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Gossary

Except where otherwise stated, the definitions included here are derived from the European Lifelong

Guidance and Orientation for Adult Learners

Guidance Policy Network (ELGPN) Glosséry.//www.elgpn.eu/glossary

Terms in English

Adult basic skills

Basic skills assessment

Career

Career guidance

Caunselling

Definition

Basic skills may include competences in literacy (reading
writing), numeracy/everyday mathematics, Digital
competence/ICT skills, and oral communication. Adult ba
skills courses/programmes aligeracyand numeracy
education for adults who for some reason did not acquire
these skills or a level sufficient for everyday adult life whe
they were at schol.

Source: Project GOAL definition.

An assessment tool that measures skills in reading and/o
writing and/ormaths and/or digital skills.

Source: Project GOAL definition.

The interaction of work roles and other lifeles over a
LISNBE2YQa fAFSaLIYyS AyOf dzR;
unpaid work, and their involvement in learning and
education.

A range of activities that enable citizens of any age, and ¢
any point in their lives, to identify their pacities,
competences and interests; to make meaningful
educational, training and occupational decisions; and to
manage their individual life paths in learning, work and
other settings in which these capacities and competences
are learned and/or used.

The interaction between a professional and an individual
helping them to resolve a specific problem or issue.



http://www.elgpn.eu/glossary
https://en.wikipedia.org/wiki/Literacy
https://en.wikipedia.org/wiki/Numeracy

GOAL

Early school leaver

Early leaver from education and
training

Educationalcounselling/guidance

Educational and vocational
counsellor

Educational and vocational
guidance

Employment counselling/guidance

Guidance and Orientation for Adult Learners

SeeEarly leaver from education and training.

A person aged 18 to 2¢ho has completed at most
lower secondary educatioand is not involved in
further educationor training.

Source: Eurostahttp://ec.europa.eu/eurostat/statistics
explained/index.php/Category:Glossary

Helping an individual to reflect on personal educational
issues and experiences and to make appropriate educatis
choices.

According to Icelandic law (nr.35/2009) guidance
counsellors need adence to practice and a certified
counsellor training. The law further states the purpose an
duties of the counsellors.

The main object of the education and vocational guidanct
Iceland is to strengthen individualvareness about their
talent, attitude and interest. The guidance is meant to hel
people of all ages, every social status and in any
circumstances realise their strengths, interest and
competences so that available opportunities in career
educationaldevelopment will become obvious.

Counselling or guidance that addresses one or more of tf
following domains: career/ occupational decisioraking,
skill enhancement, job search and employment
maintenance. Activities inalle assessment, development
and implementation of an action plan, follewp and
evaluation.



http://ec.europa.eu/eurostat/statistics-explained/index.php/Glossary:Secondary_education
http://ec.europa.eu/eurostat/statistics-explained/index.php/Glossary:Education
http://ec.europa.eu/eurostat/statistics-explained/index.php/Category:Glossary
http://ec.europa.eu/eurostat/statistics-explained/index.php/Category:Glossary
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Guidance

Guidance counsellor

Guidance services

Interest inventory

Lifelong guidance

Lifelong learning

Low-educated adult

Help for individuals to make choices about education,
training and employment.

A trained individual delivering guidance as defimbdve.
Guidance counsellors assist people to explore, pursue ar
attain their career goals.

The range of services offered by a particular guidance
provider. These might be services designed for different
client groups or the differentvays that guidance might be
delivered (e.g. facéo-face, online, telephone, etc.).

An interest inventory is a career guidance tool that asses:
'y AYRAGARdZ t Qa4 AyGSNBada
or educational opportuni@s that are most appropriate for
those interests.

Source: GOAL Project Definition

A range of activities that enables citizens of any age and
any point in their lives to identify their capacities,
competences and interests, to makducational, training
and occupational decisions and to manage their individue
life paths in learning, work and other settings in which the
capacities and competences are learned and/or used.

All learning activity undertaketimroughout life, which
results in improving knowledge, knemow, skills,
competences and/or qualifications for personal, social
and/or professional reasons.

An adult without upper secondary education
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One step up

Outcome (quality)

Seltknowledge

Validation of nonformal and
informal learning/ validation of
prior learning (VPL)

Guidance and Orientation for Adult Learners

A priority of the 207 Action Plan on Adult Learning is to
GLYONBFasS GKS LlaairoAiftAdA:
I OKAS@S 4 tSrad 2yS t S@oSH

Sourcehttp://eur -lex.europa.eu/legal
content/EN/TXT/?uri=CELEX%3A52007DC0558

Positive or negative longderm sociceconomic change or
impact that occurs directly or indirectly from an
AYGSNBSyGA2yQa Ay Lldziz | O,

Knowledge that an individual has about him/herself.

Developing selknowledge/awareness is considered an
important activity in career counselling: many career
interventions are designed to increase datiowledge.

A process of confirmation by an authorised body that an
individual has acquired learning outcomes against a rele\
standard. It consists of four distinct phases: (1) identificat
¢ through dialogue; of partiaular experiences made by an
individual; (2) documentatiog to make visible the
individual experiences; (3) a formal assessment of these
experiences; and (4) recognition leading to a certification,
e.g. a partial or full qualification.

In the Icelandic AduEducation Act, validation of prior
learning is defined as an organised process applied to
evaluate formally the general knowledge and competenc
of an individual. The evaluation may be based on the
AYRAGARIZ £t Q& SRdzOF (i A 2 yahing ;
leisure courses, adult education, social activities, and life
SELISNASYyOSQa RSTAYSR o0& f1
process where all acquired knowledge is evaluated in a
formal way. The evaluation can include experience gaine
through educatbn, employment (paid/unpaid), internships
recreational experience, adult learning, social work and
other life events.



http://eur-lex.europa.eu/legal-content/EN/TXT/?uri=CELEX%3A52007DC0558
http://eur-lex.europa.eu/legal-content/EN/TXT/?uri=CELEX%3A52007DC0558
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Vocational rehabilitation

Guidance and Orientation for Adult Learners

A process which enables persons with functional,
psychological, developmental, cognitive and emotional
impaiments or health disabilities to overcome barriers to
accessing, maintaining or returning to employment or oth
useful occupation.

Sourcehttp://www.vra-uk.org/
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Abbreviations

ETSC

The Education and Training Service Centre (ETSC) is owned by the Icelandic Confederation of Labour
(ASI), the Confederation of Icelandic Employers (SA), the Federation of State and Municipal
Employees (BSRB), the Ministry of Finance and the AssociatiogaifAuthorities in Iceland. In

connection with the collective agreement between ASI and SA in December 2001, the Icelandic
government issued a statement of intent which led to the establishment oOpArations begain

2003.

EQM

European Quality Maris a quality assurance mark for all providers of-4fmmal learning
throughout Europe. It is a system for quality assuring-fiomal learning providers and their
activities, services and work. EQM measures how effectively the organisation understarids wha
systems and activities are required to provide and support quality learning in relation to the
European standards for quality assurance of adult learning.
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ExecutiveSummary

This report presents the Icelandic findings from the evalua®ich G KS &aDdzA R yOS FyR h
I Rdzt G [ S NJY S NHhe findimyb drd based dNIeVEadell @nd Wave 2 of the GOAL
project. An interim evaluation report (covering/ave lonly)was published in November 2016.

Project GOAL aied to develop or @pand guidance and orientation interventions for low

educated adults in six countries: Belgium (Flanders), Czech Republic, Iceland, the

Netherlands, Lithuania, and Slovenia. Running from February 2015 to January 2018, GOAL

was coordinated by the Flemish @S Ny YSy 1 Qa 5SLI NI YSyid 2F 9RdzOF (A 2)
evaluationwascarried out by the UCL Institute of Education (IOE), London, working with

local evaluation teams in each country.

GOAL Activities

The hypothesis underpinning GOAhs hat an independent guidance service that puts the specific
needs of loweducated adult learners at its centoguldhelp to increase the participation of this
target group in education and training. Each of the six partner countréspiloting new guidane
models to specific target groups within the l@ducated adult population. Five intervention
strategieswere being implemented:

1. Networks and partnershipsvith relevant organisations are being established or improved.

2. Highquality tools are being develped which will facilitate the delivery of guidance
specifically to loweducated adults.

3. Thecompetencesvhich counsellors require to enable them to address the specific needs of
low-educated adults are being defined.

4. Outreach activitiedesigned to bringuidance services to specific target groups within the
low-educated population are being developed.

5. Highquality guidance services N5 0 SAy3 LINPPARSR gAGK GKS FAY
learning and/or employment outcomes.

Research questions

Four resarch questions underpin the evaluation:

1. What programme processes and resources were developed? To what degree did
programmes achieve their implementation aims across the five intervention strategies, and
what factors at programme and policy level appeatedhfluence this?

2. What service user outcomes were achieved, for what groups, and to what degree?
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3. What was the Return on Expectations? That is, to what degree were programme
expectations met?

4. What programmedevel factors were associated with tiaehievement of high service quality
and/or positive service user outcomes?

5. What policylevel factors were associated with the achievement of high service quality
and/or positive service user outcomes?

Evaluation data
During the evaluation, data were gatleet via:

1 client monitoring data (to establish baseline, ongoing and exit data)

9 client satisfaction and outcome data (user survagd qualitative interviews)

1 Client followup survey (phonesurvey after the clients had completed the program)
1 programme angolicy data (literature review; needs and strengths analysis)

9 case studies of programme sites (qualitative interviews, document analysis, analysis of
guantitative data)

1 qualitative interviews with policy actoend program partners

Dataset

The dataset fotceland was collected from fieldwork undertaken between Febr2ad6and April
2017.

The quantitative dataset is comprised of:
1 Monitoring data for 95 clients
1 94 client satisfaction surveys

T HH ASNIIAOSupgroeNEvey F2ff 25

=

Four programme staurveys

The qualitative data set momprised of interviews and focus group data. Faxéace individual
interviews with two clients(one from each program sitetwo focus groups with four programme
staff each; two focus groups, one with four programnaetpers and two representing policymakers,
the other with four program partners and three representing policymakers.
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Challenges

In Iceland, the main methodological challertggd to do withrecruiting clients. A great deal of

emphasis was placed on usingetGOAL programme to reach a group of people thatleen

inactive and extremely difficult to reach in the past. This task ptogdoe more difficult than

anticipated.The target number of 100 service users was not met and the number of participants

endeR dzLJ 6SAy3 dpp® [O]1 2F O2YYAOGYSYyd IyYyR WNBIFRAYS
challenge and resulted in many+stows and dropouts for the GOAL guidaridee service users had

in most cases serious issues, e.g. anxiety, poor financialisitgggubstance abusand various

learning difficulties and disabilities that formed barriers to participation in education.

Thequantitative datais mostly useddescriptively anghould be seen as exploratory and indicative
Despite measures taken to avoid social desirability in the client satisfaction sitngdikely that

social desirability is present in soralentresponses, which should be kept in mind when analysing

the results of this instrumeniTheGOAL samplis not random sanferences are not drawn to a

wider group of people than those that participated in GOAenEsqQ the conclusions givsolid

insight into the circumstances of the target gromdprovideimplicationsfor policychangeghat
couldenhane the effectiveness of service provided to the target group. The conclusions also provide
important implications for future program development.

Findings
Program participants and stakeholders

The najority of the service users in GOAL weaaly schooleavers. Mst of them weregemale and
fell within the age group 285. The najority of clients were citizensf Iceland Most of the clients
had completed primary education. Most thfe service users &re involved in some learning but only
a few were workig towardsa qualification Alargemajority had a positive outlook towards learning
new things ad wanted to improve their skills in general. Mosttbé clientswere unemployed.

The GOAL clients that hgdeater amount of formal educatiomn.€. postsecondary education,

tertiary education) were all within the target group Migrants/Refugee/Asyseeker. These clients
were likely to experience barriers because of lack of skills in the native language and systemic
obstacles that stem from thiact that the formal educational system in Iceland does not recognize all
formal education and qualifications gained in other countries.

In Iceland there were two GOAL intervention sites, one in the southwest areararid the capital,
Reykjavik. In totfive counsellors worked on the project. Three counsellors stayed with the program
from the beginning to the end, but one counsellor changed jobs after the first wave of the project
and was replaced by another counsellor. The counsellors were all feméleaged in age from 32

to 55 years oldAll of the GOAL counsellors were university educated and participated in professional
development or training activities relevant to their guidance and counselling roles. The counsellors
had all worked in adult conselling for at least a ye&efore participating in the project
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The najority of clients were referred t@&sOAL by (un)employment servicébe most common
reason for seeking guidance was the exploration of educational opportunifiest sessions were in
the form of a faceao-face individual interview. The length of the sessions varied frorh8D
minutes. Thecounselling sessions usually focused @éeng employmentqualificatiors andor
other issuesOther issues, then thoséat had to do with learning or employment, were very
frequently discussed during counselling sessions in Iceldrareasomwasthe difficult and
challengingset ofcircumstances/barriers thanhost ofthe Icelandic service usefsced

Many clients werenterested in finding links between personal intereahd
occupational/educational opportunitie3.he clients that had longer formal educativere more
likely toseekassistance with job seekinghe service usemith shorter formal educationvere more
likely to want to explore educational opportunities. Most younger clients wanted to explore
educational opportunities while most of treder clients wanted to get assistance with jgbeking.

The target group in the GOAL project in Iceland was gbaflenging and wst of the service users

had limited work history. Mnyof them had a psychological diagnosis or learning difficulties and
disabilities (e.g. ADHD, dyslexia), some of them had a long history of drug abuse, and many had
severe health issuesvhether mental, physical or social, or some combination thereof. The GOAL
programme staff in Iceland felt that due to these complex issues many of the service users were not
ready to take courses at this stage, and these issues needed to be dealtrstitr fat least
simultaneously if they were to be able to participate in adult learnifige immigrants in the project

did notface the same barriers as the natives. They had other problems that ddriora lack of

language skills and challenges in cortimerwith integrating ito a new and unfamiliar society.

According to theeounsellorsmost clients hd negative feelings towards education and schooling and
experiencel anxiety related to performance in generallargepart of their guidance involvesdf-

esteem and confidence buildirajmd motivating theclients b take actionDue to the vulnerability of

the GOAL target group, confidentiality, trust, sincerity and understanding was of utmost importance.

It was also necessary to adjust the conversatind the tasks that were undertaken during the

sessions. The fact that the guidance sessions in the GOAL project were in general longer than regular
guidance sessions could indicate that clients liked the positive attention and wanted to share their
experierce. Many GOAL clients lacked initiative and needed a detailed action plan concerning next
steps. According to the counsellors, sessions should not be too far apart, lest clients lose motivation
and interest.

The clientsvere generally very pleased withélguidance andéelt more motivated after the first
session. This firstession with the clientivolveda lot of data collectiopwhich counsellors 1é
functioned as a kind of a needs analydhis type of sessiagwere longer andmore thorough than
traditional guidance sessisnWhilecounsellorsollecedthe datg they simultaneously conneet
different needs and interests to a possible action plahey alsaliscussdwith the clienswhat they
hoped to achieve or gain during tipeogramme. Accoiitig to the program staffan important part
of the first inteniew wasthe process of gaining trust and getting closer to the clients.
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The counsellors experienced support from their managers at the programme sites. The project fitted
well with other orgaisational remits even though the guidance was in some ways different from
traditional educational and vocational guidance sessions (i.e. the research element of the project,
longer and more thorough sessions, different target group and outreach measures).

The formation of partnerships took time, but went well and all parties were very pleased with the
increased collaboration. The slight overlaps between sendgtfesed did not cause problems across
servicesroviders thanks togood communication between GOAL and partner organisations, and the
good will of all parties. The sharing of knowledge and experience promoted mutual learning and
benefitted everyone. The programme partners, policymakers and programme staff think thagrfurth
implementation of a formalised collaborative network is desirable and could benefit everyone
involved especially the target group. The main challenge has to do with the next steps of formalising
a crossorganisational networlacross thelifferent insttutions and systems that are involved with

the target groupSuch an endeavouequires comprehensive polimaking within andamongstthe
relevant sectors. The absence of the healthcare system within these collalopatrtnershipss

possibly reducing th potential success of the service and creating barrRoficymakergould

initiate and steer the process of connecting systems (e.g. healthoasdfare, educational, and
employment systemthat would facilitate service to more vulnerable grousthe future.

Attempts were made to form a collaboration with large manufacturing companies during the GOAL
project. The aim was to offer logualified employees, with little formal education, participation in

the project. Nothing came of these attempts, agpport from upper management levels was lacking.
One of the future challenges will be to form an effective connection between the adult learning
system and the company sector in Icelamte creation of incentives within the private sector, that
motivate managers to encourage their employees to participate in adult guidance and increase their
gualifications needs to be looked into by policy makers.

Networks are more readily formed now due to the building of bridges during the GOAL project.
Relevantorgadi | G A2y & I NB Y2NB g NS 2F SI OK 2G6KSNDa NR{
centres. Organisational borders are not as prominent and mutual interest has developed for

extensive interdisciplinary cooperati@med atstrengthering servicefor the targe group. Most of

the service users in GOAL had complicated personal issues that created a barrier for them to commit

to further learning.This implies the need for a holistic guidance service that takes into account the

many complex issues and externalttas faced by the target group. Wetwork of different

specialistswith an effective referral system betwedhem, couldcreate the necessary cooperation

that isa prerequisitefor the development of holistic guidance service

Educationaland vocational counsellors in Ldééntres assist people in identifying their strengths and

GKSY ARSYGAFE@AY I FLIINPLINREFGS NPRdzi Sa machiorly 3 2 v 3
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on a national level for career counsellors, developed by the Association of Career Counsellors. Those
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have been based qifor example International Association for Educational and Vocational Guidance

All the GOAL counsellovgere university educatedThey fad dl worked in adult counselling for at

least a yeaprior to the GOAL projeetnd all of them ha&ngagel in personal development and

training each yearAccording to thecounsellorstheir superios have beenvery supportiveabout

them engaging in an ongoing competence development and trailditge general competence

profiles exisedfor career counsellors in Iceladready there was a specific need to look into
competences linked to servicinige more vulnerable groups in the GOAL project. That includes

dealing withthe high level opersonal hindrancethat influence clientdecision making an®t A Sy (i a Q
ability to progress irtheir educational/vocational development.

The GOAL project itsefffluenced competence development among tteunsellors According to

them, theyare now more capablef providing guidance toulnerableadults The challenges and
barriersfaced bythe target groupincreasa the need for adaptability, flexibility and ope

mindednes®n the part ofthe counselbrs. The counsellors had to look atthe clis®@t A & A dzSa | y R
resources from many different perspectives, connecting needs with the appropriate tools quickly and
effectively.Thisoften required them to use different@proaches and interview technigues. Training

in that area during the GOAL projeatvas very beneficigl.e. Motivational Interviewing Technique

Career Adapibility Inventory (CAAIaNnd greatly influenced their congtencedevelopment

According to thecounsellors, one of thenain challengein the GOAL project was the recognition of
professional boundaries. Many of tipersonalissues that the target group dealt with went beyond

the scope of educatinal and vocational guidancén those casest became necessary to reféne

service users to other specialisExtensive Rowledgeand overview ofhe servica offered by other
stakeholderd NB I if & | FFSOia O2dzyaStft2NBRQ O02YLISGSYyOS Ay
adults.Accordingo the counsellors, the steering group meetings and collaboration in the GOAL

project contributed significantly to their understanding of the support system as a whole.

Sometimes theounsellors had to face the fact that their influence on their ck@nttionswas

limited by the cliersQ @A f f Ay Iy Saa dppfdpriatoteadingsSio takeithe extdstep K S
in education and/or employmertomes from withinand changing that catake allot of effort The
presence of structural hindrances and ladkesources was also sometimes a challenge for the
counsellors For examplethere were instances whethe client wageady andwilling to take the

next step butlackedthe financial meanand/or structural supporheeded to do so (i.e. coursegere

too expensive, no scholarships/fundabsidies provided by the governménor the appropriate
courses were not available at the time or in the area were the client could attend them.

¢CKS NB3IdzA | GA2ya HBugatoBaland wcationaRSdzz2 6f 112 NI SK 9t LI G 2
competences and facilitate effective servi@eaining and lifelong learning among counsellors is

important and should enjoy continued support. As the findings suggest, the sharing of knowledge

and expertise between professiondislpedto build competences anavashighly keneficial to
counsellorgandthusto service usens This suggests that the creation of a mutual forum with regular
meetings where dialages can take place between specialistaild be extremelyvaluable The

opportunity for peerlearning, the sharing of experience and concerns, creates support and

contributes to ongoing competence development.
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Guidance tools

In Iceland, guidance counsellors generally use typical educatimméiocational guidance tools such
asdifferentinterviewing techniques, interest inventories, portfolio work/CV, information giving, and
various exercises linked to s&iowledge, information gathering and decision making, goal setting,
VARK (i.e. survey that explores the client’s learhattjts), exploration of occupational values, time
management andalidation of prior learninglThe overall aim regarding tools and methods was to
identify effective tools, adjust them as needadd train the counsellors in using them as the needs
of the target group became apparent.

Establishing a method group with stakeholders that interact with the target group on regular basis
was very effectiveparticularlyin regardsto identifying best practice toolgor the GOAltarget group.
The sharing oknowledge and experience was highly valued by the counsellos that are used
during educationaland vocational guidance on a regular basis were successfully used with minor
adjustments.

As discussed earlier, tlgriidance counsellors received traigiim using new tools that were believed

to be effective when working with the target group (e.g. Motivational Interviewing Technique, Career
AdaptAbility Inventory (CAALAccording to the counsellors, these additions were highly beneficial
especially tie Motivational Interviewing Technigu&roup counselling offers were developend

both program sitesnd used successfully.

In light of increasing numbebpf immigrants using the service, there i argentneed for increasd
I 0O0Saa G2 A yds.3\NELMNG énd deRirQ coinfeleia criteria and ethical standards for
interpreting services is necessary. Translation and adjustment of various tools is heeded.

Outreach

In Iceland, GOAL was focused on reaching out and bringing outreach to adulseunat

previously engaged in educationgraining and employment guidanc€his demanded an outreach
strategyvery different from traditional means of outreach at the programmesitwvhere clients
usually seek guidancd their own accordAlthough cotact routes existed, there was a need to
improve these and to improve visibility and accessibility, so that the service would not be lost and
would be understood by clients and partners alike. There have been various collaborations among
different partnersin the past, that hae promoted adult guidance services and increased demand.
The guidance has been offered both within companiesatrie LLEcentres around the country.

But collaboration has been fragmentedd informal, and based more on individuatieirest and
knowledge than on a systematipproach.Thereis a need for formalised cooperation, especially
since outreach to the most vulnerable groups, those that have the least amount of formal
education, has beerather unsuccessful.

In the beginning of the project, the aim was to cooperate wittde unions anddompanies in Iceland
and deliver guidance to logualified workers that were employed by theifhe attempts that were
madewere unsuccessfulhe HR departments were usuallyerested, but often there was not
enough interest when the idea reached executives higher in the hierarchy. In the@nganies



GOAL

Guidance and Orientation for Adult Learners

found the process to demandingand were reluctant to take parSince cooperation with companies
was not established, the sdion was to focus on collaboration with partner organisatidPES,

Social Services and Rehabilitation Centrei réBulted in an effective referral process, but at the
same timemeant thatthe service userarere a more disadvantagegtoup (e.g.with more personal
issue3than was anticipateat the start of the programTherefore, he service usef¥eadiness and
perseverance was often lackingany service usernsad number of complex, intenelated issues that
made it difficult for the programme stafé motivate them to participate in the project. Issues such
as various learning difficulties and disabilities (e.g. ADHD, dyslexia), financial troubles, drug addiction
and other social physicaland/or psychological problemgsere common amonglients These
problemsdeeplyaffected theirability to commit to the projectand posed an enormous outreach
challenge. During the project th@ansellors spent a lot of tim®hasingafter clients with the intent
of maintaining them within the project. Nshows and dropouts, without any explanation, were
frequent.

¢CKS WNBFKOKAY3 Ayi2 2NEFYAAlIGA2YyaQ LINPOB& G2 o0S 0
adult educational systa did notseem tobe the most effective wgl of reaching out to the group.

Therefore, avast majority of the clients in the GOAL project were referred to the counselling by

cooperative organisations and institutions that were already servicing the targapgbo, even

though it took time, forming a referral system based on collaboration with relevant partner

organisations worked well and proved to be the most effective way to reach the GOAL target group.

Outreach services could possibly be strongéth more top-down policy supportand cooperation
regarding identification of efficient services and partnerships for the target group. |tferas
example challenging to get into companiesnanagers must b@meinterestedin the potential
benefits of guidane in order toopen this pathwayto potential service usersettingthem
interestedprovedtoo much of a challenge for counsebgextra effort is needed from higher levels.
For example, plicy may be able to provide incentives for employers to invesieir staff by
working with projects such as GOAlnother potential way of addressing this problenthe
development of a job role for someone in the counselling service to work speciioadympany
recruitment.

Through effective collaboratigthe GOAL project has highlighted the need for a coygsinisational
referral systemThe advice and assistance provided by the steering group were highly benéficial
result of the GOAL project, interest and willingness generated among counsekoand other
stakeholderdo create a formal collaboration and referral system between relevant parters.
formalised referral system is more likely to maintain referral routes and enhance their effectiveness.
The system could ensure that clients withire ttarget group would be referred to educationahd
vocational guidance when they have reached the neces#izaglines§ithere might be a need to
reinforce the ability to identify the appropriate readiness for learniogcareer development among
referral agent$. Developing such a systenould require a joinedup policyapproach
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The service users that participated in GOAL were in most cases pleased with the guidance, judging by

the satisfaction survey and the follewp survey. Thethought the guidance was motivatiramd

helpful, andfelt that it supplied them with useful information. They also felt the counsellors were

dedicated to helping them, competent and professional. The clients experietfailt

circumstances and in most cases lacked4hdB | R Raywasinegdlediio improve their situation

and thus achieve measurable outcomes such as enrolment in adult education courses. Even so, there

were positive (often smaller) outcomeBhe mairk i NSy 3G Ka Ay GSN¥ya 2F &ASNIA
increased motivation and confidence within the grodany clientshave begun working towards

their competence developmergbe it personal or professional.

For most clientsselfefficacy remained the saenor improvedIt should be noted that the overall
selfefficacy score among the clients was rather high in the beginning creating a ceiling effect in
terms of the possibility for improvementheir attitudes to learning improved and they were more
aware d their learning/career goalafter the GOAL guidanchkn the followup survey a vast majority

of participantssaidthe guidance had increased their catgnce in achieving their goals and most of
them hadachieved their aims during the counselling, fuhpartially. The mmigrants within the

project were very grateful for the help and the information they ddiey felt the counsellors were
eager to help them. They were alpmoportionally more likely to have completed planned

guidance sessions, whienight imply higher level of readiness within that group and different needs
and/or hindrances.

Even ifmost clients lackethe necessary readiness to take advantage of opportunities for

educational or career development, counselwielt that they hadplanted seeds thathe clients

would be able to grow in the future should they reach the appropriate level of readiness. Pushing
people thatare notready can bring out undesired outcomes. Finding out where the service users are
in terms of readiness anaking the guidance from theré apatient and consideratgvay, isthe

most important lesson counsellors learned in connection to servicesQser2 dzii Qrdthed a @
important lesson learned was thaedpite increased access to quality guidance servicesighd

levels ofcounsellor competence, lack of available financial resources (e.g. scholarships, subsidy of
learning expenses) creata structural barrier when the clients reasththe appropriate level of
readiness to take the next steps.

Stakeholderge g. partner organisationgglt the project brought about positive outcomes. The
increased cooperation brought about by the GOAL project had positive effects on service users.
Interest and willingness for continued cooperation has generated. However, stllexh expressed
concerns aboutaising hopes that could not be met due to structural barrierdaek of financial
resources and appropriateducationalpathways for the target group

Important outcomes in the GOAL project were at the systemic Ipaglicularly in terms of
counsellor§increased competence and the development of collaborative partnership and networks
that provide different services, but are collaborative and integrated over#tidisense that they

have the same overarchingamlofRRNBS daAy3 G(KS Of ASyiQa ySSR& YR
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The increased collaboration between different organisatimeseaseshe possibility of providing a
holistic and welintegrated set of services that address the complex, Hitdeed need of vulnerable
adults.More cooperation on policy level/ministry level could aid the building of a formalised network
and the crossing of institutional borders. Policy making need® fodused on working towards

holistic services for the target group.

The target group needs deeper guidance including a focus on their readiness; this requires that

funding is available for longer and mdrequentcounselling sessiongppropriate

educational/career pathways and suitalfleancial resourceseed to be avdable. Lack of readiness

also implies that patience is needbyg policy makersegardingservice user outconms Improving

outcomes for vulnerable adults will require a letggm vision that involves development of

counsellor competencesrganisational partnershipsnd structural support (i.e. funding) that will

allow clients to enrol on further education and/or training prograr8gstemic developments could
AYONBIFaS GKS tA]1StAK22R 2F Of A 8gfdlopagréater] Ay3a (GKS Ay
confidence, agency and control, which areecessary prerequisitor taking subsequent, larger

steps such as enrolling in adult education courses.

Service quality

The establishment of ardaisory committee set the stage for informatisharing between service
providers linked to the target group. The information sharing was of great value for setting up
connections between stakeholders and cooperative partnerships. Improved cooperation has led to
more knowledge, for everyone involved,@li available resources for the target grgubis

increased the quality of the servigeovided in GOAand hopefully future guidance servicékhe

method group was established to identify useful tools and methods. Career counsellors received
additional raining in using new methods. The training was effective in building competences suitable
to the target group. The cooperative partnershgnsd the counsell@raining directlyimprovedthe
counsellosQ O 2 Y L3ani Higirécdimprovedservice quality

The information exchange that took place through Huisory committee and themethod group
provided valuable learning. Increaskdowledge of the target group wdseneficial to all
stakeholders and enhandeservice quality. Through GOAL, partnershigse strengthened. The
Program partners and other stakeholders share a willingness to formalise and develop the
partnership further, with the aim of working towards a more holistic khiglality service for the
target group.

The sharing of knowledge, exjpemce and effective methods/tools between different professionals
that service the target group and its positive overall effect on competence development, service
quality and outcomes, has implications on the policy leVeére are policy and institutiohforders
that need to be discussed and addressed it is important to overcome the influence of policy silos,
in which the focus is not the whole individual but different policy arétaskes a lot of effort to get
people joinedogether to createholistic highquality services and a lot of commitment on behalf of
policy makers. Lack of available financial resources can decrease the quality of the service by li
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options and opportunities for the service useBerviceuserd f@edback obtained onegular bases
can shed light on what works and what is needed to maintain or enhance quality services.

Counsellors, program partners anther stakeholdersexpressedvorriesaboutraisingclient

expectations in the face of resource scarcitishighligits an important policyssue onerole of

policy is to increase individual agency and raise human capital; however, a complementary policy
responsibility is to support the development of systems that enable individuals to act on their agency
and take advatage of (and further develop) their human capital. The target group needs deeper
guidance including a focus on their readinghss requires that funding is available for longer and

more counselling sessionEinancial resources and appropriate learnicgreer pathways need to be

in place ande attainable.The GOAL project has shown that offering high quality service is unlikely

to bring about the desired outcomes if there is lack of funding and strucsugbort.

Tablel provides a brief evaluative summary of the quality of different aspects of the GOAL
programme in Iceland, comparing quality at the start of the evaluation (baseline) and at the end. In
this table there arenumerical ratings for each diie five intervention areas, and an explanation of

that rating for each category. These ratings and explanations are provided for the start of the
evaluation and the end, with the aim of briefly summarising key issues and change over time. In
addition to provide ratings and commentary for the five core GOAL intervention areas, overall service
quality and policy interest/suppowdre also addressed he latter is a key factor in determining future
programme sustainability.

Table 1 Summary of the Quality of Different Aspects of the GOAL Programme in Iceland

ASPECT OF PROGRAMN LEVEL OF DEVELOPMENT
OR POLICY
Partnerships | Start of X

and networks | GOAL 1 2 3 45 6 7 8 9 10

There were some relatively longstanding partnerships in place, but they wer
informal and the partners themselves did not have a good understanding of
importance of adult guidance or the potential added value of GOAL. Also, th
were worried about GOAWO2 YAy 3 Ay iG2 GKSANI (SNN
their future funding opportunities.

End of X
GOAL 1 2 3 4 5 6 7 8 9 10

By the final year of the programme, partners were much mexeptive to the
importance of guidance in general and to the role of GOAL in meeting the
particular needs of the target group. However, employers never committed t
the project, and the partnership network remained infornagt did not get
embedded intathe formal policy structure.

Counsellor Start X

competences 1 2 3 45 6 7 8 9 10

The counsellors in the GOAL project all have a university degree in the subj
Quality standards exist and training and networking is in place as well as
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opportunities for lifelong learning, but there was a need for an introduction tqg
methods and tools specially useful for the target group of the project as well
expanded networking with other specialists.

End

X—
1 2 3 45 6 7 8 9 10

Counsellors had discussions with specialists in the meginodp (social services
and PES) and went through training in motivational interviewing as well as in
using the Career Adajbility Inventory (CAAI) tool. The project itself as an
arena for learning has increased counsellor competences.

Outreach

Start

X
1 2 3 45 6 7 8 9 10

Reaching out to the target group identified in GOAL had been very challengi
The group was not responding to outreach measures such as field visits
(companies and other) aradvertisements.

End

X
1 2 3 45 6 7 8 9 10

Through established partnerships (which took some time), processes for
referrals were developed which worked in many cases, but it needs to be no
GKFd GKSNB 6SNB | 20 2F ay2 akKz2ga
refining the referral process in cooperation with specialists from other
stakeholders. There is also a need to identify ways to establish partnership
employers/companis. Personal, financial and systematic barriers need to be
addressed.

Tools

Start

X
1 2 3 45 6 7 8 9 10

+F NA2dza (G22f& SEA&AGSR | yR O2dzyasStt
as a baséor servicing the new target group.

End

X
1 2 3 45 6 7 8 9 10

Counsellors got an opportunity to adjust existing tools, develop group
counselling measures for the target group and receitrathing in motivational
interviewing and in using the Career Adgility Inventory (CAAI). These
methods and tools have added to their expertise regrading guiding the GOA
target group (vulnerable groupsjob seekers, social welfare).

