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1 Introduction
Charlatte Stumpé, European Cente for Scial Welfare Polcy and Research (Augria)

1.1 Background

In most Europeansodeties issuesof ani-disciminaton, integraton and mainsteamingare
keywords with respec¢ to peopk with a disabiity, but also to other disadvantgyed groups.
While there till are many areasin which peope with a disablity are discriminatedagairst
and segregatedthere have beena variety of trends to improve integraton and combatdis-
criminaion (Leichseming/Strimpel, 195).

A key areaof socid integrdion ard increasingthe qudity of lif e of peope with a disablity is
the integraton into the labour market. Espeidly on the European level, there havebeena
numberof progranmespromotingmeasuregor increasing the labou marketparicipaion of
peopk with a dsablity (Leichsening/Strimpel, 199Y.

Also, with demogaphicchangeandthe growing cods of sodal pratection systems- e.g.dis-
ablity beneft systems-the modelof excludng peopk with a disabiity from the labourmar-
ket and paying them beneits neeals to be revised.In this comedion, activation policies are
gaining in relevance (Rnz, 2003).

For manyyearsnow Supprted Employmenthasbee developd asa methodto suppat the
integraton of peode with subsanial disablities into the ordinary labour market.In many
casea, theseare peope that havebeencompleely exdudedfrom work or havebeenin shé-
tered work arrangementsSuppoted Employment (SE) is aninstrumentto place and suppot
peopk with a disablity (especilly learning disallity) in ordinary employnentandthusas-
sigs themto obtain and retain employment. This type of onthejob suppat allows learnng-
by-doing for peoplewith disablities, thus narowing the gap betweentheay and practice,
whichis especally important for this taget group.

Suppoted Employmenthashada long tradtion in the United Statesard Canadaln Europeit

hasdevdopedrapdly in the last 10 to 15 yeass, but differert countiesare at differen stages
of devdopment.In Norway for exampleSE-serviceshavebeena patt of the offi cial labaur

marketpolicy for peopk with a disablity — espe@lly with severementd ilines — since19%

(BlystadSpgelkavik, 1997) In Austria, Sugported Employment has been developedsince
aboutl? yearqBackelt, 199).

Currertly, in the framewok of The European Year of Peope with Disabiities 2003 of the
Europan Union, the main focus is to raise awaeness, to redu®@ bariers tha peoplewith a
disahlity face, promoteemploymentfor pegle with a disahlity andadively promotepart-
nerslhips. The prevalence of Suppated Employmentin a courtry canbe seen asan indicator
for the level of vocdional integraton for peofde with disabilitiesard for the level of “main-
streaming” in general in that courtry. Thus, the QUIP prgject cortributes to Natioral arnd
Conmmunity vocationa training, employmentanddisability policiesfor thevocatonal inegra-
tion of peogde with (leaning) disablities that aim at patticipation, maingreaming and nor-
malisaton. The QUIP prgectams (seel.2) are in line with the “EuropeanUnion Disakl ity
Straegy” thataims at increasingthe participation of peoplewith disabiitiesandmainstrem-
ing disablity in pdicy formulationand with the “Dedaration of the so@l paitners ontheem-
ploymentof peope with disablities”. Also, improving training for peogde with disablities
throughSuypparted Employmentcorrepondsto the guiddinesin the National Action Plansin
the @ticipaing counties.
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With the growth of Suyppated Employmentprovidess and different appraaches in differert
counties, the issueof qudity developmenin SE hasbecomeincreasigly importan. There
have beenseveal proects deding with different agpecs of quality of SE, for example a
Handbook for Quality Managementin Suppoted Employment in Gemary (Bun-
gart/SupMillemsa + b, 2001), a Europeanprgect on continuousquality improvament(In-
cluso Trarsndional Patnership, 1997) andthe prgect SEQA (Suppoted EmploymentQud-
ity Assurancé in the UK (O’Bryan/O’Brien, 1995.

Generdly, issuesof qudity developnentin perisona socid savices have beendiscusseda
great deal in comparson to qudity development measures in indudry
(Evers/Havanen/Leichseing/Wigow, 197; Leichsering, K. /Stadler, M., 1998; Leichsen-
ring/Stadler-Vida, 1999 eftc.).

Againstthis backgroundthe organsaions Lebenshife Enngal in Austria and SalvaVita in
Hungarytook theinitiative for the QUIP proed. They wereespedgally interededin qualty of
Suppoted Employmentwith respec to the mostimportant stakehotiers (job-seekersemploy-
ers, public authorities, staff of the SE agences, etc.) andto define cetain quality criteria to
improvethe proces of SE andto strengthenther paosition whennegotating with public au-
thorities.

1.2 Aims of the project

Oneof the prged’s aimswasto jusify andestablish Suppoted Employmentin educaiond
and employment policies for disabled people. This is of specia intered for SE agenciesn
Acces#on countries, suchas Hungaryand the CzechRepubic, where the paticipaing SE
agenciegre the first sichservice grovidersin their country.

Apartfrom that, the prgect aimedto contibute to augmenthe disausgon on quality in socal
services ard vocatond training in geneal andto establish methodgor allowing genuinepar-
ticipation ofthose involved Also, it provides method#o opeationalise stakehtders perspee-
tives andthus cortributesto common quality standads thatwill assst authaitiesin monitar-
ing quaity and wisbmer sésfaction.

