the Job Broker that the current proceeding/plan is 

not useful (at this point of time). Typically there are five types of resistance that can be 

differentiated:  

• Resistance against the general conditions of the service – job-seekers can’t or don’t want 

to admit to the service, because they don’t consider the general conditions acceptable. This 

could relate to the premises the service takes place, the time or the terms of participation (more 

or less compulsory).  

• Resistance against didactics/methods – job-seekers refuse to make use of offers by the 

Job Broker (contents, methods, interventions etc.) 

• Resistance against the Job Broker – e.g. because they have problems with the sex, age, 

manner of speech or the self-expression of the Job Broker. Usually this kind of resistance is not 

against the person of the Job Broker but represents a typical transfer effect. 
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• Resistance against learning or transformation processes as threat of ones feeling of self-

worth – the current status is threatened, and a transformation needs effort, time, energy and 

courage and is initially often related of a feeling of insecurity. 

 

 

ACTIVITY 3.6.2 Use the given typology for resistance. Find for each of the types 
two examples from your work experience 
 

 

 

Written assignment 

 

Use the above described typology for resistance. Find for each of the types two examples from 

your work experience and answer the following questions:  

How did this type of resistance manifest? 

How did you handle the situation? 

In what way could you have acted differently? 

Just to remind you, here again the typology (for a more detailed description of the different 

types of resistance look at the feedback of 3.4.1): 

- Resistance against the general conditions of the service  

- Resistance against didactics/methods 

- Resistance against the Job Broker  

- Resistance against learning or transformation processes as threat of one’s feeling of self-worth 
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Of course, the above described types of resistance range from abstract from reality. Often there 

will be an overlap between more than one form of resistance and therefore there is not THE 

single solution for each of situation of resistance. However, as an orientation point, we want to 

give you some broad guidelines that my help in such situations:  

 

Always be aware that a Job Broker is not at all in full control of the situation. Even if a Job Broker 

does his/her best, if the job-seeker is not cooperative there are limits to success. A Job Broker 

can only make offers. What the job-seeker makes of it is ultimately out of the hands of the Job 

Broker. Job brokers can only increase the probability that the services process goes in a desired 

direction.  How someone deals with resistance depends on the meaning it is given. Resistance is 

a message and can be understood as an expression of needs, for instance: 

 

• Thanks, I’ve had enough 

• Up to this point I’m willing/able to cooperate but not further 

• Afraid of failure, when committing to something specific 

• Insecurity, what can I expect here 

• Insecurity, the „other one“ wants something from me 

• Protection against change 

 

Often resistance is confronted head-on. Alternatively you can work with the resistance, to 

respect and appreciate it. Useful questions in this context could be:  

 

• How did resistance manifest itself? 

• What is the ‘driver’ behind the resistance? 

• What are the positive aspects of this specific manifestation of resistance? 
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• How can this resistance be handle productively (what kind of intervention could be 

successful)?  

 

For the specific forms of resistance, the following exemplary interventions might be useful:  

 

• Resistance against the general conditions of the service – often the problem is that 

job-seekers do not feel appreciated or respected because of the general situation. 

Strategies for interventions could be to include job-seekers in decisions about general 

conditions, to proactive address the issue and to express very much appreciation and 

respect. 

 

• Resistance against didactics/methods – resistance can be prevented if job-seekers 

regard contents and methods as useful. When resistance has manifested itself, it 

could help to address why a specific content or methods could be useful or by 

changing contents and methods if possible.  

 
• Resistance against the Job Broker – this type of resistance could be prevented by 

explaining at a very early stage, which kind of competencies you as a Job Broker have 

to offer, what expectations you have towards the job-seekers and also to make it 

transparent what job-seekers can’t expect from you as a Job Broker. When resistance 

is present, it is important to take it not personal, but to handle it in a constructive 

manner.  

 

• Resistance against learning or transformation processes as a threat towards one’s 

feeling of self-worth – it is important to appreciate the past to make new things 

possible. Job-seekers need some time to say ‘good bye’ to the old or to link the old 

with the new one. 
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ACTIVITY 3.6.3 How to react if job-seeker evades application activities? 
 

 

 

Example & Problem solving 

 

A job-seeker arrives very motivated to use your service, deciding to try everything to find a new 

Job. After a few failures the job-seeker starts to fear further failures and starts to avoid applying 

for new jobs. Suddenly there are many “more important” things that they decide they have to 

deal with. 

 

Is there resistance on the side of the job-seeker? What kind of? Which form of intervention 

could help? Write down your thoughts! 
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This kind of change in behaviour could be interpreted as a form of resistance. It is likely that this 

manifestation of resistance is a signal for a specific need of a job-seeker. In this concrete 

situation could be a desire to feel success and security.  

 

The positive aspect for the job-seeker behind this kind of dealing with the situation is that it 

prevents further failures. A productive intervention needs to take this need into account. It 

should allow the job-seeker to proceed with job search and application, because that’s 

ultimately what he wants. 

 

 At the same time the intervention needs to give the job-seeker some kind of protection against 

further failures. One way to do this is to impart the job-seeker strategies on how to deal 

productively with failures. 

 

 

 

3.7 Identify specific and specialist job-seeker support needs that are a barrier to a 

successful job placement (psychological, debt, housing, welfare) and referring 

them for relevant expert or detailed support. 

Counselling job-seekers is a process that often consists of individual counselling interviews 

(alternative counselling formats include group sessions, counselling by phone, web counselling, 

etc.). Therefore, Job Brokers working with job-seekers have to guide and lead the counselling 

session: Guiding means to show compassion, to understand and to allow; leading, on the other 

hand, means to interrupt, to intervene, and to express ideas, to pose questions, to make 

propositions and to extend or reduce complexity. Obviously, in such a position, Job Brokers have 

lots of possibilities, but also face many challenges.  
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It is essential to understand job-seekers as individuals with distinct biographies and features and 

to empathize with their perspectives. Job-seekers may not have voluntarily sought for 

counselling and may have troubles being in the position of a person in search of advice. It is 

crucial to use well-chosen ways of communication and behaviour to create a real basis for 

cooperation and conversation despite of the hierarchical nature of the situation. 

 

Job Brokers must seek to understand the job-seeker’s motives and background, but also the 

scope of his or her actions. They have to keep in mind that each and every person constructs his 

or her own reality and bases his or her decisions and actions on the resulting worldview.  

Likewise, Job Brokers need to reflect on his or her own reactions, impulses and modes of 

interaction with the job-seeker. Communication is most fruitful when the people involved settle 

on a shared worldview and reality. 

 

This is about your approach in working together with the jobseekers, about methods/tools that 

could support your work in this phase and concrete support what you can offer to help the job-

seeker? 

 

 
ACTIVITY 3.7.1 Your approach in working together with the jobseekers 
 
 

  

 

Written assignment 

Describe your approach; how you would identify specific and specialist job-seeker needs that 

are a barrier to a successful job-placement. What are helpful questions you could ask the job-

seeker in order to find it out? What are important aspects to take into account from your 

point of view? 
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In order to promote empowerment processes, it is in principle more important to ask questions 

than give answers. Together with the job-seeker a joint search process is initiated. Here you can 

find some further proposals for working together with job-seekers. 

 

The following basic principles are necessary: 

 

• Resources and competence orientation, 

• Processor orientation, 

• Goal orientation, 

• Optimism, 

• Willingness to working relationship with equal rights,  

• Responsibility and control, 

• Trust in the powers and competences of the other persons, 

• Willingness to share the power. 

 

Here are some key questions for professional support: 

 

• Under which conditions do people succeed in discovering their own strengths together 

with others? 

• What does help to make people active for shaping and control their own living 

conditions? 

• How can you help to support different forms of self-organization? 

• How can you create a social climate that supports processes of the empowerment? 