Overall
servicequality
(holistic
judgement)

Start

X
1 2 3 45 6 7 8 9 10

The quality of the career guidance delivered was high although not many
services were being provided to this target group at the LLL centres. A lot of
services were in place, however, through the PES, social services and other
actors focusing on personasiues. The focus there is not always directly on
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educational/competence development. Outreach measures were not as
successful as expected. More cooperation needed between stakeholders.

End X
1 2 3 45 6 & 9 10

Cooperative partnerships have been strengthened through sharing of
information and knowledge towards a common understanding of the current
situation. Partnerships need to be formalized and clear processes for
cooperation (e.g. referrals) need to be devedob The aim should be holistic
services for the user through common efforts.

Policy interest | Start X

and/or 1 2 3 45 6 7 8 9 10

support

There was a lack of discussion and policy making litk@iint cooperation on
educational guidance for vulnerable groupa link between service providers
and educational opportunities.

End X

1 2 3 45 6 7 8 9 10

There is more understandinmggardingthe different roles of stakeholders in
forming successful partnerships. Interest and commitment has generated
towards structuring the system based on common policy making. The result
planning and structuring policy will be based on the eBmf key policy makers|

Conclusions

In regards to the intervention strategies, expectations were either met fully or partially. The
expectations in regards testablishing and/or strengthening of cooperative partnerships and
networks was partially metThe reason being that all collaborations that were established or
strengthened during GOAL are still informEtie identification o&ffective tools and methodsvith

the help of the method group was extremely valuable and exceeded expectations. The GOAL
LINE2SO0GQa O2y ORIz daz$ i 2 ¥ Nix@velgpgh&ndubyintstyexpétations.
Expectations in regards Outreachwere partly met, but not fullyExpectations regarding
cooperation with companies and the delivering of guidance to-dpalified workers were not met.
Cooperative partners proved to be extremely helpfith outreach by referring potential service
users to the GOAL guidance. Represtws in the Advisory group were very committed to the
project. Expectations regardiriggh quality guidance servicesere met in most ways. The increased
collaboration between relevant partners, the identification and use of effective tools and methods,
dS@St 2LIYSyid 2F 3INRdzL) O2dzyaStfAy3d YSIadaNBax t2y3S
circumstancesll, directly or indirectly, contributed to service quality. Lack of financial resources
were the main hindrance in providing high quality guidamservices to vulnerable adults.

Regarding future program development, a clear and unambiguous definition of the target group is
likely to facilitate recruitment and promote efficient collaboration amongst partners. The lack of
willingness to cooperate aamg companies suggests tregreements regarding collaboration,
commitment and partnerships should be in place at the early stages of program development, i
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order to maximise the efficiency of outreach effort#\ll future programme developments will need

to make realistic estimates of the extent of resources needed to bring clients to the programme.

When developing a high quality service for a target group with highly complex needs, every aspect

of the service/programme must take those needs into accoumherefore, a system of referrals

between specialists (e.g. social worker, financial advisor, psychologist, physical therapist,
educationall YR @20l A2yl O2dzyaStt2NBRO Aad YySSRSR AT
provide high quality services. @approach needs to be holistiand focuson the individuabnd his
circumstances as a wholether thanon a specific topic, e.g. job vs learnifigS NI A OS dza SNA Q
obtained on regular bases could shed light on what works and what is needed. pudgrams need

to be aware of the importance & S NIJA OS  dza .ENiknbissueSriedr foYSaildiessatis

not ethical to build hopes and expectations among service users if these are impossible to fulfil due

to structuralbarriers

The experiene from the GOAL project revealed that there iaek of policy and networking within

the field of educational and vocational guidance and other guidance support services linked to the
GOAL target groupServices are offered in various settings, basediffarent policies and legal
frameworks. They are in many cases not connected, which leads to a fragmented system for the
individual.There is a lack of transparenon links between the adult educational system and the
formal educational system in Icelamchich makes transition between systems complicated and
ambiguous foclients The lack of financial means and transparency affects the quality of the service.
Policymaking linked to joint cooperation on educational guidance for vulnerable groups is lgckin
The link between service providers and educational opportunities is fragmelnigitutional

borders can create a barrieiThere is a need for more collaboration between ministrigse

absence of a connection with the healthcare systasnpossibly reducing the potential success of the
service for the target group and creating barridrack of financial resourcg®.g. scholarships,

student loans, payment distribution, subsidy of learning expenses) make it difficult for the target
groupto take advantage of educational opportunities; this formarge hindrance within the adult
educational system at the policy leveThat also applies to the lack of appropriate educational
pathways and support for more vulnerable groups. There is isegguality focus and eaperation
between the Educational and Training Service Centre (ETSC) and Lifelong Learning centres on the
basis of the European Quality Mark accreditation syst8pecific standards for career guidance
services are being developead tested in the context of the EQM. This contributes to the delivery

of high quality guidance.

The target group needseeper guidance including a focus on their readingtss requires that

funding is available for longand morefrequent sessionfor the group. Appropriate

educational/career pathways and suitable financial resources need to be available to the service

usess. The issue of funding and subsistence among adult learners needs to be addressed within
governmental policymakingMost adultsha$ FAY | YyOAl f O2YYAGYSyda | yR
income while studying. This creates a serious system barrier that needs urgent attention at the

highest policy leveldraining and lifelong learning among counsellors is important and should

enjoy continuedsupport

O
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In light of the increasing number of immigrants using the service of thedriites and other

guidance serviceshe need for interpretation services has increasadd is likely to increase even
more in the future. It is important to analyse aedt competence criteria and ethical stamda for
interpretation services. Thganslation and adjustment of variougiidancetools needs attention
Thecreation of an efficient and formal referral systelmetween professionals is needed. The system
couldensure that clients within the target group would be referred to Educaticaradl Vocational

DdzA R yOS ¢KSy (KS& KIF@S NBIFOKSR (KS ySOSaal NE WN
patience is heeded on the part of policy makendth regard toservice user outcomesThere is a

need for policy to support the expansion of existing networks to include more actors and
cooperation aiming at the needs of the target group, i.e. a more holistic career guidance service.
Joint policymaking on behalf of # Ministry of Welfare, Ministry of Education, Science and Culture
and Ministry of Industries and Innovation can initiate and steer the process of connecting systems.
Outreach services could possibly be stronger where thei@pislown assistancend coopeation at

the policy level regarding identification of efficient services and partnerships for the target group.
Policy may be able to provide incentives for employdosinvest in their staff by working with

projects such as GOAL. The development of agebfor someone in the counselling service to work
specifically at company recruitment could be one way of addressing this.
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1 Introduction

¢KS WDAZARFYOS YR hNARSYy(GlFGA2Yy F2NJ ! RdzZ G [ SI NYV SNE&
partner countriesBelgium (Flanders), the Czech Republic, Iceland, Lithuania, the Netherlands, and
Slovenia Project GOAL sought to develop existing models of guidance and orientation for adults in

the six countries in order that these services specifically reackethveded adults and address their

needs. GOAL wagdlaree-yearproject, running from February 2015 to January 2018, and was
O22NRAYIFGSR o0& G(G(KS CftSYAAaK D2@SNYyYSyidiQa 5SLI NI YS
evaluated by the UCL Institute of Educat{®OE), Londqgrin partnership with local evaluation teams

in each of the GOAL countries

This report presents national evaluation findingslftgland These findings cover the full evaluation
period, which consisted of two waves: Wave 1 and Wave 2. ye\Wanly (i.e. interim) report is also
available on the GOAL project websitép://www.projectgoal.eu/index.php/publications This

evaluation draws on quantitative data on GOAL semgars collected between the launch of the
programme in February 2015 and the 7th of April 2017; qualitative data collected from programme
stakeholders and service users in April and May 2016 and March and April 2017, and contextual data
gathered during adlcal needs and strengths analysis.

1.1 The GOAL project

Cdzy RSR dzyRSNJ 9w! {a! {bZ tNR2SO:G Dh![ FIRRNB&aaSR (K
reducing the number of loveducated adults through increasing participation rates in adult

education. As well asontributing to the European Agenda for Lifelong Learning
(http://ec.europa.eu/education/policy/aduHiearning/adult_en.htn), GOAL contributed to three
priority areas ofthe@ ny W/ 2dzy OAf wSaz2fdziazy 2y o0SGUSNI AyidS3
fSENYyAYy3I aidNIGS3Irnsan
(http://wvww.consilium.europa.eu/uedocs/cms_Data/docs/pressdéen/educ/104236.pdjf, that is,

to facilitate access by all citizens to guidance services, to develop the quality assurance or guidance
processes, and to encourage coordination and cooperation among the various national, regional and

local stakeholders.

Project GOAL was targeted at lewducated adults, that is, at adults without upper secondary
education (ISCED leve)3The context for GOAL is that adult education provision in the six countries
is fragmented and there is currently a lack of coordinatietween the different providers and
stakeholders that are involved with leaducated adults. Moreover, although the partner countries
have some forms of guidance for adult learners, or have specific policy strategies that focus on
educational guidance angrientation, the existing services, or the structures on which these services
rely, do not reach the adults most in need of education as well as they could or in sufficient numbers.

1 Two members of the Turkish Directorate of Lifelong Learning are participating in GOAL as observers, with
aim of learning from the project and identifying opportunities to promote lessons in Turkish guidance polici
2C2NJ Y2NB 2y ! b alfStarnd@diClaksificat®iNgf Ediicat®ry(ISCED) see
http://www.uis.unesco.org/Education/Documents/iscetD11-en.pdf
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The hypothesis underpinning GOAL was that an independenstapeguidane service that puts the
specific needs of loveducated adult learners at its centre could help to increase the participation of
this target group in adult education. To this end, each of the six countries piloted new guidance
models, in two locations withieach country, to specific target groups within the feducated adult
population. Five intervention strategies were implemented by the GOAL partners, although not all
strategies were implemented in all countries:

1. Networks and partnershipsvith relevantorganisations were established or improved.

2. Toolswere developed to facilitate the delivery of guidance specifically tedducated
adults.

3. Thecompetenceswhich counsellors require to enable them to address the specific needs of
low-educated adults wex defined.

4. Outreach activitiedesigned to bring guidance services to specific target groups within the
low-educated population were developed.

5. Each country sought to providegh-quality guidance servicewith the aim of optimising
A Y RA @A R dzlabdioemplogrheNtsutcgnies.

The aim of the GOAL project was that, through developing, piloting and evaluating these
interventions:

1. The processes timplement effective guidance services and supporting networks that
improve service user outcomes would be mapped.

2. Thecriteria, success factors and conditions implementation (processes) that contribute
to outcomes of guidance users would be identified.

3. Potentid generalizablease studiesvould be made available to be analysed by policymakers
G2 dzyRSNREGFIYR YR FylteasS OKFffSydlSa | yR adzO(
programmes in complex policy fields.

4. Thepolicy processeshat play a role in influecing programmes success would be identified
and described.

1.2 The GOAL evaluation

Thisevaluation has two aims. Its primary aim is to understand, assess and improve GOAL across the
six participating countries. The evaluation also aims to provide cowpkegfic case studies that can

be analysed by policymakers seeking to understand challenges and success factors in establishing
W22 HORLINEINI YYSE Ay O2YLX SE LRfAOE FAStR&AOD

The evaluation focuses on processes and outcomes, thereby enabling the ideptificbtiuccess
factors across different programme contexts. This evidence can potentially be used to develop
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structural support basis amongst decision makers and relevant stakeholders for scaling up the pilot
learning guidance and orientation models inrjp@r or other countries.

Five research questionsnderpinned the GOAL evaluation:

1.

What programme processes and resources were developed? To what degree did
programmes achieve their implementation aims across the five intervention strategies, and
what factors at programme and policy level appeared to influence this?

What service user outcomes were achieved, for what groups, and to what degree?

What was the Return on Expectations? That is, to what degree were programme
expectations met?

What programmeevel factors were associated with the achievement of high service quality
and/or positive service user outcomes?

What policylevel factors were associated with the achievement of high service quality
and/or positive service user outcomes?

The evaluatiorunfoldedin a series of stages:

1.

5.

Preimplementation stage(February 2015 October 2015): activities centred on needs and
strengths analyses in each of the six countries; on reporting the results of these analyses, and
generating data collection tools.

Ongoing(crosswave) data collectionNovember 201%- 7 April 2017)
a. Client satisfaction survey
b. Monitoring data
Wave 1 data collectiorfwith national reportingcompleted in OctobeP016)

Wave 2 data collectiorfwith national reportingcompleted inOctober2017) a longitudinal
follow-up survey in each country

Data analysis and final reporting

Section 2.2 of this report outlines the evaluation methodology in greater details

In Iceland the evaluation team dahree members:

f

Lara Ran Sigurvinsdottis a projecimanager at the Educational Research Institute, School of
Education, University of Iceland (Ul). Lara is the main project manager for the GOAL project
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for the Ul and her strength lies in her knowledge of methodology in Social Sciences. Her role
in the project is to collect and analyse both quantitative and qualitative data, and reporting.
Her role also includes supervision of the project for the university and to be the main contact
person.

9 Sigridur Kristin Hrafnkelsdottiis a project manager at the Eddizanal Research Institute,
School of Education, University of Iceland (UI). Her role in the evaluation is to gather and
analyse qualitative data jointly with Lara.

1 Kristin Erla Hardardottiis the director of the Educational Research Institute, School of
Education, University of Iceland (Ul). Her role in the project is to offer support and guidance
in the evaluation process.

1.3 Project GOAL iirceland

Context

The main objective of education and vocational guidance in Icelan@is a § NSy 3G KSy Ay RA G
awareness of their talents, attitudes and interest3he guidance is meant to help people of all ages,

of every social status and in any circumstances retlisie strengths, interests and competences so

that the available opportunities in career or educational development will become clear. In the scope

of educational and vocational guidance, the Ministry of Education, Science and Culture oversees

guidance irthe formal school system and has a contract with Baication and Training Service

Centre (ETSC) which provides educational and vocational guidance teethweated adults The

ETSC cooperates with 14 Lifelong Learning (LLL) Centres which provide goidaisdarget group

through coordinated efforts. Lifelong Learning Centres in Iceland create opportunities, provide

programmes, courses, support and counselling in their particular geographical region. They co

operate with schools at upper secondary arighter education level and with municipalities,

SYLX 28SNRQ |yR SYLX 28SSaQ 2 Nihs, folevér,bded a/challdngeR  LINR ¢
to reach the more vulnerable part of that target group.

The Ministry of Welfare oversees guidance for jobkseee coordinated by the Directorate of Labour

in cooperation with nine Public Employment Services (PES) around the country. Both streams (LLL
centres and PES) offer services from qualified educatianal vocational counsellors (educated to

BA or MA level in accordance with legislation, counsellors in Iceland are required to have a licence
to practice and certified training.

The Authorities for Municipalities oversee social counselling for economically inactive people through
social services. There aaso several local service centres in the Reykjavik area which also provide
educational and vocational guidance. In addition, there are various services dealing with the target
group, for example, NGOs such as the Red Cross, and Prison Services.

What is eident is that although several services are in place, the key weakness in assessing the
needs of loweducated adults in guidance is the fact that thesenly limited data available on this
cohort. There is also a lack of information about the servideab®LLL centres for the more

vulnerable group. It has also been a challenge to reach and aifgropriate educational pathway:
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to the target group in the more sparsely populated areard to havenon-formal courses
evaluated into the formal school syem.

Evaluation results from the Ministry of Education, Science and Culture (26di€ate that the main
barriers to participation in adult learning are lack of time, financial reasons, various learning
difficulties and disabilities (e.g. ADHD, dyslexilmesses, social circumstances, family
responsibilities, low sekfsteem, lack of support from employers, transportation and shortage of
vocational training options.

There is an increasing focus in Iceland on how links between the education systedumational
opportunities can be made more successful and on the development of the economy and its
requirements for competent employees, whether temporary or permanent. This is based on an
understanding that integrated policy formulation and implementatia employment and education
benefits individuals, the economy, and society as a whalether development is needed to further
establishing cooperative partnerships for sharing of information, mutual learning and organising to
the benefits of the targetgroup. Obtaining national data on the cohort and exploring the role of
guidance is also needed.

GOAL programme

Aims

The main objectives of the GOAL project #ldnd wereto continue andmprove the cooperation
with other organisations which areassociated with the target groupand to share experiences and
knowledge between organisations. Improved coopienra and information sharing wilead to
increased knowledgef the target groups. The aim watso toreach more groups through guidance
andto createa stronger connectionOne aim wa to develop a more focused outreach strategy, to
promote efficacy within the target groups regarding their learning/career developme®OAL in
Iceland aimedo work with the target group to help them takie 2 Y S LJa ,dzy déeeting the group
and seeing what would be the desirable regigarn about their needs and develop services
accordingly).

The aims of GOAL liceland wereo improve knowledge about the target group of layalified,
focusing more on the vulmable groups whichhave nothad the means to use the services of
educational guidace in LLicentres. The focus wam creating partnerships with stakeholders kak
to the target group which werpresented in the advisory group.

Activities
In terms of thefive GOAL intervention strategies, activities in Icelaede:

1) Cooperation with otheorganisations and networksvere improved and strengthened

2) Toolswhich are known to be useful for the target growmere used, for example, interview
techniques, Interessinventories, study circle, goal setting. New techniques and twele

4 Ministry of Education, Science and Culture (2014). kiitteframhaldsfraedslukerfinu 20e@013.[Evaluation
of the secondary education system 26RPQ13. Reykjavik: Ministry of Education, Science and Cult
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also used by the counsellors. The counsellors k@dhow to use new tools (e.g. new
interview techniques) by cooperating with other specialists or by taking training courses.
Techniquesvere adjusted accordinglyhichlead to a more effective and better organised
interviews.

3) Thecompetences of existing casellors:the professional awareness, competences and
skills of counsellorgrereto be increased and linked to the groups thatheot been
attending and seeking educational and vocational counselling.

4) Outreach Reaching out to those who magpvebeenreluctant towards guidance, where
they were (at the location of stakeholders, work or other suitable location) and introduce the
benefits of educational and vocational guidance thoroughly with the aim of increasing their
seltconfidence and knowledge.

5) Quality guidance servicesThe experience of this project will feed into a quality assurance
system (EQM) which is currently in development at the ETSC (after the results of Wave 2 are
known), as well as general quality issues linked to servicing the targqt groich will be
disseminated to other stakeholders for continuing development. Collaborate with union
representatives, organisations and other stakeholders on outreach.

Sites

Two sites in Icelangiloted the GOAL intervention®oth are LL-tentres in theETSC network which
provide guidance to low educated adults among others. One iditeir, is located in the Reykjavik

area, the otherMSS is in a more rural area in the Southern peninsula (Reykjanes town and
surrounding area). Although the centres areysimilar, the network channels may be closer in the
area of MSS than ihir. Over the years, MSS has faced more challenges in regards to unemployment
and social welfare.

Target group

The ETSC has coordinated the educational and vocational coumssil@rk in the LLicentres

around the country and the target group has been those who are low educated. It has been evident
through this experience that there &more vulnerable group within the larger target groupat
counsellors have had difficultiesaching. The object of the GOAL projefets tofind ways to

approach and connect to that group to a greater extent, to learn about the counselling services of
other specialists linked to that group and focus on Improvements of tools, methods and skitsire

to new target group of guidance.

1.4 About this report

Thisis thefinal GOALevaluation reporfor Iceland An interim report, published in 2016, can be
found on the GOAL project websitettp://www.projectgoal.eu/. This website also includes final and
interim reports for the five other countries participating in GOWLaddition, theproject website

includes the final and interim GOAL crassintry report which synthesise data and findings from all
sixGOAlcountries. Key aims of the cressuntry reporsare to enable participating countries to
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support nationallevel programme improvement.

Thecurrent nationalreport is compriseaf 11 chapters including thiatroduction. This report is
structured as follows.

1 Chapter 2 describes the methodological design of the evaluation.

1 Chapter 3 provides an overview of the GOAL programme patrticipants and stakeholders in
Iceland

Chapters 410 report onprogramme processes atfithdings covering the following topics:
1 Chapter 4 describes the GOAL servideétand
1 Chapter 5 discusses GOAL partnerships and networks.
1 Chapter 6 discusses GOAL counsellor competences.
1 Chapter7 focuses on guidance tools used in the provision of GOAL services.
1 Chapter 8 looks at GOAL outreach strategies.
1 Chapter Qresents and analysggogramme outcomes.
1 Chapter 10 discusses the quality of the GOAL programme.

1 Chapter 11the Conclusioraddresses the five overarching evaluation questions, as well as
the potential implications ofhis project for future programmes arblicy.

The reporting template on which this national rep& based was designed by IOE to be used across
all six countes.|OE also contributed generic text to the six national reports, including the material
on the GOAL project background and the evaluation methodology. All reporting on national and site
level findings is authored by the local evaluation teavith editorial input from IOE.
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2 Methodology

This chapter summarises the evaluation methodolfmgythe GOAL projectiscussinghe
overarchingevaluation designguantitative and qualitative methodsf data collection and analysis;
and methodological challengedthin Icelandand across the sigountry project as a whole

2.1 Evaluation design and methods

Evaluation design

The methodological approadhbr this evaluation is shaped by the complexities of the project design,
namely the facts that:

f GOAlwasmulti-site (12Wa A 1SaQ 2NJ f20FdA2yas GKIG-Aax Gg2
organisational.

1 GOAL hdmultiple objectives.
1 GOAlwaspredicated on crossrganisational collaboration.

1 Each partner country lhits own unique context and target groups (and targetnbers to
achieve).

1 Programme resourceserefinite, andneeded tobe primarily focused on the interventions
rather than the evaluation.

For these reasond was neither feasible nor advisable to conduct an experimental or guasi
experimental evaluation involving comparison groups. Instead the evalua#ispositionedtself
gAGKAY Thedy o Chingérappibach. Evaluations adopting this approfdypically seek
to address two levels of theory: 1) Implementation theory and 2) Programme theory.

Implementation theoryfocuses on how programmes are implemented, e.g. the intervention
strategies that underpin programme activitid&rogramme theoryfocuses orprogramme

mechanisms, by which we refer not to programasgivitiesbut to the changeswithin participants

that those activities facilitateThese changes, in turn, may lead to the desired programme outcomes.
For example, in a counselling pragime such as GOAL, counselling is not a mechanism, it is a
programme activity Programme activities will ideallsigger mechanismgi.e. responsesyvithin
programme participants; such mechanisms may include greater knowledge, increased confidence
or motivation, and/or heighteneé&mbition. These mechanisms, in tumay thencontribute to

client actions and outcomes, such as enrolling on a course.

> Weitzman, B. C., Silver, D., & DillmKnN. (2002). Integrating a comparison group design into a theory of
change evaluation: The case of the Urban Health Initiafiweerican Journal of Evaluatig?3(4), 371385.
5Rogers, P. J., & Weiss, C. H. (2007). THemsgd evaluation: Reflectisrten years on: Theoilyased
evaluation: Past, present, and future. New Directions for Evaluation, 2007(118)1 .63

"Weiss, C. (1997). How can thedmgsed evaluation make greater headwd?aluation Reviey21, 50152
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While drawing on Theory of Change approaches in general, the GOAL evaluation also draws on a
specifictype of Theory of Changevaluation Realist Evaluatioh The Realist approadmphasiss

the central importance ofhe interplay betweenprogramme contexts and mechanisma central
tenet of Realist Evaluation is thatogrammes do not themselves produce outconresa direct

causal fashion: programmes are rmattapultswith which we metaphoricalllaunchclientsinto a

better future. Unlikeballs launched by catapultslients haveagency Furthermore, they live their
liveswithin structural contexts these contextproduceconstraints and opportunitiesvithin which
agency may flourish (or not) to greater or less degr@saisality (in terms of the intervention
producing the desired effects) is thus contingent rathartldeterministicin the appropriate

context and for thepeople programmes (through their activities)ayfacilitate the triggering of
mechanisms whichayin turn lead to desired outcomes. Realist Evaluation, as with Theory of
Change evaluation more geradly, seeks to develop and test hypotheses about which interventions
(or aspects of those interventionglork for whom in what contextdAs a corollary of this objective,
Realist Evaluation rejects the assertion that to be considered successful, progsammsebe
contextindependent, in terms of their ability to produce desired outcomes through the same
intervention strategies for all target groups across all contexts. Whereas such cordependence
and broadscale generalisability may potentially behéeved with simpleinterventions, it is unlikely

to be feasible with complex interventions such as G@Atey objective of Realist Evaluation (and
Theory of Change evaluation more generallyhisto producetheoretical generalisations which
future programme developers and policymakers can drawwhen developing interventions in

their own particular contexd andfor particular target groupsThis means measuring not only the
degree to which a programme doesdaoes notwork, i.e. the degree to which it produces the
desired outcomesghut also generating knowledge abdubw programmes workfor whom, in what
contexts,and why. This requires idepth understanding of intervention strategies and activities, and
their relationship to programme contexts, mechanisms and outcomes.

In generating knowledge not just about wheth@ogrammes worlbut also how and whthey do s@
evaluators seek to go beyond merely providing a summative assessment of a specific programme.
Summative evaluation is necessary but not sufficient. A broaderigdalcontribute to the
cumulation of knowledgein a field. Such cumulation, and the theory development it implies, is
particularlyessentiain underdeveloped fields such as that inveatar by GOAL: guidance and
counselling for low educated adulfEhis objective is important not just because of timeited

amount of credibleevidencein this nascent field but also because of thaherently complex

nature of interventions such as GOAEvaluations which seek to understand and assess complex
interventions must take account of a range of complicating faatetisin the programmé, including:
1) multitagency governance and/or implementatia?) simultaneous causal strands leading to
desiredoutcomes; 3) alternative causal strands leading to desired outcparek4) recursive
causality These four factors are discussed in the following paragraphs.

8 pawson, R., & Tilley, N9@7).Realistic EvaluatiorSAGE.
9 Rogers, P. J. (2008). Using Programme Theory to Evaluate Complicated and Complex Aspects of Interventions.
Evaluation, 14(1), 248. https://doi.org/10.1177/1356389007084674
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The importance ofmultiple agencieswill be apparent throughout this report, particularly in
discussions of partnerships and networks these agencies exist at programme and policy levels
the evaluation takes a multilevel approaamn important element of the evaluatn is the description
and assessment of the politgctorsthat play a role in ifluencing programme success. It is hoped
that this dual focus oprogrammelevel and policylevel processesand their interaction, will
provide useful evidence for a range of policymakers working in complex fields.

The notion okimultaneous causal straisrefers to the presence of two or more causal strands that

are required in order for desired outcomes to be achiegedg. for programme participants &nrol

on a course, they may need to improve their motivation (causal stitdnlut viable coursesliso

need to be made available to them (causal stranddltert¥ative causal strand@ NI FSNB (2 GKS
likelihood that one aspect of the programme may work for afient (in terms of producing a

desired outcome), whereas another aspect may work for anothient. For example, one GOAL

Ot ASyid YrFeée GF1S (KS a&&sulof adeSsithedzudiouslyldngelt S RdzO ( A 2
confidence or selbelief. Another client may take the same step for a different reason, e.g. perhaps

she was already motivad but simply lacked information about relevant courses.

Finally, thenotion ofrecursive causalityefers to the norlinearity of many causal pathways. A linear
model of programme theoryight, for example, show a client moving in a direct, linear fashio
across the following stages:

Improved seHesteem whichleads to

Increased ambitionwhichleads to

Desire for knowledge about further education coursghichleads to
Enrolment on a coursevhichleads to

Successful completion of the course.

as~wnNPE

Amore realistiqparticularly for disadvantaged target groupsycursive model of causality might
include all five of these stages, but would take account of the tried and tested maxim that humans
often need to take one step back in order to takeotsteps forward. Thusarecursive model of
causality mighbe:

1. Improved seHesteem,whichleads to
2. Increased ambitionyhichleads to
3. A crisis of enfidence:the client had never seen herself as an ambitious personjsand
uncomfortable or eva threatenedby this new identity. Thisouldlead to

Additional focus on seksteem and identitywhichleads to

Desire for knowledge about further education coursghichleads to

Enrolment on a coursevhichleads to

Another crisis of confidencghichleadsto

Renewed focus on sedfsteem anddentity, plus a focus ostudy skilland resiliencewhich
lead to

9. A new, expanded identity or sedbncept as a capable learnarhichleads to
10. Successful completion of the course.

© N Ok
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A central objective of tisevaludion is to develomnd present a rich understanding tble range and
types of causapathwaysto be foundin the programme, and theslationshipof these pathwayso
specific national and local contexts.

In summary, this evaluatidmas soughto achieve threeoverarching objective¥: 1) to measure the
effects of GOALwith regard to client outcomeg®) to understand how, why, for whom and in what
contexts outcomes are (or are not) achieved; and 3) to contribute to joint learning and knowledge
cumulationg both (a)within the GOAL programme itself (e.g. by sharing process evaluation evidence
with programmedevelopersand other key stakeholdersAnd (b)in terms ofthe broader field of

adult guidance and counselling (pyoviding credible andelevantprogrammetheory and evidence

that future programme developers and policymakeen draw upon in their own endeavojrin

working towards these objectives, evaluation evidence has been gathered via

1 client monitoring data (to establish baselir@going and exit data)
1 client satisfaction and outcome data (user survey and qualitative interviews)
1 programme and policy data (literature review; needs and strengths analysis)

9 case studies of programme sites (qualitative interviews, document analyslgsenaf
guantitative data)

1 qualitative interviews with policy actors.

The evaluation includes: a) ongoing data collection (throughout the life of the project) and b) wave
specific data collection.

Interim reporting

An interim national evaluation report for each GOAL country was published in November 2016.

These reports, along with an interim cressuntry report synthesisinfindingsand key messages

from all six countries, are availabletdtp://www.projectgoal.eu/index.php/publicationsinder the

KSFRAY3 W21 @S m 9@ fdzZ GA2Y wSL}2 Nlvaidh drewondaee + AY 2
collected through25" of February 2016 until the"8of Agril 2016 was to analyse and share early

messages in order tiacilitate service adaptation and improvement.

The findings from the interim reporting stage are included in the current (i.e. final) report.
2.2 Sample

Data was collected frorf5 clientsin the GQ\L project in Icelandn total, 93 clientsfilled out the
satisfaction survey after the first intervie®ne clientfilled out the satisfaction surveyefore higher

10BerrietSolliec, M., LabartheP., & Laurent, C. (2014). Goals of evaluation and types of evidevaleation
20(2), 195213. https://doi.org/10.1177/1356389014529836
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second interviewandone service usedid not want to participatén the satisfaction surveyll 95
clientshad an initial interviewDuring the progranthe clients also had subsequent interviews. The
number of subsequent interviews differed between clients. A few clients only came for an initial
interview and a finainterview, buta vast majoriy of clientshad at least one subsequent interview.
The most frequent number of subsequent interviews was two and the client that got most
subsequent interviews got tefexit data was collecteai 94 service usersbutone clent wasstill
receiving counselling when datallection ended th&" of April2017. Twentytwo service users
participated in a followup phonesurvey.Quantitative data were also collected from programme
staff via an online survey.

Qualitative data in the GOAL project was colledtedn 15 people via four focus groups and two
faceto-face interviews In wave 1 there were two fae®-face interviews, both conducted with
clients, one from each programme sifewo focus groups were conatted during both wavesin

both wavesghe firstfocus groupconsisted of four programme staff members, tworh each

program site.In both waves the seconfdcus groupvas made up ofepresentatives from
organisations thatvere programme partners and psons representing policymakers in the fi€ldhe
participants inboth focus groups were largely the same in both waweghefirst focus groupwith
program staff, @e counsellor was replaced by anetlcounsellor duringvave?2. In total there have
been5 counsellors working in the GOAL project, but only four simultanedunslyave 1 there were

six participants in the second focus group, four representing program partners and two representing
policymakers (one at the governmental and one at the municigeel). In wave 2 there were seven
participants in the second focus group, four representing program partners ane thpgesenting
policymakers (two at the governmental and oaiethe municipal levelDuring wave 2he

participantsin the second focugroupwere the same as in wave 1, one person representing
policymakers was absent during the wave 1 focus group, but was able to participate in the wave 2
focus group(see table 2.3.

Table 2-1 Data Collection Sample, By wave, Iceland

Method Wavel Wave?2 Total
Questionnaire monitoring data 21 74 95
Questionnaire client satisfaction survey 21 73 94
Questionnaire follow up survey service users -- 22 22
Questionnaire program staff Interviews service users 4 1 5
Focus group policy makers program partners 6 7 13
Focus group program staff 4 4 8
Interview service users 2 2

Total 58 181 239
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2.3 Data collection

All of the data collection instruments were designed and provided by theTl@l .were all in English
initially, but were translated into Icelandic by local evaluators prior to their Aejuotes were
translated by the author from the originkdelandic.

Quantitative data

Quantitative client data were collected throughout the life of the programme via: 1) a data
monitoring instrument and 2) client satisfaction survejgsedata monitoring instrumentgathered
detailed information about the clieston the GOAL programmes, thus enabling evaluators to
measure target numbers and track a range of programme processes and service user ouldomes.
instrument included a question asking clients if they could be contacted later as part of the
evaluation sudy.

The data monitoring instrument was usedch timea client had a guidance session, although not all
fields were completed at every session: some fields were relevant for the first session only (entrance
data) whereas other fields focused the lastsessionéxit datg. Each client was assigned a unigue
identifier by the counsellor, allowing evaluators to link data for clients who participated in multiple
sessions.

TheClient Satisfaction Survewas designed to gather data from service users about their
experiences of counselling services. The instrument was a shorpage, seicompletion survey
offered in either paper or online formats. It contained eight questions: two gather demographic
information on the client (age, gender); five focusing on the counselling session, and one question
asking clients to record if they received assistance in completing the strvegre were small
differences between the surveys offered in the six countrieBecting the different contexts in

which the guidance was offered and the different objectives of various programmes.

Both instruments were developed by IOE in close collaboration with the country partners in order
that the instruments were sufficientlsensitive to the target groups involved and to national data
protection regulations and concerns. These tools were finalised in autumn 2015.

Beginning in January 2017falow-up surveywas conducted. This survey sought to collect
longitudinal outcome data from clientin order to provide evidence on programme effedihe

adzNBSe faz2z O02tfSOGSR ljdzr yGAGEFGABS FyR ljdzk € AGEGA
and its impacts o their lives.