Thespeific aimsof the QJIP prgect were:

» defning relevant quality criteria in SE from the point of view of the respetive stake-
holdes (job coacles,job seekes/suppated emploges, Sugported Emgdoynmentproviders
emplors,public authorities)

» devdoping joint dandadsfor SEin different European courries

» deifning other criteria for succes d SE han pue quantitative meastes

» estallishing aninstrumentfor the ongang evduation of SEprojeds

» assbiing theconsdidation of Supprted Empbymenin Accesbn countries

* makingrecommendtons for the further devdopmen of SEon projed levd aswell ason
a Europan levée
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OutcomeSof the pojed next to this final report are:
* awebste wheretheprojed’s produds @an bedownladed,

e aposeronthemog important qudity criteria for on-the-job training in the framework of
SE fromthe pergpedives @ the sakehdders anda shat summay of the prgect,

e amanuakith various evéuation mehods forimproving the quality of on-the-job training
in Supprted Empbymen projectsand gudelineshowto involve dfferent stakeholders,

» naiond repats on the qudity perspetivesof stakehdders of eadh SEagencyparti cipat-
ing in the QUIP pioject,

» aconferancewith job coades, pb eekes, emplgers, policy-makes and maages.

1.3 Methods

The QUIP projectuseal a mix of method to achieveits aims.In eachcounty (Austiia, Czech
Repubic, Hungary,Norway, Spainand UK) one Sugported Employmentagencyandonere-
seach partner participated in the project. The ideawas to cary out one“ca® study” of a SE
agencyin eachcounty. The prgectwork wasdividedinto six phas: eachphae wasded-

catel to one stakeholde group (managersjob coaches,job seskers, employers,pdicy-

makers). The lag pha® consiged in bringing the viewpoints of different stakelolder groups
togethe. Thefollowing methodswere usedin the diferent phass(see the regrive chapers
for details onthe method wsed)

Thefirst phag condsted of cowuntry overviews,prepaed by the resarch partners anda gen-
erd de<ription of ead projed, prepaed by the project partners. At a later stage, this was
complementedy questimnaires that 7 manayers (1 in eat paticipatng county and2 in
Norway) filed ou.

In the secand phase 36 sami-structued interviews with job coaches were conductedin the
paricipating counties and 1-2 group discussons per county with a total of 38 job coaches
took pla@. Theinterview @rtrers andpaticipant ofthe group dictssons @urtly overlapped.

Thethird phag involved 68 semstrucured nterviews withjob seeke's and 12 group discs-
siors per courtry with in totd 48 job seekes. In this phase aso the interview patners and
pariciparts of the groupdiscusns patly overlapged

During the fourth pha® semistructued interviews with 50 emplgers (al countries were
caried out 38 werefrom the privag setor, 5 from the pubit sector and 7 fom the norprofit
sector.

Thefifth phaseconssted of 31 interviews (telephore andperond) with represenatvesof 21
policy-making and funthg organisions e ndional, regionalandlocd level.

In mostcasednterviews and group discltssbnswere caried out by the resarch partrers.In
somecasegob coahesand employment adviserswere involved (for detadls, see phasere-
ports).

L Al of these products came dwnloade on the website ww.quip.at.
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For each phase anoher reseach partner was respasible. This partner prepaed the instru-
ments(quesionnare, groupdiscusson, etc.) acording to the issuesdiscus®din the project
meetingof the regedive resarch pha®. After in-depth discusson via email, the revisal
guestonnare was thentrarslaed inb the respetive languagesThe overall frameworkfor the

groupdisaussonswas also deciced on jointly. Researhess in eachcourtry thenusedspedfic
methods thiethey wereamiliar with (e.g. “wave’in the UK; “metaphn”in Audria).

Reseachers took noteson interviews and group disaussbns. Also, in the group discusions
flip charts andpin-boardpaperwasusedto documentesaults. Theseformedthe bass for the
county summariesin Englishtha wereprepared by thereseach partners for each phaseUs-
ing the courtry repots anddiscussons in the patne meetingsasa basis, the regponsble re-
seach partner prepared a comparativeoverviewfor the repedive phase (seechagters 2-8 in
this report).

Resuts of these phses wee brought togetly on naional level n natond teammeetngs, that
theresearches and represatdives of the SE agendes (job coaches, managers,n somecass
uses) took pat in. Thesenaiond team meetingsalso seved to aggegate findings into a
qudity critenialist onnaionallevel.

Quiality criteria

The quality criteria were geneatal in along proces. Thefirst stagewasthatead reache
andpradical patner went throughthe courtry reports of al thereseach phagsand collected
the qudity critelia tha were mentioned.These were put in tables (see anney and discussed
during the nabnal team meetings (seeabove).Eachcountryagreed on atable of qualty crite-
ria, these were then discussedin the Bardeona meeing. As it was impossilte to bring all
qudity criteria togetter within one patne meeting,it was dedded to edaHllish a so-called

“Quality group”.

The“Quality group” (the Austian andHungarianresearchpartner9 gottogethe in atwo-day
workshopwhere all quality criteria lists were brought togethe and cakegorizel. After the
workshop,the Austrian project coadinatas formulaed the qualty criteria, trying to keep
closly to the terms usedin the naional teamlists. The paitners were thenaskedto comment
on the list. Basal on the partrers’ feedbak, the qudity criteria were revisedand compiled
into a poder of a “quality house” (referiing to the concep of the “quality house”in the
framework ofTotal Quality Management).

The poger wasthen animportantbags for the discussion of the qudity criteria developedso
far a the conferencein Budapes It wasusedin all workshops(see bdow). Using the feed-
back from the conference, prgect partnes worked in small groupsin the last meetingin
Schladmingto revise the quality criteria. After tha, somerevisionswere madeby email, fi-
naly leadng to a 2" poste, which has a shat list of qualty criteria at the front and the de-
tailed formulations a the kack.