• What are the consequences of such experiences on the people involved in the process? 
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When you agreed on job related goals with your job-seekers the focus comes to the question on 

how to reach the defined goals. For this purpose, strategies and necessary steps to reach the 

goals have to be elaborated and the job-seekers should be aware of possible support options. 

Depending on how difficult and complex the way to reach the desired goals seems, it may be 

necessary to: elaborate a detailed plan, to define (interim) goals, to assess how realistic 

individual steps are, to anticipate the dealing with possible challenges etc.  

 

The approach you choose to elaborate goals with your job-seeker and a corresponding action 

plan is likely to depend on the concrete context you operate in as a Job Broker (e.g. target group, 

time resources, and organisational goals 

 

 
ACTIVITY 3.7.2 Methods/ tools 
 
 

 

List 

In order to reflect about your personal or organisational approach, please describe on 

approximately one page, how you would proceed during that phase. What are important 

aspects to take into account from your point of view? What concrete steps do you follow? 

What are helpful questions you could ask the job-seeker in order to guide him/her through the 

decision process of defining goals and necessary steps to reach them? Do you use concrete 

methods/tools that support your work in this phase? What support can you offer to help the 

job-seeker to reach his/her goals? 

 

List concrete methods/tools that could support your work in this phase? 
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Tools and tests used to help people understand how their interests, aptitudes, skills, personality 

and preferences influence their potential for success and satisfaction in a particular career, or 

line of work, are collectively known as career assessments. Over the last one hundred years, 

career assessments have greatly influenced career development in the United States and 

impacted the economy. Career and occupational assessments are typically employed by career 

counsellors in high schools and universities, vocational rehabilitation counsellors, executive 

coaches, work force service centres, and individuals just wanting to make the best career 

decision possible for themselves. 

 

Types of career assessments 

While career assessments generally focus on identifying career options based on personal 

attributes, assessments come in various forms and vary along differing dimensions. Career 

assessments may also exhibit personal bias – as they are often based on criteria that one person, 

or group of people, believes to be the most important for selecting a career. The following are a 

few points of variability among popular career assessments: 

 

Methodology - Assessments are typically either quantitative or qualitative in nature. 

Quantitative assessments attempt to measure attributes, skills and qualities that influence an 

individual’s ability to succeed and find satisfaction with a particular career. Qualitative 

assessments are designed to help individuals explore their personal and occupational goals and 

preferences in order to bring clarity and to make a more informed career decision. 

 

Measured attributes - One of the biggest points of variability among assessments is the specific 

attributes they measure. While some assessments focus on personal interests and values, others 

are heavily weighted toward aptitudes and skill sets. 
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Validity - How valid different assessments are is a big question. Especially for those offered over 

the Internet. In many cases, assessments lack "validity", which basically means how useful the 

results of an assessment are for the individual. When it's difficult to evaluate the validity of an 

assessment, results should be interpreted with caution and not much weight should be placed 

on the results. 

 

Target customer profile - Assessments may be general or specific. For example, popular career 

assessments such as Myers-Briggs Type Indicator (MBTI), Strong Interest Inventory, and Career 

scope are general assessments designed to be applied in virtually any market. Other 

assessments are designed for specific industries and markets. 

 

 
ACTIVITY 3.7.3 Describe the job-seeker and how you want to help them 
 
 

 

 

 

 

Kevin has been searching for a job for a long time. So far he had no chance. He wrote two dozen 

applications. It was all in vain. No employer wants to get to know him. He does not get offered 

an internship or a trial/’taster’ day. Kevin is 21 years old and wants to make an education, work 

and make money - like many others. He wants his own apartment. So far, he has hardly been 

acquainted with normal life. 

 

At an age when other children were getting help from their parents, so they could go to high 

school, he and the family had to clear the apartment. His father, an alcoholic who beat Kevin, his 

mother and his sister, had not paid the rent. At an age when other children were questioned by 

their mothers' on vocabulary, he helped his mother throw his father out of the house. There he 

was 15. And at the age when others go to college, Kevin left the main school without any 
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qualification. He hung around, was involved in brawls and robbery. In the meantime, he has 

been completing his secondary school diploma, but his files now also have a criminal record. 

Kevin got once a one-euro job arranged by the jobcentre, and he spent a few months in a so-

called job-preparing measure. 

 

Task: Imagine this person comes to you for counselling? 

What support can you offer to help the job-seeker? How would you proceed? Describe what 

concrete steps do you follow? Write down your approach in keywords 
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Before you start to elaborate concrete goals and steps to reach them together with the job-

seeker you may at first discuss the assessment of the consultation phase, and summarize in 

cooperation with the job-seeker identified strengths, resources, possible starting points, 

development requirements and analyses the job-seeker’s labour market situation.  

 

Basically, the goal setting should be accomplished by the job-seeker. Leaving the decision about 

and the definition of specific goals in the hand of the job-seeker may foster identification with 

set goals, high cooperation of the job-seeker in the further course of the counselling process 

and will lead to high motivation of the job-seeker 

The definition of goals should have a focus on the job that the job-seeker wants to get. 

However other criteria of the aspired work place should be taken into account (e.g. preferring 

to work in a team or alone, salary, distance to commute to the work place, working hours). 

 

Agreed goals should be formulated as SMART goals, which means that the goals should be 

Specific (is the goals formulated in a concrete way or is it to general?), Measurable (can the 

target achievement be controlled?), Accepted (is the job-seeker motivated and cooperative in 

relation to defined goals?), Realistic (Is it possible to reach defined goals?) and Timely (can it be 

estimated when the goal can be reached?). 

 

Support and correct the process of goal setting by posing questions that help the job-seeker to 

come to an assessment on how realistic are his/her goals for future career by themselves. 

Possible Questions are: Which of these goals are really essential? Is the expected income 

sufficient (for instance if job-seeker is only interested in a part time job)? How realistic is it to 

find a job near to his/her home? Is the job compatible with family duties? 



Self-directed Learning Guide 

Chapter 3 – Working with Job-seekers 

 

222 | P a g e  
 

If there is a discrepancy between the goals of the job-seeker and your assessment of the 

situation you should make that transparent und explain the reasons for your assessment 

clearly.  

 

If you have agreed on goals with your job-seeker you should record them in written form. 

 

 

3.8 Progress Assessment – Learning Need Analysis  

And now that you have completed the activities and exercises in this Chapter and reviewed all 

the Feedback, let’s return to the Learning Needs Assessment that you completed at the start of 

the Chapter.  In the table below, repeat the self-appraisal of your knowledge, skills and 

understanding in this area. As before, estimate your ‘level’ in each case. 

 

Job requirement Level of knowledge, skills, experience or 

understanding (as appropriate). 

Knowledge about the empowerment approach. 1 2 3 4 5 6 7 8 9 10 

Knowledge about profiling and assessment of 

job-seekers. 

1 2 3 4 5 6 7 8 9 10 

Identification of specific and specialist job-seeker 

needs that are a barrier to a successful job-

placement. 

1 2 3 4 5 6 7 8 9 10 

Application of conversational coaching 

techniques.  

1 2 3 4 5 6 7 8 9 10 

Supporting decision-making of job-seekers. 1 2 3 4 5 6 7 8 9 10 

Knowledge and application of appropriate 

conflict management and motivation techniques. 

1 2 3 4 5 6 7 8 9 10 

Preparation of job-seekers for application 

processes. 

1 2 3 4 5 6 7 8 9 10 

Development of an action plan 1 2 3 4 5 6 7 8 9 10 
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Now, compare your two sets of scores – those you did ‘before’ and those you did after working 

through this part of the Guide. What are your main conclusions? 

Would you say that, based on having used the material in this Chapter, you under-estimated or 

over-estimate your skills, knowledge, understanding and/or experience the first time you did 

this assessment?  