Thoughthe follow-up survey was conducted in as rigorous a manner as possibleoagjusions
drawn fromit must be considered tentativeéhe limited time period of the evaluation means that
only shortterm outcomes could be assessdeurthermore, participation in the followup survey was
voluntary and thus nomepresentative thus it is not possible to generalise from the survey findings
to the broader group of GOAL client$hat being said, the surveyay provide valuable insights into

w

ULd éFa FyGAOALI GSR GKIG t2¢ tAGSNY O8 SO

some clients from completing the survey without assistance.

tazx
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the experiences and outcomes of particular clients or subgroups of clients. As discussed in Section
2.1, this evidence may thus contribute to programme theory regarding how to meet the needs of
such clients.

In Iceland thefollow-up surveywas conducted witl22 service users via a phoirgerview. The
interviewer asked the participants both closedded and operended questions and recorded the
data simultaneously using the online survey software Qualt8osie questions were opeended
and were bacicoded irto predefined categories after the interview had taken place. The data was
analysed using the statistical software SP#H3he participants had previously given their consent
for participating in a follow up survey. The participants had completed tloeingelling 28 months
prior to participating in the followup surveyThere were33 clients that met the preconditions for
participation in the followup survey (i.e. had given permissimnbe contacted for the survey and at
least two months had passedske they finished the GOAL guidance when the survey was
conducted) Multiple attempts were made to contachese 33 clientn an effortto achievethe
target sampleof 30 participants. After numerous attempts tffieal sample sizevas22 participants

in the followrup survey The main challenge with the folleup survey was recruiting clients. Even
thoughthese 33 service uselad all given their consent and contact information, they did not
answer the phone or-enails. Some potential participants amsred the phone but asked the
interviewerto callback later, buthen never answeredvhen the interviewer called back

Qualitative data

Qualitative data was collected at two different stages over the life of the prograriime first stage
(Wave 1)pf quditative data collection took place iMay 2016 The second stag#Vave?) of
qualitative data collection took plade March 2017 By collectinguchdata intwo waves rather than
only one the evaluation is able to provide a longitudinal focus on issues explored through the
gualitative analysis.

During each data collection wawsemistructured qualitative interviewsand/or focus groupswere
conducted with a range of programme stakeholderghifirst stage of qualitative data collection,
four topic guides were developed by IOE to assist local evaluators in Wave 1 data gathetimg and
ensure consistency across the programme locatidh$rogramme Staff; 2) Programme Partners; 3)
Policy Actos; and 4) Service UserA fifth Topic Guide, used in Iceland only, combined questions for
Programme Partners and Policy Actors.

Similar topic guides were developed for thecond wave of qualitative data collectioHowever,
the development of theséater topic guides was led primarily by local evaluators in each country, in
consultation with IOE. The second wave of topic guides was somewhat more targeted in terms of the
issues that were focused oafter qualitative data from Wave had beenanalysed, keyssues

requiring further exploration or understanding were highlighted. These issues then formed the basis
for Wave 2 topic guide development.

In Wave 1, a short quantitative survey was adminiteto all GOAL programme staff membe(aot
only those paricipating in qualitative interviews and focus groups) to gather some basic data on
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educational background, their current employment, and their professional development and
training.

In Icelandquantitative data was collected electronically with thenline survey software Qualtrics
During guidance sessions, counsellors filled in the information gathered from clients using an online
survey link and a specific individual client number. The structure of the survey was made using the
data monitoring temjate. Different questions were used for the initial interview, subsequent
interviews and final/exit interview by means of a display logic. At the start of the session the
O2dzyaStft2NI NBEO2NRSR AT (GKS Ay lSNDinkewiewsTFhis (GKS Of A
made the relevant questions for each interview appear in the correct order. Once the session was
over the counsellors submitted the survey and the answers were registered automatically and
simultaneously made accessible to the local evaitga The client satisfaction survey was

administered using the same online survey softwateut without the client number. After the first

or before second interview clients were shown into a room with a computer, separate from where
the interview took phce. They took the survey using an anonymous survey link. Assistance was
optional and given, if needed, by a staff member at the programme site but not by the counsellor
that had just had the session with the client. Once clients had completed the steggibmitted

their answers which were then automatically registered and simultaneously made accessible to local
evaluators.

Using an online survey link for administering the monitoring data gathering and the satisfaction
survey was thought to be optim#édr the Icelandic evaluation, it both simplified data collection and
registration and also ensured data protection. It was thought that the clients might feel their
anonymity would be better protected using an electronic survey, then if they were askmd their
questionnaire into an envelope and then hand it over to a staff member at the programme site
where they just had the guidance session.

Quantitative data from programme staff were also collected with an online survey using the survey
software Quadtrics. The purpose of this survey was to gather relevant information about the
programme staff without taking up time in the programme staff focus grolipe program staff

survey was administered in the first wave. In the second wave one counsellor was replaced by
another and the incoming counsellor also filled out the program staff survey.

The programme staff in Iceland reported that they haitial concerns about how the use of the

Monitoring Data Template could hinder the natural flow of the sessiofuring the focus group the
programme staff reported that these concerns were unnecessagorfiing to them the template

wasvery useful and a good toabif gathering important and detailed information about service

users. In their experience the sesstietame morePRSSLIQ A G K GKS dzaS 2F (KS
Template.

Qualitative data were collected through focus groupsave 1 and wave 2andtwo faceto-face
interviews (wave 1) During the program there were four focus groups in total, two in each wave. All
focus groups were run by two local evaluators, with one evaluator asking the questions and the o
keeping track of time as well as overseeing thlabf the relevant questions were being asked. T
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focus groups took place at the Educational Research Institute, School of Education, University of

Iceland. Both facéo-F I OS Ay i SNWASsa 6SNB O2yRdzOGSR |4 GKS O
evduator conducting the interview. Topic guides feave 1focus groups and the individual fate-

face interviews were provided by IOE and translated by local evaludtoestopic guides for wave 2

focus groups were constructed by local evaluators witllguoce from IOE.

Focus groups were the preferred method for gathgiinformation from the programme staff,

programme partners and policymakees they can be very effective when theeed to address

multiple topics is more pressing than getting a veryldeedzy RSNAR G YRAY 3 2F (GKS Ay
experiences. As mentioned earlier one focus group was composed of both programme partners and
policymakers. This was dote stimulate interesting conversations and elicit diverse opinions

about the topics. Also, due tthe small Icelandic population local stakeholders and policymakers

that influence both programme sites are in most cases the same organisationat least they are

very connected. Faem®-face interviews were used in an attempt to get a deeper undediteg of

how the clients were experiencing the GOAL project from their own standpoint.

Anonymity is of utmost importanceln the quantitative data gatheringising the monitoring data

template, the counsellor allocated to each client a unique sipeecific ID number during the first
counselling session. This ID number stayed with the client in all subsequent counselling sessions. The
use of unique client identification number@lved for theclient-data to be shared anonymously. The
satisfaction survey was accessed with an anonymous online surveRlirikg the first session the

clients were asked if they would be willing to participate in a follgnsurvey after the guidance had
finished. Thg were also informed that their responses in the follay survey would be anonymous

and not linkable to other data collected during the GOAL guidance sessions. Thdtefore,
AYGSNIBASSESNI RAR y2i NBO2NR | ye LISnNaste tifelfdlowlip/ T2 NI | {
survey that could potentially make hifner identifiable. The dialogues in the focus groups and

interviews were recorded and then transcribed as soon as possible. During transcription the names

of participants and other information #t was potentially identifiable was changed or omitted. After
transcription the recordings were erased.

Evaluation manual

To ensure the collection of robust data and the consistency of instrument administration across the
six countries, IOE created amduation manualcontainingguidelines for the use of the data

collection tools Version 1 of the manual (November 2015) included protocols for two quantitative
instruments used in ongoing data collection. Version 2 (March 2016) added guidelines for the
administration of the Wave 1 Topic Guides and other instruments, as well as guidance for completing
the interim national reportsVersion 3 (February 2017) providgdidance on the development and

use of all Wave 2 data collection instruments, and guideliaesdmpleting the final national

reports.
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2.4 Data analysis

In thismixed methods evaluationa number of analytical approaches were used. Quantitative data
were analysed using maintiescriptive statisticse.g. frequencies, averages, group comparisons and
crosstabulations.

Qualitative data from focus groups and interviews were all transcribed and analysed using mainly
thematic analysis around the topic guides that were explicitly linked to the mainaxichebjectives
of the project. In addition, some typology analysis and group comparison analysis were also used.

In Iceland the quantitative data were analysed using the software package SPSS statistics and Excel.
The transcriptions made from the intervievand focus groups were analysed using the qualitative

data analysis software ATLAS.ti. The data were analysed using mainly thematic analysis around the
topic guides provided by the IOE.

2.5 Methodological challenges

In general, data collection in Iceland proved to be easier than expected. Programme staff found the
data monitoring instrument to be very usefudnd a good tool for gathering important information.

All but one client completed the Client Satisfaction Syrde® minimise social desirability in the
responses to the Client Satisfaction Survey the clients were administered the survey in a separate
room from where the interview took place. They took the survey on a computer with an anonymous
survey link and subitted the answers themselves electronically. Despite these meassoesal
desirability idikely to bepresent and that needs to be kept in mind when interpreting results from
the Client Satisfaction Survey.

In Iceland the main methodological challerigghe projectstemmedfrom programme challenges
NBflGSR (2 Of ASy i NIB®OdNizkd pas, grsiderayleRemphdsi wad plgcé&dd 4 ¢ ¢

on reaching a group of people thatdhto date been inactive and extremely difficult to reach.

Achievinghis proved to be more difficult than anticipatedot only was it hard to get clients to

participate in the project in the first place, but keeping them in the projeefiter they had agreed

to participate and had theiinitial interview, was also difficlt. Frequentlyclients booked an

interview but did not show up. This happened with first, subsequent and final/exit intervigvis.

was also a challenge when conducting the folgvphone survey. Some clients were unreachable

through the means of conta¢hat they had initially given the counsellors. They seemed to have
GRAALFLIISFNBRE FFOUSNI LINIGAOALI GAYy3 Ay (GKS LINR2SOi0
at a later time When the interviewer called backomeli K Sa S & S NI Aafs8er.dza SNE RARY Q

Challenges for counsellors

The main challenge for counsellors in the project had to do with recruittheyitR & NB I RAyYy S & a ¢
service userlt was both very challenging getting service users to participate in the project and
maintaining those that had already agreedgarticipate, within the projet As a resultcounsellors
spertt £ 20 27F GAY BehiDedryxclienyt i héc@dndic3igtaitiere are countless
phone-calls, emails and messages.
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Quantitative data challenges

The main quantitative data challengesdta do with difficulties that the counsellors experienced

with outreach. The target number of participants in IB®AL project in Iceland was 100 clients, but

in the end 95 service users patrticipated in the monitoring data collection. The same is true for the
follow-up phone survey. The target number of 30 clients was not reached and in the end 22 service
users partigpated in the followup surveySome clients did not show up for their final/exit interview
and the counsellors had to exit them without an interview. Thereforg,of the &b clients that
participated inthe program 31 clientshad missingexit dataand me client was still receiving
counselling at the cudffdate.! Yy S¢ | yagSNI 2LIW0A2Y daR2Gidablegthat | LILI &
wereto be addressed in the finakit interview, meaning that the client did not show uft.should

be noted that great efforts were made on behalf of the counsellors, to reach these clients for their
final interview.

In Iceland considelde emphasisvas placed on reaching a group of people thadito date been
inactive and extremely difficuto reach Asmentioned before, service usdiack of commitment
was one of the main challenges in the GOAL prajelteland This became appareafter wavel.

At that stagethere were only 21 clients registered in the project, even though the colansdiad
gone through great efforts to both obtain new clients and hold on to those that were alneékin
the project.Therefore,a decision was made &xpand the definition of the target group. A variable
was added to the monitoring data collectionittentify if the new client belonged to the initial target
group or the expanded target group. As it turns ounty 19 service users (20%) beledgo the
SELI YRSR &S| &ATBeMiEmbér bf NiErdsihat Be\dRddolthe initial targetwas76
(80%) The proportion of service users in the expanded target gtauped out to beconsiderably
smaller than expected. According to the counselloesitsason for this was mainlhat new groups
of people entered programs/rehabilitation witin partner organisations and that led to many new
clients entering the projectAlso, know and establiskd referral connectios weremore accessible
and easier to mobilise than establishing new ofsee table. 2).

Table 2-2 Does the Client Belong to the Extended Target Group, Iceland?

N %
Valid Yes 19 20
No 76 80

Total 95 100

To minimise social desirability in the responses to the Client Satisfaction Survey the clients were
administered the survey in a separate room from where the interview took place. They took the
survey on a computer with an anonymous survey link and subthitie answers themselves
electronically If they needed assistance, it was provided byedfshember at the program site, but
not the one that had just taken the intervieespite these measurgsocial desirability in
responsess not unlikelyand that needs to be kept in mind when interpreting results from the Cli
Satisfaction Surveyrhe followup survey was a phorgurvey and the participants were contact




GOAL

Y Guidance and Orientation for Adult Learners

means that they themselves had provided to the counsellors. The participanéstald that no
personally identifiablénformation would be listed with their responsésthe questions in the
follow-up survey Even so, participants might have felt their anonymity was not secure during the
data collection. That might promote socialsil@bility in response.

Qualitative data challenges

The main challenge regardjgualitative data collection wahke limited sample size. Only two

service users were intervieweAlso, herewasa risk of sampling bias in the service user interviews.
The counsellors chose the service users themselves and asked them if the evaluator could contact
them for an interviewHypothetically, the counsellors could have chosen someone that they had a
nice experience with during the sessions rather than someonethey had a negative experience
with. When collectinghe qualitative data within focus groups the topic guides proved to be a bit too
long and the focus groups were time consuminfe focus groups were supposed to be made up of
the same participants dirg both waves, butinor changes occurred.

Data analysis challenges

The main data analysis challenge had to do with dropout and as a consegqudBsing exit data for
many clients.

2.6 Keymethodologicalfindings

The main methodological findingas K & G KS RSFTFAYAUGAZ2Y 2F W2y S ai
evaluating the results in Iceland. While this is typically considered to refer to a step forward
educationally or in employment, or to relate to improvements in aptitudes or attitudash seps

are likely to be too challenging for particularly disadvantaged clients, such as those in Iceliand.
Iceland the clients struggled to achieve even basic steps such as showing up for their appointments.
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3 Programme Participants and Stakeholders

Thischapter provides descriptive data on the GOAL service users and staff in the six participating

countries. These data are drawn from quantitative and qualitative data gathered during the length of

the program. The intention in this chapter is to developayre of: a) the target client group in
LOStFTYRZ YR 060 Dh![ a0l FFo LYy R2Ay3 a23 ¢S aSS|
successes and challenges. Programme partners are discussed in Chapter 5.

In the Icelandic GOAdroject, the aimwasto provide guidance services to adults that aredow
educated, with no or low qualifications, early school leavers, immigrants and/or adults who have a
criminal record. One of the aims was to reach individuals that have not been actively involved in
progranmes within other institutions.

3.1 Service users
Ninety-five service userparticipated in the GOAL project in Iceland.

Demographic characteristics

Target group

Table 3.1. shows the target groups in the GOAL project in Icblandve The counsellors classified
the service users into target groups based on the programme or service type they were usasy. It
possible for a client to belong to more than one target group, for example, an early school leaver
could also be a job seekewWhen this happeed counsellors chose the main target group based on
the programme or service type the cliem&re using.Thirty-six clients iriceland were early school
leavers (380) that group was proportionally larger during the first waveventy-sixclients were job
seekers/ unemployed (27%)nd most of them joined the program during the second wasighteen
migrants/refugees or asylum seekers (194iticipated in GOAL, all during the second wave (see
table 3.1.)

Table3-1Ser vi c e TWgeeGraup By Wave, Iceland

Wave 1 Wave 2 Total

N % N % N %
Job-seeker/ Unemployed 3 14 23 31 26 27
Early School leaver 12 57 24 32 36 38
Migrant/Refugee/Asylum seeker 0 0 18 24 18 19
Detainee 0 0 1 1 1 1
Over 50 4 19 1 1 5 5
Employed (& low educated) 2 10 7 10 9 10
Total 21 100 74 100 95 100

Gender

More women thanmen participated in theGOALproject. During the first wave of the project two
thirds of clients were me(67%), anane thirdwere women(33%). During the second wave of
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project more women (77%) became part of the service users group then men (23%). Overall more
women than men participated in GOAL. Sitktsee women (67%) received counselling and 31 men
(33%)(see Table 3)2This gender profile differs somewhat to that observed in the ETSC generally
over the past five years, where the ratio of male to female service Userbeermore balanced(ln
2015 for example, 56% of those attending sessions with counsellors werenth#1% female)n

the case of GOAL, one factor increasing the percentage of women wabéhatvas a large group

of foreign women referred to the MSS program site; however, it is not clear whether this was
coincidental or not.

Table3-2Ser vi c e Gehsler,iBg Wwave, Iceland

Wave 1 Wave 2 Total
N % N % N %
Female 7 33 57 77 64 67
Male 14 67 17 23 31 33
Total 21 100 74 100 95 100

Age

The service users in lead were all over the age of 1Rineteen service users (20%) belonged to the
age group 125 years old. ie most common age group wasg-35 years old47 clients (5%) fell

within that age bandTwentytwo clients (2446) fell within the age group 386 years ofl. Five of the

service usergs%) fell within the age group6-65 years old. No service user in Iceland belonged to

the age group 6@nd older(see Table 3.3.). In 2015, half (49%) of ETSC clients were aged between 26
and 40 years oldwhich is in compliance with the age distributimmong GOAL clients. The reason

for this is unclear

Table3-3Ser vi c e AgesBg waré Iceland

Wave 1 Wave 2 Total
Age band N % N % N %
18 and younger 0 0 0 0 0 0
19-25 0 0 19 0 19 20
26-35 10 48 37 51 47 51
36-55 6 29 16 22 22 24
56-65 5 24 0 0 5 5
66 and older 0 0 0 0 0 0
Total 21 100 72 73 93 100

Residence and home language
The residence status of all the Wave 1 clients in Iceland was the gdimeare Icelandic citizens and
the most commonly spoken language in their homes was Icelaniiche second wave of the GOAL
project there was an increase in diversity both in the residence status and the language most
commonly spoken in their home. Tal$.4, shows the residence status of the GOAL participants.
Seventyfour clients(79%)in the projectwere Icelandic citizen. Thirteen service us€t4%)were EU
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Table3-4Ser vi ¢ e RésadencesShatus, Iceland

N % Valid %
National/citizen 74 78 79
EU national 13 14 14
Non-EU national with residence permit 5 5 5
Refugee 1 1 1
Other 1 1 1
Missing 1 1 0
Total 95 100 100

¢KS Y2ald O02YY2yfe

3.5).

Table 3-5 Service Users6Most Commonly Spoken Language at Home, Iceland

a LJ2 1 S yin lcdlagd3vas Ic8l8ndigixgironé diedits Of A Sy (i C
(66%) clairad that the most commonly spoken language in their howesicelandic. Eight clients

(9%)said that they spoke Polishost commonly in their home, seven clients (8%gk&pEnglistmost

commonlyin their home Two client§2%)spoke Russiamost commonlyin their home (see table

%

Valid %

Albanian

Croatian

English

English and French
English and Icelandic
English and Polish
Icelandic

Icelandic and Polish
Icelandic and Spanish
Lithuanian

Polish

Portuguese

Russian

Sinhala, Sri Lanka
Somali

Urhobo, Nigeria
Missing
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When analysing the target groups by gender it turns out that there was a difference between the
sexesMore men (52%) thawomen(31%)were Early SchodleaversMore women (30%) than men
(23%) werelobSeeker/Uhemployed The participants that fell withithe target group
Migrant/Refugee/Asylum seeker, were all women. The detainee was male and men were also more
likely to be over the age of 58ee table 3.6).

Table3-6Ser vi c e TWgeeGraup By Gender, Iceland

Female Male Total

N % N % N %
Job-seeker/ Unemployed 19 30 7 23 26 27
Early School leaver 20 31 16 52 36 38
Migrant/Refugee/Asylum seeker 18 28 0 0 18 19
Detainee 0 0 1 3 1 1
Over 50 1 2 4 13 5 5
Employed (& low educated) 6 9 3 10 9 9
Total 64 100 31 100 95 100

When analysing the target groups by the service users age it reveals that there are differences
between age groups. The majority of the clients in the age grou@bl@ears old were Early School
Leavers (53%). This was also thee within the age group 28 years old (43%). Within the age
group 3655 years old the largest target group was-3eleker/Unemployed (41%3ee table3.7.)

Table3-7Ser vi c e TdgeeGraup By Age, Iceland

19-25 26-35 36-55 56-65 Total
N % N % N % N % N %
Job-seeker/ Unemployed 6 32 10 21 9 41 1 20 26 28
Early School leaver 10 53 20 43 5 23 1 20 36 39
Migrant/Refugee/Asylum seeker 2 11 12 26 3 14 0 0 17 18
Over 50 0 0 0 0 3 14 2 40 5 5
Employed (& low educated) 1 5 5 11 2 9 1 20 9 10
Total 19 100 47 100 22 100 5 100 93 100

Within most age groups, there were more women than men. The ayggeoup that had more
males was 5®5 years oldsee table 3.8.).

Table3-8Service UserwAye Badand er B

19-25 26-35 36-55 56-65 Total

N % N % N % N % N %
Female 12 63 35 75 15 68 1
Male 7 37 12 25 7 32 4
Total 19 100 47 100 22 100 5




GOAL

Guidance and Orientation for Adult Learners

Education and employment characteristics

Highest educational level

Clients were asked about the highest level of education that they had complEtadclientg11%)
hadnot finishedprimary educationFifty-four clients (5%0) stated thaprimary education was their
highest educational levelfive clients(5%)had finishel lower secondary education. Eight service
users (8%) had finishageneral upper secondary education afg same number of clients (8%&d
finished vocational educatiof®ne client (1%) had finished pestcondary education (netertiary)
and nine servie users (10%) had finished tertiary educatidwecording to the counsellors, most of
the clients who have finished vocational education are unable to work within their profession
because of accidents, or physical or mental conditions, and are therefeoeational rehabilitation.
Vocational rehabilitation aims to help individuals return to employment following iliness or injury.
This process involves expert advice and services in the field of vocational rehabilitation and requires
full participation of he individual concerned (see Table 3.9.).

Table 3-9 Service Users6Highest Educational Level, Iceland

N %
Not completed primary education 10 11
Primary education 54 57

Lower secondary education 5
General upper secondary education (gymnasium) 8
Vocational education (upper secondary level) 8 8
1
9

(o]

Post-secondary education, non-tertiary
Tertiary education (bachelors, masters and doctoral degrees) 10
Total 95 100

Current education and learning

Clients were also asked if they were currently engaged in any kind of education or learning. Perhaps
surprisinglyabout half of the service users were engaged in education or leardiisgover half of

the clients 66%) were currently engaged ieducation or learningat the beginning of their

involvement in the GOAL projeétorty-two clients (4486) were not engaged in any kind of education

or learning at the start of the project. According to the programme stefhy of the clients are

involved n initiatives that are not a part of the formal educational systeriithese include various
courses thatamong other thingsaim to prepare individuals to go back to school e.g. how to study
with dyslexia, time management and study techniques;astertieness and seémpowerment

These initiatives have been classified as learning in the registration process (see I@ble 3.

Table 3-10 Service UsersdCurrent Education and Learning, Iceland

N %
Yes 53 56
No 42 44

Total 95 100
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The clientsthat were engaged in education or learning were also asked if they were working towards
any qualification. As shown in TabldB.most were not working towards any qualificatio(81%)
with only ten (19%) out of thé&3 service usersvere doing so.

Table 3-11 Service UserséWorking Towards a Qualification, Iceland

N %
Yes 10 19
No 43 81
Total 53 100

Employment status

The employment status of the service users is important for the GOAL prapaty.-five (37%6)
service users in Iceland were economically inactive (not retired and not actively looking for Ja job
at the start of their counselling=orty-four service userg46%) were unemployed and seeking
employment two clients (20) vere selfemployed,sevenclients (®6) were employed paritime and
sevenclients (7%were employed fultime (see Table 32)).

Table 3-12 Service UsersbEmployment Status, Iceland

N %
Employed full-time 7 7
Employed part-time 7 7
Self-employed 2 2
Unemployed 44 46
Inactive (not retired and not actively looking for a job) 35 37
Total 95 100

Previous guidance

Service users werasked if they had previously received career or educational guidance during
adulthood. As shown in Tablel3., thirty -two clients (344) had received guidance during
adulthood andsixty-two service users (6%) had not One service us€fi%) did not know i§/he had
received career or educational guidardering adulthood'see Table 3.3.).

Table 3-13 Service UsersdPreviously Received Guidance During Adulthood, Iceland

N %
Yes 32 34
No 62 65
D o nkindaw 1 1
Total 95 100

Previous barriers to improving education or career
Counsellors were asked to register what sort of things $tapped the clients from improving their
education or career up till novil'he service users could state more than one rea$be. most

common reason was lack of confidencehis wasreason for 45 service users (47%). Thatm
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that almost half of the clients in GOAltfinat they hal not improved their education or careep

until now because of lack of confidence. The secorabt common reason was cost of education.

This was the case for 38 service users (40%gnty-eight clients (2%)alsothought the reason was

lack of motivationTwenty service users (21%) experienced other reasons, then those predetermined
on the list.These includd depressionanxiety,lack of interest, drug abuse and addiction, lack of
computer skills, lack of clear direction and unrealistic g(sde Tabl&.14.).

Table 3-14 Service UsersdPrevious Barriers to Improving Education or Career, Iceland (N=95)

N % % Cases

Lack of confidence 45 11 a7
Cost of education or training was too expensive 38 9 40
Lack of motivation 28 7 29
Limited proficiency in 27 7 28
Learning disabilities (e.g. ADHD, dyslexia) 27 7 28
Too busy taking care of family 26 6 27
Health problems 26 6 27
Negative prior experience with schooling 25 6 26
Too busy at work 22 5 23
Other 20 5 21
Lack of support from family 18 4 19
Lack of information about courses 16 4 17
Lack of transport or mobility 16 4 17
Lack of prerequisites (entrance requirements) 15 4 16
Other personal reasons 14 3 15
Courses offered at an inconvenient time/place 13 3 14
Insufficient basic skills 11 3 12
Age 9 2 9
No suitable courses available 8 2 8
Lack of support from employer 4 1 4
Cultural or religious obstacles 2 0 2
Criminal record in the past 1 0 1
| d o nw@arnit to answer 1 0 1
Total 412 100 434

Self-efficacy

In the initial guidance sessiatients were asked to answer three questions concerning their own
judgment about their seléfficacy, i.e. their sefperceived ability to achieve desired outcomes in life.
Each question was made up of two statements, one presenting a more positive Jietweaother a

more negative view. The positive statement gave the client a score of 1 point for that question and
the negative one gave them a score of 0 points; thus the scores for the whole scale could range from
0-3 points, with 3 representing a cliemtho chose the positive statement for all three questions and
who thus had the highest possible score on the-s#ltacy scale. The lowest possible score was 0.
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In Iceland the scores ranged from zero to thrdeour clients (5%) scored zero and twelve werv
users (16%) got one point. Thirteen clients (17%) got two points anddevign service users (62%)
got three points The mean score at entry was3& points(see Table 35.).

Table 3-15 Service UsersdSelf-Efficacy When They Entered the GOAL Project (N=76)
Score N % Valid %

0 4 4 5
1 12 13 16
2 13 14 17
3 47 50 62
Total 76 80 100
Missing 19 20

Total 95 100

Attitudes to learning

When entering the GOAL projectients were asked if they likddarning new thingsin Iceland the
clients had an overall positive outlook on learning new things. @mclients (26) said that s/he did
not really like learning new thing$hirty-nine clients (4%) said that they liked learning new thirms
bit andthe remainindfifty-four clients (5%0) said that they liked it a lot (sealile 3.16).

Table 3-16 Service UsersdAttitudes to Learning

N %
No, not really 2 2
Yes, a bit 39 41
Yes, a lot 54 57
Total 95 100

Learning goals

Clients that came for learning guidance were asked if they had any specific learningrgeslsiere
able to cloose as many as were applicable from a number of answer options. The most common
learning goal was the improvement sfills in generalThis learning goal was chosen by 46 service
users (48%)The second most common goal was the achievement of specific qualification-Sikirty
clients (38%) had that learning goal. Thirtyo clients (34%j)vanted to achieve a qualificatn of any
sort(see Table 3.1Y.

Table 3-17 Service UsersbLearning Goals When Entering the GOAL Project, Iceland (N=95)

N % %Cases
Yes, | want to improve my skills in general 46 24 48
Yes, | want to achieve a specific qualification 36 19 38
Yes, | want to achieve a qualification of any sort 32 17 34
Yes, | want to improve my skills in a specific area 29 15 31
Yes, | need this learning to find a job 24 13 25
No, | do not have any specific objectives 15 8 16
Yes, | need this training for my current job 7 4 7

Total 189 100
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Career goals

Counsellors were asked to report after the first session if, in their opinion, the client had clear career
goals.Most of the clients (5%) did nothave clear career goal3hirty-one clients(19%) knew within
which industry or the type of work they would like to.deifteen service usefd6%) had a specific

job in mind (see Table 3.18

Table 3-18 Service UsersdCareer Goals when Entering the GOAL Project, Iceland

N % Valid %
Yes, the client has a specific job in mind 15 16 16
Yes, the client knows what industry/type of work he/she wants to do 31 33 33
No, the client do not have any specific job or career area in mind 48 51 51
Total 94 99 100
Missing 1 1
Total 95 100

When analysing the service users target group by education level it reveals thaiethis with the
highest educational level all beloregl to the target group Migrant/Refugee/Asylum seekeMost

of the clients with the least education ilead not completed primary educatiobelonged to the

target groups Early School Leaver (40The majority of service users (56%) that had finished primary
educationalsobelonged to the target group Early School Lealist of theservice users that had
finished lower secondary education (60%) belonged to the target group Migrant/Refugee/Asylum
seeker Half of theservice users that had finished general upper secondary education belonged to
the target group Jolseeker/Unemployed Eight service users had finished vocational education.

Most of them (50%) belonged to the target group kseker/Unemployedsee table3.19.).

Table 3-19 Service UsersdTarget Group By Education Level, Iceland

General Tertiary
upper  Vocational Post- education
Not secondary education secondary (bachelors,
completed Lower education (upper  education, masters and
primary Primary secondary  (gymnasiu secondary non- doctoral
education  education education m) level) tertiary degrees) Total
N % N % N % N % N % N % N % N %
Job-seeker/ Unemployed 1 10 15 28 2 40 4 50 4 50 0 0 0 0 26 27
Early School leaver 4 40 30 56 0 0 0 0o 2 25 0 0 0 0 36 38
Migrant/Refugee/Asylum-seeker 3 30 3 60 2 25 0 0 1 100 9 100 18 19
Detainee 0 0 1 2 0 0 0 0 O 0 0 0 0 0
Over 50 1 10 0 2 25 2 25 0 0
Employed (& low educated) 1 10 8 15 0 0 0o 0 0 0 0 9 10
Total 10 100 54 100 5 100 8 100 8 100 1 100 9 100 95 100

Most of theservice users that had received previous guidance in adulti®®th) belonged to the
target group Early School Leavilost of the service users (29%) that had not receigddcational
and vocationafuidance in adulthootelonged to the target group Early school leavidre detaine
did not know 1 he hadreceived guidance in adulthood (see table 3.20.).
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Table 3-20 Service UserséTarget Group By Previous Guidance in Adulthood, Iceland

Yes No DK Total

N % N % N % N %
Job-seeker/ Unemployed 9 28 17 27 0 0 26 27
Early School leaver 17 53 18 29 1 100 36 38
Migrant/Refugee/Asylum seeker 2 6 16 26 0 0 18 19
Detainee 1 3 0 0 0 0 1 1
Over 50 2 6 3 5 0 0 5 5
Employed (& low educated) 1 3 8 13 0 0 9 10
Total 32 100 62 100 1 100 95 100

The service users in Iceland all experieheariousbarriersto improving their education or career.
Within the youngest age group, % years old, cost of educatievasthe most common barrier
chosen eight times (42p4_ack of confidence was also chosen as barrier seven times (@7ithin
the age group 265 years oldcost of education was chos@4 times (51%) and lack of confidence
was also chosen as a barrier 24 times (5104g therefore apparent thaamong the youngeage
groups cost of educatioand lack of confidencevere the mostcommon barriers Within the age
group 3655 years old, the barrier that was mentioned most often was lack of confid&ee)
Within the oldest age group in Iceland,-6b years old, there were two equally common bearsi

both chosen three times (88). These were limited pficiency in country’s maimhguage and Age
(see table. 3.2).
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Table 3-21 Service UsersbéBarriers By Age, Iceland

19-25 26-35 36-55 56-65 Total

N % N % N % N % N %
Insufficient basic skills 0 0 6 13 3 14 1 20 10 11
Limited proficiency i1 2 11 16 34 5 23 3 60 26 28
Lack of prerequisites (entrance requirements) 2 11 9 19 3 14 0 0 14 15
Too busy at work 2 11 12 26 7 32 1 20 22 24
Too busy taking care of family 3 16 15 32 7 32 1 20 26 28
Cost of education or training was too
expensive 8 42 24 51 4 18 2 40 38 41
Lack of information about courses 1 5 12 26 1 5 2 40 16 17
No suitable courses available 2 11 6 13 0 0 0 0 8 9
Courses offered at an inconvenient time/place 0 0 9 19 2 9 2 40 13 14
Negative prior experience with schooling 4 21 14 30 6 27 1 20 25 27
Learning disabilities (e.g. ADHD, dyslexia) 5 26 15 32 5 23 1 20 26 28
Age 2 11 2 4 2 9 3 60 9 10
Health problems 6 32 11 23 7 32 2 40 26 28
Lack of confidence 7 37 24 51 12 55 2 40 45 48
Lack of motivation 5 26 17 36 4 18 2 40 28 30
Lack of support from family 2 11 11 23 3 14 1 20 17 18
Lack of support from employer 0 0 2 4 2 9 0 0 4 4
Lack of transport or mobility 2 11 10 21 1 5 2 40 15 16
Cultural or religious obstacles 0 0 2 4 0 0 0 0 2
Criminal record in the past 1 5 0 0 0 0 0 0
Other personal reasons 3 16 9 19 2 9 0 0 14 15
Other 2 11 9 19 8 36 1 20 20 22
Total 19 100 47 100 22 100 5 100 93 100

2 KSYy Fylfeairay3a ASNIAOS diiel adirationtor chibek by dehderiiz A Y LINE ¢
reveals thatamong the women lack of confidence washosen 29 times (45%) adbarrier. Lack of

confidence waslso the most common barrier among the meB3%9 The second most common

barrier among the women wast of educationchosen 28 times (10%d)he sameavastrue among

the men B2%)(see table 3.22.).
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Table 3-22 Service UsersdBarriers By Gender, Iceland

Female Male Total

N % N % N %
Insufficient basic skills 7 11 4 13 11 12
Limited proficiency in23 36 4 13 27 28
Lack of prerequisites (entrance requirements) 9 14 6 19 15 16
Too busy at work 15 23 7 23 22 23
Too busy taking care of family 23 36 3 10 26 27
Cost of education or training was too expensive 28 44 10 32 38 40
Lack of information about courses 9 14 7 23 16 17
No suitable courses available 6 9 2 6 8 8
Courses offered at an inconvenient time/place 10 16 3 10 13 14
Negative prior experience with schooling 13 20 12 39 25 26
Learning disabilities (e.g. ADHD, dyslexia) 16 25 11 35 27 28
Age 5 8 4 13 9 9
Health problems 18 28 8 26 26 27
Lack of confidence 29 45 16 52 45 47
Lack of motivation 19 30 29 28 29

Lack of support from family 14 22 13 18 19
Lack of support from employer 2 3
Lack of transport or mobility 9 14 23 16 17
Cultural or religious obstacles 2 3
0
6

Criminal record in the past 0

0 00k, O NDNPMO
o
N
N

Other personal reasons 9 26 14 15
Other 12 19 26 20 21
Total 64 100 31 100 95 100

According to the programme stafiost clients ha a negative experience when itaeneto schooling
and learning and because of that lae& confidence and hd a high level of anxiety in that area.
Most were not ready to take courses and nesdlassistance so theyald overcome this anxiety.
This anxietywasnot only related to learningbut also tovarious activities indaily life. They needd
a lot of assertiveness training and motivation. The programme staff disthé& the clients hal a lot
of job-related anxiety. Thewere not aware of their strengths anskillsand dd not know how to
start working on selflevelopment(both professional and personallhe resolution of these
complex issues is oftenmerequisite for further education:

Many of them need empowerment and encouragementS O dza S (G KS a2y S
the aim of the project soll K 0 G KS& adl NI 2N O2y dAydzS
Butyou can tell that many of them have anxiety issues and just lack confidence in
general when it comes to learning. They have negatielinigs, based on things that
have hapened during previous schooli(grogram Staff membeFocus Group, May
2016




GOAL

Guidance and Orientation for Adult Learners

3.2 Programme staff

All programstaffin the GOALprojectwere asked to completpro-forma which gathered information

on some demographic characteristics, on their job role, and on their qualifications and training. In

GKA& OKFLIWGSNE ¢S NBLRNI 2y LINPBINIYYS adlFT¥Qa RSY
6, which focusesoncouSs f 2 NJ 02 YLISG Sy O0Sax NBLERNIa 2y adl ¥¥Qa

Gender and age

In Iceland there weréwo GOAL intervention sitesone in the southwest area and the other in the
capital, Reykjavik. In total five counsellors worked on the projéute counsellors stayed with the
program from the beginning to the end, but one counsellor changed jobs after the first wave of the
project and was replaced by another counsellor. The counsellors were all female and ranged in age
from 32 to 55 years old.