Manud

Themanua is basel on the qualty criterialist as well asthe expeiences madein thedifferen
resarch phasesandthe methoddogicd commentdrom the phaserepats, emailsanddiscis-
siors in patnermeetings. Theoncep of the manual wasliscussedn ddail at theresarders
meetingin Barcelona. Drafts of individual chapers were discussel in the partners meeting
befae the condrence inBudapesand in the final meeing in ScHadming.A manual feedlack
group conssting of threepartrers (Optima, SalvaVita, Prgecte Aura) gaveconinuous feed-
back on thdast vasiors ofthe dapters.
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The stakeholdes corfererce in Budapest involved 45 paticipants from Austria, the Czet
Repubiic, Hungary, Norway, the UK, Span and Germary. With the excegion of Span, the
CzechRepubic and Germany, there was at least one representative from eachstakehdder
grouppresent. The conference offered a keynotespeeh, individual staiesfrom a job sesker,
an employeranda job coach in plenary, the presertation of the QUIP prgec aswell as two
typesof workshops.The National workshops am wasto exchangestaies on postive and
negativeexamplesof SE betweenjob seeker,job coaches,SE managersemployersand pal-
icy-makersof the samecountry, andto discussqualty criteria relevantto these stakehatlers.
In all workshops ecommedaions wee collectedon improving SE in theicourries.

Budapest conferee

In the stakerlolders workshops al conference patticiparts from one stakehoder group got
togethe and discussel differercesbetweencourtries and devebpedrecommendatbns at an
interretiond level fom thér point of view.

Theresults of bath workshopswere preserted anddiscusséd in plenary. By usingacive tech-
niques offadlitaion ard transhtion intothelanguage®f al paticiparts, the aganises d the
confaerce (Salva Vita, European Cente for Sodal Welfare Policy and Resarch) seekedto
enabe dl participant tobeeactively involved.

1.4 Overview of final report

This repat provides anoveview of thewhade QUIP project. The secondchaper givesa shot
overviewof the SE backgroundof all countiesinvolvedin the project aswell asonthein-
volved SE agencies.The following chapers give an overview of the results of the reseach
phass of the projed, each focusng on one stakehdder group: job coathes(Chapte 3), job
seekerqdChapter 4), emplgers (Chager 5, pdicy-makers (Chager 6 and managers (@Gpter
8). Each chapier is written by the resarch parther who wasregonsble for the respedtive pro-
jed phase Chater 7: "Bringing stakeholdefrsiews togethef sunmarizes the met importan
resuts ofthe prgeds and pesatscondusions andrecommendations.

The Annex cortains a discusson of the most pertinent methoddogicd isswes encourered
during the QUIP project. Also, the long and shat vergon of the qudity criteria develogd
during the prgea are atachedas well asexampledor the "original" qudity criteria lists we
worked with.

1.5 Note on the terms used

In the courseof the prged, patners agreed on the following termsfor the stakeholdes in-
volved:

Job se&er / suppated employee

We us job seekerand supported employeefor a person with a disablity who is suppotedto
find ajob in the openlabour market.If it is not clear whethe the personis aready in em-
ployment or notboth teems are ged.

Employer

We useemployerfor the personor the companyemploying the persan with adisability who is
suppotedto find ajob in the openlabour market.This canbe the managef the companyor
the employee’sdirect supervisor or otherswho are responible for the employeewithin the
company.
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Pdicy-maker / Funding agency
We ue the erms paky-makers fo represenatives d bodies thatarerespongble for develq-
ing and implementing paliesrelevantfor SEandfunding agencis for bodesthat aere-
spongble for financing SE. In sme countiesthese @anbe the same agenes,in othersthese
competencesarespit.

Job coach

We u® job coah for all staff members thiaare involved withall phasesof theactual SE
process d suppotting a peson wih a dsability to find and keep @b onthe opernlabou
market.In some countes/ agenciedlifferert tasks ae caried ou by work assitants/ work
advises (eg. job dacemehand matcimg) andjob coahes(e.qg. taining on trkejob). Shce
thee erms andob desciiptions vary sigrficanty from county to caintry, we have usethe
termjob caachfor all the® steff members irthe ourseof the QUIP progd.

Manager

We use the term managerfor al peode who havea managenent function within the SE
agency.This canbe a peronwhois only respmsble for the SE servie or also someonewho
is a manager dd larger eganisaton tha the SE ervice is @it of.

However,this agreementameaboutat a relatively late stageof the prged andsomeof the
chapers inthis repat siill use eher terminology.

1C
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2  National backgrounds

Kai Leichsniing, Eropean Cente for Saial Welfare Policy andRegarch(Austia)

2.1 Intr oduction

The ersuing nationd repats areto provide a generd overviewon policiesfor disabled pe-
sons,in particular focusng on employment policies and Suppoted Employment in the pa-
ticipating counties. They areba®d on the questionnairesfilled out by the resardcersor pro-
jedsin the first projed phase. Take 1 shows somgenerd daafor Audria, the CzechRepub-
lic, Hungary, Norwayandthe UK with reped to theseissies.

Tablel:Population, mmber of(registered) persongith disabilities, unemployment

Country Population No. of registered | General unem- Unemployed pe-
persons with ds- | ployment rate sors with disabili-
abilities ties

Austria 8.1 million 52,338 4% 6,925(1)— 40,000

2

CzechRepublic 10.3 million 445,M0(3) 8.8% 41,00 -58000

Hungary 10.6 million N/A 9.7% 32,89

Norway 4.5 million N/A 3% 50,0®

United Kingdan | 60 million 6.6 million 5.4% 3,4P.373

Source: Natinal reprts- (1) unanployed persons with disdlies (registered); (2) Unemployed igens with
disabilities accorithg to thedefinition of the Employnent Service;3) Number of pesons with “altered working
capaciy”.

As almostthe whole variety of Welfare regimesis repreentd by the participating counties
it is worthwhile to de<ribe, first, somemain differenesconcening the scoge of beneits, the
mix between vaousprovidersof services ard the speific approaclesto disablity policies.

While in Norway, as areptesemative of Nordic welfare regimesa wide scopeof services ard
beneits is provided exdusively by statutay bodies,Austria represents a mixed systemof
pubiicly finarced buito alarge exg¢ntthird-secta provided sevices.

The United Kingdomhasexpelienaed an increasigly importantrole of voluntary nonprofit
provides in the field of disablity servicessince the Government’'sdecision to contad out
locd authority service in the ealy 1990s.