So, if you scored some requirements lower after finishing – is that because you realise you still 

have areas to develop? 

If you scored some requirements higher – is this because you feel more knowledgeable or 

confident after completing the exercises? 

Would you say that the Chapter confirmed your original estimates – or were there any 

surprises?  

Can you identify areas where you still need to seek out further professional support or 

development? 

 

 

 

3.9 Conclusion and further reading 

The purpose of this chapter for Job Broker has been to learn how to work with Job-seekers. This 

chapter covers, among others, the approach for the job of the Job Broker and his self-

understanding. In order for this to work, we have introduced many methods and appropriate 

exercises. Now you should have the basic knowledge about how you can work effectively with 

job-seekers and how you can build and maintain networks. 

 

Finally … although Job Brokerage is an emerging and relatively new concept in European VET 

legislation, there are various publications and resources relevant to the issues discussed in this 

module. Many of these will be in your own language and are relevant to your own country – so 

do look them up!   

 

In the meantime, and to help you look further, we have listed some relevant information sources 

at the European level below: 
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• ESCO: ‘European Skills/Competences, qualifications and Occupations’ at 

https://ec.europa.eu/esco/portal/home  

 

• European Commission: ‘EURES – The European Job Mobility Portal’ at 

https://ec.europa.eu/eures/public/homepage  

 

 

Notes 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

https://ec.europa.eu/esco/portal/home
https://ec.europa.eu/eures/public/homepage
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What is this chapter about?  

 

This module is about how you, as a Job Broker, take a  ‘job-seeker-focused’ approach in your 

work – or what we call a case management i.e. the “collaborative process of assessment, 

planning, facilitation, care coordination, evaluation, and advocacy for options and services to 

meet an individual's and family's comprehensive health and social needs through 

communication and available resources to promote quality, 

cost-effective outcomes”3 (Case Management Society of 

America). Even though this definition focuses on healthcare 

as most definitions of case management do, it is still valid and 

transferable to other sectors and domains. The most 

important feature of a job-broker’s role is that s/he works 

with people. And even though people share common 

characteristics and even common identities in some cases, 

each person remains unique.  

Moreover, each person’s mix of needs, attitudes, stances, beliefs, abilities, competences and 

skills are unique to that particular person. Thus, case management skills are crucial for Job 

Brokers, because they facilitate personalized, tailor-made consulting and solutions for each job-

seeker, in an integrated and accountable manner.  According to Hahn et al. (Case Management 

with At-Risk Youth. Hahn, A., Aaron, P., & Kinglsey, C. The Centre for Human Resources, Brandeis 

University) common definitions of Case Management include:  

- “activities aimed at linking the service system with a consumer, and coordinating the various 

system components to achieve a successful outcome.”  

- “a problem-solving function designed to ensure continuity of services and to overcome systems 

rigidity, fragmented services, misuse of certain facilities, and inaccessibility.”  

- “At the systems level, case management may be defined as a strategy for coordinating the 

provision of services to job-seekers within that system.” 

                                                           
3 In this Chapter, we refer to a ‘client-focused approach, by which we mean that we put the individual job-seeking 
client at the heart of our thinking, in relation to delivering our service.  In some contexts, and in particular in the 
United States, the term ‘Case Management’  means something similar, so if you see references to ‘case 
management’ this is what we mean. 
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- “At the job-seeker level, case-management may be defined as a job-seeker-centred, goal-

oriented process for assessing the need of an individual for particular services and obtaining 

those services.”  

Learning Objectives 

In order to address the above this chapter has the following specific learning objectives: 

4.1 Explain the case management approach and organise processes of Job Brokering services 

accordingly. 

4.2 Identify providers of related support services (e.g. debt management, training providers) and 

refer job-seekers according to their needs. 

4.3 Categorize different target groups of job-seekers/employers and their specific needs. 

4.4 Develop effective procedures, protocols and standards for all phases of the brokering 

process including follow-up activities after the initial placement. 

4.5 Utilize relationships to stakeholders and especially other Job Brokering providers in order to 

concentrate organisational resources and to develop Job Brokering services that best serve the 

needs of specific target groups. 

4.6 Self-evaluate and reflect about the own professional practice as a mean for continuing 

professional development and psycho hygiene. 

Before we look at this area in detail, let’s begin with a self-appraisal of your knowledge, skills 

and understanding in this area with the Learning Needs Assessment table below. Using a scale 

where 1 = poor (development fully needed), 5 = fair/satisfactory (development partially 

needed) and 10 = excellent (no development needed), consider each requirement in turn, and 

estimate your ‘level’ in each case: so, to what extent can you …? 

Job requirement Level of knowledge, skills, experience or 

understanding (as appropriate). 

Explain the job-seeker-focused approach in Job 
Brokerage 

1 2 3 4 5 6 7 8 9 10 
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Job requirement Level of knowledge, skills, experience or 

understanding (as appropriate). 

Define and describe pros and cons of a case 
management approach vis-à-vis a traditional one-
fits-all approach in Job Brokerage services 

1 2 3 4 5 6 7 8 9 10 

Prepare and implement an interview with job-
seekers, focusing on their peculiarities, needs and 
desires, which can help you formulate your job-
seeker-focused approach 

1 2 3 4 5 6 7 8 9 10 

Describe the needs of a specific job-seeker (based 
on the results of the interview) 

1 2 3 4 5 6 7 8 9 10 

Prepare and implement an interview with 
employers, focusing on their peculiarities, needs 
and desires, which can help you formulate your 
job-seeker-focused approach 

1 2 3 4 5 6 7 8 9 10 

Describe the needs of an employer (based on the 
results of the interview) 

Identify providers of related support services 
(such as the Public Employment Service, VET 
Providers, Career Advising Companies etc.) and all 
other possible service providers in you district. 

1 2 3 4 5 6 7 8 9 10 

Describe the type of support you seek from each 
provider of related support services 

1 2 3 4 5 6 7 8 9 10 

Describe different characteristics of jobseekers 
and employers 

1 2 3 4 5 6 7 8 9 10 

Identify ways of categorising employers and job-
seekers 

1 2 3 4 5 6 7 8 9 10 

Describe the main stages of effective Job 
Brokerage 

1 2 3 4 5 6 7 8 9 10 

Design and describe the effective procedures that 
should be in place for a Job Brokerage service to 
be effective 

1 2 3 4 5 6 7 8 9 10 

Describe important follow-up activities which 
should take place after the initial placement 

1 2 3 4 5 6 7 8 9 10 

Develop and maintain strong relationships with 
different stakeholders that may support you in the 
Job Brokerage service 

1 2 3 4 5 6 7 8 9 10 

1 2 3 4 5 6 7 8 9 10 
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Job requirement Level of knowledge, skills, experience or 

understanding (as appropriate). 

Self evaluate and reflect on your own professional 
service 

1 2 3 4 5 6 7 8 9 10 

4.1 A Job-seeker-focused Approach – The processes of Job brokering services 

The terms Job-seeker-centred and Job-seeker-focused are used often in employment services. 

But what do they mean? 

The general meaning of the term is that Job Brokers should avoid imposing rigidly 

predetermined solutions and recommendations.  For example it is very common to see manual 

workers to be referred for computer training as part of their employment preparation, with 

relatively little attention to their actual desires or labour-market aims. These types of practices 

ignore the wishes and skills of the job-seekers.  

In some cases (especially at the policy level) job-seekers are being allocated to employment 

categories based on their disabilities without taking into consideration the job-seeker’s own 

wishes or other skills. Disadvantaged workers especially can face preconceptions about possible 

jobs assuming that these people can only do lowest skills (and lowest paid) jobs.  Skills, talents 

and ambitions are not taken into consideration. An effective service provider (a good Job Broker) 

avoids these practices. Instead he/she pays attention to job-seekers’ preferences and skills.  