3.3 Keyfindings

In Iceland theravere high ambitions about reaching out to a vulnerable group of people. Itis clear
that most of the participants laekl confidence and experiendecomplex and difficultircumstances
Even though rost of the service userbad negative experiencegom prior schooling and learning
the majority of the GOAL clients tthan overall positive outlook on learning new thing¥he GOAL
clients that ha a greater amount offormal education (Tertiary educatiomere all within the target
group Migrants/Refugee/Asylurseeker. These clientgere likelyto experience barriers because of
lack of skills in the native language and systashstacleghat stem from the fact that the formal
educational system in Iceland doest recognize all formal education andalifications gained in
other countries.This means that many people that migrate to Iceland are not able to work in line
with their acquired skills and knowledgeAbout half of the service users in Icelandre job-seelers,
but a large part othis groupwasinactive. Halbf the clients in Iceland haab specific career goals.

Theservice userbad in most cases serious issues, e.g. anxiety, poor financial situations, and various
learning difficulties and disaliiks that formed barriers to participation in education. These results
from GOAL are in line with the results from an earlier evaluation carried out by the Ministry of
Education, Science and Culture (2314)here lack of time, shortage of financial resoesgcvarious
learning difficulties and social circumstances were among the main barriers to participation in adult
learning.Due to those difficulties many of the clients are nget ready to participate in further
education.

Access to and financialipport for appropriate educational pathways may be an obstacle in the long
run (system hindrances).

12 Ministry of Education, Science and Cult(@814).Uttekt & framhaldsfraedslukerfinu 20a8013. Evaluation
of the secondary education system@2013. ReykjavikMinistry of Education, Science and Culture
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T
3.4 Keylmplications

The challenges associated with this particularly disadvantaged target group may have implications for
guidancerelated policy. It is podsie, for instance, thatjuidance services for particularly hard to

reach groups should limit their focus to preducational and preemployment elements such as
punctuality, motivation and seHesteem Also, if the guidance is to be effective thessto be

access to resources thatd indealing with the difficult circumstances and other barrietisat the

clients experience.

Implications for future programme development

The circumstances, personal issues and complex barriers the servicenuger&OAlarget group

in Iceland faceneed to be dealt with first (or at least simultaneously with other guidance focuses) if
clientsareto be able to participate in adult learning. This means thptogrammelike this isnot

only resource intensive, it impaston what the counselling focusson. Counsellors may need to
focus on basic behavioural issues such as punctuality. Counsellors may also need to develop
competenceghat enable them to meet the target groups needs effectively e.g. competsziated

to psychological counselling, or these services may need to be drawn into the network.
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4 The GOAL guidaneervice

This chapter provides an overview of descriptive information on the GOAL guidance dayokiag
across Europe as a whole, the cultureadfilt guidance is underdevelopedespecially among adults
who are traditionally less likely to engage in woekated and other forms of learning, such as those
with low literacy and numeracy skills. There is a perceptianich to some extent is still borneub

by practiceg that guidance is almost exclusively a carefeiused service offered in schools at or
near the point where students are completing their compulsory education.

According to the ELGPINguidance within adult education typically takbsee forms:

1 Preentry guidancevhich supports adults to consider whether to participate in adult leagn
and what programmes might be right for them.

1 Guidance as an integral part of adult edtioa programmesSome adult education
programmes aretrongly focused on career planning or on the development of enatiitiyy
and career management skills: in theseseslifelong guidance is often built into the core of
the programme.

9 Exit guidancevhich supports graduates of adult education programrnuesonsider how
they can use what they have learned to support their progress in further learning and work.

4.1 Guidance activities and processd3uantitative findings

Reasons for seeking guidance

Clients were asked about their reasons for seeking guidart most common reason for seeking
guidance waso explore educational opportunitiesin 70 cases (P4) that was among the reasons

for seeking guidancén 56 cases (59%) the clients stated that finding links between personal interest
and occupational/edoational opportunities, was among the reasons for seeking guidance.
Assistance with job seekingaw also a commoreason (45%)Clients mentioned other reasons than
those predetermined iri2 cases (1%),thoseincluded social isolation, sexamination, sef
reinforcement, goal setting and the enhancement of employability (see Table 4.1.).

¥Hooley, T. (2014) The evidence base on lifelong guidance: A guide to key findings for effective polic
practice. European Lifelong Guidance Policy Network.
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Table 4-1 Service UsersdReason for Seeking Guidance, Iceland (N=95)

N % % Cases
To explore educational opportunities 70 20 74
Interest assessment 56 16 59
To get assistance with job seeking 43 12 45
To get assistance with learning technique/strategies 36 10 38
To get assistance with writing a CV 34 10 36
To validate existing competences/prior learning 33 9 35
To find financial resources for learning 32 9 34
Because of personal issues 24 7 25
To get information about different institutions and their roles 17 5 18
Other 12 3 13
Total 357 100 376

Once serviceisers had selected all theirasons for seeking guidaneere then asked to choose

their main reasonThirty-five clients (3%) selecteaxploring educational opportunities as the main
reasonfor seeking guidanceSeventeen service users (18%) said thrin reason was to get
assistance with job seeking and sixteen clients (17%) said their main reason was interest inventory.

When analysing the service users main reason for seeking guidance it reveaistthatwave 1 and
in wave 2, the most common rean for seeking guidance wasdaplore educational opportunities.
Five clients (24%) in wateof GOAL and 30 clienf41%)in wave2, selected that as their main
reason for seeking guidance. The second most commason for seeking guidancewavel, was
to getassistance with learning techniqué9%). The second most commi@ason for seeking
guidance irwave?2, was to get asistance with jobseeking (20%) (see table2X.

Table 4-2 Service Users6Main Reason for Seeking Guidance By Wave, Iceland

Wave 1 Wave 2 Total

N % N % N %
To explore educational opportunities 5 24 30 41 35 37
To validate existing competences/prior learning 2 10 7 10 9 10
Interest assessment 2 10 14 19 16 17
To get assistance with learning technique/strategies 4 19 1 1 5 5
To find financial resources for learning 2 10 2 3 4 4
To get assistance with job seeking 2 10 15 20 17 18
To get assistance with writing a CV 0 0 1 1 1 1
Because of personal issues 0 0 1 1 1 1
Other 4 19 3 4 7 7
Total 21 100 74 100 95 100

The most common main reason for seeking guidance among the service users that-tieefull

employment was to explore educational opportunities (71%). The same is true for the majority of
clients that hadpart-time employment (43%and thosethat were selfemployed The most common
main reason for seeking guidance among the unemployed service users, was to get assist
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job-seeking (30%). The majority of clients that were inactive, mainly wantedptorexeducational
opportunities (40%) (see table Appendix A

When analysing the service users main reason for seeking guidance by educational level, it reveals
that most of the service users that h&mver educational levels i.e. hambt completed prinary

education had completed primary educatiar lower secondary educatiomantedmainlyto

explore educationabpportunities. As education increased, the clients were more likely to want
assistance with jolseeking i.e. those that had general upper secondary education, vocational
education, postsecondary education and tertiagducation(see table2. Appendix A

Job seekers sought guidance mainlyetxplore educational opportunities (36).Most of the early
school leavers (4%)alsocame for guidance to explore educational opportunities andget an
interest assessment (2&).Most of the service users in the @t group migrants/refugees/asylum
seekers, wanted to get assistze with jobseeking (56%). Thaetaine€ smain reason for seeking
guidance was to get assistance withjedeking. The clients in the target group over 50 years old,
were equally divided be&teen five main reasons for seeking guidantthin the target group
employed and loweducated, the most common main reason for seeking guidance was to explore
educationalopportunities (67%) (see tabi Appendix A

Further analysis of the service usemnain reason for seeking guidance show ttie largest
percentag of the female clients (42) sought guidance to explore educational opportunitidsst
of the male clients (26%) sougiidance mainly to explore educational opportuniti@snong the
GOAL clientdyflen were proportionally more interested in validation of prior learning and
assistance with learning techniques compared to women. On the other hand, wonvere
proportionally more interested in exploring educational opportunitighan men (sedigure4-1.).

i 13%

5%

Other =

Because of personal issues = 2%
To getassistance with writinga CV g 50/
To get assistance with job seeking ; 22%
To find financial resources for learning mn

To get assistance with learning technique/strategies N
0

Interest assessment |
16%

To validate existing competences/prior learning _ 5%

To explore educational opportunities | — 12%

0% 5% 10% 15% 20% 25% 30% 35% 40% 45%

m Male % mFemale%

Figure 4-1. Service UsersdMain Reason for Seeking Guidance by Gender (N=95)
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When looking athe clientstage and the main reason for seeking guidance it seems thatateger
clients,19-25years old,were likely to be looking forinterest assessmenid2%)and educational
opportunities (37%) Most of the service users in the age group3®years old sought guidance
mainly to explore educational opportunities (43%). Baee is true for the clients in the age group
3555 years old (36%). It is interesting tmaost service users in the oldest age group 66 years
old, did not feel that educational opportunities were the main reason for seeking guidance
Instead, the man reason for seeking guidance within that age group was assistance wisie¢ding.
(seefigure 4-2.).

Other | s 11%

Because of personal issues gy 507

To get assistance with writinga CV gy 5o¢

To get assistance with job seeking 1% 32%
5%
To find financial resources for learning 6%
¥
2 2 5 2 . 5%
To get assistance with learning technique/strategies 6%
-

: S 1 20%
Interest assessment -aiﬁ
2%
R 20%
To validate existing competences/prior learning w 14%
%
3

0% 5% 10% 15% 20% 25% 30% 35% 40% A45%

156-65 W 36-55 W26-35 m19-25

Figure4-2.Service Users6 Main Reason ge@r93)Seeki ng Guidance

Contact type

During thewave1 of the project all of the clients in Iceland had thesession in the form adn

individual faceto-faceinterview. Duringwave?2, the majority of clients (65%) had individual face
face intervievs. Foty-eight service users (13%)dtheir contact in the form o&faceto-face group
interview duringwave2 and49 clients (13%) had a phoseterview (see table 43.).




GOAL

Guidance and Orientation for Adult Learners

Table 4-3 Type of Contact by Wave, Iceland (N=94)

Wave 1 Wave 2 Total

N % N % N %
Phone 0 0 49 13 49 12
Face to face individual 29 100 242 65 271 68
face to face group 0 0 48 13 48 12
Other 0 0 1 0 1 0
Not applicable 0 0 31 8 31 8
Total 29 100 371 100 400 100

All of the service users had their initiaterview in the form of an individudhceto-face interview.

In subsequent interviews theype of contact was more diverse, even though most of thesne
individualfaceto-face interviews (65%7T.he Final interview was either an individual facdace

interview (40%) or a phonmterview (27%)Thirty-one service users (33%id not show up for their

final interview despitdl KS O2dzya St f 2NRa 3AINBI G STFFUNI A Ay (NEA)

Table 4-4 Type of Contact by Interview, Iceland (N=94)

Subsequent

Initial interview interview Final interview Total

N % N % N % N %
Phone 0 0 24 11 25 27 49 12
Face to face individual 95 100 138 65 38 40 271 68
face to face group 0 0 48 23 0 0 48 12
Other 0 0 1 0 0 0 1 0
Not applicable 0 0 0 0 31 33 31 8
Total 95 100 211 100 94 100 400 100

Length of session

During wave 1, the length skssions ranged from 2820 minutes. Thenost frequentlength of

session during wave 1 was 45 minutes. During watee2ength of session ranged from-180

minutes. The most common length of sessihuting wave 2 was 60 minutes.iftii-one sessions

were marked as zero minutes, these are due to the fact that 31 clients did not show up for their final
interview and weradischarged from the progra by the counsellors withowin interview/exit data

The initial interviews in the GOAL project ranged frorrl86 minutesThe most frequent length of
an initial interview was 60 minute$he subsequent interviews ranged from-180 minutes andhe
most common length of a subsequent interview was 60 minutesfinal interviews ranged from 10
90 minutes.The most frequent length of a final interview was 15 minutes.

Focus of the sessions

After each session the counsellors wratelescription of what was the focus of that particular
session. These descriptions were than beaHed into four categoriesbbs,
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Learning/education/qualificationsjalidation of prior learning and other topicEhe focus of each
sessbn could ke more than one of these topicsTable 4.0 lists the foais of all of the sessions (i.e.
initial, subsequent and final interview)

Within the target group Joiseeker/Unemployed, Learning (85%) and Other issues (85%) were the
most common focussof the session during the counselling. Within the target group Early School
Leaver, Otheissues 94%) and Learnin@1%) were the most common focuses of the guidance
sessions. Jobs (94%) and Other Issues (100%) were the most common topics withinethgréany

of Migrants/Refugees/Asylurseekers. The detainee focused on Jobs,
Learning/Education/Qualification and Other Issues during his counselling. Within the target group
Over 50 years old, the most common focuses of the sessions were jobs (80%jioviaditiBrior

Learning (80%) and Other Issues (80%). The clients that were Employed and Low Educated, focused
mostly on Learning/Education/Qualifications (100%) and Other Issues (67%) (see &ble. 4.

Table 4-5 Focus of the Session by Service Users6Target Group, Iceland

Early Employed

Job-seeker/ School Migrant/Refugee/Asylum Over (& low
Unemployed leaver seeker Detainee 50  educated) Total
N % N % N % N % N % N % N %
Jobs 12 46 10 28 17 94 1 100 4 80 5 56 49 52
Learning/Education/Qualifications 22 85 22 61 13 72 1 100 2 40 9 100 69 73
Validation of Prior Learning 13 50 3 8 1 6 0 0O 4 80 2 22 23 24
Other issues 22 85 34 94 18 100 1 100 4 80 6 67 85 90
Total 26 100 36 100 18 100 1 100 5 100 9 100 95 100

Other issuesvere a big categoryn Iceland. Among things that fell within that category warerest
inventory, assistance with making a CV, personal bargerseral wellbeing, confidence building,
empowermentand learning techniques. The magason for why this categoryas so

comprehensive in Iceland, wetiee difficult and challenging circumstances that the Icelandic service
users experienad The following quotes aran example ofssueghat the counsellor and service

user focused on durgnthe session

2S (Glft{1SR lo2dzi GKS OftASyGQa aAadda dAz2y |yR g
adversity in his life since he was a child. He describes setbacks that he has been

through, learningand social difficulties. He is now taking medication lbsezof his

mental illness. His financial situation is very bad and he believes that it is his main

barrier today. We also discussed validation of prior learning and | am going the

explore the possibility of starting the procedure as sogooasiblg GOAlcounsellor,

description of the focus of the session" E&bruary 2016)

We talked about interest inventory, validation of prior learning and his strengths. We
took averyclose look at what have been his main barriers when it comes to

employment (asthmgpb-related anxiety) and decidenvhat would be his next steps
(GOAL counsellor, description of the focus of the sessibize2uary 2016)
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The service user was diagnosed with bipolar disorder shortly after he started coming

for sessions. he has sinceth@ovedaway;he has started vocational rehabilitation.

He was very poorly motivated and depressed at the beginning of the session.

Accordingb KA YX KS R2SayQi sénhelyssd hasysaciddl HdughtsRa s KS A
(GOAL counsellor, description of theus of the sessio88" April2017)

O\

All clients were asked to participate in a satisfaction survey after the first inter@ee.client

refusedto participate. They were asked, amongst other things, what was discussed during the
session they just had. The answer options were topic related; jobs, learning and validation of prior
learning. Clients were able to choose more than one opthartording to the clientshie most

common topic during the first sessionss learning95% of the clients talked about learning with

the counsellorduring the initial sessior{see Table 4.).

Table 4-6 "What did you talk about duringt he session?6, | celand (N=94)
N % % Cases

Jobs 69 32 73

Learning 89 42 95

Validation of Prior Learning 56 26 60

Total 214 100 228

Route to guidance: type of referring organisation

During wave 1, most of the service users were refetee@OALby social (welfare) services (48%4)
rehabilitation institutiong(29%) During wave 2 of the GOAL project, most of the clients were
referred by employment services (30%). Thirteen clients (18%) were referred by rehabilitation
institutions and the same numbeif clients (18%) entered the project by other meahie routes to
guidance became more diverse diversity during the second \(saetable 47.).

Table 4-7 Type of Referring Organisation By Wave, Iceland

Wave 1 Wave 2 Total

N % N % N %
Self-referral 0 0 4 5 4 4
(Un) employment services 1 5 22 30 23 24
Social (welfare) services 10 48 6 8 16 17
Educational institutions 0 0 3 4 3 3
Educational support services 1 5 7 9 8 8
Integration/migration services 0 0 3 4 3 3
Trade union 0 0 1 1 1 1
Consultant agency 0 0 1 1 1 1
(National) prison institution 0 0 1 1 1 1
Rehabilitation institutions 6 29 13 18 19 20
Other 3 14 13 18 16 17
Total 21 100 74 100 95 100
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The largest group of female clients (30%) was refetodtie guidanceby employment service3.he
largest group of men (26) were referred byehabilitation institutiors. When analysing the
proportions, more men than women were referred by rehabilitation institutions and social services.
Women were more often referred by employment servi¢ese Table 8.).

Table 4-8 Type of Referring Organisation By Service UserdGender, Iceland

Female Male Total

N % N % N %
Self-referral 4 6 0 0 4 4
(Un) employment services 19 30 4 13 23 24
Social (welfare) services 9 14 7 23 16 17
Educational institutions 3 5 0 0 3 3
Educational support services 5 8 3 10 8 8
Integration/migration services 3 5 0 0 3 3
Trade union 1 2 0 0 1 1
Consultant agency 0 0 1 1 1
(National) prison institution 0 0 1 1 1
Rehabilitation institutions 11 17 8 26 19 20
Other 9 14 7 23 16 17
Total 64 100 31 100 95 100

When analysing differg age groups in connection teferral organisation it is obvious théte
largest percentagesf service users in the youngest age group were referredtoy)employment
serviceg(26%)and rehabilitation institutions (26%)Most of the service users (26%) within the age
group 2635 years old, were referred by employment services. Most of the clients within the age
group36-55 years old, were referred yn)employmentservices (27%). \Hin the age group 565
there were five service users, three of them were referre@OALby rehabilitation institutions and
two (40%) ly social services (see table 3.9

Table 4-9 Type of Referring Organisation By Service UserbAge, Iceland

19-25 26-35 36-55 56-65 Total

N % N % N % N % N %
Self-referral 0 0 4 9 0 0 0 0 4 4
(Un) employment services 5 26 12 26 6 27 0 0 23 25
Social (welfare) services 3 16 9 19 2 9 2 40
Educational institutions 0 0 1 2 2 9 0 0
Educational support services 2 11 4 9 2 9 0 0
Integration/migration services 0 2 4 0 0 0 0
Trade union 0 1 2 0 0 0 0
Consultant agency 0 0 0 1 5 0 0
Rehabilitation institutions 5 26 6 13 5 23 3 60
Other 4 21 8 17 4 18 0 0
Total 19 100 47 100 22 100 5 100
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As explained in Chapter 3, the counsellors were asked to categorise clients into target groups. Most
of the job seekers (54%) were referred (oy)employmentervicesMost of the early school leavers
(36%) entered the GOAL guidance by other means than those predetermined on thetisbf the
service users within the target group migrants/refugees/asykeekers, were referred by
(un)employmentervice (50%). The dahee was referred by a prison institution. The five clients

that were over 50 years old, were all referred by rehabilitation institutions. The service users within
the target group employed and low educated, mostly entered the guidance byeseifal (22%)or

other meang22%)than those predetermined on the list (sealde 4.D.).

Table 4-10 Type of Referring Organisation By Service UserdTarget Group

Early Employed
Job-seeker/ School Migrant/Refugee/Asylum Over (& low
Unemployed leaver seeker Detainee 50  educated) Total
N % N % N % N % N % N % N %
Self-referral 1 4 1 3 0 0 0 0 0 0 2 22 4 4
(Un) employment services 14 54 0O O 9 50 0 0O 0O 0 O 0 23 24
Social (welfare) services 4 15 10 28 1 6 o 0 o o 1 11 16 17
Educational institutions 2 8 0O O 1 6 0O 0O 0 0 O 0 3 3
Educational support services 0 0 3 8 4 22 0 0O 0 0 1 11 8 8
Integration/migration services 0 0 0O O 3 17 0O 0O 0 0 O 0 3 3
Trade union 0 0 0 O 0 0 O 0 O 0 1 11 1 1
Consultant agency 0 0 0 O 0 0 0 0O 0 0 1 11 1 1
(National) prison institution 0 0 0O O 0 0 1 100 0 0 O 0 1 1
Rehabilitation institutions 4 15 9 25 0 0 0O O 5 100 1 11 19 20
Other 1 4 13 36 0 0 0O 0 0O 0 2 22 16 17
Total 26 100 36 100 18 100 1 100 5 100 9 100 95 100
Cl i ecounseling needs

In the GOAL project in Iceland the aim wasdacd out to more vulnerable groups that generally do
not seekguidance The majority of clients facemany personal barriers e.g. Aety, depression,
drug addiction, learning disabilities @financial problems. Most of them Haegative prior
experience with schooling, they laaksupport, motivation and confidencén many cases resolving
these problems is a prerequisite to further educatiobnlike in traditionalocationat and
educationdguidance, where @ny of theclientshave an idea ofvhere they are heading and only
require 1-2 information sessios, the majority of clients in he GOAL project in Iceland needadre
guidance. Thereforanost of the clientsin the GOAL projedn Iceland were those thatrequired

five or more sessiongdealing withpersonal and other problers or clients thaheeded 3-4 sessions
unsure of where they werbeading, and neeglitools such as an interest inventory to show them
(see table4.11).
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Table 4-11 Type of Service Users Within the GOAL Project, Iceland

The Service Users knows where he is heading and only requires 1-2 information
Type 1l  session
The Service User needs 3-4 sessions and does not know where he is heading, and
need s tools such as an interest inventory for guidance

Type 3  The Service User requires five or more sessions and has personal and other problems.

Type 2

The basis of these three categorigsservice users werngresented by Sampson, Peterson, Reardon
and LenzX992 and used to organize and shape career services. The underlying theory is the
Cognitive information processing approath

4.2 Guidance activities and processe3ualitative findings

According to the progamme staffmost clientshad negative feelings towards education and
schooling and experienaka lot of anxiety related to performance in generallany of them
needed assistance in resolving those issues before thvegre able to take the next step andcquire
further education Usually the clientlacked selfconfidence theydid not know what their
strengths wereand where to start in order to improve their circumstance$¥he counsellors, in
cooperation with the clients, have tried fond solutionsto their issues ad barriers They have
offered educational guidance, assistance with learning techniques, and assistance with anxiety
related to taking tests (i.e. testnxiety) and anxiety related to learning in general. They have, in
cooperation with theservice users, analysed study habiiseé-management, interests, workalues
and general attitude towards work. They haalsoreferred clients to other specialists e.g.
psychologistfinancial advisor.

It is also my feeling, that they have a lot of woekated anxiety, and often the

problem seems to be that they lack selfy 2 6 f SR3IS>S G(KSe& R2y Qi 1y2s i
(KSe R2yQl 1y26 6KFG (2 R23 2NIK2g (2 08S3IAY

that, helping them in getting rid of this heavy baggatyat they carry around, and is
full of messagedhat they are somehow not enougfprogram Staff Member, Focus
Group,May, 201§

Some of the clients are already takiogurses that aim to minimise anxiety and build self
confidence Some of the service ess are involved in programmes to overcome consequences of
their addiction. According to the counsellors a large part of their guidance has invealédsteem
and confidence buildingas well as assisting the clients with finding out what are their gtrenand
what they would like to do and motivate them to follow througkccording to the counsellors, the

4 Sampson, J. P., Jr., Peterson, G. W., Lenz, J. G., & Reardon, R. C. (1992). A cogaitivécappro
career services: Translating concepts into prac@@areer Development Quarterly,,&8l/-74.
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situation:

| would say that most of them fetilat their main barrier is their financial situation
and problems derived from that. Anxiety and depression as a consegatabvays
worrying about that(Program Staff Member, Focus Groigay 2016

According to programme staff the activitiedlated to the GOAL project wene some wayslifferent
from other activities at the programme sites. The main reason for this is that thesesgith GOAL
service userook more time andvere more thorough tharusual. Normally,the clients seek the
service at the programme sites #teir own initiative TheGOAL projeatequiredcounsellordo
reachout to potential clients which also adle GOAL activities different and more challenging

When we are in a more traditional vocationahd careerguidane, the clients

chooseto come to us because they have something specific that they want to explore.

Ly Dh! [ ¢ Sdraghids FHEKRYalAyas ' yR (KS& F3INBS G2 LI |
project and then wait for something great to happen! But you have to be ready

take on some sekxamination [..] and maybe you are not there yet. | think that is

maybe the main difference between GOAL and more traditigudance(Program

Staff Member, Focus Groulgay 2016.

The counsellors fethat therewassupport from managemnt at both programme sites so there
were no conflicts with broader organisational remits and activities, but despite the support of
managenent there wasa common understanding that the programme stagkigned to the GOAL
project wereresponsible for its activities and development.

According to programme staff thetarviews in the GOAL project wevery different from traditional
interviews(i.e. with the service users that normally seek guidance at the program. S&sjce user
were asked to take part in atudy and the counsellors had to earn their trust and thehn for
informed consent. They explad that the clients themselves wemgot the subject of the study but
the service itself. They alsdtf¢hat the Monitoring Datalemplate was good tool tostart ofthe
discussion and gathers important and detailed information. It aéseethe client food for thought
for the next inteview about possible next steps:

It isa good interviewing techniquehere are really goodwgstions there, that in
some ways lead us straight to the probléarogram Staff Member, Focus Group,
May 2016).

The GOAL counselling walso different from traditional guidance because usually when people seek
guidance they have specific issues in mimg in the GOAL project the counsellors weesaching

out to the clients and pulling them into the guidancgession. The clients agiéto take part in the
project and then waid for something great to be done for therbut were maybe not yet
themselvesn the position to take the initiative that wereneeded for their situation to chang&ven
so, the counsellors fié they weremaking progress with the clients, but at a different level from whe
they are workingwith the target group they normallgervicein educational vocationalguidance:
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It depends on how you define progress. If progress is measured in tiny steps, like
showing up to an interview on tinadter weeks of social isolatipincreasing
interpersonal skills and improving quality of life imesty broad sense, then yes we are
making progress. But if you mean progress by getting them to sign up for learning or
a course, they are just not there yet. There are many steps to take before they get to
that point [..] it all degnds on how you defingogresqProgram Staff Member,

Focus Group, May 2016

The programme staff agree thatlucational and vocational guidance with lowualified adults is
very different from guidance with younger peoplg.e. 18 years old or youngeAs people get older
their circumstances usually become more complex e.g. increased financial responsibilities,
cumulation of difficult prior experience. Thereforeyrthg counselling with low educated adults it is
important to take a more holistic approacto guidance that takes into account many complex
external factors. In most cases tREAL servicesers had negative experiences during schooling
when they were younger and that shaped their feelings towards guidance and education (i.e. the
formal educatbnal system). They usuallydeesponsibilities and commitmentboth financial and
emotional that formed a barrier for their participation. Health issue®re oftenalso a barrier to
further education and ongoing guidance. These are among the reasonlewigualified adults

often have less time, fewer opportunities and face more obstacles than other groups of people
when it comes to attending guidance sessions. According to the programmgogiaiff mindedness
and awareness of these and other potenigduesvasimportant. The need for consideration,
thoughtfulness and tactfulness wakevated during the guidance sessions in the GOAL project

My approach is to look at the personawhole, taking into account external factors,

0S50l dzaS GKS&aS IINB FRdzZ 6a owX6& GKSe KIF@gS yS3al i
financial commitments. | thinthat is what guides me the mofProgram Staff

Member, Focus Group, May 2016

Looking at methds and tools which respond to service user needs was the focus of the method
group whichwas established particularly for the GOAL projects.Fbap had three meetings
beforethe GOAL guigncesessionbegan(see further discussion about the method granpchapter

7). A working meeting with experienced counsellors from the Directorate of Labour also provided
support on which interviewing techniques cdllemost effective Basically, it wathe theories and
techniques of motivating interviewing and geaétheories of career counselling which set the stage
since the counsellors ldall been trained in thosduringtheir education. Local partnerships created
information sharing of approaches through preparation meetings and conversations linked to the
sewice users (programme evaluation)

We got great introduction about various methods and tools in the method group and
it was very exciting. We have been looking towards the Directorate of Labour and

everything that they are using. It is really great andake gettingcertain inputs now
from them(Program Staff Member, Focus Group, May 2016
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The target groupn the GOAL project in Iceland waesy challenging and many of the service users
had limited work history. Most of them hvarious learning difficulties and disabilities (e.g. ADHD,
dyslexia), some of them Haa long history of drug abuse and manydisevere health issues,
physical, mental or social. Confidentiality, trust, sincerity and understandiragof utmost
importance. Iltwasalso necessary to adjust the conversation and the tasksvileat undertaken
during the sessiongccording to the counsellors ivasimportant to speak in short and simple
sentences or you could lose the clief¥ttention. Many of the serviceusers hal limited self
initiative and therefore itwasnot enough to make suggestion about what could take place in
subsequent sessiondn order to get results there haw be awell-definedandwell-formed action
plan in place:

What | also feel idifferent with this group, is that there is a need for a very clear

stepby-a 6 SLI | OlA2Yy LI lyd ¢KSNB Aa y2 NR2Y T2N ay
O2ya4ARSNE Al Kla (2 0SS aySEG &Saarzy 6S 6Aff
determined and decisiy@rogramStaff Members, Focus Gragugday 2016.

The counsellors hogkto motivate the service users. Theyamatedthem to become more confident,
start something new and experiemenore seHefficacy, but they weralso a bit doubtful. The clients
had, in most casedyeenstuck in the same place for a long tined therefore the counsellors itat

is ratherunlikely that many of them wouldseek education or overturn their way of living during
the duration of the GOAL project:

| mean, people that have not been abdechange their lifestyle for their immediate
family and those that they love, why should they suddenly decide to do so for us
(Program Staff Member, Focus Group, May 2016

Even though most of the clients wengot yet ready to take the next steps towardsther education
the counsellors hoped the clients woude inspired and they auld have increased knowledge about
what resources are available and where they can access them. fettiehat the guidance was
successful because they waskanting seedghat the clients wouldchopefully be able t@row in the
future:

There are a lot of complex issues, but it [the counselling] leaves something. &tind
when these individuals finally reach a place in their lives where they are capable and
willing to do ®mething, then | believe that they will return, becawge have already
planted seed¢Program Staff Member, Focus Groiay 2016.

The counsellors also feliat there are opportunities within the group ofimmigrants in Iceland

They believd there were needs within that group thatould be met ifaccess tanterpreter services
would befacilitated In the absence of interpreter services, the counsellors try to communicate with
immigrants in English and the little Icelandic they might knblae immigrantsn GOAL were@ager

to get integrated into society, they wantedo work, and tolearn Icelandic, but oftetRA Ry Qi 1Yy
where to begin and what wagavailableto them:
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I mean, there is a great need within that group and we cdoldhuch more if we had
acces tomore services from interprete(Brogram Staff Member, Focus Grohfay
2016.