A somehowsimilar devebpmentcould be obsaved in CEE counties as Hungary and the
CzechRepubic. In Hungary, the recen Act on Private Non-Profit Organsatons (1998) a-
lows for aregulaed cortracting of NGOsthathad stattedto mushroonsincethe eaty 1990’s
compensatig for the lack of statuory provison. Financid support for these activities by the
stae has grown gnificartly during tha period.

In theCzech Repblic, in 1999, 82.9% of sevicesfor persms wih disabilities ae provided by
pubiic bodies (out of which 35.4%6 by locd autoiities), 10.446 by church organiséionsard
6.7% by otler ron-governmental orgasdtions.

2 In Esse, for example, the couny wide ,Into Employment' supportecemployment service was set

up throuch a two yeardevelopment contractawardedto the local Redife voluntary secor devd-
opment agency.

11
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Thus, evenif theimportarce of the state’s role providing servicess redwcedit is almostex-

clusvely publc auharities tha are funding andregulaing theseservies— with the exception
of Norway, whele bah funding and povisionis exdusively definedas astatuory obligaion.

In mostcounties the role of employersis mainly to fulfil obligationstha arelinkedto quota
schemesi.e. compulsoryemployment (espeially for mediumand large sizedfirms) andor
respecive paymentsn ca® of non-complianceto thesereguldions. Only in the UK, thereare
tendenciesof employerstaking aleadin corpaate equal opportunitiesreauitment This also
hasto do with a largerfocus on corporate sccial respnsilility in the UK, anissue which is
lesscommonin the other participating countries (in Norway, this is also due to the geneally
low unemployment rate

While in the CEE counties the tradtiond apgoad to disablity policies,characterised by a
high degreeof institutionalisaion andsegregationis progresively replaca by moreintegra-
tive appraches, we witness policies bas@ on equalrightsand antidisaiminaton legislaion
in paticular in Norway and, to alesse degreejn Austia andthe UK.

Accordngly, one canfind a higheramountof sepaated savicesandinstitutions for persons
with disabiities in CEE countries whereas in Norway — in spite of a large range of specia
rehallitaion schemedor persms with disabilities — it is moreconmonto havepersms with
disablities paticipating inintegratedabour market ppgranmes.

However, as thearsformation process in CEE counies is gaiing grounds, we can wigssa
rapid developmentowaids equaloppatunities appoaches.For instane, the Czech Consttu-
tional Law, of which the Universa Dedaraton of Human Rightsis one pat, guararteesthe
nondiscrimindion of personswith disahlities. In Hungary,a Natond Council for Disabled
Persos wasingtalled in 198.

A commonfeaure to al countriesremains thalifficulty of defining disahlities and respective
enitlementsto benefits andservicesGiventhe fad that evenwithin courtriesthereexst dif-
ferentlegal regulatonswith variousddinitions ac@rding to policy area (schooling, rehalili-
tation, invalidity penson benefts, employment,care etc) it seemsimpossibé to find a com-
mon denominator foevenfive courtries only.

Eventhe—in itsef problematic— definition of disablity in termsof “reducedahlity to work”
is interpreted in different ways:while in the Czzch Repubic, full “invalidity” andrespective
enitlementsare atributed if a personhas less then66% of working ability, in Norway only
persms with less than 50% of working ability may regiser as persors with a disablity. In
Austiia registation as a personwith disablity doesnot depad on reduced working capadty.
Here,people with amedicad degree oflisability over50%are eligible toregiser. InHungary,
enitlementsdiffer for pesonswith areducedworking ability of 40%, 50%, 67% or 100%. In
addtion, Norwgjian legishtion also acknowledgessocal” disablity, howeverwithout as-
cribing percertagescorceming the aklity to work. Similar regulatons canbe foundin the
UK.

2.2 Bagc regulations in employment pdicies

In spite of the abovementioneddifferercesit sill has to be recognisd that the mainstream
instrumentsfor integraing persos with disallities into employment remaintradiional ap-
proadesin the frameworkof “posttive action”. This meanstha most courtries have quota
schemesregistation of personswith disablities, special protedion agains dismissal, shd-
tered work and-to some degree assitancefor the algptation of work places.

In addition,Norway, the CzechRepublic andHungary haveintegraed regulatons corcerring
persms with disabiitiesin their Geneal Employment Acts. Hungary hasaso introduced an

12
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Act for Promotingand Providing Employmentfor Unemployed PersonsThe Austrian legal
frameworkis chaaderisedby the Disalded Pesans’ Employment Act. The UK, apat from

the Chronicaly Sick and Disalded Pasors’ Act (1970) hasals introduceda Disaklity Dis-
criminaion Act (1995 ard a Disaility RightsCommission Ad (1999.

2.3 Supported Employment in five European cauntries
2.3.1 Introduction

Suppoted Employment(SE) is growingly acknowledied asan importart tod for vocaional
rehalilitaton in the patticipaing counties evenif its scopejts definition andregecive legal
regulatons vary betweenand evenwithin courtries (see below). This developmenhastaken
place in paticular since the beginningof the 199G when SE initiatives started to introdue
this inrovative method obocationd rehailitation.

In the Czech Repblic, SE has first been introduced in 1995 by “Rytmus”, a non
governmentabrganigton tha wasinspired by SE experienesin theUS, which is the Czech
parherin this projed. In the meantimethe numberof provides hasgrownto at leag 12. An
official definition of SE is aurrently under discusson.

In Hungary, the Ministry of Labour hasbeen using the term “Suppated Employment” since
1998in awider sensefor al measuesprovidedby the Labou Market Office, i.e. vocatond
rehahllitaton, guidarce, pb search subsidies foremploymenof persanswith disabiities, and
techncal adaptaton. A more stict defnition is wsed, lowever, by single proders(see “Stva
vita”).

In Austria SE wasinitiated in 1992by two official modelprgjects cakring to persanswith a
mentalillness. Seveal other initiatives by voluntary agenciedollowed and organisd a first
meetingof SEinitiativesin 1993.Since 1995, when Austiia joined the EuropeanUnion, Sup-
ported Employnent hagxpandedsignificanty.