Burchardt (2005) reminds us that 'Support for entry to employment should start from the 

aspirations of the young person and not automatically downgrade to what is seen to be ‘realistic’ 

given their impairment'. We agree, and think the same standard should be applied to all 

disadvantaged people.  

Thus a job-seeker-focused approach means understanding job-seeker’s needs and situation, 

supporting change (where needed), action planning (using smart plans), job capability matching  
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and monitoring and review. Support is vital element of this process (not only at the beginning of 

the process but also throughout the process). 

 

A similar concept to the job-seeker-centred approach is the job-seeker-centred problem solving. 

Job brokers encounter job-seeker’s problems, real or believed, during the return to work 

process. An accepting positive attitude to these problems is very helpful to the job-seeker. It 

creates confidence in the Job Broker, who is seen as an understanding person. This leads to 

trust, upon which the advisor must rely for permission to challenge the problems or beliefs.  

Expressing problems as solvable issues and helping the job-seeker look for solutions is more 

helpful than classifying them as difficult or insurmountable barriers. The effective Job Broker 

helps the job-seeker find their own solutions, and uses a wide range of techniques to do so. 

Although offering help may be easier, helping job-seekers to find their own solutions is more  

effective in the long run; they become able to tackle similar problems on their own in future. 

 

Of course employers should not be forgotten in this process, as they also have needs that must 

be matched to the appropriate job-seeker. When we speak about job-seekers, we often refer to 

the job-seekers – but in a sense employers are also job-seekers/customers who have needs that 

we need to satisfy. Without the employers we cannot satisfy our job-seekers’ needs. 

 
 
To demonstrate effective job-seeker-centred approach you need to respond to the needs of the 

jobseekers.  To perform this well it is important for you to investigate the needs of the service 

users (job-seekers).  This can be done by “on the job investigation”.  While interviewing 

jobseekers you can collect information about their priority needs in their job search activities. 

You should not perform this investigation very formally, but include it in your interview on a 

day to day basis.   
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ACTIVITY 4.1.1 

Set up a list of questions that can fit into your typical interview, but at the same time think of 

the questions as a part of this investigation that can help you formulate your job-seeker-

centred approach.  

Keep in mind that it is important to give the jobseeker a hint in which direction to look, both 

internal and external, considering the main needs for a successful job search.  Ask about 

personal strengths, about educational needs, about networking etc. 

You can write down your questions below: 
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The following are some important questions for the job-seeker:  

 

WORK HISTORY 

• What did that job involve?  

• What tolerances were you working to?  

• Who was responsible for checking your work?  

• What happened if anything went wrong?  

• Did this happen often? 

•  Can you give an example?  

• How did others cope?  

• What did your boss/supervisor say about your work?  

• How quickly did you do/learn that? (Bonus/piece work earned?)  

• How does that compare?  

• How difficult did you find that?  

• How difficult did others find it? 

 

INTERESTS, DREAMS AND SELF EFFICACY 

• what do you enjoy  

• how do you fill your spare time  

• what have you achieved  

• what would you like to achieve  

• what would you like to be known for and known as  

• how important is work, money, profession  

• where would you like to be  
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• how good are you at planning and working for the long term  

• what do you dislike  

• when have you failed or avoided things  

• how confident you are of achieving 

 

PERSONALITY AND ENVIRONMENT 

• what do other people say about you and do you agree...or not  

• what do people you know do  

• have you got any plans for next week...next month...next year  

• what does your family expect  

 

QUALIFICATIONS AND SKILLS 

• what is your professional status and qualifications  

• what previous experience of work do you have 

• do you have any other relevant experience  

• what are your skills and talents  

 

LABOUR MARKET 

• what jobs are there in your ideal profession that you could get or that you would like to 

train for  

• what employers do you know round here that are recruiting /that you can talk to /that 

you could visit / who use people with your profession  

• who do you know that you would wish to be like /in your preferred job or profession  

• who do you know who can tell you about jobs  

• who do you know who can put you in touch with people  

 

DREAM JOB 

• what jobs do you think you could do  

• what jobs do you think there are round here  

• what job to go for  

• what profession or occupation to follow  

• which employer to work for  
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• what sector to work in  

• do you like doing technical things  

• do you like doing creative things  

• do you like being around lots of people  

• do you like studying and finding things out  

• would you do any job or do you prefer to be selective  

• And what about self-employment? It can be chosen  

• What compromises to make for your career: home, location, money, and learning?  

 
 
ACTIVITY 4.1.2. 
 
 

 

Job-seeker-focused approach is an alternative to a traditional approach where one solution fits 

all. Can you think and write down the advantages and disadvantages of each of the 

approaches? 

JOB-SEEKER-FOCUSED APPROACH 

Advantages Disadvantages 
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TRADITIONAL APPROACH 

Advantages Disadvantages 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

 
 
 

 
 

The main advantage of a job-seeker-focused approach is the fact that there are higher 

possibilities that it will lead to a long term employment with both parties - job-seeker and 

employer - to be happy with the result. The main disadvantage of it, it is that it is resource 

consuming  i.e. it needs highly qualified people  to be Job Brokers and they also need to invest in 

time (and of course both parameters are expensive).  

 

On the other hand the traditional approach is time effective but often does not have any results 

or does not have long term results. it is widely recognised that the traditional standardised 

approach to dealing with selected job-seeker groups is incompatible with the complex needs 

that some of them have - in order to be effective, services have to be carefully tailored to meet 

the specific needs of individuals.  
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Given the diversity of job-seekers it is unreasonable to expect a one-fits-all solution.  In some 

cases even the skills the Job Broker needs to have are different in order to work with different 

types of job-seekers. 

ACTIVITY 4.1.3 

As already mentioned, employers are an important stakeholder we should not forget. The 

effective Job Broker will investigate their needs and try to match those needs to the appropriate 

job-seeker. In order to do so, we need to understand the profile of the employer as well as their 

specific needs. Questions and active listening are the answer to this process. 

To demonstrate effective job-seeker-centred approach you need to match to the needs, skills 

and desires of the jobseekers to the needs of the employers. Design a typical interview with 

employers focusing on their peculiarities, needs and desires.  

You can write down your questions below: 
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The following are some important questions for the employer: 

• How large is your team currently?

• Please describe the culture of your company

• Who is responsible in the company for recruitment?

• Do you open call for vacancies or do you just accept CVs

• How long has your vacancy been open for?

• How many people have you already interviewed for the role?

• What is your hiring plan over the next 6 – 12 months?

• Why do people typically stay with your organisation?

• What are your pain points when it comes to hiring?

• Where do you feel your salaries sit based on current market rates?

• What has your staff turnover been like in the last 12 months?

• Other than salary, what other benefits do you offer staff?

• What does your employer brand say about your organisation?

• How do you measure staff engagement?

• What is the toughest role to fill right now? Why?

• Do you have a job description for the specific opening

• What kind of competences do you require?

• What kind of proof are you looking for to ensure that people do have these competences
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4.2 Identify providers of related support services (e.g. debt management, training 

providers) and refer job-seekers according to their needs. 

This section takes into consideration different stakeholders that can support the Job Broker to 

provide his/her services effectively and successfully. 

 

The following table presents different stakeholders and the way in which they can support the 

Job Broker 

Type of stakeholder How they can support the Job Broker 

Public Employment Service: 

 

- Send job-seekers in public training programmes or 

job placements (where it is necessary to have a PES 

document to attend these programmes) 

VET provider: 

 

- Provide training in order to improve the skills and 

competences of the job-seeker 

Employment Policy-maker: 

 

- Sometimes changes in the policies are required to 

facilitate easier access of unemployed people to the 

labour market. Sometimes funded employment 

programmes also help especially if the Job Broker 

deals with disadvantaged groups 

VET Policy Maker: 

 

- Changes in policies i.e. introduction of new VET 

programmes supporting the unemployed people 

and especially those that are long term 

unemployed help for the job-seekers to develop 

skills and competences and enter the labour 

market. 