There were two service users interviewed in the GOAL project, one from each program site. Both of
them were femat and unemployed. The older womavas in her fifties and the younger woman was

in her midtwenties. Both of them wergery pleased with the guidance. They felt that the

counsellors were helpful and understandifithe older womanwas very pleased with the attention

she got and the oppounity to talk about her circumstances and expectations. Jidienger woman,

felt the counselling had been empoweriagd mobilising, shad a better idea about her

possibilities and next steps

At least | am not in the same place now, | know my next $tepsi SNJ 1 KS aSaaizya
least | am not just always at home (Service User,-faEace InterviewMay 2016.

The oldemwoman wantedo increag her computer skills. She wantemlget a jobh but due toher
physical condition she neededjob that alloved her to be seatd during her working day. She was
not very optimistic about achieving her goas shdelt that she wagetting too old to start anew.
She fdt that guidance and further education wasore for younger peopte

My problem today is also, bause of my physical condition | cannot stand upright for
long periods at a time. | have asked them to help me with finding a job that allows me
to be seated while | work, it seems to be complicated and difficult and all that, and
alsomy age and probably the biggest obstacle is my lack of computer knowledge
(Service User, Fate-Face interviewiiay 2016.

The younger woman wantet increase her general employability. With the pheff her GOAL
counsellor she hadecidedto take courseso that she couldinish her general upper secondary
education. She wagery pleased with the guidance andtfehe wasnaking progressral beingmore
active

| want to finish my secondary education, you know, | kind of quit school ifi'the 8
grade so bm learning how to learn agaifservice User, Fate-Face InterviewMay
2016.

Seeking to meet client needs: The guidance process

Themost commonformat of engagement on both programme sitegasindividual faceto-face
interviews. Each client had onimitial interviewand most of them had subsequent interviews and a
final interview. Thirtyone client did not show up for their final interview. Sonfiertts hadup to 10
interviews during the whole duration of the projectwith this number dependent upoclient needs,
and agreed upon in consultation between client and counsellor. The sessions rangekDfrom
YAYydziSa (G2 (62 K2dz2NB RSLISYRAYy3a 2y GKS OfAS
explore during the session. In the first interview therasa lot of data collection in accordance
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the Monitoring Data Templatd.he counsellors fié that the initial data collectionwasa kind of a

needs analysisWhile they colleatd the data theytried, simultaneouslyto connect different needs

and interests to a possible action plan and discuss with the client what their expectation and hopes
wereregarding the programme. According to the counseltbesfirst interview did not involve

much else than introducing the GOAL project to the clients, geneiah collection and the process

of gaining trust and getting closer to the clients.

During the counselling sessionsM$&S and Mnir program sites, the needs of the service usere
in focus in every session. Thaasthe premise foithe guidance at botlsites¢ delivering a custom fit
service.The implication of thigsthat there wasgreat flexibility offered in regard to:

Guidance route

Structure of thesession
Duration of the session
Frequenciesof appointments.

= =4 —a -

Although the approackvasindividually customised counselling process is divided in five phases
Attending, Exploring, Understanding/goal setting, Intervention, and Finalisation:

1. Attending¢ In a safe, quite environment the client meets the counsellor, who explains the
process what can be expected from both sides. The client will have an intake interview in
which the symptoms, the situation and feelings and if possible the needs of the client are
expressed.

2. ExploringcwS L2 NI AY IS tAaGSYAyAT wdStances ar@efplotedizA f RA Yy 3 d
and the problengs)known and understood.

3. Understanding/goal setting Developinga goal, stating the goalAssessment of the current
situation, causes for the problem and possible solutions

4. Intervention - Generating alternativesrahoices. The client makes a choice, plans and acts
and evaluates. Problem solving and decision making. The counsellor supports in generating,
evaluating and decidingn alternatives and is gen feedback.

5. Finalisation- The client evaluates gairscknowledgs changes, plans further steps. The
counsellor assistin evaluating, gives feedback on plans and readiness for following steps,
and plans a possible follow up.

I ljdzZt fAGEFOAGS Ftylrtearaa 2F adl | SKeatioR§dMdmPduidé & ONR LI
each faceto-face guidance session reveals ways of classifying the activities. It is however not the

case that each client has gone through all these steps, but all guidance activities can be classified

under either of these steps @S a3 ONA O SR 0Sf 26 dzy RSNJ (@Builanfes 2 Y I Ay 2
aSaarzyaqo

1. Intake and general information provision (first (and sometimes second) session

1 Acquaintanceand buildingrust (Background othe client (holistic approach)specific focus
on education and workspecific learning questions, general and/or specific interests, often
including a reconstruction of the studying past of a client)
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N,

1 General information on obtaining a diploma of secondary education and/or the general
landscape of adult agtation (presenting different systems and possibilities)

1 Information on a particular field of study and/or about specific courses and/or a particular
educational institute.

1 Information on various aspects linked to the world of work

2. Guidance sessions
A Testing and analysing personal and/or and vocationtrests anddiscussing results of the
test.
A Discussing competences
A Information on a particular field of study and/or about specific courses and/or a particular
educational institute
A Analysing differeneducational programmes or courses based on specific interests
al1{Ay3 | aStSOGA2y 2F aiddzRe cryShBsANKY ¥SQOKI G |1
A Developing a personal action plan: making agreements on different steps (e.g. searching for
and readig information, doing an online interest test at home, visiting information days or
sessions in educational institutes, making a study plan)
5Aa0dzaaAay3a aidlasS 2F FFFLFEANR O60F2ff26Ay3 dzld 2y
other steps in actiomlan).
Information about and/or preparing for the intake of a particular study programme
Making an educational choice (and arranging practical issues for enrolment)
Discussing obstacles and identifying possible solutions
Dealing with personal hindrancesthe scope of educational and vocational guidance
Referring for resolving obstacles: (mental) health problems, addition problem, financial
problems, language problems.
Information about recognition of foreign diplomas
Reorienting (in case earliehosen directions turns out to be not feasible or desirable, the
process can start all over again)
A After enrolment: study planning (planning of modules, planning study programme, discussing
and resolving obstacles faced, etc.).

D> > > > > ">

> >

Client case studies

The folbwing case studieare based on qualitative dat& N2 Y (i KS @dstafian Systén? NI &

O0UKS O2dzyaStt2NNad RSAONABIAZR PWNEI ONRA AU SY RENRY I
perspective The case studigwovide examples diow a customif guidance path looks and how

guidance paths may differ, depending on client needs.

Client 1

The client: Male, 58 years old, married, has two children, teenagers. |Is nowdtional
rehabilitation

Main hindrances are anxiety, insecurity, as welasas trouble with connecting to others, is rathe
unsociable/reclusive.
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When hestarted vocationaftehabilitation he had been struggling with physipalns,

musculoskeletal disorders and chronic muscular rheumatism with mental propéamietyand
sleepingdisorders. He had difficulty conducting his job because of the abwmamioned problems,

as well as having had a collision on his way home from work one day. The anxiety had an impact on
him. He experienced increased anxiety and stredated toreturning to work. Hefound himself
constantly undestress He was anxious about communication and projettsork, because of his
physicalcondition Hewas referred tahe GOAL projedby a consultant at the rehabilitation centre.

18t Interview

Inthe first interviewwe discused options that the GOAL projeoffered. | Presented to him an
Interest inventory, told him abougind discussedhe importance of pursuingthat he wants to do.
We discussed potential occupational obstacles which in hisinak&le asthma, workelated
conditions and anxiety (also lack of intuition). We discussediplassteps and his interests. His
dream is to work in construction, and he would like to be a construction teacher in elementary
school, but he thinks he isn’bke to do it, because he claims to work very slowly (his own words).
We discussed thimportance of havingfaith in2 y S®raability and do what makes you happy. The
client is very handy and capable of construction workhbBlean education in cabinetmaig.

2nd Interview

Selfesteem and welbeing was introduced and discussed. Possible jobs were discussediagain
whether he hadseen/thought of something new. He was encouraged bachexamining potential

job training places. Then we discussed what \wdwdppen if he would be invited to an interview for
a job training. Things that matten a job interview were discussed. We also talked about his aims,
G KSNBE R2 L gl yi héinpoBahee of belidvifg irfohesel dadl éxfaRdng S Q &
own comfort zone We dso discussed theonnectionbetween wellbeing and physicappearance

how we appear to othersChanges in the labour market, Life Long Learningagimy werealso
discussed. Next stepsnakea CVandanintroductory letter.He tookhome a Competency Portfolio
form which he intends to examine and start working @e talked about the progress he has already
made and how important it is to notice the progress of his steps. He got homework
(task/assignment) My Achievement and Employ#iby skills. Important to spot these elements, the
tasks are designed to helpm do that.

3rd Interview

In the meantime, the client had participated in a workshop where he wrote his CV and an
introductory letter. Then his intesgs were discussed and he @id Interest inventory.

4rth Interview
Results from the Interest inventory were reviewed and discussed.
5th Interview

Coaching; an interview with a Coach.
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6th Interview

He answered th€areer Adapibility Inventory CAAI)Hs situation was discussed and his
experience of the Coaching.

7th Interview

Career Adapfbility Inventory (CAAlesults reviewedWe reviewed he factors in which he scored
low and possible reasongpotential remedies. The client has started in jodining. We discussed his
strengths weaknesses andisresources Also what matters apart from the written job descriptign
the unlisted job descriptiofe.g. how to behave in social settings, friendliness, tidiness and general
courtesy).Next we will eview how he is doing at the new job training. The client had already
participated in two job trainings which did not wookit/ he quit. Therefore, we considered it
important to go through these aspects for the next job training.

Next time there will be &nal interview.

The client has got a job training where he is doing vital (he third place he has had job training)
Today he wilfinish the program athe rehabilitation centreHe has got higher sedéfisteem ands
more aware of his own skills.

Client 2

The client ame to Iceland as an asylum seeker in 2011, along with her husbartdeindaby. They
settled in and began Icelandic studies, but soon madyfrom the areaand toth got jobs in a
factory. Sheaeceived an Icelandic ID number i@13. They moved badk the areain early 2016 and
got an apartment. Then the family hatdown, two more childrerhadjoined the group. They
continued studyinglcelandic, but shepoke very little Icelandic and no English. She was therefore
very sociallydolated and dependent on her husband who spoke good English and interpreted
everything for her. Thelient@ nativecommunity in Iceland is very small and therefore she did not
have contact with many outside her family. The program at thecebtre was heonly social forum.

In August P16, the couple divorced and her-axsband moved t@nother country Shehadfallen
pregnant withtheir fourth child. Shejoined the GOAL project in December 2016, but | had known her
through theSchool of ImmigrantsShe hasery little formaleducation other than compulsory
schooling irher native country She is now a single mother with three children between the ages of
two and sevenexpectingthe fourth child in Aprik017. She has support from theelfare servies

and is doing well enough to make ends meet. She has little experience labtha market sirce she
has been busy with chitdre. However, she ha®meexperiencen fish processingchild welfare and
household support.

1st Interview

Wediscussed hecircumstances as a single mother with little Icelandic skills. She teabésable to
work in an office in the futureShe wants tatudy, is positive and optimistic despite her difficult

circumstances. She made a Competence portfatid we made an irdidualisedaction-plan for the
next steps. The plarhsuldhelp her take the nexstep, taking into account her circumstancest
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goals and enhance heelfimage. Next, she will answer an Interest inventory, if it will be available in
English. Most interiewsare conductedwith aninterpreter that speaks her native language and
interpretsbackto me (the counsellor) in English.

2nd Interview

No interpreter was availablesowe decided to do the Interest Inventory latehere weremany
otherurgenttasks.¢ K S  OlcelaBai€ Bt@iy was discussed. She is practicing at home on the
computer andwatchinglcelandic materiaWe also discussed her children's homework. She would
like to be able to better support her daughter's studieter daughter is startinigg a special
department in a new school urged her to help her with heeading and practice Icelandic at the
sametime. Itaught her ways to do so. | got her permission to talk todwrsultantat the Social
Services to loofor resources foher children. Her goal today is to strengthieer Icelandic skills by
taking part in the program3he wants to be abléo help her children more at home.

39 nterview

Shecame along with an interpreter and requesdta certificate for gidyingin Iceland becausesheis
applyingfor a passport. | registered her for an Icelandic course and she starts Mdahiawill also
reinforce her sociallyBeforeshecame to this interview, | had talked to her consultant at Family and
Social Serves. We will work togetheto supporther welltbeing. Theconsultantis currently exploring

a PMT (Parent Manageent Training) course for her. Skeealso listed in groupounsellingcourse

on selfesteem and communication that will lmonducted on behalbf the GOAL projelt

4rth Interview

Sheparticipated in the cours&eltesteem and @nmunication She also participateid discussions
and exercises aftea lecture on the subject.

5th Interview

She idue after a month with Br fourth child She islone with no support/network in Iceland, as
nativesocietyin Icelands very small antler family is all iher native country Her former husband

has moved t@another countryand refused to transfer his residenfrem Icelandfor a long time
becausehe did not want to pay her child support. In cooperation with the social authorities, district
commissioner and the State Social Security Agency, we have asssteith getting that corrected.
She has gotten a new apartment through the Municipality andukhbave returned the old one this
week. She is exhausted and very sad. She does not know if she is gettingiteh@( moving) and |
advised her to go to heonsultantat the Social Services and make sure immediately. | will also talk
to the consultart to follow up onit. There was very littlelse | couldlo but console herl contacted

her consultantat the Social services, whs also very concerned about rstuation and promised to
assist herlt went well and the next time | talked to her shesmgery cheerful and grateful for all the
help she gt. | have, among other things, been in contact with the Red Ctlossghabilitation
centreand the Church's Welfare Futal get clothing and equipment for the unborchildand the
other children. | have a good relationship with hensaltantat the Family and Social Services.
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When this is written, an interview with an interpreter has been booked in April. This will be a formal
final interview of the Goal project bhewill continue to be interviewed by me next weeks. She still
needs encouragement and folleup for Icelandic education and personal affairs.

Herpersonalaction-planwasbased on her circumstances aher life struggles, which have to do

with herbeing a sigle parent with threechildrenand the fourthonthewag { KS R2Say Qi KI €
energy for much elsddowever, there is no quion in my mind that this hardworkirand

courageous womawill achieve her goalgyivenshe receives all the support she is entittechs an

Icelandic citizen. Hepriorities are clear. She knovikat she has to study Icelandic becatisat is

the keyto achieving her goal of working in an offioethe future

The only formal option thashetook part in waghe group counsellingef-image and
GCommunicationwhichthe GOAL counsellors had prepared and adjustdtie needs of theroup at
hand.

Sheparticipatedin group counsellingout needs further supportvith learning Icelandiand solving
personalissues. Her individual plan has been based on her circumstémateare largely shaped by
being a single parentith manychildren. While hetime andenergy is devoted to her children,
there is not much timdeft for other activities. Therés no quesbn in my mind that in due time she
will reach her goaldHerprioritiesareclear. She is resourceful and takes good care of her finances,
even though she does not have much. Her-satige has grown stronger teBelast monthsl| think,
after her husbandeft her, at a very difficultime, she has shown tremendous survival skills and
efficiency.With every obstacle she overcomes, she gets strorfgjeereceives financial support
through the Municipalityoffices in her area.

4.3 Keyfindings
Guidance activities and processes: quantitative findings

The most common reason for seeking guidance among the GOAL service users during both waves of
the project, was to explore educational opportunities. Many clients were interested in finding links
between personal interest and occupational/educational oppaities. The exploration of

educational opportunities was the most common reason for seeking guidance among service users
that were employed (fultime/part-time), while the most common reason among unemployed

clients was assistance with jeeeking. Theesvice users that had not finished primary school

wanted mostly to explore educational opportunities, while the service users withgeasindary
education or higher, wanted to get assistance with-gaekingMost of the service users wanted to
explore edicational opportunities regardless of target group, the exception was
migrants/refugee/asylurrseeker and the detainee. Most of the clients within these target groups
wantedmainlyto get assistance with jebeeking. The five clients that were over 50 yezds alll
sought guidance for different reasons.
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Collaboration with partner organisations has led to referrals of clients and sharing of knowledge.
Referrals have proven to be the most successful way to get participants in the project.

Most younger clients wanted to explore educational opportunities while most of the clients within
the oldest age group wanted to get assistance withgebking.

The most common type of contact during both waves was-fadace individual interview, whéer

it as the first, subsequent or final interview. The sessions ranged from 10 minutes to 180 minutes
during the project. The longest initial interview was 150 minutes, while the longest subsequent
interview was 180 minutes. The longest final intervieasv®0 minutes.

The most common type of referral organisation during wave 1, was social services. During wave 2,
the most common type of referral organisation was employment services. Most women were
referred by employment services, while most men wereerafd by rehabilitation institutions or

social services.

Guidance activities and processes: qualitative findings

The counsellors experiendsupport from their managers at the programme sites of the GOAL
project. The project fited well with other orgarsational renits even though the guidance was
some waydlifferent from traditional educational and vocational guidance sesgioasthe research
elementof the project longer and more thorough sessiontferent target group and outreach
measures)

As discussed in Chapter 3, the amilie GOAL project in Iceland wtasreach out to a vulnerable

group of people. Therefore, the target groupthe GOAL project in Iceland waery challenging ah
many of the service users h#ithited work history. Mosf them hada psychological diagnosis or
learning difficulties and disabilities (e.g. ADHD, dyslexia), some of théin Ibag hisbry of drug

abuse, and many haskvere health issues, whether mental, physical or social, or some combination
thereof. The ®AL programme staff in Icelandtfédiat due to these complex ises many of the

service users wergot ready to take courses at this stage, and these issuesatdede dealt with

first or at least simultaneously they were to beable to participate iradult learning. These results
were supported by the fact that about half of the clients sought guidance to get help with personal
issuesand the focus of the session wawer half the time, personal issues and barriers.

According to the counsellorslarge part of their guidancmvolved seHesteem and confidence
building. This includibassisting the lents with finding out what wer¢heir strengths and what they
would like to do in the future and motivating them to follow through.

Due to the vulneability of the GOAL target group in Iceland confidentiality, trastcerity and
understanding wasf utmost importance. Thaghtfulness and tactfulness wehéghly important. It
wasalso necessary to adjust the cmrsatiors and the tasks that werandertaken during the
sessions. Amrding to the counsellors it wamportant to speak in short and simple sentences or you
risked losingi KS Of A Sy Mdnyof thellséndey iisar@hdidiited selfinitiative and therefore
it wasnot enough to make suggesn about what could take place in subsequent sessions. In or.
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to get results there hato be a defined and formed actigplan in place. Evethough most of the
clients werenot yet ready to take the next steps towards further education the counsefigdtrthat
the guidance was successful because they vpdaating seeds that the clientsoumld hopefully be
able to grow in the future.

Thesessions in the GOAL project weliferent from traditional guidance sessions at the programme
sites. The maineason for this washat the sessbns with GOAL service users wlyrger andmore
thorough than traditional sessionthe service users were more vulnerable and had a different level
of readiness, means of reaching them were also differBufring traditioml educational and
vocationalguidancethe clients seek the service at the programme sites on their own accord but in
the GOAL proje the counsellors wereeaching out to pagntial clients, which also madaOAL
activities different.

According to the cowsellors,the Monitoring Data Template wasgood tool to open the discussion
and gather important andetailed information. It alsoften gavethe client food for thought for the
next interview.

4.4 Key mplications

Implications for future programme development

The needs of the target group are key to future programme development. When developing a

program for a target group with highly complex needs, every aspect of the programme must take

that into account. The program has to be flexible and responsiei¢nt needs. The approach needs

to be holisti¢ which focuses on the individual rather than a specific topic, e.g. job vs leaTiag.

Odzai2Y FAG I LILINRIF OK RSYlIYyRa GKIFIG O2dzyaStft2NB 0S5
needs. Strong intergeonal skills are requiredMany clients in the target group lack initiative and

need a detailed action plan concerning next steps. This might imply that the sessions need to be on a
short interval (i.e. occur relatively frequently) to keep the clientdivated and interested.

The difficult and complex circumstances of the target grbiglightthe need for cooperation

among different institutions angrofessionat. A system of referrals between specialists (e.g. social
worker, financial advisor, psyclogjist, physical therapist) is needed if the aim is to meet the needs of
the clients and work towards them becoming more active and fulfilled.

Policy implications
Implications of policy

Poor financial situations one of the target group’s main barridhe lack of funding and/or
scholarships in the adult educational system can form a great barrier for the target groups
commitment to further education.

Implications for policy
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Vulnerable clients have a broad range of mutually im#ated needs. This sggsts the potential for
policymakers to support even closer links between projects such as GOAL and other initiatives aimed
at the most vulnerable in society.

The GOAL target group in Iceland aréhim highest percentage afases those who need2sessions
YR K2 R2Yy Qi (y2¢ 6KSNB markghd requinBive Krdnbrldessian® ¢ KS e
and have personal and other problems. This implies that there has to be an allocation of funds and

resources ifthereisadésNBE (G2 YSSG GKS GFNBASG aINRdAzIQa ySSRa
Iceland.

The complicated and diverse issues that the target group in Iceland faces, highlight the need for a
network of agencies, institutions and specialists that are able tstthe target group. A referral
system between institutions and the sharing of knowledge is negdsdgoined up policy thinking

on behalf of The Ministry of Education, Science and Culture and The Ministry of Welfare.




GOAL

Guidance and Orientation for Adult Learners

5 Partnerships and Networks

This chapter providedescription and analystf the partnerships and networks that have been
developed to supporthe work of GOALThis analysis includes assessment of thetrengths,
achievements and challenges involved in developing and maintaimitsg partnerships and
networks.

5.1 Developing @rtnerships and networks: programme aims

One of the aims of the GOAL project in Iceland was to establish or improve networks and
partnerships with relevant organisations. The intervention strategyedita build sustainable
partnerships thatwere optimally equipped to identify and reach target group3hese partnerships
consised of institutions and organizations that can easiynnect with the target group Among
thosewere migration offices, sociahnd cultural organizations, employment services, social services,
trade unions, rehabilitation institutions and other institutions that have a connection with the target
group.Throughout thetrial, representatives of these organisations (stakeholdergevieing

involved in setting out collaboration structures in order to identify the target groups and bring them
into contact with the guidance servic€ollaboration structures were developed angsed The aim

was also taaise awarenesabout the activites of the LLientresand inform network partners on

the educational guidance services they offer. Partner organisations are often unaware of the service
and do not recognise the value it could add to their own.

During GOAL, extensive tim&sput into working on cooperative partnerships and defining the
target group. Varioustakeholderswere contacted and the project presentedAmethod group was
established focusing on sharing of methods and toglthis is a multilateral network. M38ok part
in meetings of an existing multilateral network linked to supporting vulnerable groups in the
Sudurnes area. The multilateral network on social weltaa@ information sharing networkg was
established and MSS introduced the GOAL project at a netweeting in 2015Both Mimir and
MSScarriedout activities to raise awareness and inform network partners on the educational
guidance services they offer.

Both Mimir and MSSent information letters and held meetingsoth formal andnformal, with
current and potentiaprogram partners. Thaim was to establisiormal collaboration around
counselling services, anal base for a long term cooperatigrstructural referralsand network
building. Both organisationseached out to other organisations thtahey were familiar with, and
asked them to introduce the project within their network HlutverkaseturRole Centrewas
contacted It is an activity centre in Reykja¥ik people with mental health issues. The project was
introduced to the clients of Ktverkasetur in an informal chat. The director of the centre connected
the program staff taccupational therapist at the Landspitali, University Hospital in Reykjavik, that
oversees rehabilitation of patient&\mong the aims of theerviceisto get the patientsactiveagain
in the labour market owithin the educational systentven though it did not result in amgferrals
to the GOAlproject, Mimir 8 now a part of thisireadyestablished networkThe GOAL project was
also introduced within the Votanal Rehabilitation Centre Janus and The Vocational Rehabili
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Centre of Hafnafjordurithese did notresultin a formal cooperationbut might in the futureMimir

held presentation within Reykjavik Department of Welfare and offered to hold a camsag their

employees (a course atyslexid, but nothing came of ifThe counsellors also stressed repeatedly

withintheir LLEOSY G NB &> GKIF G LI NGAOALN GA2Yy Ay GKS Dh! [ LI

In the beginning of the project thergere plans to reach out to the companies in frévate sector
in Iceland, that employ many logualified workers. Despite great efforts managerial support was
lacking, within the companies, and partnerships were not established.

5.2 Existence and scope gfartnerships and networks

Educational partners

In the scope of partnership and network in GOAImir and MSS serve the role of educational
partners and some of the participants were recruited from educational pathdvaypswithin Mimir
and MSS such as theandnemaskolinne{ Schoobf Immigrants.

Rehabilitation Institutions

Samvinnas avocational rehabilitationcentre in Sudurnearea(Southern Peninsulared and wasa
partner organisation of the program site MSS. It is located in the same buildM§asind the
collaboration between the two institutionsas \ery successful. Samvinna services individuals who
areunable to participate in the labour market due to health problem$o be able to join Samvinna
the individuals need a referral from a physician and the objective is to help them become active
participants in the labour market. This could also involve further education to increase possibilities
for the individual in the labour market. MSS has hagelcooperation with Samvinna since it

merged with MSS in 201Fhe partnership aims to continue and deepen cooperation on
individualised services for the future.

Fjolsmidjanwasa partner organisation of the program site MSS. Itvs@ationalrehabilitation
centrefor young people (124 years old) that are on crossroads. It offers diverse rehabilitation
pathways and gives them opportunities to train for the labour market and for further study.
Fjolsmidjan waa newpartnership for MSS araimedto provide educational guidance to young
people in rehabilitation.

VIRKis avocationalrehabilitation centre in Reykjavik. The purpose of VIRK's services is to help
people return to work. This involves expert advice and services in the field of vocational
rehabiltation that requires full participation of the individual concerned. VIRK operates in close
cooperation with unions, employers, various service providers in vocational rehabilitation and
welfare agencies. Vocational rehabilitation counsellors work on heli&/IRK and are situated with
the unions across the country. VIRK services are free of charge for individuals.
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Local policy partners

Welfare (Social Services)partners

Reyjavk City Welfare (i.e. Social Servicespsa partner orgnisation at the program site Mhiir. It is

a welfare system for citizens in Reykjavik wioo various reasonsare not employed ad get

benefits from the City. Mhnir is in contact with many social workers and counsellors at different
service centres in thcommunity. Th®bjective of the partnership wabe referral of participants to
the GOAL project and to make a connection with other counsellors in order to build a network that
would benefit both parties in the future and the target groufphe Reykjak City Welfare waa new
partner for Mimir.

Reykjanesbaer municipalit¢social services} the fifth largest municipality in Icelan@he
employeesat the Rgkjanesbaer welfare department ameterested in the welfare and best interests
of the inhabitants Theaim of the Reykjanesbaer welfare department is to support people tolszl|
and improve the living standard of those who are less fortunatey €Engphaste child-friendly social
services and preventative action in order to prevent social problems.

Social Services Sandgerdi, Gards and Medacated in the Reykjanes area. It provides social and
child welfare services in the municipalities, Sandgerdi, Gardur and \Aigang other things, the
service provides social counselling and financal aid. @upgr families and the elderly.

National Prison Institutions

Thelcelandic Prison Servicgvasa partner organisation at the program skéimir, andis

responsible for all those in Icelandic prisons and halfway hod$esaim of the partnershipasthe
referral of participants to the GOAL projethe Icelandic Prison Service veasew Partneshipfor

Mimir andaimedto create cooperation through referrals of service users to the GOAL project and to
link these participants to education.

Employment partners

The Directorate of Laboubears overall responsibility for public labour exchanges and handles day
to-day operations of the Unemployment Insurance Fund, the Maternity and Paternity Leave Fund,
the Wage Guarantee Fund and many other projects connected with the labour market. The
Directorate attends to a range of responsibilities including the registration e§@akers and the
calculation and payment of unemployment bensfiln addition to its headquarters in Reykjavik, the
Directorate has eight regional offices around the coumthjch give jobseekers and employers
professional assistance with employment searches and staff engagements.

Trade Unions
Eflingwasa partner organisations of the programme siddimir. It isone of the largest Trade Unien

in the area Almost all membies of this Union have low educational levels. Collaboration with Efling
on guidance activities has been informal, but there are formal contracts in place on projects where
specific courses have been offered to Efling members. The union members havelzenayble to
have a counselling session witimirQa O 2 dzZguin®rifdrnaNshllaboration for counselling and
guidance activitiehave been in placéMimir has cooperated with Eflintyade union through the
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years, occasionally offering open counsegjlgession at their premiseghrough partnership with
EflingMimirQa 2 6 2 St@affdr @efe uaibnidnembers opportunities for further education,
career development, workability and employability.

5.3 Developing and susining partnerships and networkgprogramme
challengesand barriers

Establishing cooperative partnships within the private sector, with companiespok more time

and effort than was anticipatedand in the end nothing came of.ith the beginning of the GOAL
project there were plans testablish cooperation with large manufacturing companies in Iceland,
that have many lowqualifiedworkers.These companies could have been a source of many service
users in the GOAL projedthe counsellorsontacted middle management (e.g. human resource
management) within these companies and introduced thejgobto them. Usually they were
interested butmore often the idea was not supported at higher managemelstvels

We had been talking to the human resource manager of the company for a while, and
she was very positive towards the project. But when it came down to it, theré w Q
support at higher level&SOAL Program Staff Focus Group, May 2016)

The counsellors fethat maybe the companieR A Rsgewihat they siod to gain from participating.
They might evehavesee it asaninconvenience

Mayo S G KS@&@ R2y Qi aSS 6KIG (GKS@& ladB 3IFAYyAy3a FN
mean,the employee mustake time of his worikg hours, leavéhe assemblyine.|

understandK | (I  AeasA (ngf Boinething thatike: yeahgreat! [..] the

company nust see what it stands to ga{GOAL Program Staff Member, Focus Group

May 2016).

Another challenge was that threunsellors feltduring the projectthat they neeeédto be
constantly reminding other organisations about the service tiveye offering, to stimulate
continued cooperation and referrals their way. TWigsa challenge and the advisegyoupmeetings
that were held regularly during the project were very fauden this regard.

Many individualsn the GOAltarget grouphad complicatedpersonalissues These issues sometimes
neecedthe involvement of healthcare specialists (e.g. physicians). For example, in order to get
accepted into vocational rehabilitatiom person nedsa certificate from a physician or another
authorized healthcare agent. This can create a sydtamier. TheGOAL project has underlined the
need for connectinglifferent systems that influence the target grouge.g.the healthcare system,
welfare system anthe educational systeinso that the needs of the target group can be metin a
more effectivemanner.

We are in collaboration with various organisations within the welfare sector, but
what | would like to see is a deeper connection with the hezltk system. There are
probably good explanations why we are not better connected [..], but | think that is
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samething we need to be looking &6OAL Program Partners and Policymakers Focus
Group, April 2017).

5.4 Strengths and achievements

According to programme staff thgrogramme partners are very concerned for their client’s
wellbeingand are very ambitious and professionBiey have extensive experience working with

the target groupand most have counsellors deliveriaducationalg and careeiguidance on their
behalf. In some cases, attendance is a prerequisite for receiving welf@mployment benefitsln

the beginning of the GOAL project the programme partners were a bit confused because they felt
their organisations were already servicing the target graupheGOALprogramme staff were afraid
that they might belittle the goodrad effective job already being done by the programme partners
becausamost of the partner organisations hagducational and vocational counsellossorking

with the target group already. The programme staff felt that collaboration within the GOAL project
needed to have obvious benefits for the programme partners and those needed to be highlighted
when presenting the GOAL project to them:

The programme partners need to see how participation will benefit them, maybe we
need to present the GOAL project morénit way [..] of course we should emphasize
the possibility of us taking some of the load off them. Some of their clients have been
with them for a longime and it might be useful tthem if theyare able to refer them

to us. It can be gabto get a breairom regularg GOALProgrammeStaff Member

Focus Group, May 2016)

The concerns about overlapping services proved to be unnecessaing endit was notproblematic
during the GOAL projecThe reason for this is likely to be shared interests and aombitr the
welfare of the service users among different stakeholders, good communicatidimformation
sharing as well as thesharing of workloadThe GOAL guidance was more focused on further
education, whereas PES guidance is generally more focusin ¢éebour marketTheprogramme
staff were very pleased with the quality of the coltmtion that was achieveih the project. They
felt that there was a great deal of good vahd thateveryonewaseager toassisthem. The
programme staff aMimir were very pleased with the collaboration with the social services at
Reykjavikurborg. They felt that there was a widespread willingness to cooperate:

| thinkthey [staff members at Reykjavikurborg] just felt that it was their duty to lend
us a hand and tht this commitment was established among the administrators and
then was transmitted to lower levels within the organisation (GOAL Programme Staff
Member Focus Group, May 2016)

Proximity matters the closer the program partnergere to the service the bder the collaboration.

At the programme site MStBe location of the programme partner Samvinna in the same building
as MSS benefitted the collaboration enormousliyhe counsellors law the employees of Samvinna
their communicatiorwasinformal and friendy. Theywerein close vicinity of potential service use
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and ould easily remind them of upcoming sessions. The proximity and the willingness to cooperate
wasthe strength of the collaboration between MSS and Samvinna and they achieved an effective
coopeation that both parties want to continue in the future:

The staff members at Samvinna usually say that this is our shared projecOtkle G
project], they are so greaGOAL Programme Staff Member Focus Group, May 2016)

The strength of thse collaboratios between the program sites and prograirimers led to

referrals of clients to the GOAL feot. The GOAL project shazd that referrals by organisations

that service the target group alreadyvasthe most effective way b reach out to the target group

An extensivenetwork of partner organisationsouldfacilitate referrals of clients between
institutionsandincrease the possibility of reaching out to these more vulnerable groups of people

One of the aims within the project was to find ways to reaehténget group and in

my opinion the results are telling us that in order to reach the group, we need
extensive cooperation between multiple parties. The Adult Educational Sysem w
maybe not in the best positido reach them and in fact experiencdifficulties This

tells me, and | think we can all agree, that we need to work together on a project like
this and | think that was the main conclusion (Program Partners and Ridicgrs

Focus Group, April 2017).