In Norway, SE hasbeenofferedasaninitiative which shal contibute to heping peopk with
vocatioral disablitiesto obtain andto retain work in the openlabour market”since 1996on a
regularbags, following a model priectphag béween 192 ard 1995.

In the UK, SE hasalready a somewhatongerhistory sinee the mid 1980’s, whena voluntary
agencyinitiated SE for all personswith a learnng disablity. In 1994, the Departmentfor
Educaion and Employmen (DfEE) amalgamatedhe Shetered PlacementSchene (SPS),a
wagesubsidyprogrammewith funding for Sheltered Workshopsto produce a more flexible
serviceunder the umbrela of the Syppotted Employment Programme (SEP).The Depatment
of Heath is funding for SE initiativestha are complying to the definition of the Assocation
for Suppated Employmert (http://www.afseorg.uk) and the one agplied in this Leonara
Prgect. In the meantime theselatter SE initiatives have grown to more than 200 provides
offering supparto abou 11,000 pesors & any ondime all over te UK.

As a cordllary, it canbe said tha in mostcountries SE initiatives have develged “bottom-
up”, starting by pioneers from the voluntary sec¢or. Only in Norway, andto a certain extert in
Austiia, SE wasinitiated by the EmploymentServiceand developé on local levelswithin a
naiond frameworkprged. However,during the past 10-15 yearsstatuory progranmesin
the area of vocationd rehabiitaton have increasingly acknowledgd SE appoaches and
methodswith someimpactfrom EU progranmesthat providedfor an exchange of expei-
encesandthe dsseminaion of acequae mehods.
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2.3.2 Legal framework of Supported Employment

In Austria the Disabled PasonsEmploymentAct staesthat SEisto be sutsidised. There are

spedal guidelnes stating the task andthe targetgroup, financial maters and reprting system.
SE prgjects haveto offer openacessto thetargetgroup, andtheyhaveto employprofesson-

als offering advice and caunseling. One job-assisént shoud supprt 20 persons, and nat

longer han or year.

In the CzechRepultic, there is no definition of SEto be found in legidation. In practice,it is
seenasa series of serviestargetedat supmrting peronswith disabilities to find andkeepa
job on the openlabaur marketwith ordinary wages.The suppat provided depends on indi-
vidual needsand aldities and isredrictedin time.

In Hungary, the wide ddfinition of SE is stated in a Decree from the Ministry of Labou
(1998 bu includesall kinds of measuwgsin the aeaof vocatioral rehabiitation.

With the devebpmentof the Suppated EmploymentProgranme by the Depatmentof Edu-
caion andEmployment,thereexist alsoin the UK atleasttwo differert definitionsof SE:the
Departmentfor Educdion and Employmenthasregianal Disablity Servie Teansemploying
Disalility Employment Adviserswho ad as gatekeeprs for Accessto Work contracts that
canfund awide rangeof syppors for disalded people who gainemploymentfor morethan16
hoursper week. People with learning disability are vasty unde-represated in thes main-
streamDfEE programmes.Progranmesfollowing the AfSE ddfinition, andthus the intema-
tionally recognsedformula, corceive SE asan adivity of adequaely trained staff to suppot
thejob seekelin findingared job tha is remuneragd with minimum wage or abovewith an
ordinary employer.In addition,apprgriate supprt should be providedto both the employer
and tte job sesker.

The Norwegian definition of SE hasbeenlegaly requlatedin the “Regulaton for SE” with a
resgecive diredive ard guiddines focuson normalisation andinclusion, and ordinary, pad
jobssupported by job fadlitators. Thetargetgroupare all pasonswith extersive disablities.
While initially the largestgroupwere peope with leaming disabiities,today it is mostly per-
sons wih mentaillness wto are sppated. An imporaint feaure of SEin Norway is thateach
job coachis reponsble for working with 5-6 job seekersat any giventime, andthatthe time
limitation for eachjob sekers paticipation in SEis 3yeatrs.

2.3.3 Financing of Supported Employment

Finanang is mainly provided by public authaities on ndional, regiond and locd levels
and/a by Employment Services In addiion, EU Progranmes provide for some funding
(abou 12% in the UK), aswell as dondions andcontributions from foundations(in paticular
in CEE couwntries). In the UK, there aso seemsto be evidene that personswith disablities
are murtially also wsingtheir cash lenditsto cofinance Sypported Employment.

In Austrig anaddtiond saurcefor funding conssts alsoin the Ausdeichgaxfonds gatheing
thosetaxestha are pad by employerstha do nat comply with the obligation to employ per-
sons wih dsabilities @cading to he qudascheme.

2.3.4 Current develogments and perspectives
A generaimove towardssccial incluson andequd opportunity policies canbe observedn all
counties involved. Cuentdebats conerning polides for pesors with dsaklities are écus-

ing on normalsaion andthe extengon andor improvementof Sugorted Employment pro-
granmes.
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For instarce, in the Czechrepubic improvenentsconcerrng the definition of persams with
disalhlities are delated. It hasbeen proposel to give a dedsive role to medicd expets from
the labour exchange offices. Further improvementsconcen the paossbility to paricipate in
rehalilitaton measureor training evenif the peison witha disabiity is on sickressleaveand

to work without any income limit while receving patial invalidity penson. Findly, legd
regulatons far a rew piogramme on “Suppoead Employnent” ae beng prepaed

In the UK, the Polcy Consorium for Suppoted Employment has reertly beencommissioned
by the Minister for Disallity in the DfEE to pulish a naiond frameworkdocumentfor the
implementatio of Suported Employnent. However, tisi disusiondocuments not likely to

beincorporatedinto DfEE policy in the shat term. At the sametime, the DfEE’s newestini-

tiative ertitled “New Deal” is bang piloted for disaded persors focusing on the provison of

Persomal Advisers to provide a moreco-ordinged sewice to job seekers.In addtion, the Gov-

emment’s ‘Welfare to Work’ policy demandseachpublic authority to compile a threeyear
‘Welfareto Work Joirt InvestmentPlan’ that had to be submittedby April 2001.Local part-

nerslips beaweenall sectars were demandedo promoteinitiatives to assst disaded perisons
into the labou market.A problem of this generdly welcomeinitiative might be tha it forces
persams wih dsabilities b work and to give up éitled benéits.