Rehabilitation Service Centre: 

 

- Provide rehabilitation services to job-seekers so 

that it will be easier and faster to access the labour 

market 

On the Job Training Centre: 

 

- Provide on the job training to the job-seeker so that 

they gain working experience and develop skills and 

competences for a future job. 
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As a Job Broker you should not only know about the range of professions and organisations that 

are available to help your job-seekers, but should also be able to take advice, and locate and 

build a good working relationship with these providers. This will include: 

 

- Knowing the  main stakeholders and the support available to job-seekers 

- Knowing how they operate and how they are funded:-  

- Using support outside your  main areas of competence  

- Referring job-seekers to other services 

- Evaluating services and programmes in terms of quality and relevance to job-seekers 

 

 

 
ACTIVITY 4.2.1 
 

 

Identify and list up referral partners that can be of a help for signposting and progression in 

the job-seeker-centred approach with jobseekers.  Please add all the possible partners you 

can think of in these different sectors: 

 Public and Private Employment Service: 

VET provider: 

Employment Policy Maker: 

VET Policy Maker: 

Rehabilitation Service Centre: 

On the Job Training Centre: 
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Other: 

After doing the above please make sure that you complete the following activities: 

1. Identify contact person for each of the stakeholders together with their email and direct 

phone number 

2. Describe what kind of support you can get from the above mentioned stakeholder. 

 
You can answer this question using the table below: 
 
 

Type of 
stakeholder 

Stakeholders in our area Contact person and 
contact information 

How this 
stakeholder can help 
you 

Public 
Employment 
Service: 
 

   

Private 
Employment 
Service: 
 

   

VET provider: 
 

   

Career Advising 
Company: 
 

   

Employment 
Policy Maker: 

 

   

VET Policy-maker: 
 

   

Rehabilitation 
Service Centre: 

 

   

On the Job 
Training Centre: 

 

   

Other: 
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Of course the names will be different depending on the country where the research will be 

implemented.  

 

So here we just provide some feedback on how to proceed in order to identify these 

stakeholders. 

 

• Internet search especially for the public stakeholders such as Public Employment Services 

and VET Policy-makers is always a good start. Use your computer, mobile or tablet to 

search online. 

 

• Networking events including press conferences, closing events of publicly funded 

programmes, conferences etc. are always useful to meet the contacts you need. 

 

• Networking with other Job Brokers also helps. 

 

• Have a conversation with your colleagues and ask for tips 

 

• Have in mind when you are listing up these stakeholders that they can be situated both 

Nationwide as in your local surroundings, have in mind the big picture! 
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4.3 Categorize different target groups of job-seekers/employers and their specific 
needs. 
 
It is important for Job Brokers to categorize different target groups of Job-seekers and it is also 

important to categorize different target groups of Employers.   

 

Why? 

 

Because categorization has the following benefits 

 

1. Easier searching for possible matching (especially if you are dealing with volumes of data) 

2. Easier matching between job-seeker and employer 

3. More effective (and it saves time) 

4. Gives you a more clear picture of the labour market  

5. Gives you a more clear picture of different groups of job-seekers 

 
 
ACTIVITY 4.3.1 
 
 

 

 

 

It is important for Job Brokers to categorize different target groups of Job-seekers and it is also 

important to categorize different target groups of Employers.  In this exercise you need to 

categorize job-seekers and employers. Keep in mind to come up with any possible category 

you think of in both sections, Job-seekers and Employers.  In addition it is important that you 

identify the needs of each target group as you can see an example of here below. 
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Job Seekers Needs Employers Needs

Young Job Seekers Constructing sector

Age 18 - 24 Carpenters

Age 25 - 29 Electricians

Low Education Plumbers

High Education Painters

 

 

 

 
Possible categories for Job Broker are: 

• By age 

• By level of education 

• By Languages they speak 

• By skills and competences 

• By type of job they are looking for 

• By where they live 

• By long term vs. short term job seeking 

 

Possible categories for Employers are: 

• By sector 

• By size of company 

• By types of openings they have 

• By employer branding 

• By Local or international company 

• By company with CSR schemes or company without CSR schemes 
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ACTIVITY 4.3.2 
 
 

 

 

 

 

ESCO is a multilingual classification system for European skills, competences, qualifications and 

occupations. By providing a common reference terminology, ESCO can enhance the way the 

labour market functions help to build an integrated labour market across Europe and help to 

bridge the communication gap between the world of work and the world of education and 

training. 

Is your institution/company using the ESCO classification system? If so, when was it 

implemented and what is the experience of the system until now? 
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Get to know ESCO: 

 

https://www.youtube.com/watch?v=HnREEetR87s 

 

https://www.youtube.com/watch?v=fhtVlnFg9p8 

 

https://www.youtube.com/watch?v=60HlqBe7nlw 

 

Do you think ESCO can help your institution/company to fill the skills gap that is emerging in 

sectors as healthcare, ICT and engineering? 

 

Do you think ESCO will help increasing labour mobility, especially in fields with persistent job 

vacancies and skills mismatches? 

 

Do you think ESCO will be an important tool for Job Brokers working with refugees? 

 

 

 

 

 

 

 

 

 

 

 

https://www.youtube.com/watch?v=HnREEetR87s
https://www.youtube.com/watch?v=fhtVlnFg9p8
https://www.youtube.com/watch?v=60HlqBe7nlw
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ACTIVITY 4.3.3 
 
 

 

 

 

EURES, the European Job Mobility Portal is created to help jobseekers around Europe finding 

Jobs and to help companies around Europe finding candidates. In practice EURES provides its 

services through the portal and through a human network of around 1000 EURES advisers that 

are in daily contact with jobseekers and employers across Europe. 

 

Is your institution/company using the EURES Job Mobility Portal?  

 

Are you as a Job Broker an active user of EURES in your cooperation with jobseekers and 

employers? 
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Get to know EURES: 

 

https://www.youtube.com/watch?v=1I_dJdKZCBo 

 

https://www.youtube.com/watch?v=pVZkQRk0W24 

 

https://www.youtube.com/watch?v=5wBTTP4NuEw 

 

Do you think EURES can help increasing labour mobility, especially in fields with persistent job 

vacancies and skills mismatches?  

 

Does your institution/company have experience with labour mobility through EURES? And if so, 

in which sectors?  

 

Is there any particular category of Job-seekers using the EURES portal more than other? 

 

 

 

 

 

 

 

 

 

 

 

 

https://www.youtube.com/watch?v=1I_dJdKZCBo
https://www.youtube.com/watch?v=pVZkQRk0W24
https://www.youtube.com/watch?v=5wBTTP4NuEw
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4.4 Develop effective procedures, protocols and standards for all phases of the 

brokering process including follow-up activities after the initial placement. 

 

Job brokering is a process that can be demonstrated by the diagram below 

 
Figure 1 (above): The process of Job Brokerage 

 
Each of the above main stages involves several activities. 
 