During the GOAL project the counsellorsatasd out to groups of immigrants in their areA.group
of Polish womenvere referred to Mimir bythe Directorate of Labour. Immigrants were also reéer
to MSS by .andnemaskaélinnTthe School of ImmigrantsThee was general satisfaction with the
service among the immigrantBecause of an effective cooperatidwidges have been builand
MSS will continue to have greater involvement with immigrants in their area as a result of the
GOAL projectAccording to thggrogram staff, theneedwasgreatamong the immigrantand they
were all very appreciative

They have been vetigankful forthe serviceThey haveneeded various information,
includinginformation about scholarships, information about other institutions and
theirrolesa2ad 2F GKSY OFyQid FFFTFF¥F2NR SRdzOF A2y 0 dzi
how thevarioussystems workin Iceland and how to adaji society They are just

struggling to nake ends meeand bring up their children in a foreign count&JQAL

Program Staff Member, June 2017)

During the GOAL project, the cooperative partnerships, adwgayp meetings and research results
havehighlighted he need for formalised collaboratio. The programme partners and policymakers
believe that a formalised collaboration and network can benefit the target group. The formation of a
platform for a continued and effective collaboration between organisations and even with
governmental ministriegs considered desirabl&he issues that concern the target group many
casesare both complex anddiverse Educational and vocational guidance alone cannot solve
these issues. The individual needs to be approacimetistically. The collaboration amandifferent
institutionsand professionalghe sharing of information, knowledgend experience could lead to
more efficient service for the target group. The programme partners and stakeholders feel t
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building of bridges between various organisat is one of the main strengths of the GOAL project
and very beneficial for programnpartners andother stakeholders:

What we need to do is to formalise the collaboration and consultation between

adaitsSvya wxXxed ¢KS aeaidasSvya ySSR (2 ¢2N] G23Si0K
(Program Partners and Policymakers, Focus Group, April 2017).

5.5 Key findings
Developing partnerships and networks: programme aims

In regards to partnership and netwagkthe aimwas to establish or improve networks and
partnerships with relevant organisatioriBhe building oSustainable partnerships that were
optimally equipped to identify and rea target groupsThe aim was also to raise awareness and
inform network partners on the educational guidance services they dffefortunately plans to
establish partnerships with companies in the private seatere not realise.

Existence and scope of partnerships and networks

The formation of partnerships took time, bwient well and all parties were pleased with the

increased collaboration. The slight overlaps between services did not appear to cause problems
across services, thagko good communication between GOAL and partner organisations, and the
good will of all parties. The sharing of knowledge and experience benefitted everyone. The
programme partners, policymakers and programme staff think that further implementation of a
formalised collaborative network is desirable armlldbenefit everyone involved in the futur@he
program partners also felt that the healthcare system should have a presence when finding ways to
reach and service the more vulnerable groups in society.

Challenges and barriers

It took time to find common understanding about how the program could benefit all parties
involved. Cooperation was very beneficial once established. The GOAL projbighigghtedboth
the need and willingness to formalise crasganisational collaboratiohe main challenge has to
do with the next steps of formalising a cresgyanisational network between different institutions
and systems, that are involved with the target gpoThis requires comprehensive policyaking
within and between the relevant secto(s.g. welfare healthcare and educational sectorYhe
absene of the healthcare systemwithin these collaborationss possibly reducing the potential
success of the seice and creating barriers.

Attempts were made to form a collaboration wikkrgemanufacturingcompanies during the GOAL
project The aim was to offdow-qualified emplgees with little formal educationparticipation in

the project Nothing came of thesattempts assupport from upper management levels was lacking.
One of thefuture challengeswill beto form an effective connection between the adult learning
system andhe company sectoin Iceland.
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The proximity of the service providers to potential service users, enhances the effectiveness of the
service. In light of that the location of Mimir can be a challenge. The implementation of a
collaborative network witHrequentconsultation meetings to s¢ngthen the connection between
relevant institutionan the areacould be beneficial The formation of new collaborative liaisons can
be time-consuming. It seems to depend on organisationalgaledthe structure of the institutions
involved (e.g. commuicationchannelling).

Strengths and achievements

The development of existing and new partnerships was based on the fact that the service users were
to a large extent drawn from vulnerable groups who face many challenges. The programme partners
feel thatthe meetings that were held in connection to the project, about tpaiethodsand

strategy, were veryaluableand benefited everyon@volved including, indirectly, the clients.

Mutual learning took place between the partner organisations and valuafdemation sharing for

the competence development of the counsellors in the project.

The majority of the service usengave not sought educationsdnd vocational guidance within the

adult educational system on their own initiativ& vast majority of thelients in the GOAL project

were referred to the counselling by cooperative orgatisns and institutions that weralready
servicing the target groug: KS | Rdzf & SRdzOF A2yl f &aedadisSYy RARyQlG a
of reaching out to the grouplhus through effective collaboratiothe GOAL project hdsghlighted

the need for a crossrganisational referral system.

Networks are more readily formed now due to the building of bridges during the GOAL project.
Relevant organisations are moesvareof S OK 2 1 KSNIR & NR dff&ed by theRLLG KS & S
centres. Organisational borders are notmeminent and mutual intezst has developed for extensive
interdisciplinary cooperation, that aims to strengthen the service to the target group.

5.6 Key mplications

Implications for future programme development

The sharing of knowledge and resources between programme partners and other stakeholders has
been mutually beneficiabut time needs to be allotted for mutual understanding and planning of
developmaents. It is crucial that the benefits of partnership to those involved are cldse.
collaborationof diverse organisations might be favourable in light of the complex issues and
circumstances that the target group is faced wiules of different parties within the collaboration
need to be clear.

The establishment of an effective partnerships with employers was not successful. Future programs
should try to get employers commitment earlier, for example by including employeeseptatives
and/or trade union representatives on a steering group.
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Policy implications
Implications of policy

Institutional borders can create a barridihe absence of a connection with the healthcare system is
possibly reducing the potential succadshe service for the target group and creating barriers.

Implications for policy

In Iceland the aim was to reach out to more vulnerable groups. Individuals that have not sought
guidance within the adult educational system at their own initiative. Ttiedumstances were in

many cases highly complex and they needed the aid of different specialists. An increased knowledge
of available resources within other organisations and a referral system between partners would
enhance the service to these clients.graved partnership and networks enabled the sharing of
expertise and knowledge.

The creation oincentiveswithin the private sector, that motivate managers to encourage their
employees to participate in adult guidance and increase their qualificatioight also be beneficial

Policymakersvithin relevant sectorsgan support the process of building and maintaining a
collaboration between organisations, both systematically and informally, amongst partners working
with vulnerable groups. Appropriatupport and sharing of responsibilities has the potential to
improve effectiveness and policy efficiendye issue of funding and subsistence among adult
learners needs to be addresseidthin policymakingMost adults have financial commitments and

O | \affoid loss of income while studyingolicymakers can initiate and steer the process of
connecting systems (e.g. healthcare system, avelsystem, educational system) that will facilitate
service to more vulnerable groups in the future.
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6 Counsellor ompetences

This chaptefocuses on guidance counsellors, first providing an overview of counselling activities and
the competences required to meet the needs of the GOAL target groups. The chapter also focuses on
challenges to high quality counselling, and how those challenggdmavercome.

6.1 The job of the counsellor

Background

Educational and Vocational counsellors in LLL centres assist people in identifying their strengths and
then identifying appropriate routes for ongoimgmpetence development. There are various

individud needs and approaches, and methods and tools need to be chosen accordingly. What has
been identified in the GOAL project as important competences is based on existing national and
international material. The following points are set forth to summarisefthidation for quality
counselling for the target group

1 Uses professional and ethical work habits which are recognized in career counselling

1 Assesses the challenges and situation of the individual in a social context, sets goals and
organises own coundling work

1 Uses recognised interviewing techniques, analyses and assesses own communication and the
effects of own attitudes and values

9 Facilitates individuals to be aware of internal and external resources and assist them in
identifying solutions

1 Makes professional and wetkasoned decisions based on the knowledgebase of career

counselling as well as critical assessment of tasks and situations

Ethical behaviour and professional conduct

Advocacy and leadership in advancing clients learning, careefafement and personal

concerns

Awareness and appreciation of client cultural differences

Awareness of their own capacity and limitations

Ability to design, implement and evaluate guidance and counselling programmes

Familiarity with information oreducational, training employment trends, labour market and

social issues

1 Communicats effectively with colleagues.

= =

= =4 —a A

¢CKS 220 ORideyS S¥ G I2NES NJ dand nfosd Syhaefioks have/a diplonsafor-ayviR
in career counselling (educationaind vocational counselling). Social workers and psychologists also
provide services to the group.

A job description and ethical guidelines are in place on a national level for career counsellors,
developed by the Association of Career Counsellors. Thease been based on for example IAEVG
(International Association of Educational and Vocational Guidance).
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Programme staff experience, education and training prior to GOAL

All the GOAL counsellors are university educatédy S KI & I . | OKSf 2 NDRa RS3INBS
and Educational Theories, a Diploma in Management of Educational Institutions and Educatidnal
Vocational Counselling from the University of Icelarideg2 T (1 KS O2dzyaSftf 2NB KI @S
degree in Eduational and Vocational Guidance and Counselling from the University of Iceland. One

has a Candidatus in Psychology.

All of the counsellors have participated in professional development or training activities relevant to
their guidance and counselling reld he average time spent on professional development and
training amongst the counsellors 2 days during the past two yeard.hese activities have

included learning new interviewing techniques, courses concerning empowerment, courses to
acquire a licese to administer an interest inventory and validation of prior learning. (The objective
of the interest inventory is to find links between personal interests and occupational/educational
opportunities.) The counsellors all plan to participate in professioievelopment or training

activities relevant to their guidance role in the next year.

The counsellors have all worked in adult counselling for at least a y&ae counsellor with the
shortest experience iworking in adult counselling hagorked in tha field for a yeat the time the
GOAL project startedDne of the counsellofsadworked in adult counselling for two yeatsjo for
three years and the counsellor with the most experience aillnlt counselling had/orked within
that field for 13 yeardy the beginning of the GOAL project

Counselling activities

Four out of five counsellors in Iceland are employed {tithe and one is employed patime. Their
job title and current role is educationand vocational counselling. One counsellor héenaporary
contract with the employing organisation but the others all have permanent contracts. The
counsellors spend on average3# hours each weeln adult guidance and counselling activities.
Each counsellor spends average hours each week on GOAL project activities.

A financial administratoris also supporting the project in each lifelong learning centre, and the
directors are to some degree involved in developments (in some cases other staff as well).

Defining competences

¢KS 220 0AdfySR WBRAOT NIyl tO2dzyaStt 2N A& NB3IdzZ I
have a diploma or a MA in career counselling (educational and vocational counselling). Social workers

and psychologists also provide services to the taggeup defined in the GOAL project (more
vulnerable).

A job description and ethical guidelines are in place on a national level for career counsellors,
developed by the Association of career counsellors. Those have been based on for example 1A
(Internaional Association of Educational and Vocational Guidance).
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The Master program for career counsellors has set general and specific competence standards which
are also in line with European documents as well as Nartterican.

For identifying competencesf the GOAL project various resources were reviewed (from the
brdAz2ylt Faaz20AldA2y> {GFyRFNRA FTNRY (GKS al aidSNIK
International Association of Educational and Vocational Guidab®EVG, NIGandbook for

AcademicTraining of Career Guidance and Counselling Professionals).

The NICE Handbook for Academic Trainin
Career Guidance and Counselling
Professional addresses the main
competences categories for counsellors arf
also defines the different roles for career
advisors, career counsellors and career
professionals.

Image 4.1: NICE Professional Rales, © NICEZ012

Those were discussed and analysed at a steering group mawttinal project management team
with the GOAL counsellors and tbempetencemost relevant to GOAL were identified.

The followingd2 YLISG Sy 0Sa O02YS FTNRBY GKS adddycdtonddadd Ay GKS
vocationalcounsellors in Iceland@’hose are quite relevant for the services to be provided in the
GOAL project specifically those marked in red:

The 5 most relevant are thellowing:

1 Uses professional and ethical work habits which are recognized in career counselling

1 Assesses the challenges and situation of the individual in a social context, sets goals and
organises own counselling work

I Uses recognizeishterviewing technjues analyses and assesses own communication and the
effects of own attitudes and values

9 Facilitates individuals to be aware of internal and external resources and assist them in
identifying solutions

1 Makes professional and wettasoned decisions based the knowledgebase of career
counselling as well as critical assessment of tasks and situations

These competences are somewhat in line with IAEVG core competences which are also appreciated
also in the context of the GOAL project:

1 Ethicalbehaviourand professional conduct
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1 Advocacy and leadership in advancing clients learning, career development and personal
concerns

Awareness and appreciation of client cultud#ferences

Awareness of their own capacity and limitations

Ability to design, implemérand evaluate guidance and counselling programs

Familiarity with information on educational, training employment trendbourmarket and
social issues

1 Communicate effectively with colleagues

= =4 -4 A

Aims

At the beginning of the project the questions set forth linkedriervention three(development of
tools)were analysed. Since general competence profiles exist for career counsellors in Iceland there
was aspecific need to look into competences linked servicing the more vulnerablgroupsin the
GOAL project. That includes dealing with more personal hindrances on the way towards decision
making and taking the next steps for educational/vocational development. This was done through
creating amethod group where specialists from socials services (social workers) and career
counsellors from PES informed the GOAL steering group on their methods and tools. The result of
this was to focusn training in motivational interviewingspecifically since that metltbcame highly
recommended from the method group. Also identified as an important veas theCareer Adapt

Ability Inventory (CAAIlRs it assists in identifying thheadiness of services useirs regard to
educational and vocational guidance. Training wfsred to career counsellors in all LLL centres in
motivational interviewing and the GOAL counsellors attended a workshd@jaoeer Adapibility
Inventory (CAAI)

It is evident through the experience of the counsellors thiatfessionalboundariesand roles need
to be clear The target group has in many cases complicated hindrances which often need to be dealt
with by other specialists beforeducational and vocationatounsellorsanassist the individualin
addressingheir educationaltareerdevelopment. In the GOAL project, the counsellors often

experienced that they were going beyond their professioralit as education/career counsellors

But, with close cooperation with other specialists (stakeholders/service providers) it was possible to
identify processes for a smoother transitigiwhere personal hindrances had been dealt with so that

the readiness of the individual for career guidance was adeqir@eexample, it turned out to be

less successful when individuals who were in the initial phassupport within the sociglor

rehabilitation services were referred to career guidance compared to those who had undergone a
support program based on their neeblsforemoving into career guidance. The latter group got

better results out of career gdance since theittadines® ¢ I & KA 3 Kh&tNideyihgd béen 8 Sy 4 S
able to deal with and find solutions to their most immediate challenges and could therefore focus to
a larger degree on their own competence developm@iirough that, the career guidance services
turned out to be more successful.

The steering group meetingswhich includedoroject managers (both educated and experienced
career counsellors), researchers and career counsellors in the GOAL priojewéd out to be ve
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useful and effective in regard to addressing challengéisamguidance processe$he groupprovided
valuable learning and peer support for all involved.

6.2 Achieving high standards of counsellor competence

Service user perceptions

Theclieti &t GAa¥FFOGA2y adaNWSe a1 SR aSNWBAOS dzaSNE |06
O02YLISGSyO0Sas F2NJ SEIFYLX SY 4a5AR (GKS O2dzyasStt 2N SE
dza SNE O2dzZ R GAO1 || 02E AyRAOL. Ghe gvaluatiof tedmybptesi S NI 2 F 4
for this simple thregpoint scale (as opposed to a more detailed fpant scale) as one of a number

of steps aimed at making the client satisfaction survey asfuggrdly and nordemanding as

possibleg steps that were felto be essential given the limited reading skills of many programme

participants.

There were no major differences between the answers to the satisfaction survey between waves,
thereforethe results from the satisfaction survey are not presenbgdvave. Eigty service users

(86%) reported that the counsellor discussed their job or learning options during the first seégkion.
but one clients felt the counsellor understood their questions during the initial interview (99%) and a
vast majority felt they got élpful information (96%). Most of the service users felt the counsellor
understood their needs (91%), was encouraging (95%) and explained things clé#&y¢6e figure

6-1).

"Did The Counsellor Discuss Your Job/Learning
Options?’(N=93)

‘Did The Counsellor Answer Your
Questions?’(N=93)

‘Did The Counsellor Give You Helpful
Information?’(N=92)

"Did The Counsellor Seem To Understand Your
Needs?’(N=93)

“Was The Counsellor Encouraging?’(N=93)

"Did The Counsellor Explain Things Clearly?’(N=93)

75% 80% 85% 90% 95% 100%

M Yes mNo mSomewhat

Figure6-1Ser v i c e Salisfaction &urvey, Iceland (N=93)
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Twentytwo clients participated in théollow-up survey Among other things, they were asked about
how they experienced the counselling process. The participants were asked if there was any
particular aspect of the guathce process that was especially important or crucial for them. Out of
the twenty-two clientsall of them were pleased with the counselling. Twelve clientsxdidecall if
there was ay particular aspect of the counselling process that was especially impottay were
just pleased with the overall process. Among the thithgd the service users felt wertbe most
important aspecs of the guidance processere the good advice aboyjbbsappicationsandhow to
conduct oneself whegoing onjob-interviews,the assistance with finding proper schools and
coursesthe confidence building, the overall helpfulnemsd willingnessf the counsellor and the
connection they made witbther peope in similar situations:

Yes, there were many girls from Poland around my age with the same problems, |

O2dzf R GFf1 6A0GK LIS2LX S A1 &OMSEvickUsarl 4y Qi | f 2
FollowUp Survey, March 2017)

One service user felhe counsdor was very helpful, friendly and gavaluable information

When | started [the counselling] | maybe knew about three places to learn Icelandic,
but now | know about more. Also the atmosphere was very relaxed, no tension. | did
not feel like | was adéchool, | felt valued. | felt good within the group and during the
counselling. Also, when we had questions the counsellors did their absolute best in
answering them. (GOAL Service User, Fdllpvsurvey, March 2017)

All 22 participants in the followp survey reported that there was never a time when jifelt like

i KS& RA Rye@rito éoungeflinglih2 clients were asked in the follawp survey, if there was

anything they would change about the counselling in order to improve it. Only one sliggested

that the perhaps the interview could be longer and there should be less paperwork. All the other

Of ASylila 6SNB OSNER LI SIFaSR YR RARYQG KIFI@S lyeée ad

I think it was really good, for me perfect! The lady was realijlynice. You felt like
you hadknown her for ten year§GOAL Service User, FologvSurvey, March 2017)

L R2y Qi GKAY]l a2 Ly VYidtalpexdelyitP2i/S W\ (L ORIKBY @R dzy
have the car the counsellor came to foethe sessionsandR A Ry Qi KIF @S G2 32 0
L R2y Qi &SS K2¢ (GKAA O2dzZ Rup®@Bvey Maich SN 6Dh! [
2017).

In the followup survey the service users were asked if it was easy to understand the information

provided during the counselling sessions. One client (5%) did not recall, the remaining 21 service
users(96%)felt that it was easy to understand the infortian provided during the counselling.

Staff and other stakeholdersd perspectives

The programme staff ar@ generalexperienced and competent in working with low skilled adults
and individuals with short formal education. The GOAL target gnagimore dallenging than the
traditional low skilled adults in a sense thabst of them experienagvery difficult circumstances
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lacked confidence and ha@problems withaddiction and variousther health issues. According to the
programme staff this requidtthem to usedifferent interview techniques:

| mean, the client has been using dsugr 22 yearand the addiction has controlled

everything in his life, he has hardly had one soberddaing this time. Usg these

tools that we normally use [.dheyare2 dza i a2 RAFFSNBY Ul wiKS Dh! [
just too many words, the sentences are too complicated, we have to use very short
aSyiSyO0Sa X6 olofg, tiieKydu las&tifelr Stgrdd{GOAR G 2

Program Staff, Focus Group May 2016).

The pogramme &aff also felt the meetings with the methagtoup werevery effective. Learning
about toolsthat are being used by other institutions th&itaveworked with the GOAL target group
on regular basisvas particularly valuablge.g. Social Services, Thigectorate of Laboyr

We got an excellent introduction about various tools during the method group

YSSGAy3Is yR GKIFIGQa ff GSNEB dzaS¥dzZ @ C2N SEI
introduced to tools that the Directorate of Labour uses, and we etténg certain

inputs from then now. (GOAL Program Staff, Focus Group May 2016)

During these meetings the counsellors learned abidativational Interviewingwhichwas in their
opinion, very effective during their work with the target group:

| feel themotivational interviewing techniquieas beemmost effective, because it

requires the client to find the answdrsnself The person has to look within, because

AGQa RAFTFSNBYG 6KSy @2dz FSSt FTNRBY 6AGKAY GKI
saystog dz G KI 4 @2dzZQNBS R2Ay3a 3I22R wodded L FSSt Gl
interviewing, clientsdiscove it on their own and then | can lead them forward and

help them [take the next step], because we have a lot of good tools, but personally |

feel there is ndting as effectie as motivational interviewindGOAL Program Staff,

Focus Group April 2017)

According to the programme staff they welcodie opportunity to develop new skills and increase

their competence e.g. by taking courses or going to lecturesir Shperiors are very ambitious and

supportive when it comes to training and retraining of employees. The Education and Training

Service Centre holds nationwide meetings twice a year that aim to improve and develop new ways to
service and reach the targgtoup (i.e. adults withittle formal education). These meetings are a

good forum to get insights into new methods and tools and to learn from the experiences of other
professionalsAccording to the counsellorsefioften attend various shorter coursegcf £ SR W{ G A ] f ©
These are training courses involving development and implementation of tools and techniques. In
addition to these courses the counsellors themselves are active in spotting training opportunities
According to them,Heir superiorsare verysupportivetowardsemployeedaking alvantage of tlese
opportunities:

| feel that our managers are very supportive and ambitious towiafdstraining and
lifelong learningamong the counsellofshey want us to groves individuals. | have
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worked in guidance aifferentlevels within the educational systeend the way that
the retraining and lifelong learning is organised among employees within the adul
education system is exemplaf@OAL Program Staff, Focus GriMay 2016)

Accordingo the programme staff there are no challenges to improving staff competence except

maybe just finding out what courses are the most benefidali Qa NBI f £ & 2dzad €t 2271 Ay
appropriate fhe appropriate course] have not eperienced any chal S y 3 S & (GAGAL PrégraNiE

Staff, Focus Group May 2016ther stakeholders also feel that the counsellors have increased their
competence during the GOAL project:

They [the counsellors] have been on many courses and gotten many new tools. That |
think is a certain benefit for the employees and therkplaceas a whole (GOAL
Program Partners and Policymakers, Focus Group April 2017).

Summary of strengths and achievements

¢KS Dh! [ LINR2SOG Ay AGASETF KIFa 0 SBgcounseldssyrd NA 6 dzi A
now more capablef Y SSG Ay 3 G KS G W@ ehallergdsAndztiibarrigfsShatkng ©

target group face haveunderlined the need for adaptabilityflexibility and operrmindedness

during the counsellingThe counsellorshaveRa (12 221 |4 GKS OftASyidQa A&
many different perspectivegonnecting needs with the appropriate tools quickly and effectively

The counsellors also feel that now they have more knowledge about the service offered by other
stakeholdes and a better understanding of the system as a wh@lerking with other professionals
O2yiNAROGdzi SR (2 O2dzyaSttf2NRa O2YLSvarépdrbarly yR RA & Od
valuable.Career counsellors received additional training in orderuiddocompetencesuitable for

the target group (MotivationalnterviewingTechniqueand Career Adapfbility Inventory (CAA)L)

The counsellors agréedhat the motivational interviewing was especially beneficial to the guidance

with the target groupsince internal factoravere in many cases the main barrier towards progress

The training in motivational interviewing prodéo be very effective in detecting those issues and

defining and dealing witkesistance talkkResistance talk occunghen the dient expresses a conflict

between their view of the problem or the solutionsr when the client experiences their freedom or
autonomy being impingedupeh L 0 Q& | aA3dylf GKIG GKS LISNER2Y Aa
isdeveloping The notion didentifying high and low resistance can also assist in regards to referrals

to other professionals

A az2s L YdaAad FRYAG GKFEG L RARYyQG NBO23IyArasS ¥
interviews[before the motivational interview trainingput | hear it so clearly now

[..], and its important because if you exp&mbd much from the clients and push

too hard, it will backfreandyoft 2 y Qi 3S 0 ( KGORPoogradlS R NB adzZ (& o
Staff Member, Focus Group April 2017)

Many of the clients héinegative prior experiences when smeto school and education. The
thought of further education raisednxiety and they la@d selfconfidence in generallhe
counsellors f& that they hal in many cases been able to have some positive effect on the client
that area, but they recognisithat a dramaic change in selfnage takedongertime:
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I think you can help people realise their strengths thed continue the work from
there [..],but a few sessions are not going to have a dramatic effect on your self
image, that takes time and workGOAL Program Staff Member, Focus Group April
2017).

The participants in the followp survey were in general pleased with the counselling and had
postive things to say about it:

| am more selassured in my future goals, | am more positive and think towards

the future in a more positive way. In the beginning, | knew | wanted to accomplish
a2YSOKAY3IZ odzi L ¢+ ayQid &doulBvhailkvanitd b2¢g L | Y
do and how | want to achieve (GOAL Followp Survey, March 2017).

6.3 Challengesand barriers

Themain challenges the program staff encountedfe’ G SN a 2F GKS Owadzya St f 2 NI
defining their professional boundarieand stepping aside wheissues, thattame up during the

counselling, crossethose boundariesMany service users had issues that went beyond the scope of
educational and vocational guidanc&hey often had personalfinancial and health related

problems that needed the attention of other speciatisThenthe counselloraisually were able to

refer the clients to other specialistbut it was sometimes difficult not to gemotionallyinvolved:

Many times | was troubled about their situation and | ofteorried about them

after | got home from work, how their situation would evolve. | just hope | was
always able to steer the client in the right direction; | find comfort in that thought.
(GOAL Rxgram Staff Member, June 2017).

The program staff also tet was very challenging when they experieddack of resourcesvhen it
came to resolving th® f A 8s(ésDh@ solution to tkese challenges was, more oftaeferrals to
other specialistsln retrospect they tbughtit would have been beneficial to includesacialworker
in the project,in light of the difficult circumstanceat the target group experienced many cases:

The barriers that | experienced wenainlythose thatinvolved &ck of resources

for myclients Many of them hadinancial difficulties and then weoald only help

up to a certain point, that is why | have mentioned that it would have been great
to have a social worker with us in the project. Also, when a client has personal
problems, then thenly thing we can do really is listen, again you experience lack
of resources and you try to refer the client to another specialist. (GOAL Program
Staff Member, June 2017)

Lack of resources did not only involve the issue of professional boundariesldtateo mean lack of
appropriate prograrsfor the service users:
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The challenge with providing guidance is often something we cannot control, for
example what we caand cannotffer people at that momen(GOAL Program Staff
Member, June 2037

In somecasesthe program stafencountered lack of resources in terms of tgents taking the next
step. Often, this had to do with the client lacking thevel of readiness needed for him/her to take
the next step, or the lacking of financial resources. Unfuately, in most cases these could not be
overcome during the GOAL program

You hit a wall wen the sericeuser was not ready to participate in the guidance

and refused. Also, in many cases the financial means that were needed to take the

next step forvard were just not there. For example, when the service user was

NEFRe IyR glyiSR (2 (GF1S O02dz2NASA odzi 0O2dzZ Ry Q
Member, June 2017).

The GOAL counsellors were very ambitious towards the guidance of the target growgtaheré

was great responsibility involved in their roles. Many service users lacked readiness to take the next
step in their educationalor occupational developmenAt the beginning of the project, the

counsellors were sometimes concerned about the lack of progress and how that reflected on them
professionally:

At first you experience pressure and responsibility, because you want to perform well
as a counselloand that is maybe an issue that you needé awareof in general,

the issue of responsibility. | cannot, as a counsellor, be respofwiflbat the client

does and decides, but of course it matters what | do with snthat he will benefit

as much as possible from the guidance process. T&mntested, my tools and
YSGK2RA& | YR K 2l@xpériended Bis miokty M thedédinging, but then

it changed and | started to let the process develmpe freely The plans thayou

YI1S R2y Qi I &ndyoe reeddoeddembar dzét e 2 d2MWGE
working with people.(GOAL Program Staff Member, June 2017).

6.4 Keyfindings
Background and aims

Educationalandvocationalcounsellors in LLL centres assist people in identifying their strengths and

then identifying appropriate routes for ongoing competence developmérk S 2 Zducatiohal t S W
andvocationaD2 dzy 8 St f 2ND A& f AOSyaSR A yuidelOsS treigptade | 220
on a national level for career counsellors, developed by the Association of Career Counsellors. Those
have been based on for example IAE¥Gthe GOAL counsellors are university educated. Four of

five counsellors have specificaifications in educationabind vocational guidancat relate
particularlyto guidance with low skilled adults and lifelong learning. The GOAL counsellors engage in
personal development and training each year. They have all worked in adult couns®litdefast a
year. Since general competence profiles exist for career counsellors in Iceland there was a specifi
need to look into competences linked to servicing the more vulnerable groups in the GOAL pr
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That includes dealing with more personatdiiances on the way towards decision making and taking
the next steps for educational/vocational development.

Counselling activities

Four out of five counsellors in Icelaneére employed fulitime and onewvasemployed paritime.

Their job title and rolavaseducational and vocational counséflg. One counsellor haaltemporary
contract with the employing organisation but the others altllpeermanentcontracts. The
counsellors spentn average 33 hours each week adult guidance and counselling activities. Each
counsellorspenton average 9 hours each week on GOAL project activities.

Defining competences

The necessary competence of the GOAL counsellors was defined in the beginning of the project.
Among the most important oneswerethe abilityto be able to assess the challenges and
circumstances faced by thiedividual in a social context, setgoals @B | y A & 2y SQa
counselling work. The counsellors neeldo be able to use recognized interviewing techniques,
analyse and assess their own communication and the effedteafown attitudes and values. They
had to be able to makendividuals aware of internal and external resources and assist them in
identifying solutionsThey had to pssess the ability to d&m, implement and evaluate guidance and
counselling programgxcellent communication skills, both with colleagues and clients, were
essential.

Achieving high standards of counselling competence

According to the programme staff, their superiors are v@ampitious and supportive when it comes

to training and retraining of employee&.method group was createdh&re specialists from social

services (social workers) and career counsellors from PES informed the GOAL steering group on their
methods and toolsThe result of this was to focus on trainingMiotivational InterviewingTechnique

specifically and in using th@areer Adapbility Inventory (CAAIraining was offered tthe GOAL

counsellors in motivational interviewing atigey attended a workshop ofareer Adapibility

Inventory (CAAl)According to the GOAL counsellors, the Motivational Interviewing Technique was

most beneficial and they aldwelieved the Career AdapAbility Inventory (CAAWasan important

addition to theirtoolbox. The GOAL project itself has influenced competence development among

the counsellors. They are more capable now in guiding individuals that belong to the GOAL target

group. The challenges and the barriers that the target group faces have undetie@eed for

adaptability, flexibility and opemindedness during the counselling. The counsellors have had to

t221 0 GKS OftASyiGQa AaadzSa yR NBa2dzZNOSa FTNRY Y
appropriate tools quickly and effectivelyThe counsellors also feel that thggined importance
knowledge about the service offered by other stakeholders and a better understanding of the system
as a whole. The steering group meetings in the GOAL project turned out to be very useful and
effective in regardto addressing challenges in guidance processes. It provided valuable learning and
peer support for all involved.
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Challenges and barriers

The GOAL target group wamre challenging than the traditional logualifiedadults in a sense that

many of themhadvery long and difficult history with addiction and various health issHesvever,

this only applied to the Icelandic clients in GOAL. The immigrants faced serious, but different
hindrancege.g. their education might not be recognised ie tlselandic educational systeamd

they often needed information about theles of different institutionsvithin the system. According

to the programme staff this required them to use differeproaches anthterview techniques

Training in that areavas very beneficiallhe main challenge in the GOAL project was the recognition

of professional boundaries. Many of the issues that the target group dealt with went beyond the

scope of educationabnd vocational guidance. In those cases, the counsellers usually able to

refer the service users to other speciadjdbut maintaining emotional distance was sometimes

challengingt KS O2dzyaStft2NER KFIR (2 FIO0S G4KS FIO004 GKIFG
fAYAGSR 0@ (KS aidicapdbifitiSsyhé @adinass\td thka tiehgxBsiep comes from

within; no amount of counselling will change thathe presence of structural hindrances dacdk of

resources was alssometimesa challenge for the counselloesg. when the client was Wing and

NBFRe G2 G118 GKS ySEG adSL) odzi RARY QO KIF@S GKS
expensive, no scholarships/funds) or the appropriate courses were not available at the time or in the

area were the client could attend them

6.5 Key mplications

Implications for future programme development

Transparency and open discussion on competencesatkaad competence development for
counsellors is important, especially when gathering knowledge about a new target groups and
learning what will vrk for them and their needs. Cooperation between specialists that service the
target groups is mutually beneficiahd can contribute to competence developmeServicalzd S NI &
feedback obtained on regular bases can shed light on what works and whatecee

Policy implications
Implications of policy

¢CKS NB3IdA I A2y a CGaufabiddandwcationaRSdz2g2 6 612 KD SKYf LI (2
competences and facilitate effective service. A job description and ethical guidelines, developed by

the Association oéducational and vocationaCounsellors, are in place at the national level for

counsellors. This may suggé#sat countries such as Iceland which have wielveloped counselling

related policies, may be better placed to serve vulnerable clidts.high level of training and

support enjoyed by counsellors in Icelaglsures competencdevelopment anchas impliations

020K 6AGKAY (GKS O2dzyiNB FYyR I ONRP&da GKS Dh! [ LI)N
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Implications for policy

Training and lifelong learning among counsellors is important and should enjoy continued support.
As the findings suggest, the sharing of knowkedgd exprtise between professionals is highly
beneficial to everyone involved, and indirectly to service users. This suggedtiseltaeation of a
mutual forumwith regular meetings where dialogs can take place between specialistdd be

highly bendicial. The opportunity for peetearning, the sharing of experience and conceonsates
support and contributes t@ngoing competence development.
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7 Guidance tools for low educated adults

This chaptediscusseshe tools which counsellors on the GOAL programmiediand usein their
GOAL guidance programmesdferinganalysis of the strengths and weaknesses of these tools in
terms of impact and qualityas well as the challenges associated with tool developrardtor use
The range of tools that support staff and clients in adult guidance is broad and can include:

Traditional, papebasedresourcesand newer online and digital tools.