In Austria SE is expanding rapidly. Currently an umbrellaorgansation for Suppoted Em-
ploymentis being foundedin Austria. A governmenprogranme hasjug beeninitiatedto im-
provethe employmentof peoplewith disabilities (“Behindatenmilliarde”); this will asoim-
prove fundnhg for Suppated Employment inifatives.

In Hungary; it has b be sen whethe the growing N® secto and he &ngibleresults ofthird
secor initiatves will getfurther acknowledgedand suppoted by public pdicies andregec-
tive finarcing.

In Norway SE hasbeenestablishedsucesgully asa partof the pudic employmentauthoi-
ties, ard thus as a public service. The role of third sector initiatives thuslies predominany
with advocacy and th pditical represenation of clients.

As a condusion, there is still alongway to go to define commondenominatas for disability
policiesin the EU and achesim courtries. This is espedally true for the SE secta that in
somecounties is still in a pioneeing phase, in othes it has entered a more matue phase.
Thus, we areworking towardsa moreconmon undestandng of SE, its structural framework,
definitions am methods.
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3  Project information from the management’s prspec-
tive

Kai Leichseniing, Eropean Cente for Saial Welfare Policy andRegarch(Austia)

3.1 Intr oduction

One of the main aims of QUIP is to define relevantqualiy criteria in SE from the poirt of
view of the respecive stakeholders The following sunmaly — apat from giving a first over-
view on prgeds involved- reflecs thepergedive of the managmentfrom five initiativesin
Austria, the Czech Bpubic, Hungary, Norway and ¢hUK.

The summary is basedon quesionnares that were answeed by all prged repregngtives
(mostly prgject leaders). As the projeds are quite differentin size and scope (nhationd pro-
grammesasagainstiocal initiatives), with resped to organiséiond structures(public auhoti-
ties, voluntary non-profit) and develgment,it will be intereging to find out more about the
different views ard the modalty in which the single proecs presert themselvs, thar ams
and tleir approachesto qudity assuanc.

3.2 General information

Tale 2 givesan oveniew on quanitatve development®f the single projecs, all of which
stated thar adivities around 1995 (seeTale 3). All projecs are chaacterisedby a rapid
growth during this phase,both with resged to stdf, clients and budges. A specid ca is
Norway thatis represeried with a nationd programme tha is providedby public authaities
Theprogramme was launet naionwide aftera modelprojed from 1993 t01995.1n the UK,
an interesing caseof pulic-private patnersip has beenesaldished while all otherinitia-
tives ae volurtary nonprofit organsaions thathave steblishedan SE barch.

Table2: Numbers of stH, clients and yearly budget 19962000

No. of stdf (SE only, No. of cients in SE | Yearly budget in

incl. admini stration)

1996 2000 1996 2000 1996 2000
Arbeitsassistenz 1 5 5 108 50,0® 250,00
Liezen
Salva Vita 1 7 2 33 14,0® 122,M0
Into Employmert N/A 31 N/A 194 N/A 1.4 mio.
Norway (1) 150 321 750 1,600 7.6 million | 15.2 mio.
Rytmus 5 35 15 90 18,000 68,0

(1) This refers to the nathal progranme of Supprted Employnent.
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Table3: Year of fondation, Igal statis and targegroups

Year of Legal status Target groups
foundation
Arbeitsassistenz Liezen | 1996 Voluntary nonprofit All persanswith a disabiliy
Salva Vita 1993 Voluntary nonprofit Mainly personsith mental
illness or learnig disability
Into Employmert 1996 Publicprivate partneship | Personswith a leaning dis-
ability
Norway 1996(1992) | Public Personsvith extensive dis-
ability
Rytmus 1994 Voluntary non-profit Mainly personswith a
leaming disability

3.3 The approach to Sypported Employment

All projects havetheir paticular definition of SE Common features are howeve the suppat
of cliens ard employersin finding ard retaning employment.The aim for al paricipating
prgecs is to find a real, paid job in an ordinary compaiy with ongoingindividud suport
(limited in time).

“SE is suppating our clientsin al quesions concening the job and the redisation of their
vocational goalsby individual choice (...) and qualification by ‘training on the job’ (...).”
(Arbdtsassisterz Lieze

“Suppoted employmentis a time-limited sé of serviceswhose am is to sugort peogde in
finding andkeepinga job in the openlabou marketon temms of equal payment.The set of
services is designedfor personswith disablities requiring a long-term supportat the work-
place to be able to getandkeepa job. The suppott is basedupon akblities and needsof every
individual with a ime-limit that hasto be established.” (Rytms)

“SE is acompreherige, pesoncented asistancefor job seskerswith a disalility to getand
keepanadeqiatejob onthe openlabou market,including the assistancefor sccial indusion.”
(Sava Vta)

“SE is ameandor pesors with disahlities to obtain and retain paid jobs in ordinary working
life.” (Norway)

“SE is to enalbe disabled peopleto achievetheir target of pad work in various employment
sdtings andto move out of the bendits culture and achieve equdity with fellow workers”
(Into Employmen)

Thetargetgroupsof SE projeds are geneally all personswith a disability, eventhoughsome
initiatives do focus more on persms with mentalillnessor learning disablity (seeTable 2
above).This choice partly depenls on finanéng mechanism&ndor respetive goalsof the
prgecs. For instane, Rytmussugains the objedive “to esabish SEas atod of adive labou
market polices to hip pe@le from the target group tgain and reta ajob in the open labou
market”. Also Sdva Vita undetinesthe political goak in a mid-term perspeadve, i.e. “to in-
fluencethe naional employmentandsccia pdicies,resgecively (...), to changethe atitude
on the openlabaur market(...), andto introdue SE as a new servicein vocatonal rehailita-
tion”. Most importar, for all projects, are the moregeneal gods of sodal integation, inclu-
sionand nemalisaion for peopk with dsalilities inworking life and ®dety.