Stage Activities 

Prepare for Job 

Brokerage 

- Prepare the templates you will use for documenting the 

information you receive from the job-seeker 

- Prepare yourself (have the relevant skills and competences to 

do the job) 

o Time management skills 

o Interviewing skills 

o Body language skills 

The Interview - Introduction  

o builds rapport, credibility and trust  

o develops common ground 

o  establishes a working relationship 

o  clarifies respective roles and agenda 

Prepare for 
job 
brokerage

The 
Interview

Matching 
with a 
workplace

Implement 
the 
placement

Monitoring 
and 
support
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Stage Activities 

- Information Collection 

- Identification of Needs and Propositions to meet them 

o Summarise the important points that the job-seeker has 

made  

o Explain what will happen next 

o Make proposals (if possible) 

- Consolidation and Action Planning 

 

Note: The first three parts of the process are dealt with in section 4.1 

Matching with a 

workplace 

- Categorize job-seekers 

- Categorize employers 

- Do all possible matching 

- Select the most appropriate matching to propose first to 

employer and job-seeker 

- Get agreement from both Job Broker and job-seeker 

Implement the 

placement 

- Implement the placement including any necessary 

documentation 

- Be there during the first day of the placement 

Monitor and support - Measure the satisfaction of the job-seeker 

- Measure the satisfaction of the employer 

- Support both in the process 

 

 These activities will be further analysed through the following activities. 
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ACTIVITY 4.4.1 
 
 This activity relates to the first stage of the Job Brokerage process namely: Prepare for Job 
Brokerage 
 

 
 
 
 
 
 
 

 

In this activity you are required to develop a protocol for job-seeker-focused service for Job 

Brokers in your organisation. In particular, imagine you have been assigned with the task of 

creating a tool for taking case history interviews from your job-seekers. This is an important task, 

because in your organisation 4 Job Brokers are employed, thus it is crucial to ensure that all 4 

follow the same procedure in filing and recording cases. An example of a case history is provided 

below: 

 

The case you will have to handle has the following characteristics: 

 

John is a married man from Cyprus. He has two kids, 11 and 8 years old, a boy and a girl 

respectively. John has recently been fired from his previous job where he worked for the last 

three years. This job was in a walking distance from his home, so he used to walk there every 

morning. 12 months have passed since and he is still unemployed.  

 

In his previous job he used to be a sales person for furniture. No training was provided to 

him whatsoever by his previous employer, on sales techniques, customer support or anything 

else. Nevertheless he likes this job because he likes human interaction and he likes the product 

(furniture). His hobby is woodworking and he has set up a small woodworking workshop in his 

back yard. During the last six months he did not put any effort in finding a job, nor is he 

motivated or active in this direction. He believes that he’s too old, too incompetent etc. 
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TASK 1 

In the table below write all the information provided in the paragraph about John. In the 1st 

column (type of information) you should write general descriptions, such as “Gender”, “Previous 

experience”, etc. In the 2nd you should provide information about John, relevant to each type of 

information. Take care to provide short, coded but recognizable descriptions (e.g. 2 kids, 

married, etc.) 

 

Type of information John’s situation 

  

  

  

  

  

  

  

 
 
TASK 2 

▪ Identify the relevant and irrelevant information for a Job Broker (mark with ✓). In other 

words, which of the information recorded on the previous matrix is useful for a Job Broker. 

 

Information Relevant Irrelevant 

   

   

   

   

   

   

   

   

   

   

   

   

Justify your answer here: 
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TASK 3 

Identify missing information. What else would you want to know about John? 

1.  

2.  

3.  

4.  

5.  

6.  

7.  

8.  

9.  

10.  

 
TASK 4 

Which are the five more important pieces of information do you think you need to have for a Job 

Broker? 

1.  

2.  

3.  

4.  

5.  

 
TASK 5 

Categorise in the matrix below, the relevant information you identified in TASK 2 into different 

categories (e.g. skills, interests, stances, attitudes, needs, etc.) 

CATEGORY INFORMATION 

 1. 

2. 

 1. 

2. 

 1. 

2. 

 1. 

2. 

 1. 

2. 

 1. 

2. 

 1. 

2. 
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TASK 1 

Information (Type of information in parenthesis): 

• male (Gender) 

• married (family status) 

• Cypriot (nationality-cultural background) 

• two kids (family status) 

• 11 and 8 years old (family status) 

• a boy and a girl (family status) 

• fired (occupational status)  

• employed for the last 3 years (experience)  

• walking distance from his home (it could be needs, in case he can’t drive) 

• unemployed for 12 months (occupational status) 

• sales person for furniture (experience) 

• No on-the-job training (qualifications) 

• he likes human interaction (stances and attitudes)  

• he likes furniture (hobbies, interests)  

• his hobby is woodworking (hobbies, interests)   

• he has set up a small woodworking workshop in his back yard (pastime activities) 

• During the last six months he did not put any effort in finding a job (stances and attitudes) 

• He is not motivated or active in finding a job (stances and attitudes) 

 

Compare your answers with those provided. How many are similar? Bear in mind that there is no 

wrong answer. This feedback is provided in order to facilitate reflection on your own answers. 

 

TASK 2 

All information is relevant 
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TASK 3 

Examples of missing information:  

- Qualifications (formal, non-formal, informal) 

- Previous experience (before the last job) 

- Age 

- Ability to drive 

- Special needs 

- Other interests 

- Needs (financial, personal, etc.) 

- Health issues 

 

TASK 4 

- Qualifications 

- Previous experience 

- Age 

- Interests 

- Needs 

 

TASK 5 

Example: 

CATEGORY INFORMATION 

FAMILY 1. Married 

2. 2 children 

 

In general: The objective of this exercise is to sensitize you on the fact that you need to have 

specific templates to work with to ensure that you receive all the information you need for each 

of your job-seekers.  These templates will ensure that you will collect all necessary information 

you need to be effective at your job. 
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ACTIVITY 4.4.2 
 

 
Task 1: Identify important and urgent activities 

The tool shown below is a time management tool that categorises activities according to 

importance and urgency 

 Urgent Not Urgent 

Important  Crisis 

Projects with deadlines 

Pressuring problems 

Meeting 

Suggestions 

 

Preparation activities 

Prevention activities 

Planning activities 

Building relationships 

Entertainment 

Empowerment 

Not Important Visitors 

Telephone calls 

Some mail 

Some meetings 

Social Activities e.g. 

weddings etc. 

 

Details 

Junk mail 

General loosing of time 

‘Escape activities’ e.g. going 

to the toilet or making coffee 

 

Think about the activities that you implement daily as a Job Broker. Go back to yesterday for 

example and think what have you done (it is even better if you  write down all your activities one 

day ie keep a log. Then try to classify these activities into important and urgent. Use the 

following diagramme to record them: 

 Urgent Not Urgent 

Important  1. 

2. 

1. 

2. 
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3. 

4. 

3. 

4. 

Not Important 1. 

2. 

3. 

4. 

1. 

2. 

3. 

4. 

Of course it will all depend on the activities you have implemented but here are some examples. 

• If you have a job-seeker calling you that he or she has been verbally invited to an

interview the day after tomorrow and he or she needs help in preparation for the

interview, then it is an urgent and important activity.

• If you start preparing your job-seekers for interviews even before they have any then this

is a not urgent and important activity.

• Similarly developing good relationships with employers in a not urgent and important

activity

• Having short breaks is a not urgent and not important activity. Similarly gossiping with

your colleagues at the office

• Some visitors that may pop in your office without appointment for something that is

urgent but not important. it may be important for them but not for you (e.g. requiring

favours)

In general: This activity sensitizes you on the importance of time management. Time 

management skills are important for each Job Broker 
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ACTIVITY 4.4.3 

Prioritise the above mentioned activities mentioning when you should do each and how much 

time you should allocate in each 

Activities (Right them down 

in the order you should 

perform them 

Here characterize the time you should allocate to each by 

mentioning “allocate significant amount of time” or “try to do 

it very quickly” 

1.  Allocate significant amount of time 

 Try to do it very quickly 

2.  Allocate significant amount of time 

 Try to do it very quickly 

3.  Allocate significant amount of time 

 Try to do it very quickly 

4.  Allocate significant amount of time 

 Try to do it very quickly 

5.  Allocate significant amount of time 

 Try to do it very quickly 

6.  Allocate significant amount of time 

 Try to do it very quickly 

7.  Allocate significant amount of time 

 Try to do it very quickly 

8.  Allocate significant amount of time 

 Try to do it very quickly 

9.  Allocate significant amount of time 

 Try to do it very quickly 

10.  Allocate significant amount of time 
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Activities (Right them down 

in the order you should 

perform them 

Here characterize the time you should allocate to each by 

mentioning “allocate significant amount of time” or “try to do 

it very quickly” 

 Try to do it very quickly 

Make sure that you schedule urgent activities first. Then allocate time according to their 

importance i.e. important activities receive more time. 