Tools to diagnose and assess levels of skills, including basic skills.

Tools b support the validation of prior learning (VPL) processes.

Tools for evaluation and setfvaluation (such as interest inventories, tools for making action

plans, goaketting pro forma).

Tools that help counsellors to reflect; professional developnteals for counsellors.

1 Information tools (internal and external sources), including both those which inform the
counsellor and those which can be used to disseminate information to clients (such as job
search tools, college websites).

1 Data monitoring toolsind registrations systems, where analysis of the variables can be used
to develop the programme and track outcomes.

1 Tools that help to structure the guidance session such as scripts for interview. Data
monitoring templates can also support this aspectiaf counselling.

1 Tools that help clients with jebearch, such as tools to assist with CV writing.

= =4 —a -

=

From this range, GOAltogrammessoughtto develop a toolbox of resources theduldsupport
guidance services for loeducated adults.

7.1 Contextand aims

In Iceland, guidance counsellors generally use typical career/educational and vocational counselling
tools such as interviewing technigues, interest inventories, portfolio work/CV, information giving,
and various exercises linked to skffowledge, inform#on gathering and decision making, goal

setting, VARK (i.e. survey that explores the client’s learning habits), exploration of occupational
values, time management and validation of prior learning.

In the beginning of the project the steering group (itting counsellorsidentified tools and
methods from current practices which could be useful with the GOAL target groag they were

or with adjustments This was documented in the Experimental protcaoad the Needs and

Strengths Analysighe overaldim regarding tools and methods wasidentify effective tools,

adjust them as needed and train the counsellors in using them as the needs of the target group

became apparenth y S 2F GKS FAYa ¢la (2 RSOSt 2L INRdzL) O2
needs. Group counselling offers were develop&ktlfimage and communicatigwas tailored to
the needs of a group of immigrants by the program site MSIS gftup counsellingonsisted oftwo
sessions and included discussions about cultural differgmoenmunication traditions in Iceland,
civil rights in Iceland anglaysto connect with other people. During these group sessions an
interpreter waspresent. Another group counselling session was developed by Mitnémgths,
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Learning and Worlt was two sssions and tailored to the needs of young women from Polahedy
all had university education, but most of them wedkn housekeeping. They were able to identify
with other women in similar situations and provide pesipport. They were given informaticabout
available learning opportunities, jedeeking and their strengths and interests were explored. The
guidance material was in Polish and there was an interpreter pre$@etProgram Staff at M&%o
developedgroup counsellingyased on the Europeaproject: Resilience; A Key Kll for Education
and dbs.The group counselling wakeveloped for a group of young womenwlasbased on training
and exercises in resilience, social skills, communication skills, pasitideset and sekcontrol.

Asnoted before, the counsellors in Iceland are formally trained in educatiamal vocational
counselling. Courses in using formalised tools are offered (e.g. interest inventories), meetings with
counsellor network through cooperation with the ETSC proviagght into new toolsFor the GOAL
project a method groupwvas established with stakeholders to bring forth and identify best practice
tools with the target group. Through that work a list was made with a description of tools to use. A
working day was amlucted with specialists from the Directorate of Labour. The meetings with the
method group providedaluable information and insights. The steering group meetings were
especially usefuh terms of highlighting issues related to service qualitiie took enhanced the job

of the counsellors and gave them direction when working with a group they did not have much
experience of servicingAccording to the counsellors the meetings with the method group and
steering groups were especially usefiiie identification of effective tools and the sharing of
expertise, knowledge and personal experiemas very beneficiallThediscoursedhat took place

were highlyaluedby the counsellors:

| think these discussions were extremely valuable, | would |lkavi® meetings

like that every month and just get the group together, everyone sharing their
SELINASYOSE YR 02y OSNYyarhigwentealga it f A1S aKI @
well with thisS NB dzLJ @ d®8 X A G Qa 2dzGhALZPeogrdn (G2 3ASG ySs
Staff Member, Focus Group April 2017).

As of the completion of this evaluatigaport, there isno formal process in place to monitor the
effectiveness of tooland methods used by the counselloi$eyhave beerreviewed and discussed
informally at ste@ing group meetings. The tools are designed to promote the quality and

effectiveness of the guidance. Even so they are standardised and do not always account for individual
differences. Theravere no problems with the use or adaptability of tools ittelandduring the

GOAL project

7.2 Guidance tools for low educated adults

Tool selection, development and use

All of the GOAL counselloirs Iceland hadlready been trained in using various tools and methods
They also &d considerable experience in ugitheseduring counsellingsessions, with the purpose
of enhancing the effectiveness of the guidantbee GOAL project involved nemvore vulnerable
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target groups. Therefore, amportant part of theprojectwas to identify and adjust, if needed, tools
andmethods that would be particularly benefici@hen working with the target group. The GOAL
counsellors both got training imsingnew toolsand used tools they already were very familiar with:

1 Motivational Interviewing Techniqudocuseson facilitatingand engaging intrinsic
motivation within the client in order to influence behavious suchit recognizes that
clients who need to make changes in their lives approach counselling at diffevedd of
readiness According to the counsellors the techun&has been very useful in identifying
d NB a A a i,lwkich Sdicatesfif {hé client is ready for change or not.

1 Career AdaptAbility Inventory (CAAlpives an idea about the service user adaptability skills
by measuringeactions to changes that occurlife, career and education

1 Monitoring Data Questionnairavas used in every session, although different question
depending on type of interview (i.e. initial/subsequent/exit). The questionnaire gave a
detah f SR RSAONARLIIAZ2Y 2F (GUKS Of ASydiQa OdaNNByd a&A
guidance, barriers and aims.

9 Validation of prior learning (VPLmethodsof identifying, documenting, assessing and
recognizingall the competence that the individubbs gained through various activities; for
examplework experience, work related learning, néermal learning and informal learning,
formal learning, social activities and family life.

T Competence Portfolipis an organised collection of information thetiow individual
development, knowledge and skills. It promotes $@lbwledge selfdevelopmentand
assesses genenabcational competence.

1 Interest Inventory, links personal interests to employment and educational opportunities.

1 Individual Action Planan established stepy-step plan for the service users to follow in
order to reach their goals.

1 Coachingvas also used to support the client in achievinghes personal or professional
goals.

f CVmaking goalsettingand recording theD f A $gmpefeice and skilldn every instance,
these tools and methodsffered an opportunity for confidence building antthat wasvery
valuablefor the service users.

According to programme staff, promoting salsertivenesandusingpositive psychology asvery
effective for the clientsReferrals to other specialisteere also used during the GOAL project. When
0KS O2dzyaStft2NBR NBIfAaSR GKIG GKS a02L)S 2F (GKS &
boundaries, they referred them to other specsas.

The program staff thought that much of the counselling in the GOAL project had involved motivating

the service users and confidence building. They felt the use of different tools had been very effective
in that respect:

I think the Monitoring Data, in the first interview, is very effective when you want
them to open up about things and highlight positive things about them, that
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YIeoS (GKSe& KIRyQli (K2dAK(G 2F GKSvyaStgSao L |
very effecive, especially for the foreigners. They take a long time but you go
GRSSLE® ¢KSe 2F0GSy YIS LS2LXS t221 Fd GdKAy3

AGQa I NBAYT2NOSYSyYyd F2N GKSY wodved L faz 7F
in pointing out pebJt S Qa XGOAB Bfagiark Staff Member, Focus Group
April 2017).

All the tools used by the counsellors aimstoengthen the individual, build selEonfidence and

promote seltknowledge The intervievsthemselves, the extra time allotted to them atitk use of

the Monitoring Data, were highlyeneficial TheyprovidedR S G Af SR AYF2NX I GA2Y | 072
status, circumstances and prioriti€dtherfrequently used tools were Interest Inventory,

Competence Portfolio and Motivational Interviewiryith the method group the counsellors

identified tools that were valuable when working with t@®Altarget group. The group counselling

offers were developé with the needs o$pecific groupin mind. The counsellors received training in

using new toolsife. Motivationallnterviewing techniqueCareer Adapibility Inventory (CAAIhat

were thought to be highlyaluablewhen working with the target group. The counsellors all agree

that thesewere effectivetoolswhen working with the service users anbmoted selfknowledge

What | think is really interesting, is that when you are taking the CANS $Qamer
AdaptAbility Inventory (CAAJ)you can see what issue or point makes you pause, is it
your selfconfidence® s it your curiosity?[..], It Easically vinere your pause and in my
opinion that creates a great forum for discussi@BOAL Program Staff Member,

Focus Group April 2017)

According to the programme staff the decision on which tools to use in eaclweasseade on an
individual basis. &ed on the interviews with the clients and the client’s needs, the counsellods use
their own judgement and expertise whéeiney decided whichtools shaild be used. The use of tools
wasi KSNET2NBE ol &SR 2 yapabitysegaidieds Sfyfaiiget &rouy &8 regrarmeR
site.

In the followup survey the service users were asked if there were any tools that they found
particularly useful during the counselling. The question was apeted and the answers were back
coded and dividd into relevant categorieblot all clients recalled if there had been any specific tools
that they found particularly useful. The tool that was mentioned most often was Interest inventory
(23%), then websites and the interview itself (14%€e table 7.1)
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Table 7-1 Thinking about guidance sessions, were there any tools/activities that you found
particularly useful? Iceland

N %
CV-making 1 5
Interest Inventory 5 23
Interviews 3 14
Paper-based tools 2 9
Websites 3 14
Nothing specific 8 36
Total 22 100

When asked about tools and methods that were usedstof the service users mentioned that the
overall process was useful ahdlpful. They felt the counsellors were especially willing to assist them
and that the interviews were motivating arielpful:

| just felt they were very helpful and supportive. They had endless support even
GK2dz3K (KSe& RARY QO | ysgportie(GDAL Sénfice > | f gl 8a NB
User, Followup Survey March 2017)

It is noticeable that the immigrants in the follewp survey mentioned different tools than

the service users of Icelandic origin. In their opinion, information about websites and where
to learnlcelandic was particularly useful, as well as the information they got about different
institutions and their roles:

L 328G YlIye Ylyeé AYyaSNYySi araiasSaz gKSNBE L O2dz
Also, there were girls thinking about specific jabs] the woman helped them

with all that. So | think if | have a specific question they will have an answer. So |

think it was very nic§ GOAL Service User, FoloSurvey March 2017).

Websites, everything was helpful and good. She offered to helpriteeam
Icelandic CV. She told me what not to write in a CV and what was good to write in
a CV(GOAL Service User, Follow Survey March 2017)

Websites so | can learn Icelandic, | want to start training as an accountant so | can
learn Icelandic legislain. | only knew about Directorate of Labour, but now | have

a list of institutions that | can contadGOAL Service User, FologvSurvey

March 2017)

Strengths and achievements

Establishing anethod groupwith stakeholders that interact with the target group on regular basis
was very effective. It was especially useful how the group was udednip forth and identify best
practice toolsfor the target groupn the GOAL project. Through that work a lisisimade with
description of tools to usel’hedata monitoring templategenerated by IOE for the GOAL project w.
particularly beneficial for the staff and the clients. It was very effective in gathering important
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detailed information about the serviagser. The sessidsecame very personal and it opened up
conversations about what ltgbeen the client’s barriers in the past, what and where he would like to
go in the future. The interview frame helped the counsellor #relclient to identify the client’s
possibilities together.

The sessions in the GOAL project were longer than in traditional counskedimgerinterviews were
very useful and allowed for a more holistic approackhosumentfor informed consent was also
developed for the GOAL project whiwas an important part of the initial interviedccording to
programme staff promotingselfassertiveness andsingpositive psychology ashighlyeffective for
the clients.Motivational Interviewingtechnique waslso venbeneficial during the GOAL
counselling and a valuable addition to the marseful tools they already posse3$ie Motivational
Interviewing Techniqu& & A Y ONBI aSR (KS O2dzyaStft2NRa FoAfAdGe
ARSY (A Teée & Ndhiahisiety impabtént wihile ivdrking with the GOAL target grolipe
group counsellinghat was developed proved to be very effective and wilkely be used in future
counselling During counselling sessions, the counsdiionselfis the most important tool. fie
competence development that has taken place during the GOAL project, through training, the
sharing of knowledge and experienésarning the use of new tools and gaining more knowledge
about services offered by other institutiorfsas made the counsellsmore equipped and skilled in
YSSGAy3a G4KS G NBSG aINRdZLIQa ySSRao

7.3 Challenges and barriers

Through meetings and discussions with specialists experienced in working with the targetigroup (
PES, Social services) the result was to focus on the methods and tools used in motivational
interviewing.With thosetechniques and tools it was easier to meehé participants where they
were, at that point in time, and slowly address the issue of educdtiompetence development. The
methods and tools also supported an atmosphere which facilitated understanding and trust.
However, in many cases the participants who were referred to the G@@jéct, did not have the
appropriate Yeadiness$to focus oneducational discussionsThat resulted imigh numbers of no
showsdespitegreatefforts by counsellors in contacting and encouraging participants to come to
scheduled appointmentsHowever it is evident that if the participant had appropriate readiness
level foreducationalg andcareer counsellingThe tools identified in the beginning of the project
were useful and effective with minor adjustments base on individual ne€tsre were no noted
challenges/barriers to tool development and yiee counsdors got training in using new tools that
were highly effective when working with the target group. This had an overall positive effect on the
counselling proces&ecause some of the service users were immigrantsatiaess tointerpreter
services wasmportant and valued but quality issues need to xaminedwith regard to he
education and qualification of interpreters. Objectivity and ethical matters need atterfibere are
not many interpreters in Iceland, especially fr@@meregions. Therefore, it can be difficult to

ensure that quality standards are mét.somecases. OSf I YRAO Aay Qi S@Sy dzaSR®
to the immigrant in his/her native language and then translates to the counsellor in ENVyligm

this is tre case, it becomemore difficult to ensurehat everything isinderstood correctlyAlso,

when the same people are using the same interpreter reguldréy candevelop a friendshigvhich
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can affect their objectivityinfluencehow they interpretinformation and what they emphasis@he
translation and adjustment of tools is heeded in light of potentially increasing numbers of immigrants
using the service.

7.4 Key findings
Context and aims

In Iceland, guidance counseattogenerally use typicaducational and vocationaguidancetools such

as interviewing techniques, interest inventories, portfolio work/CV, information giving, and various
exercises linked to sekihowledge, information gathering and decision making, goal setting, VARK
(i.e. survey that eXpres the client’s learning habits), exploration of occupational values, time
management and validation of prior learning. The overall aim regarding tools and methods was to
identify effective tools, adjust them as needed and train the counsellors iy tisém as the needs

of the target group became apparenthe method group that was created in the beginning of the
project was very valuable in that regard.

Tool selection, development and use

According to the programme staff the decision on which téolgse in each casgasmade on an
individual basis. Based on the interviews with the clients and the client’s needs, the counselibrs use
their own judgement and expertise wheiey decided what tools should be usedlhe guidance
counsellors received tiaing in using new tools that were believed to be effective when working with
the target group (e.g. Motivational Interviewing TechniqGayeer Adapibility Inventory (CAAI)

Group counselling offers were developed and used successfully.

Strengths and achievements

Establishing a method group with stakeholders that interact with the target group on regular basis
was very effective. It was especially useful how the group was used to bring forth and identify best
practice tools with the target group of th@OAL projecfThe sharing of knowledge and experience

was highly valued by the counsellog&nce the GOAL project allowed for more time than usual with

the service usec there was a chance to use a more holistic approach and e on existential
questions Tools that are used during educationahd vocational guidance aregular basis were
successfully used with minor adjustments. The counsellors gained knowledge and skills in using new
tools (Motivational InterviewingCareer AdapAbility Inventory (CAAIpcale) that were particularly
beneficial to the guidance process, counsellors and clients.

Challenges and barriers

During counselling, professional boundaries had to be considered. The target @ssugs and
needs sometimes went beyoride scope of educationahnd vocational guidance. When that
happened the counsellors did their best in referring the client to other specialists e.g. psychologi
sociatworker, financial advisor etc. T@eS NJJ A Or8adidess6r MEkdhereof, wasometimesa
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barrier. In somecasesthe counsellors faced lack ofseurcese.g. when clients were willing to take

GKS ySEG &a0GSLI o6dzi O2 dZhR gidlty of intér@ddtinySedvices fesdo beO| 2 F T
examined.Tools need to be translateahd adjusted to meet the needs of immigrantsseful tools

need translation from Icelandic into multiple languages.

7.5 Key mplications

Implications for future programme development

Gaining knowledge about the target grodpgeds and the adjustments of the counsellgagsions
and tools is an ongoing procegavareness of the neefr flexibility and adaptability is important
andthe adjustment of toolsaccording to individual needis a continuing processletworking
amongst specialists can be very beneficial in thigard The use of interpreting services is essential
and needs great attention.afe must be taken and standards set in connection witmpetence and
ethics among interpreters.

Policy implications
Implications of policy

The guidance counsellors within the Adult Learning System in Iceland enjoy swiipdtteir
continuingcompetence development, the gaining of knowledge and skills in adopting new tools and
YSGK2RA P ¢ KS-O2ap/ aBicehézNmIdetdaNIBSNELter programme for career

counsellors has set general and specific competence stanttaatid y ¥ £ dzSy OS GKS O2dzyas
acquiring new methods and adjust them to the needs of the target group. Educatinhl

vocationalguidance counsellors work in many places with adults e.g. Directorate of Labour, Social
Services, Vocational Rehabilitation Centres, and within the formal school systemthBugh they

have other undertakings within these institutions, it promotes ursi@nding about the roles and the
importance of educationabnd vocational guidance for the target group.

Implications for policy

During the GOAL project the sharing of experience and knowledge was considered, by everyone
involved,especiallyaluable.This sharinggromoted peetrlearning,cooperation and support. This
implies thatit could be highly useful to develgmultidisciplinaryforum wheredifferent specialists
servicinghe targetgroupcould come togetheon a regular basisThe sharing of u$e!
methods/tools,andexperien@s(good and bajicould enhance the effectiveness of the professionals
and organisations working with the target group.

Many of the GOAL clientgere notable to take the next step because they lacked the appropriate
readiness needed for them to move forward. Tinidicatesthat the formation of arefficient referral
system betweerprofessionalds needed. The system could ensthat clients withinthe target
groupwould bereferred to educationaland vocationaguidance when they have reasththe
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necessarf#eadinessithere might be a need to reinforce the ability to identify the appropriate
readiness for learningr career development among referrajents).

In light of increasing number of immigrants using the servioerg is a need foincreasing the access
to interpreter services. Balysing and setting competence criteria and ethical standards for
interpreting services$s necessary.rénslationand adjustment of various tools needed
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8 Outreach

This chapter provides analysis of the outreach strategies adopted by the GOAL prograltmtenith
AyOfdzZRAY3 + RSAONARLIIAZ2Y 2F (GKS OktlerdghsSayftASa Ay @2f ¢
achevements

. @& WYW2dziNBFOKQ GKS Dh![ LINRP2SOG NBFSNB G2 &aGNI (GS3
target group, for example, by setting up drapservices in locations that are easier for marginalised

clients to access, and strategies for brirggthe target group to the guidance programmes, such as
establishing referral structures, or awarengsssing measureutreachmay occur through

WNB I OKA Yy 3 2 dzi Q diié@ly, bukitBlsoiwil dcBuSthrougiNNBSdzIO K A y3 Ay (2 Q
organisationsthat serve the target groupAt its core, outreach in GOAL aims to identify and attract

those adults who would not normally engage with either counselling services or further education

and training.

8.1 Context andaims

In Iceland, GOAL was focused on reaghint and bringing outreach tadults who have not
previously engagedh educational, training and employment guidanceAlthough contact routes
existed, there was a need to improve these and to improve visibility and accessibility, so that the
service would not be lost andvould beunderstood by clients and partners alikehe target number

of clients in the GOAL projects in Iceland was 100. In the end 95 service users participated in the
project.

Prior to the GOAL project, tHeéfe Long Learning Centrieslcelandand TheEducation and Training
Service Centrlad a collaboration in place. This collaboratimsproven effective in reaching the
target group In this collaboration the Likdentres in Iceland have offered educatiorahd vocational
guidanceto adults that have short formal education (e.g. have not finished secondary school). The
guidance has been offered both withiompanies (i.e. workplace guidance) atdhe LLEcentres

around the countryTherehas beenand stillis, some cooperation @und the country with trade

unions Their representativeBaveassistedhe LLEcentresin establishing a connection with
companymanagersandin promotingthe guidanceo workers and union memberdhe workplace
guidance wasmplemented by introducing t guidance and the activities of the kddntres to

managers within the companies. In continuation, if the managers approved, the educatadal
vocational guidance was introduced to employees as well as learning opportunities etc. Interviews
were offered at the workplace upon request from employe&sen though many of the employees
took advantage of the services offereggéaching out to the most vulnerable workers, those with the
shortest formal educatiorn(e.g.primary education or lesshasremained dfficult. That was the
ANRdzL) 2F LIS2LX S GKFG GKS Dh![ LINRB2SOG Ay LOS
interest among company executives.
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After the ecommmic collapse in Iceland 2008 The Educational and Training Service Centre along
with the LLEcentres started a collaboration wiffhe Directorate of Labour that involved servicing
job-seekers that belong to the target groupthe adult educatio system.At the same time,
workplace guidnce decreased dramatically for a whiRecentlyworkplace guidancéas been
increasing agaifThe educationaland vocational guidance and the activities of the-kcehtres has
also been promoted by word of mouth of former students and service u$kas.might have
contributed to the fact thatincreasingly, more clients seek guidamegtheir own initiative, but
outreach to those with the shortest formal education has not been successful.

The cooperation with the Directorate of Labour lsmsnewhatbeen ongoing since the economic
collapsein 2008 but asunemployment ratesvent down, the demand for the services decrease.
Collaboration has also been in place between different partners e.g. MSS and Samvmninand
the Vocational Rehabilitation Ceetof Hafnafjordur, Ll-tentres and social servicdrior to the
GOAL projecthese collaborations havall been informal and depending on different seasons and
different parts of the country.

8.2 Outreach $rategies

Overview

Most of the service users in the GOAL project in Iceland were referred by partner organisations, as
WNB I OKAYy3a AydG2 2NAFYyAalriA2yaQ LINRPOSR (2 0SS (GKS
participants.As has been discussefforts atcooperatbn with companieglid not prove fruitful

Table 8.1. provides an overview of the referral routes in the GOAL project.

Table 8-1 Referrals to The GOAL project, Iceland

N %
Self-referral 4 4
(Un) employment services 23 24
Social (welfare) services 16 17
Educational institutions 3 3
Educational support services 8 8
Integration/migration services 3 3
Trade union 1 1
Consultant agency 1 1
(National) prison institution 1 1
Rehabilitation institutions 19 20
Other 16 17

Total 95 100
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The programme staff at Miir made variousttempts to establish cooperation with companies and
trade unions Theyhad meetings with various manufacturing companteat employmany low

skilled workerse.g. Actavis (one of the 10 biggest pharmaceutical companies in the world), isam (a
large company in wholesales and food production), HP Grandi (one of Iceland’s largest companies in
the fish industry), Néi Sirius (food productioManagers (e.g. humamsource managergjom most

of the companies were interested in the project, lmupport fromdirectorswas not as strongSome

felt there was no time to participate because they were busy and needed their staff at work during
working hours. Potential pticipants felt they could not take unpaid leave to attend guidance
sessions; furthermore, there was no funding available for flexible service opening hours. The
programme staff, at both programme sites, also sent cutals tovariouscompanies in hopesfo
establishing a cooperatiomhe Program Staff felt that the lack of interest might be due to cutbacks
and lack of understanding of how participating in guidance might benefit everyone involved:

Everyone is just really busy, there have been cutbackesatindalization [..], and |

mean, | can understarifithey [thedirector® &l & &, L 2dz KI @S (2 SELX | AY
dza And| understand that completelly for example, an employee in a factory has to

leavework [to attend guidance sessiong{zOAL Program Staff, Focus Group May

2016)

According to the counsellors, most potential partners appeared very enthusiastic when they heard
about the project and they seemed to be willing to take part ibut, when it came down to it
nothing happened:

.dzi GKS O22LSNIGA2Yy OXB83X Lia 2dzad &2dz (y26:2
all very pleasurable, but then reality hits and you have to put your money were your
mouth is (GOAL Program Staff, Focus Group May 2016).

In some cases, the counselicknew a person that could benefit from the project becauséheirt
previous involvement icourses at the program sieln such cases, the counsellor introduced the
project to that person privately and offered them paipation. At the project site Miir the
counsellors made great efforts irying to recruit studentswho had previouslydropped out of
courses taught at Mnir LLEcentre. That was not successful and accoedfor many of the no-
shows in the project

We combed through a list of dropout students at Mintieytdropped out without

any explanationsand that has not gone well. We had a very long list and had

reached many of them on the phone, some were positive and enthusiastic but then

dA Ry Qi & gessithh OthdrE @fused, they weteo busy at work and

RARY QU KI @S (AYS Sanlerefostib a daplace ayidwd NS 4 G SR ®
O 2 dzf réagh@iém (GOAL Program Staff, Focus Group May 2016).

Partnershipsand referral processes were developaih rehabilitation centres, the social services,
and PESat eachprogram site The steering group meetings were very beneficial in that regahe:
majority of service users that participated in the GOAL projeettered the project via referrals
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the GOAL program partners$t wasidentified as themost effective outreachapproachduring the
wave 1 and consequently it became the main outreach metltiodthe remainder of the projectThe
programme partnerganisations hdeasier acces® the target group They wergroviding

services tdhem and interacting witlithem on a daily basisThe counsellors at the programme sites
established a connection with a contact within the programme partner org#iniss. The contact
askedthe potential clients if they would like to participate. If thetential clients werepositive

towards participation, the counsellors at the programsites weregiven means to contact them.

The counsellors then contaad the potentialserviceusers and set up an intervieWwhe program

staff, program partnersaand policymakerg&entified this method as the most successful way to reach
out to the target groupn the GOAL project

The aim was to find away toreach outtothe group & pdf S G KIF & R2y Qi 2 NJ KI
sought to further their education, aridhinkwe are saying that this will not be

accomplished unless there is interdisciplinary collaboration, between various systems

and institutions. Thefthe service user® A Ry Qi @& SpSadthe jprdgrain dites

because offteir own initiative (GOAL Program Partners and Policymakers, Focus

Group April 2017).

Strengths and achievements

Even though it took time to formopperative networks ang@artnershigs, theyled to successful
referrals of service users to tHeOAL projeciThe steering group meetings proved to be very
effective in the process of developing collaboration partnerships. As a consequence, the partner
organisations are now more aware of the seegioffered by the LEtentres The increased
collaboration between institutionalsoreduced the risk of overstepping organisational boundaries.
Proximity to the service waa strength The location of MSS within the same building as the
rehabilitation cere Samvinna, led teffective referrals of clients to the project and an overall
successful and close cooperatidccording to the counsellors, one of the achievements ofGIBAL
projectwasunderlinngthe importance ottooperation of different instittions, both in regards to
outreach and overalssistingand supporting the target group:

| think the key is cooperation, that is what this group needs; a teatiffefent
WALISOAIfAAGABE | YR K2 LIS ¥T.Bytean eédthathh® 2y S Ay
individual is attending occupational rehabilitation, imeetsan educationaland

vocational guidance casellor, he has sessions with gyghologist [..]. Then you are

not working with just a small part, but you approach the individuaktioélly and

GKIFG A& ySOSaalrNeo |, 2dz OFyQustagahys A¢STAEI GIKA
while all the other foundations are in a mefSOAL Program Staff Member, Focus
Group April 2017).

The formation of collaborative networks and refdrpgocesses, has been one of theh@&vements
during the GOAL projedEventhough the program partners and policymakers feel that the
importance of cooperation was knowefore the GOAL projedhey also feel thathe GOAL proj
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confirmed itsimportance once agairthey feel it would be desirable to continue this cooperation
and expand it even further to include the healthcare system:

No, I think itwasconfirmed here [the importance of cooperation between various
institutions], but we need tget the healthcaresystem more involvedGOAL
Program Partners and Policymakers, Focus Group April 2017).

Other achievement in the Goal projewtasthe fuelling ofinterest, amongprogram partners and
policy makersin continued outreachmeasuresput the challenges likely to bethe allocation of
financial resources fqeromotional materials:

| feel it is of utmost importance that we continue what has been started in this
project, follow up on the results and continue to reach out to them [the GDdet
group], we need to present to them what is avaiéabhd we need to finance that.
That is usually the problem, where to find the mar{yogram Partners and Policy
Makers Focus Group, April 2017)

8.3 Challenges and barriers

The main challenge to outreach in the GOAL project was lack of commitménmeadinesamong
the service userdNo-showswere very frequent;many potential clients booled an initial guidance
sessionbut then R A RsfidWiup for it This happeed also withservice users thawere already in
the programme andavere supposed to show up for a subsequent interviema final/exit interview.
Dropouts, without any explanation were commonAccording to the programme staff they spent a
lot of time chasing after seise users. They naie phone-calls, sene-mails and text messagels
some cases, they believed that the clients were deliberately avoiding their calls:

Like the other day, | had been calling and calling from one of the telephones at the
centre, and thenwas getting desperate because | really needed to reach him, so |
tried to call him fron my mobile and then he answerd@OAL Program Staff

Member, Focus Group May 2016).

In the beginning of the project this challenge was unforeseen, but after wave 1 the counsellors
started to collect data on nghows, as best they coulBven thougmo-show data was only collected
during the wave 2, table8.2 gives an idea about how mueffort was placed into outreach by the
counsellors in the projectihe table gives information about the number of interviews that had-a no
show, but not the number of individuals. The same client could have beershaw more than once
and thenumber ofservice userséhind the data in tabl®.2 is unknownNo further information was
gathered about neshows and therefore further analysis is unavailable.
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Table 8-2 Number of interviews that had no-shows in Wave 2, Iceland

N %
Did not show up for first interview 15 16
Did not show up for subsequent interview 36 39
Tried to book interview but client unreachable 41 45
Total 92 100

Some of thebarriersto successfubutreachcould not be overcome. One of those wask of
readinessamong the service usetbat was, in most cases, triggered thweir personakand difficult
circumstances:

You see a person widn amazing potential but she is not ready to take the steps for
somereason, areasogouarS Yy 20 F I YA f hds Nderalat ofstdgg® X 8 (1 KA &
both in terms of reaching out to people and maintaining them within the project. And

then when you think they are making progress they dropout for some reason, and you
might neverbe able tareach them again(GOAL Program Staff Member, Focus Group

April 2017)

Lack of readiness and perseverance was common among the GOAL service users in Iceland and

resulted in many dropouts in the project. Out of the 95 clients fheticipated in the project, 31

RARY QU &K2g¢g dzLd F2NJ GKSANI FAYIft kSEAG AYyGSNDBASSsO {
they just lost contact. Below are examples from the counsellors in Iceland, that show why some of

the clients were unable tdrfish the GOAL guidance:

The service user came in for the first interview. | introduced GOAL and what it
involved. This individual has very limited job experience due to a long history of
substance abuse. He has been involved in vocational rehabilitatibonly for very
short periods of time. To be accepted into that programme you have to be sober for
at least three months. There is no editta because the client became unreachable
when he fell into substance abuse agdtaOAL Program Staff Memb&eason for
Missing Exit DataJune 2017)

| first got to know client when he was going through validation of prior learning. But

now the Social Service referred him to the GOAL project. | introduced the project to

him and he was very interested. When | took finst interview, he was still

enthusiastic. | try to book another session with him, but he did not answer, or asked

me to call back later when he did. Finally, | got a message stating that he was going

to concentrate on getting into vocational rehabititan, but wants to be in contact

later. He claimed that he is was in a bad way, and was experiencing anxiety and
RSLINBaaAz2zyod IS glyda G2 O02YS F2NJ IdzARFyYyOS
He had fallen into heavy depression and experienced dlifiswvith staying active
(GOAL Program Staff Memb&eason for Missing Exit Datiune 2017)
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The client repeatedly forgot to show up for sessions, even if he was reminded of them
the very same morning. When the client came she was very fragile anhtikiefshe
needed a lot of support. The client did not return again. She was in a very abusive
relationship and the domestic violence was visible on her face, so the client did not
have the courage to be seen anywhere. She did not attend her vocational
rehabilitation for a long period of time, her case was closed and the situation needs
the attention of other professional@GOAL Program Staff Memb&eason for

Missing Exit DataJune 2017).

Target group definitio

In the very beginning of the GOAL projetie target group definition wasnclear and that created a
challenge The program partners were asked to refer clients to the program, but since the target
group definition was a bit roaming they experienced difficulties with the referral proves:

| felt it was very unclear in the beginnifdgfinition of the target group]lit was

complicated. They [the counsellors] were unsure about what they were supposed to
do, I feef A 1 S A i Qackar fth, aAcdak § rdsult they have made little
progread SAGKAY (KS DINEBEnE @dkithisigialiuherdext weBk X 6
it has changed and@a | y 2 (i % tNay arél@igizhded to reach out {(GOAL
Program Partners and Policymakers, Focus Group May 2016).

Programme staff members also had problems with the definition of the target group. At the

beginning the criteria for the target group were interpretedanarrowway by program

coordinators RPotential clients were supposed to be not only low skilled aglblit also inactive. A

O2YY2y dzyRSNEUGIYRAY3 2F gKIG WAYFOGABSQ YSEyd 2N
missing and made the definition of the target group art@ibulous In the Icelandic context it is very

rare that people are not involved in wikind of initiatives:

I mean there is nobody that is completely inactive, it is just not like that in Iceland
(GOAlPrgrammeStaff Member, Focus Group May 2016

After a while the definition of the target group became clear and a common understanding

was reachedThereferral process was successfeven though potential clients still remained

hard to reach and engag&herefore, during wave 2 of the project it was decided to expand

the target group definition a littleAs discussed in Chapter 2, thias done to make outreach

less challenging so that the counsellors would be able to meet the projects target number of

100 participantsThe proportion of service users in the expanded target group turned out to

be considerably smaller than expected, asliihs out only 19 service users (20%) belonged to

G§KS SELIYRSR aSIFaASNE GFNBSG 3INRdAzLI 6aSS Glof$S
mobilizing established referral connections was more effective than establishing new once.
Also, new groupsf people entered programs/rehabilitation within partner organisations and
that led to many new clients entering the project.