In order toreach thesegoak, main tasksf&SE initiatives ak listedin thefollowing examples:
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Individual carea-planning,acqusition of jobs, training on the job, preservaton of ajob, and

tasksto increaseawaenessof vocatonal probdlemsconcerring thetargetgroup (Arbeitsasds-
tenz liezen

Comprehensivand detailed assesment,involvementof family membersandfriends,family
care(psychaesocialassstarce), training onthe jdi, jobclub adivities mediationbetweenem-
ployersand employee, adse and guidnce (Sdva Vita)

Profiling, job coaching, on-thejjob training, and calabaaton with other servicesinvolved
(Norway and Into Empoynen)

3.4 Speciic strengths of initiatives acording to their manage's

The spedfic strengthof theinitiativesinvolvedindude their “focus of intereq onthecliens’
andthe empowermenbf the client“to makegooddecisiors bas& on goodinformation” (Ar-
beitsasistanz Liezen, “the involvementof employers right from the start”, “enthusiadic
stdf” (Rymug, their uniguenessan “providing Suppoted Employmentfor this target groug
(SalvaVita), ther ahlity to “diredly addes the ordinary labou market” (Norway), ard their
uniquanes in offering “in-depthwork bothprior and, moremportanty, after the pb has been
found” andto suppat “the employer and the employeeto match commercial pressue with
individual warkers ambitions andskills” (Into Empbymen).

While other organisations focusoftenis either ontradtiond occupdiond themapy for persors
with alearrning disablity or training for per®nswith mentaliliness, training in SE initiatives
is only a small part of the suppot process In Norway andin the English prgect “Into Em-
ployment” pre-training or prepaation for work readnessis nat evenprovidedatal asall per-
sonsare bdievedto be “work ready”, andthat is the job of SE initiativesto offer the neas-
sary suppd.

A spedfic advanageof thoseinitiatives tha started "bottom-up” and not within a larger or-
ganisaibn with along tradtion in providing sevicesto personswith disabiities,e.g.Rytmus,
is thd theydid nothaveto overcometradtional thinking in providing sewices forpeope with
disablities.

3.5 Quality of Supported Employment: A management pespectve
on indicators and methods gplied

Defining qualty of SE meansof couse,to ad in accordancewith the objecives of the sa-
vice andwith the expedationsof the clients. Thus, professioral suppot for the targetgroup,
job finding andjob maintenanceare theindicaors mostoften mentiored by the managersin
this resped the Arbeitsasdsterz Liezen for instance, is follows a well-defined process flow-
chat thatis part of its guidelinesandconcepts Rytmus hasdevelogda manud, quaity stan-
dardsandguiddines;the quaity cortrol is caried out interndly for lack of externd quality
stan@rds. AlsoSdva Vita is udng sef-assessmenhethod adgted from the EFQM model.
Somemain procesgs havealreadybeen documentedand pespecives are to build a qudity
system thatollows TQM principlesand methods

In addition, mutud satisfadion of all partiesinvolvedis undedined. For instarce Salva Vita
caries out surveysbasedon 10 kinds of quesionndresto al stakehdders, including employ-
eesand funding authaities. The Norwedan patners stres&d the qudity indicata of job
maintenane, in paticular after alongerpeiod (3 years).However,respetive suveysor fol-
low-up studies havenat yet been carried out Into Enploymer relies very muchon cugomer
satsfadion feedbak (employers,employeesand commissiones) that is aso collected sys-
tematially by meansof stakeholde groups(“partnership meetings”).Furthermore,new op-
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tions on quaity raising areregulaty gainedfrom othermembersof the naond assocation of
SE.

At the Arbdtsasistenz Liezenquality in terms of job maintenane is monitaed by systematic
documentabn and by means of groupiscusiors © reflecton cistomer atisfaction.

3.6 Transfer and perspectives

The core of our project is to look for opportunities of mutual exchangeard lessons(“good
pradice”) to be learna from eachother. Project partners namedquite a few issuesin this
connetion: The ArbeitsasgstenzLiezen for instance, is proud of its “systematt work with
everyclient and the sysematic doaumentaibn of our work by a computersupported process,
while Rymusddines ts good pratice winesed by tle “individua and dvil approach to ach
user,teamwork, supervsion of the staff providing sewices,ongoingsuppat for the user,the
consttation with thefamilies ofthe uses, and espectfor theindividud”.

SalvaVita proposd esgedally its elabortion andintroducton of a quaity systemasan as-
pecttha coud betranderredto other adors. Norwedan paitne's seethe systenatic appioad
(prdfiling, training and follow-up), organisaton issues andthe natond guiddinesasimpor-
tant chaaderistic to be transferred to other courtries, espe@lly asthere is positive from us-
ing SE methodgor peopk with a rangeof different disablities(including sodal disablities).
Into Emgdoymen would proposeto havea look at the partrership working they haveintro-
duced,.e.shaed mpework, sharedraining, and shred reruitment.

Neverthéess, there are aso aspets in eat organsaton that could be improvedandthusex-
changeof experiena is mostwelcome. For instance,“increasng the qudity of skills in the
direct work with users a the work site, more detailed methodologyquaity criteria with re-
spet to family co-operaion” (Rymug, “developng qualty standads with others” (Arbeit-
sassstenzLiezen), “different methodgor job acqusition” (Norway), “giving the stakehatlers
more involvenent inrunring the orgarsaton” (Into Employmet)

Findly, prged partners namedseveralgeneal issueson qudity of SE,which needto be dis-
cusse in the couseof our prged. Furthe exchangeof expelience shodd thus be organisel
on thefollowing quesions:

* How can we enipy more dsalded peoge within our organisaion?