ACTIVITY 4.4.4 

In this activity you are asked to investigate important activities that the Job Broker may 

implement just after the placement.  

1. 

2. 

3. 

4. 

5. 

6.
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This entails identifying and  

 

- facilitating natural workplace supports including mentoring 

- addressing work incentives 

-  fostering relationships with employers. 

 

In terms of activity we could say 

 

1. Ensure that you visit the employer together with the newly hired job-seeker during the 

first day of the placement. Do the introductions and facilitate the icebreaking 

2. Provide constant mentoring to the job-seeker addressing work incentives and assisting in 

solving problems 

3. Measure the satisfaction of the employer 

4. Measure the satisfaction of the job-seeker 

 
 
 
ACTIVITY 4.4.5 
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In this activity you are asked to develop procedures and tools concerning stakeholder 

satisfaction.  

 

 

TASK 1 

Identify the job-seekers (Stakeholder types, e.g. job-seeker, funder, employer etc.) in your 

organisation and decide on criteria and indicators for measuring: 

- Effectiveness of your work (e.g. time effectiveness etc.) 

- Satisfaction (of each target group) 

- Other dimensions 

 

Then, complete the matrix provided below. In the first column you should write your criterion or 

indicator type, i.e. the aspect you want to measure.  

 

Next to that in the column with the a, b, c numbering, you should indicate the specific 

measurable elements that you will measure in order to evaluate your job-seeker service. Next to 

that, you are required to indicate the stakeholders types for which it is relevant.  

 

Also, in the stakeholder type columns, you can write indicators, for example if an indicator is 

score in evaluation, you can also provide the score you would consider acceptable, etc. You can 

insert as many columns as you need. 

 

 

EXAMPLE:  

Criteria - indicators Stakeholder type 1 Stakeholder type 2 Stakeholder type 3 

C
R

IT
ER

IO
N

 
– 

IN
D

IC
A

TO
R

 
1

: 
Ti

m
e 

ef
fe

ct
iv

en
es

s 

 

a. Average 
waiting time in 
the lobby 
should be less 
than 20 min. 

JOB-SEEKERS 
 

  

Reporting 
should never 
be delayed 
beyond 

 FUNDER  
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deadlines 

 
 
 
 

Criteria - indicators Stakeholder type 1 Stakeholder type 2 Stakeholder type 3 

C
R

IT
ER

IO
N

 –
 IN

D
IC

A
TO

R
 1

: 
…

…
…

…
…

…
…

…
…

…
…

…
…

…
…

…
.

.  

    

    

    

C
R

IT
ER

IO
N

 –
 IN

D
IC

A
TO

R
 2

: 
…

…
…

…
…

…
…

…
…

…
…

…
…

…
…

…
.

.  

    

    

    

 
 
 
 

 
 
 
 
The important element of this exercise is that it will help you to identify the indicators based on 
which you will do your self-evaluation 
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ACTIVITY 4.4.6 
 
 

 
 

Based on what aspects you identified as important in the previous activity, can you create tools 

(e.g. questionnaires) that measure job-seeker satisfaction? Keep in mind that depending on the 

number of your target groups identified in the previous task, you might be required to develop 

more than one tool. 

 

Create on questionnaire for each of the stakeholder groups your organisation works with. Each 

questionnaire should contain at least 10 questions. They can be Likert scales (e.g. choosing from 

1-5), open-ended, multiple choice etc. 
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In case you are not familiar with questionnaire development, the guide provided below will 

prove valuable. 

 

http://blog.job-seekerheartbeat.com/customer-feedback-questionnaire/ 

 
Below you can see some questions that you could provide to the job-seeker: 
 
 
 
 

 Strongly  
disagree 
1 

 
 
2 

 
 
3 

 
 
4 

Strongly 
Agree 
5 

1. The job description as described during the 

placement/recruitment process was honest and 

accurate. 

     

2. I feel that the qualifications I have are suitable for the 

job 

     

3. I feel that this job fits my desires and inspirations      

4. My financial needs are satisfied with this job      

5. My other needs (social, job satisfaction etc) are 

satisfied with this job 

     

6. Overall, I have been given enough training to do my 

job well. 

     

7. I have received all necessary information      

8. I fit with the culture of the organisation      

9. I have supportive co-workers.      

10. I feel welcome and part of the team.      

http://blog.clientheartbeat.com/customer-feedback-questionnaire/
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 Strongly  
disagree 
1 

 
 
2 

 
 
3 

 
 
4 

Strongly 
Agree 
5 

11. I regularly receive useful feedback from my 

manager about my performance and progress. 

     

12. My manager is supportive of my development and 

work. 

     

13. I understand how my work will be measured or 

evaluated. 

     

14. I have the tools needed to do my job well.      

15. The workload required of me is achievable.      

16. I have a clear understanding of my objectives and 

tasks and what I am expected to accomplish. 

     

17. I understand my organization’s goals.      

18. I understand how my role contributes to the 

organization’s goals. 

     

 

 

4.5 Utilize relationships to stakeholders and especially other Job Brokering providers in 
order to concentrate organisational resources and to develop Job Brokering services 
that best serve the needs of specific target groups. 
 

Working with other providers is a big part of the job of a Job Broker. Examples include Public and 

Private Employment Services, Vet providers etc. The quality of working relationsgips is vital for 

the success of Job Brokerage services.  

 
Job brokers should: 

• Ensure that they understand and appreciate the role of other stakeholders and ensure 

that their own role is clearly understood 

• Demonstrate courtesy and respect for other’s viewpoints 

• Maintain level of confidentiality 

• Communicate clearly and effectively using verbal and non verbal communication 

• recognise and work with linguistic, social and cultural differences 

https://www.talentmap.com/one-on-one-meetings-with-employees/
https://www.talentmap.com/one-on-one-meetings-with-employees/
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• develop working relationships that are ethical, effective and work-focused. 

 

As far as the communication with job-seekers is concerned Job Brokers should: 

• Demonstrate empathy, truthfulness and discretion 

• Show respect and self determination 

• Show motivation to help (I want to help, not I am obliged to help) 

• Be simple and brief. Use easy language and avoid jargon (and speak the same language 

as the job-seeker) 

• Identify and work with linguistic and cultural differences 
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ACTIVITY 4.5.1 
 
 

 

In your profession as a Job Broker it is important to utilize relationships to other stakeholders 

and especially other Job brokering providers in order to concentrate organizational resources 

and to develop Job Brokering services that best serve the needs of specific target groups.   

 

In this activity we will ask you to have a look, holistically, on the professional environment that 

you are working in and present an idea of how to cooperate with your colleagues in the field, 

i.e. stakeholders, Job Brokering providers and all other resources you can think of that could be 

of any assistance or backup in your project.   

Think out of the box, think out of your comfort zone and give any kind of a professional a 

chance, as long as you can foresee his/her part in the puzzle of an effective Job brokering 

project.  

 

Think about your categorization before and the needs of the job-seekers and match all the 

possible resources to that.   

 

Please prepare a 15 minutes presentation about your idea. 
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You will not be presenting your presentation for an audience, but prepare it as if you were.  Be 

creative in your presentation using text, pictures, links and logos that describe best your 

professional environment and the recourses that it offers. Keep in mind the big picture and 

present it as you see it. Check the time limits and prepare yourself by recording the presentation 

live, in your office or at home. 