GOAL

Guidance and Orientation for Adult Learners

Difficulties with employers

Great efforts were made to develop cooperative partnerships with companies and trade unions.
Companes turned out to be hard to reach, partly because of the extensive interviews in the GOAL
project. Also the research element of the project may hagdan effect on recruitment from the
viewpoint of the individualthey may have felt it would be time camsing or that is was too much

of a commitment The counsellors tried their absolute best to establish a partnership with the
companies:

,2dz 62NNE GKIFG @2dz KI @Sy Qi R2yS Sy2dzaK3I o dzi
offered. Yothave been in contactffered to hold a presentation and an introduction,

you have offered earything conceivable, whatan we possibly dmore? (GOAL

Program Staff Member, Focus Group May 2016).

It was anticipated that there would be more cooperation with companies and guiddelivered to
low-qualified workers. Buiasthe establishment of partnerships with companiefid not work out,

the solution was to focu®n job seekers and people on welfare through partnerships with PES and
SocialServices(including rehabilitation cemes).Consequentlythe GOAL sereé users were, in

some ways, a heavigroup, with more complicated issuethen wasinitially planned in the project.

8.4 Key findings
Context and aims

In Iceland, GOAL was focused on reaching out and bringing outreach to adults who have not
previously engageth educational, training and employment guidance. Although contact routes
existed, there was a need to improve these and to improve visibilityaandssibility, so that the
service vould not be lost andvould beunderstood by clients and partners alike. There have been
various collaborations among different partners in the past, thegpromoted the adult guidance
services and increased demaride guidance has been offered both within companies and the LLL
centres around the countnBut collaboration has been fragmented in a sense, thaasbeen

informal and depending on different seasons, various agents and different parts of the country.
Thee is a need for formalised cooperation, especially since outreatietmost vulnerable group
those that have théeast amount oformal educationhas been unsuccessful.

Outreach strategies

The outreach strategy in GOMasvery different from tradional means of outreach at the
programme sites, where clientsuallycome on their own accordutreach tookime andwasnot

always successful since the service users readiness and perseveasoéien lacking. There weee
lot of no-shows and dropowt during the GOAL project in Iceland. The attempts that were made
reach out to companies and trade unions, were unsuccessful. Theefiiwgtnt way to reach out
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clients wasvia referrals fronprogram partners andther stakeholdersthe cooperative institutions
that service the target grouplreadyand have a connection in plackttempts were also made to
reach former dropout students at the L-tentres. Many of them account for the rsthhows and
dropoutsin the GOAL project.

Strengths and achievements

¢CKS WNBIFIOKAY3 Ayi2 2NBFYAAlIGA2yAaQ LINBOSR G2 o06S i
Outreach was at a very slow pace in the beginning. Thereforeldfieition of the target group was

expanded after the second wave of the project, but in the end there were veryZe%)

LI NGAOALI yGa GKFG 6St2y3aSR (2 GKS WSELI YRSRQ Gl N
mobilise established referral roes than tocreate newones This could imply that as time passes,

trust is builtand the cooperation becomes more effectivBo, &en though it tookime, forminga

referral systenbased on collaboration witrelevantpartner organisations worked wedhd proved

to be the most effective way to reach the GOAL target grdinis referral system was informal, but

the counsellors and other stakeholders have expressttest andwillingness tacreate a formal

collaboration and referral system between relevant partnéngormal collaborationseferral

systemsare often based on the counsellors having certain contacts within different organisations.

Informal relationships can be lost due to structural changes within the organisatiob changs by

the counsellos. A famalised referral systens more likely to maintain referral routesd enhance

their effectivenessEstablishing such a systamould demanda comprehensiv@olicyapproach

within the field.

The advice and assistance provided by the steering group weghégytieneficial. All parties involved,
program staff, program partners and policymakers, have expressed their intereshtinuing the
cooperation.The close collaboration during the project has led to more knowledge about the
activities and services pvaed by the LL-tentres among the partner organisations. Also,
cooperation had the benefit of reducing the risk of overstepping professianal organisational
boundaries.Increased collaboration between relevant institutions is likely to improve tihace

and promote a more holistic approach to the target group.

Challenges and barriers

The indviduals in the GOAL target group hedumber of complex, interelated issues that made it
difficult for the programme staff to motivate them to participate in the project. Issues such as various
learning difficulties and disabilities (e.g. ADHD, dyslexia), financial troubles, drug addiadiother
social, physigl and/or psychological problesnTreseaffected their commitment, perseverance
readiness anghosed an enormous outreach challengairing the project the counsellors spent a lot
2F GAYS aGaOKF&aAAY3IE | Triabihiding thénBaythinihe projattkKNshiowsindA v G Sy i
dropouts, without any explanationwere frequent.

The criteria for the target group was, in the beginning, unclear according to the programme partners
and that made referraconfusing to start with. Thimitially narrow definition of the target group

also contributed to the difficulties recruiting participants. Reaching out to the hard to reach pro
very time consuming.
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In the beginning of the project, the aim was to cooperate with companies iandeind deliver

guidance to lowqualified workerghat wereemployed by them. The HR departments were usually
interested, but often there was not enough interest when the idea reached executives higher in the
hierarchy. In the end companies found the presd¢o excessive and were reluctant to take part, also

due to the research element of the project from the viewpoint of the individuals. Since cooperation

with companies was not established, the solution wafotus oncollaboraton with partner

organisatons, PES, Social Services and Rehabilitation Centres. That resulted in an effective referral
process, but at the same time tieS NIJJA OS  dza S NAE g@adkp Qvithvirfore persthil Bsuesi S NI
than was anticipated in the beginning.

Maybe the clientslidnQrigalise the benefits of counselling. The most vulnerable groups may be too
low in readiness and need softer measures in order to get closer to thinking about education. Setting
up aclearprocesshetween stakeholders regarding referrals is importangating an agreement and
clear rolesDifferent ways to approach companies/workers need to be identified

8.5 Key implications

Implications for future programme development

A clear and unambiguous definition of the target group is likely to facilieteiitmentand promote
efficient collaboration amongst partnershe lak of commitment and readinessnongthe target
group in the GOAL project, thegsulted inmany dropouts and nshows, implies that these are
important factors to take into account fduture project development. It took time to form
cooperation and an effective referral procesih appropriate organisationgut when in place, it
turned out to be the mossuccessfulvay to reach out to the target group. The succesthef
cooperativepartnershipin the referral process and the usefulness of the steering grouaare
important implicationfor future program developmentThe lack of willingness to cooperate among
companies suggests that agreements regarding collaboration, commitmemiatrerships should
be in place at the early stages of program developmanbrder to maximise the efficiency of
outreach efforts In short, 8 future programme developments will need to make realistic estimates
of how much resource is needed to bridlents to the programme. This may invob@me
organisations making bigger commitments to gather a certain number of clients for the project.

Policy implications
Implications of policy

In Iceland there ifack of funddor flexible opening hours at the L-tentres. This could be a barrier
for potential service usensho are employed fultime. There are no incentives in place that motivate
employers to participate in a project like GOAL.
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Implications for policy

Outreech services could possibly be strongdrerethereistop down assistance and cooperation at

the policy level regarding identification of efficient serviemsl partnerships for the target group. It
wasfor example challenging to get into compan@sanagers must be interested and open the

gateway to potential service users. How to get them interested is sometimes too much of a challenge
for the counsellor and extra effort is needed from higher levietdicy may be able to provide

incentives for employerto invest in ther staff by working wittprojectssuch as GOAIlAIso, the
development of a job role for someone in the counselling service to work specifically at company
recruitment, could be one way of addressing this.

An efficient referral system beteen professionals, so that the target group is referred to
educational and vocational guidance when they have reagtthe necessary readiness essential
Theremaybe a need to reinforce the ability to identify the appropriate readiness for leafming
career development among referral agenifsthe aim is to reach lowualified workers, then there is
a need to analyse theosteffectivenesof flexible opening hours.g. making counselling available
in the evenings and/or on weekends
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9 Serviceuseroutcomes

Over the course of this evaluation, quantitative data have been collected on a broad range of
outcome measures. These include: educational outcomes, such as enrolling on or completing a
course;attitudinal outcomes, e.g. client attitudes tedrning; and norcognitive outcomes, e.g. client
seltefficacy.Evaluators have also collected qualitative dateoutcomesg for example, client
perspectives on the benefits of the programniéis chapter first summarises key findings across a
broad rangeof outcome measures, then interprets those findings in the light of key contextual
factors that may influence client outcomes.

9.1 Quantitative findings, by data source

Service User Satisfaction Survey

All but one service user participated in a satisfactisnrvey after their initial interview.One of the
participants filled out the survey before his/her second interview. The counsellor felt it was
inappropriate to askhis client to participate in the survey following his/her initial sessions because
duringthe session very difficult personal issues were discussed and the client got very emotional.

The answers to the satisfaction survey were in geakvery positiveduring both wavesBecause
little change occurretbetween waves, thanswers are not reporid by wave, as it adds little
information. A ast majorityof clients(86%)felt more motivated after the first guidance session
GOALMost clientsfelt more aware of their options after the first interview (7) More than half
of the clients felt thecounselling helped them plan what they wanted to do next @f.A vast
majority of service users felt their next steps were either clearer or somewhat clearer after the first
session (98%see figured-1.)

Are you more motivated after the counselling
session? (N=92)

Are you more aware of your options? (N=92)

Did the counselling help you to plan what you
want to do next? (N=92)

Are the next steps clearer after the
counselling session? (N=92)

0% 10% 20% 30% 40% 50% 60% 70% 80% 90%100%

HYes HENo ®HSomewhat

Figure9-1 Client satisfaction Survey, Iceland (N=92)
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Programme exit data

Results of the session

In Iceland there was a lot of dropout among the GOAL service ugbestarget group lacked
commitment in many cases and rghows to interviews were very commorGreat efforts were

made on behalf of the counsellors to maintain clients within the GOAL project, but in many cases it
did not work out.Out of the 95 clients tht participated in the project31 exited the program

without a final interview/exit data. When the data collection ended in Iceland, there was one
service user still receiving counselling sessions and therefore there is no exit data available for
him/her. Belowis anexample fromone counsellor, that show whgne of the clients vasunable to

finish the GOAL guidance

The client came in for the first interviewad | repeatedly tried to get himto the
second interviewl. waslater informed that the client had a lot of issues and was in a
difficult custody battle The client wasocational rehabilitation antbhkinga course to
prepare him for further studie¥he decision was made exit him, his circumstances
were too difficultfor him to be able to focusn guidancel later learned that he quit
the course and is devoting himselfantirely to vocational rehabilitation(GOAL
Program Staff Member, Reason for Missing Exit Data June 2017).

Thirty-nine service users (42%) com@etthe planned guidance sessions, 31 clients (33%) did not
complete the planned guidance sessions and there wasspecific number of sessions planned for
24 srvice users (26%) (see tabla)p.

Table9-1 Has The Client Completed All The Planned Guidance Sessions?, Iceland

N %
Yes 39 42
No 31 33
There was no specific number of sessions planned 24 26
Total 94 100

There were various reasons for why the guidance ended. The reasons could be more than one, but
the most common reason was that the service user had completed the planned guidance sessions,
chosen 46 times (48%). In 12 cases (13%), health reasons were treagagsons for why the

guidance ended. In 17 cases (18%) the counsellor claimed that the reason was unknown, the client
never returnedln 26 cases (28%) there were other eredisons than those predetermined on the
list. Within that categorywere reasonsuch asthe clients fell into addiction again, experienced
serious trauma (e.g. domestic violence) and needed to concentrate on recovering with the
appropriate helpchildbirth and other personal issues. Also, within that catedeliclients that
didnQ i N ( dAngi/exi idtenie.6§ KSNBE ¢SNBE om Of ASyda GKIG
interview, but even so the counsellors sometimésew the endreason This is due to the small
population in Iceland and close cooperation between prsi@sak in the GOAL project. The clien
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were in most cases seeing other professionals e.g. rehabilitation consultant and social workers.
Sometimes these professionals even waxtkn the same building as the GOAL counsellors. So, even

AT GKS OftASyla

RA RY Q (knei K@i thedzhifirs frdmSthed SpdeiblstSthat 2 NB - 2

had contact with them. This is why the reason Not Known (client never returned), is ongnaghos

17 casesl8%), not 31 (see tableX).

Table9-2 Why Did the Guidance End?, Iceland (N=94)

N % %Cases
Not known (client never returned) 17 12 18
Started course 6 4 6
Completed course 7 5 7
Got job 9 6 10
Completed planned number of sessions 45 32 48
Not enough time due to family commitments 6 4 6
Not enough time due to work commitments 4 3 4
Lost contact 6 4 6
Health problems 12 9 13
Language skills too limited 1 1 1
Moved away 1 1 1
Other 26 19 28
Total 140 100 149

Thirty-one service users (33%) claimed they had taken the steps they hoped for. Taventjients

(22%) claimed they had partially taken the steps they hoped for and three clients (3%) felt they had

not. Eightclient® i’z 0 RARY QU gl yid G2 |yagSNI GKS ljdzSadAazy |
final/exit session, so there no data available for (see tat86.9.

Table 9-3 Thinking Back To Why You Came For Guidance, Have You Now Taken The Steps You

Hoped To?, Iceland

N % Valid%

Valid Yes, fully 31 33 56

Yes, partially 21 22 38

No 3 3 5

Total 55 59 100
Missing  Client did not return 31 33

| d o nw@ut to answer 8 9

Total 94 100

The clients that did ndully take the steps they had hoped for, when they came for guidance, were
asked what they thought had prevented them from taking those steps. The reasons could be more
than one, but the most common one was health problems. Hgaltiblems were the reason in nine
cases §8%) other personal reaon were chosen in five cases &)l Other reasons than those
predetermined on thdist were chosen nine times (38. Among other reasons were that the clen
were still attending the courses that they hathrtedand therefore had not completed the step
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that they aimed for in the beginninglisability assessmenmoving abroad, sleeping disorders and
a2yS8S Of ASyida RARY QIpedifls §ohlsn th&degdginnitigisBedtablk®)R a Si | y @

Table 9-4 What Would You Say Has Prevented You from Taking Those Steps?, Iceland (N=24)

N % %Cases

Too busy at work 3 9 13
Too busy taking care of family 3 9 13
No suitable courses available 1 3 4

Age 1 3 4

Health problems 9 26 38
Lack of confidence 3 9 13
Lack of support from family 1 3 4

Other personal reasons 5 14 21
Other 9 26 38
Total 35 100 146

¢KS aSNWBAOS dzaSNRa 2dzi 02YSa The dadstRominSn oMt@®MNE (O KI Yy
among GOAL service users, was that they were given information about training/education
opportunities (71%).Information about employment opportunities was an outsce among 44

service users (36). Improved confidence was st as an outcome in 37 cases (47%) and 27 clients

(35%) claimed they had experienced other outcomes than those predetermined on the list. Among
other outcomes were that the clients felt bettergpared for the task of finding a job, they were

better aware of their interests and next possible steps, they had increased believe in their own ability
and strength some hadlans to further their education andere waiting for the process to sta
otherhady 2 & Syt AadSR 8Sio 9¢Sy (K2dzaK az2y$sS Of ASyida
counsellors sometimes had information about their outcomes which theéyrgm other sources.

That is wly the outcome is only unknowfior 16 dients(see table %.).

Table 9-5 Service Users Outcome, Iceland (N=78)

N % %Cases

No progress 10 4 13
Improved confidence 37 16 47
Improved job-specific skills 10 4 13
Gained information about training/education

opportunities 55 24 71
Gained information about employment opportunities 44 19 56
Entered education/training 18 8 23
Entered employment 12 5 15
Improved employment 13 6 17
Other 27 12 35

Total 226 100

a

2

;
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The majority clients that were in thiarget group jobseeker/Unemployed completeithe planned
number of guidance sessions (46%gdid the majority of clients in the target group

migrants/refuges/asylunseekes (67%).Earlyschool leaversvere more likely not tacomplete all the

plannedguidance sessions (44%) and the same is true for the clients within the target group

employed and low educated (63¥%see table9.6.)

Table 9-6 Has The Client Completed All The Planned Guidance Sessions By Target Group,

Iceland
Early Employed

Job-seeker/ School Asylum (& low

Unemployed leaver seeker/Migrant Detainee Over 50 educated) Total

N % N % N % N % N % N % N %
Yes 12 46 12 33 12 67 0 0 2 40 1 13 39 41
No 9 35 16 44 1 6 0 0 0 0 5 63 31 33
No specific number of
sessions planned 5 19 8 22 5 28 100 60 25 24 26
Total 26 100 36 100 18 100 100 100 100 94 100

Forty-two percent ofwomen completed their plannedumber ofguidancesessionsthis completion
figure represents a majority @fomen who had a planned numhekmongstmen, there were equal
percentageg40%) of those whoompleted their planned guidance sessions #mase whodid not

(see table 9.).

Table 9-7 Has The Client Completed All The Planned Guidance Sessions By Gender, Iceland

Female Male Total
N % N % N %
Yes 27 42 12 40 39 41
No 19 30 12 40 31 33
No specific number of
sessions planned 18 28 6 20 24 26
Total 64 100 30 100 94 100

Theyoungest clients were more likely tmt complete their planned guidance sessions (47%), but

within the age group26-35 the majority did complete thplanned guidance sessions (47%), the
same is true for thege group 36b5 (43%.) The oldest clients wemaore likely to haveno specific

number of guidance sessions planned (60%) (see taBle 9.

Table 9-8 Has The Client Completed All The Planned Guidance Sessions By Age, Iceland

19-25 26-35 36-55 56-65 Total
N % N % N % N % N %
Yes 6 32 22 47 9 43 1 20 38 41
No 9 47 16 34 5 24 1 20 31 34
No specific number of
sessions planned 4 21 9 19 7 33 3 60 23 25
Total 19 100 47 100 21 100 5 100 92
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The majoriy of clients that were nationalitizensdid not complete their planned guidance sessions

(40%), but the majority foEUnationak did (77%)see table 9.).

Table 9-9 Has The Client Completed All The Planned Guidance Sessions By Residence, Iceland

Non-EU

national

with

EU residence
National/citizen  national permit Refugee Other Total
N N % N % N % N % N %
Yes 25 34 0 77 2 40 0 0 1 100 38 41
No 29 40 2 15 0 0 0 0 0 0 31 33

No specific number of

sessions planned 19 26 1 8 3 60 1 100 O 0 24 26
Total 73 100 13 100 5 100 1 100 1 100 93 100

Most of the clients that had not finished primary education completed their planned number of
guidance sessions (60%). 8l@f the service users that hgualimaryeducationdid not complete the
planned number of sessions (49%). Thents with the higher education were more likely to have
completed their planned number of sessio(see table 9.0.).

Table 9-10 Has The Client Completed All The Planned Guidance Sessions By Education,

Iceland
Tertiary
Post- education
General Vocational secondar (bachelors,
Not upper education y masters
complete Lower secondary (upper  education and
d primary  Primary secondary education secondary , non- doctoral
education education education (gymnasium) level) tertiary degrees) Total
N % N % N % N % N % N % N % N %
Yes 6 60 15 28 O 0 4 50 5 63 1 100 8 89 39 41
No 2 20 26 49 2 40 1 13 0 0 0 0 0 0 31 33
No specific number
of sessions planned 2 20 12 23 3 60 3 38 3 38 0 0 1 11 24 26
Total 10 100 53 100 5 100 8 100 8 100 1 100 9 100 94 100

Half of the clients that had futime employment did not complete their planned guidance sessions
(50%) as did most ofhe clientswith part-time employment (43%/(see table 91.).
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Table 9-11 Has The Client Completed All The Planned Guidance Sessions By Employment
Status, Iceland

Employed Employed Self-

full-time  part-time employed Unemployed Inactive Total
N % N % N % N % N % N %
Yes 1 17 2 29 0 0 24 56 12 33 39 41
No 3 50 3 43 0 0 12 28 13 36 31 33
No specific number of
sessions planned 2 33 2 29 2 100 7 16 11 31 24 26
Total 6 100 7 100 2 100 43 100 36 100 94 100

Most of the clients that sought guidance mainly to get validation of prior learning (i.e. VLP) did not
completetheir planned guidance sessions (44%), but most of the clients that wanted to find links
between personal interest and occupational/educational opportunities (i.e. interest inverdaty)
(44%).The service usettbat wanted to get assistance with job séeds were more likely to complete
their planned guidance sessions (7X%&e tabled. Appendix A

Most of the service users that were referred fwn)employmentservices, finished their planned
number of guidance sessions (52%) and the saamrue for the clients referred by the social
(welfare) services (44%ll of the clients that were referred by educational institutions completed
their planned number of guidance sessions aaltithe clients that were referred by
migration/integration servicesdid as well(see tables. Appendix A.

In general, there was little difference among service users in regards to why the guidance ended.

Most of them finished the planned number of guidance session and therefore the GOAL guidance

came to an end. Thguidane counsellorseported the reasons for whihe GOAL guidance ended.

The endreason could be more than one for each participdriere were some reasons

predetermined on a list of possibledd,J2 y 4 S&a s o0dzi G KSNB aategory f a2 |y a3
Among thereasons that were written in that category werghe clientreturned to vocational

rehabilitation, the client got cancer, the service users started abusing drugs again, thevelgent

finishing a courses and wasd to focus on that, the client waned to focus on jokseeking, the

ASNIAOS dzaSNJ 2dzad KIR | flilbe FyR GKS aSNIWAOS dza S

Among the GOAL service userspportionally more men(10%) than women ended the guidance
because theystarted a courseand men(27%)were also more likef to discontinued their guidance
without any explanation than women.Proportionally more womer{(17%)had health problems
among the paiticipants in GOAL (see talieAppendix A Overall, he clients with less education
were more likely to have end the guidance without any explanation or lost co(deettabler.
Appendix A)There was no major difference between in emgson when analysed by the service
dza SN a SYLJX 2@ Y Sexdeptién iverd thelientsittatSvere gfripldyed ftithe, they
were more likely to have ended the guidarahge to lack of timéecause of job commitments (33%
or/and family commitments (50%3ee table 8 Appendix A)The service users that were referr
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the GOAL project by educational institutions were most likely to have finished the guidance sessions
because they completed a couré’%)or got a job(67%)(see tabled. Appendix A).

During the final session, the service users were asked if theydiaevad the objectives that they

had hoped to achieve when they started the GOAL guidaFtoere were 31 clientwhoRA Ry Qi a K2 ¢
up for the final interviewWithin the group ofservice users that answered the question a vast

majority had eitherfully achieved their objective$49%)during the counsellingr partially (33%)

There was no major difference between groups when semiiée SakjEréves abieved by

0F Ol 3ANRdzyR OFNAI o6fSa aAyoOS GKSNE ¢S NBevéigthefSg (KI
beginning (see table 82).

Table 9-12 Service Users Objectives Achieved, Iceland

N %
Yes, fully 31 49
Yes, partially 21 33
No 3 5
I dondét want - 8 13
Total 63 100

¢KS ASNIBAOS dzaSNR GKIF{ RARYQO FdzZfe I OKASAS GKSA
doing so.The barriers could be more than one for each service u3éres most common barrier

among the GOAL clients were health problems and other reason#h lselected in nine cases

(28%).Among other reasons were lack of interest and readiness, sleeping disorder, anxiety, disability
FaasSaaySyd FyR OKIFy3aSa Ay (GKS aSNBAOS d®.SNDRa OAN

Table 9-13 Service Users Barriers to Achieving Their Objectives, Iceland (N=32)

N % %Cases
Too busy at work 3 7 9
Too busy taking care of family 3 7 9
No suitable courses available 1 2 3
Age 1 2 3
Health problems 9 20 28
Lack of confidence 3 7 9
Lack of support from family 1 2 3
Other personal reasons 5 11 16
Other 9 20 28
I d o mw@rit to answer 11 24 34
Total 46 100 144

There were no key differences when barriers were analysethimet group. The jolseeker§inain

OF NNASNR FStf gA {(1B%)yhegdySschdd? |GakeBahil badds weteh@akike
problems (22%) and other reasons (22%&e table 10Appendix A). Proportionally more men
O2dz Ry Qi F OKAS@S (i KSA Nhsa%e) ahiwan@s @Eee RioleSApgeRdixK S
A). Health problemwerei KS Y2 ad O02YY2y oF NNASNI I yY2y3 i
achieve theiobjectivesthey werealso among the most common barriers among the oldesh
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(20%) in GOAL (see talilz2 Appendix A)l Y2y 3 y Il GA2ylf OAGAT Sya GKIFG RA
objectives during the GOAL counselling, the most commonly selected reasbrealth problems

(18%), vithin the group of EU nationalswasother reasons than were predetermined time list

(25%)(see table 13Appendix A). The most common barrier among clients with vocational education

(upper secondaryashealth problemg50%) and other persa@l problems (50%) (see table.14

Appendix A).

The counsellors reported on the serviege!@ outcomes. The outcomes could be more than one for
each service user. In Iceland there were 31 clients that did not show up for their final interview/exit
data.Even so the counsellors sometimesew the outcome for the service user because of the
proximity to other consultants and spetigis working with the clients. Therefore, there is

information about outcomes available for 76 clientfie most common outcome was the gaining of
information about training/education opportunities, selected in 71% oasesThe second most
common outcome was the gaining of information about employment opportunities (f&pved
confidence was the third most common outcome (47%) (see @bke).

Table 9-14 Service Users Outcomes, Iceland (N=76)

N % %Cases

No progress 10 4 13
Improved confidence 37 16 47
Improved job-specific skills 10 4 13
Gained information about training/education

opportunities 55 24 71
Gained information about employment opportunities 44 19 56
Entered education/training 18 8 23
Entered employment 12 5 15
Improved employment 13 6 17
Other 27 12 35
Total 226 100 290

When servicaisei@outcomes were analysed by target groupvihs foundthat the most common
outcome within all groups was the gaining of information about training/education opportunities.
The gaining of information about employment opportunities was also among the most common
outcomes in all groups. Early school leavers (44%) and migrantsW&0&anore likely to report
improved confidence as an outcomathoughthis was a common outcome amordj target groups
(see table 15Appendix A)Women were more likely than men to report the gaining of information
about employment opportunities (50%)rad improved confidence42%) as an outcomésee table

16. Appendix A). The younger clients were more likely to have reported the gaining of information
abouttraining/education opportunitieshen the older service users, meanwhile the older clients
were mae likely to report thee gaining of information about employment opporti@s as an
outcome (see table 17Appendix A)The service users that had not completed primary education
were most likely to have reported improved confidence as an outcome (60&8)while the clients
with tertiary education were most likely to have reported the gaining of information about
training/educational @portunities (89%) (see table 18ppendix A).
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When the service users begun the GOAL guidance, they were askedlikéuehparning new things.

This was done to explore their learning attitudes. In the final/exit interview they were asked the

same question again. The aim was to discover if there had been any changes in the servize users

learning attitudes. Table 22 lists thdr responses. In Iceland there were missing exit data for 31

clients and one client was still receiving counselling when the data collection ended. Four clients

RARY QG ol yid G2 FyaséSN (K ShosedeSaoimiktet yuring dabidalysidof i KS S E
theresponsest KS Of ASyd GKIFIGd RARYQG tA1S fSIENYyAy3a ySg
like it a bit at the end of the guidanceOf the 35 clients that claimed they liked learning new things a

lot at the beginning of GOAL, seven (20%) only liked it a bit when they had finished the program.

There was no significant difference between learning attitudes at the entry point and the pgint

(see table 945.)

Table 9-15 Service Users Learning Attitudes Exit By Service Users Learning Attitudes Entry,
Iceland

No, not really Yes, a bit Yes, a lot Total

N % N % N % N %
Yes, a bit 1 100 9 39 7 20 17 29
Yes, a lot 0 0 14 61 28 80 42 71
Total 1 100 23 100 35 100 59 100

The clientSlearning attitudesat the entry and exit point were analysed by target groufise clients

GKFd RARYQG &K2g dzJ F2NJ 6KS SEAG &aSaaizy 2N RARY
Out of the five job-seekers that said they liked learning new things a bit at entry point, three liked

learning new things a lot at exit point60%).0ut of the gven early school leavers liked learning new

things a bit at entry point, five liked it a lot at exit point (71%§ven employed & low educated like

learning new things a bit at entry point, four liked it a lbeait point (57%) (seable 19 Appendix

A.¢KS YIS GKIFIG RARYQO fA1S fSINYyAy3 Qubosthed KAy 3a |
17 women that liked learning new things a bit at entry point, 12 liked it a |dtexit point (71%)

(see table 20Appendix A)Within the age group 35, four service users liked learning new things a

bit at entry point and three liked learning new things a lot at exit point (75%thin the youngest

age group, 125, five clients liked learning new things a bit at entry point, toat exit point four of

them liked learning newthings a lot (80%fsee table 21Appendix A).

When the service users begun the GOAL guidance, they were asked if they had specific learning goals
This was done to explore their learning objectives. In thalfexit interview they were asked the

same question again. The aim was to discover if there had been any changes in the servize users
learning objectiveg(The service us& learning objectives could be more than grighe clients that
RARY QU dith W& orfitted fiom the analysiBrom the eight clients that had no specific
learning objectives at the entry point, four wanted to improve their skills in general at the exit
point (50%). Out of the 23 clients that wanted to achieve a qualificatfang sort in the beginning
of the guidance, 11 (48%) claimed they wanted to achieve a specific qualification at tbéteed
counselling (see table 22ppendix A).
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When the service users joined the GOAL guidance, the counsellors were asked tofrémord i

clients had specific career goals. This was then recorded again at the exit point. In Iceland 31 clients
RARY QO NBUGOdzNYy F2NJ 6KSANI SEAG AY(iSNWBASG> odzi Ay &
career goalsThey were able to getformation about the clientslue to the proximity they had with

other consultants and stakeholders that provitigervice to the target groupthe analysis only

includes clients that have both entry and exitda@TaN2 Y (G KS od aSNIA @¥ dza SNJ (K
specific job or career area in mind at the entry point, 17 (44%) knew what type of work they would

like to do at the exit point and seven (18%) had aesjfic job in mind(see table 23Appendix A).

Outofthe 12joka SS1 SNA (Kl ( R i Baye@ ijoalk at @eSentty yoint, taredh&via ¥

specific job in mind (25%) and six knew what type of work they would like to do (50%). The detainee
RARY QU KIF@S | AaLISOAFAO OFNBSNI 21t oKSeyficpls ad I NI
inmind (see table 24Appendix Ah dzi 2F (GKS Hc 62YSYy GKIG RARYyQU KI
the beginning of the guidance, three (12%) had a specific job in mind and 16 (62%) knew what type

2F $2N)] (GKSe ¢g2dZ R f A1S (tihave &9 spechiicdzareeRgbalsiatki® Mo Y Sy
start of the guidance, four (31%) had a specific job in mind and one (8%) knew what kind oéwork h

would like to do (see table 2B\ppendix A)Out of the 20 service users within the age group-25

0 KF G RA &yecificicaradrSyoals at the beginning of the guidance, one (5%) had a specific

job in mind and 12 (60%) knew what type of work they would like to daut of the nine service

users withinthe agegroup 36 p G KI &G RARY Q0 KI @&t the hegnniagldSt@A TA O OI |
guidance, two (22%) had a specific job in mind and four (44%) knew what type of wprkahéd

like to do (see table 26Appendix A).

In the initial guidance session clients were asked to answer three questions concerning their ow
judgment about their seléfficacy, i.e. their selperceived ability to achieve desired outcomes in life.
Each question was made up of two statements, one presenting a more positive view and the other a
more negative view. The positive statement gave tiens a score of 1 point for that question and

the negative one gave them a score of 0 points; thus the scores for the whole scale could range from
0-3 points, with 3 representing a client who chose the positive statement for all three questions and
who thus had the highest possible score on the-sffitacy scale. The lowest possible score was 0.
Seventysixclientscompletedthe selfefficacy scalevhenthey be@n the GOAL guidance. Taken
together, their mearscore wa.36 points. fierewere only46 clientshat answered the self

efficacy scale at the exit poiritheir mean score at the beginning of GOAL wa&8 points and B

points when they finished the guidancgince so many clients had such a high score in the beginning,
it created a ceilingffect as many could not have shown improvements since they stated with the
highest possible score of 3. Using only the-e#fiEacy scores among the clients that had both entry
and exit data a change score waaculated.Table 924 represents the chargyin SeHefficacy scores
amory the service sers in Iceland during the GOpioject (exit score; entry scorg Theself-
efficacyscores among the majority of clients had either not changed (63%) or risen (28%ing

paired sample-test revealed thathe change in sekfficacy scores at entry and exit points, were
significant(t(45)=2.86 p<0.05) (see table 1%.).
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Table 9-16 Service Users Change in Efficacy Score During The GOAL Guidance

Change Score N % Valid%
Valid -1 4 4 9
0 29 31 63
1 5 5 11
2 6 6 13
3 2 2 4
Total 46 48 100
Missing 49 52
Total 95 100

Follow-up survey

There were 22 participants in the follewp survey in Iceland. Among other things, gevice users
were asked if they had set any learnieducational/training goalsluring the counsellingSixteen
clients (73%) said that they did and six clients (27%) that they hadhahg such goals (see table
9.17)).

Table 9-17 Did You Set Any Education/Learning/Training Goals or Aims During Counselling?,
Iceland

N %
yes 16 73
No 6 27
Total 22 100

The most common goals that the service users set were to fivays tofurther their education,

some had the future aim of going to universitfhere was also the goal of finishing what the clients
had once started, to graduate, to finish secondary education, to gmehtry requirements needed
for a specific study.

The16 clientsthat had set education/learning goalsere asked if they felt the GOAL counsellivagl
helped them to be more confident about achieving thedgectives All but one client agreed that
the counsellinghad beenhelpful. Six clients (38%) said thidhadincreased their confidence about
achieving their goals a bit and nine service users (26%t)(see table 9.8).

Table 9-18 Did the Counselling Help You to be More Confident About Achieving Your
Educational/Learning/Training Goals?, Iceland

N % Valid%
Valid Yes, a bit 6 27 38
Yes, a lot 9 41 56
No, not at all 1 5 6
Total 16 73 100
Missing 6 27

Total 22 100











































































































