 
 
 
ACTIVITY 4.5.2 
 
 

 

 

 

 

Effective team work is an important part of a Job Broker’s profession.  In this learning activity 

you need to write down the main principles in order to develop rapport with the job-seeker. 

Also write down how you would introduce yourself and the interview process. 
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The main principles for building rapport are: 
 

- Observe the job-seeker. Try to understand how they are feeling, Show interest and listen 

carefully. Communicate your desire to have a helpful interview that will eventually lead 

them back to the labour market 

-  Be open and sincere with the job-seeker. This is also what you expect from them. 

Otherwise your motives may be questioned.  

- Don’t be judgemental. First impressions can be powerful but there could be valid reasons 

why the job-seeker is aggressive, withdrawn, unkempt etc. Your interest should be to 

find out why that is, so you can best help that individual through the many options open 

to you. 

 
Here is an example on how the interview could begin: 
 

Hello my name is Andrew Jones. Welcome! So this is your first visit here? Did you find us easily? 

My role is to help get you back to work.  I see this is the first time at the office; did you have any 

problems it?.....My role is to help you get back to work and I think this is your goal too.  

So in order to achieve our common goal I need you to answer some questions about you, your 

skills, employment history, where you want to go etc. This will take approximately 30 minutes. All 

information is confidential and I will just use it to help you find the best suitable job for you.  

To ensure that I do not miss anything important I will take notes. Is that ok? 

Together we will then work on a plan to get you back to work. How do you feel about that? 
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4.6 Self-evaluate and reflect about the own professional practice as a mean for continuing 
professional development and psycho hygiene. 
 
 

The evaluation of self is an important factor in any study. It is used for a variety of purposes and 

helps an individual or an entity to reflect on its performance to gauge the strengths and work on 

the weaknesses. The situation is the same in the case of Job Brokers. Job brokers need to 

identify their self evaluation criteria and reflect on them. Such criteria are: 

 

• Their ability to assist the job-seeker to enter the labour market 

• The duration of the employment i.e. are the results short or long term 

• The degree of satisfaction of employer and job-seeker 

• The time needed for a successful matching 

• The quality of the network developed and the degree of support the Job Broker receives. 

• The quality of the communication with the job-seeker 

 
 
ACTIVITY 4.6.1 
 
 

 
 
 
 

 

 

Develop a procedure (including a tool, such as a questionnaire) for a Job Broker’s self-

evaluation? Include the aspects of a Job Broker’s role you consider important. Please describe 

also the process you are going to follow in order to develop this procedure/protocol. 

 

You are encouraged to do your own research both on a Job Broker’s role and occupational 

profile (Job Broker website) and self-evaluation procedures and tools. Resources that might help 

are included below: 

 

http://www.businessdictionary.com/definition/self-evaluation.html 

http://www.businessdictionary.com/definition/self-evaluation.html
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http://www.hr.virginia.edu/uploads/documents/media/Conducting_a_Self_Evaluation.pdf 

http://www.cio.com/article/2386859/careers-staffing/careers-staffing-10-tips-for-making-self-

evaluations-meaningful.html 

While developing your procedure, pay special attention to: 

- PURPOSE (WHY?)

- POLICY (WHAT?)

- USER INVOLVEMENT (WHO/FOR WHOM?)

- CLARITY

- ACCURACY AND COMPLETENESS

- FEEDBACK AND CONTROL

- MEASURABILITY

Procedure for self-evaluation 

http://www.hr.virginia.edu/uploads/documents/media/Conducting_a_Self_Evaluation.pdf
http://www.cio.com/article/2386859/careers-staffing/careers-staffing-10-tips-for-making-self-evaluations-meaningful.html
http://www.cio.com/article/2386859/careers-staffing/careers-staffing-10-tips-for-making-self-evaluations-meaningful.html
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4.7 Progress Assessment – Learning Need Analysis 

And now that you have completed the activities and exercises in this Chapter and reviewed all 

the Feedback, let’s return to the Learning Needs Assessment that you completed at the start of 

the Chapter.  In the table below, repeat the self-appraisal of your knowledge, skills and 

understanding in this area. As before, estimate your ‘level’ in each case.   

Reminder of the scale: Using a scale where 1 = poor (development fully needed), 5 = 

fair/satisfactory (development partially needed) and 10 = excellent (no development needed), 

estimate your ‘level’ in each case: 

Job requirement Level of knowledge, skills, experience or 

understanding (as appropriate). 

Explain the job-seeker-focused approach in Job 
Brokerage 

1 2 3 4 5 6 7 8 9 10 

Define and describe pros and cons of a case 
management approach vis a vis a traditional one-
fits-all approach in Job Brokerage services 

1 2 3 4 5 6 7 8 9 10 

Prepare and implement an interview with job-
seekers, focusing on their peculiarities, needs and 
desires, which can help you formulate your job-
seeker-focused approach 

1 2 3 4 5 6 7 8 9 10 

Describe the needs of a specific job-seeker (based 
on the results of the interview) 

1 2 3 4 5 6 7 8 9 10 

Prepare and implement an interview with 
employers, focusing on their peculiarities, needs 
and desires, which can help you formulate your 
job-seeker-focused approach 

1 2 3 4 5 6 7 8 9 10 

Describe the needs of an employer (based on the 
results of the interview) 

Identify providers of related support services 
(such as the Public Employment Service, VET 
Providers, Career Advising Companies etc) and all 
other possible service providers in you district. 

1 2 3 4 5 6 7 8 9 10 

1 2 3 4 5 6 7 8 9 10 
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Job requirement Level of knowledge, skills, experience or 

understanding (as appropriate).  

Describe the type of support you seek from each 
provider of related support services 

1 2 3 4 5 6 7 8 9 10 

Describe different characteristics of jobseekers 
and employers 
 

1 2 3 4 5 6 7 8 9 10 

Identify ways of categorising employers and job-
seekers 

1 2 3 4 5 6 7 8 9 10 

Describe the main stages of effective Job 
Brokerage 

1 2 3 4 5 6 7 8 9 10 

Design and describe the effective procedures that 
should be in place for a Job Brokerage service to 
be effective 

1 2 3 4 5 6 7 8 9 10 

Describe important follow-up activities which 
should take place after the initial placement 
 

1 2 3 4 5 6 7 8 9 10 

Develop and maintain strong relationships with 
different stakeholders that may support you in the 
Job Brokerage service 
 

1 2 3 4 5 6 7 8 9 10 

Self evaluate and reflect on your own professional 
service 

1 2 3 4 5 6 7 8 9 10 

 
 
Now, compare your two sets of scores – those you did ‘before’ and those you did after working 

through this part of the Guide. What are your main conclusions? 

 

Would you say that, based on having used the material in this Chapter, you under-estimated or 

over-estimate your skills, knowledge, understanding and/or experience the first time you did 

this assessment?  

 

So, if you scored some requirements lower after finishing – is that because you realise you still 

have areas to develop? 

 

If you scored some requirements higher – is this because you feel more knowledgeable or 

confident after completing the exercises? 
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Would you say that the Chapter confirmed your original estimates – or were there any 

surprises?  

 

Can you identify areas where you still need to seek out further professional support or 

development? 

 

 

4.8 Conclusion and further reading 
 

In this section various action learning based activities have been provided, along with an 

introduction to case management for job-brokers. The most important conclusions of this 

chapter are summarized below: 

 

Case management seeks to make service delivery:  

 

• … Integrated  

• … Job-seeker-Centred  

• … Coordinated  

• … Goal Oriented  

• … Accountable  

• … Flexible 

• … Sequenced  

• … Cost-Effective  

• … Sustained  

• … Comprehensive 
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Notes 
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