* Rolesof staff: Shoud the tasksbetween the job fadlitator andthe job coach (and othe
stdf) within the SEprocessbe spit up on seera people or is it more efficiert if one per-
son B inchamge d the whade proess?

* How to organise taining, national and regional conrencesvorking onqudity matters?

* Beneits vs. minimum wages: How to ded with legd framework and disincentives to
work? How shald wages ad benéitsbe comined?

* Shouldthee be a tmelimit for the SEprocessin evey case?
e Organisational problens: What are berfigs and pioblems é smdl SEteans?
* How to prevert rapid stdf turn-over ammgg job fecilitators?

* How to measte empoyers, co-workers and emplgees’ saisfaction with SE srvices?
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4  The Managers’ Rerspective

Yvane Giedenlache, European Centre for Socal Welfare Policy and Regarch
(Austiia)

4.1 Data oollection

The following repot complementghe preliminary findings of reseach phase 1, which took
place at the beginnng of the QUIP projed. The focus of this reseach pha is on the quality
of Suppated Employmentin the view of themanagersf SEagendes. Eight personsfrom six
countiesfilled ou questionnares(see Tale 4).

Table4: Respondents

Country Organisation Number of Method
interviewed person:

Austria Lebershife Ennstal| 1 Quesionnaire
CzechRepublic | Rytmus 1 Questonnaire
Hungary Salva Vita 2 Questonnaire
Norway Norasonde 2 Interview
Spain Prgecte Aura 1 Questonnaire
United Kingdan | Into Employment |1 Questonnaire

The quesionnare usal for the interviewswas develgedaacordng to the expelienees made
duringthe whok process d the QUIP prgect ard included quetionson

* Postion andjob profile ofthe irterviewed peson
* Aims and pocess 6 Sippated Empoyment

e Quality of Suported Empoyment

* Organisationa framewok, skils andcompé¢endes

« Evaludion

The questionnaire was sent per email to the SE ageng managersmostof them gavewritten
answes; two pearsms were interviewed faceto-face. With the exapion of one respamden
from Norway, alrespndents wee & the @ame time partars inthe QUIP projet.

4.2 Postionand profile

The interviewel personsare al managerof SE agencies but they descibe their job differ-
enly. Some perform opetize anddrategictasks, othes mainly opegite on astrategic level.

Thesearethetasks theregpondens arry ou in thar work:
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* Adminstration
» Coordimation
* Reporing
* Fundingissues
» SE work (assssmenof canpaniestt.)
» Develpmentandimplematation of newprojeds
* Mernoring, gudance,courseling
+ Evaludion
* Networkng, externd communicéon
* Develpomentof mehods
* Aims ad pocess 6 Sippated Empoyment

4.2.1 Main aims of Siypported Employment

The mainaim of the SE agencesis to suppot job sekersto find pad work — one of thein-
tervieweesrefer to the goalsof SE set by public guidelineson the targetgroups.Two of the
interviewed pesors alo raise the isste “quality” of the job (e.g. job shoud match job

seekers “requrements angosgbilities”, “adequde wages”).

There are two interesting divergencesThe Norwegan managersconcertrate very muchon
the world of work (“...keepthe focus on work integmation...”) and the ‘socid model
(“...contribute to the developmentof the compaiies and the labour market to be moreinclu-
sive..”), while the Spanish managerstres®sthe importance of sodal integraton andqudity
of life in general (alsooutside the work environment)and the perond developmenof the pb
seekemployee This divergencewasoften discus®d during the QUIP projectand seemgo
be one of the criticd isaues in Suppoted Employment, of couse aso degendent on the na-
tional framework in whichthe agends orae.

The Hungaran managerslsodiscuss ‘i ndired’ aimsof thar SEagencyreferring to a geneal
lack of status of Suppated Employmentin Hungary:raising awaeness,recogniion by the
stae, estabishmentof necessary famework for SE.

4.2.2 Process ofSupported Employment

Theinterviewsdiffer very muchin how detaled the processof Syppoted Employmentis de-
scibed. Genenlly speaking, the SBroassconssts d thefollowing geps

* Initial contact

» Clarificaonand piofiling
* Job sekng

* Job coazhing

e Maintaining the pb
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The Spanish and the Hungarian managersexgicitly mention the involvementof the job

seekers family at the beginningof the SE process, the Sparish agencyincludes the family
even in isfollow-up activties.

Mogt of the managergexcept NO andUK) raise the issueof training asoneof thefirst steps
in theSE process training of job seekingskills (CZ, HU), sccid skills training (HU), persordl
training progranme (E), work traning (A).

The managerof the Norwegianagencystressthe importanceof avoidng dependency of the

job seekerby avoiding“... relationshps that becomeso closethat they create or promotede-

pendegy...”. Again, Supmrted Employmentin Norway is depiced asa seavice with a focus
only on working life “...1t is impatant to keepthefocus on workmtegration, andnot on cae

for its ownsake..” The HungarianSE proaesson the otherhard explcitly includesstepsex-

ceedng the purework integration,e.g.”...family-related, andindividua psycho-socid asss-

tance..”, which meanstha the agencyprovides asdstanc for the family andthe employee
during the follow-up phaseto accommodatéo the new situaion andto learn how to profit

from it: tolive as anybody elsandto olve problems.

4.2.3 SE proces: Themostimportant steps,the most difficult tasks?

The answversto the quesion “Which stepsof this processdo you corsider to be the mostim-
portant?” coverthe main phasef the SE proces. It is quite intereding thatthe interviewed
managerg5 out of 6 interviews)seemto regardthe introduction phaseas the mostimportant
stepin SE

* Making cortadt and excharging informaion with the job seeler (5); “...sets the scenefor
restof work...” (UK), “...checkupthejob seeka’s motivation and eage&ness with regard
to gdting ajob...” (NO)

* Get incortad with empoyers (2)
+ Job math (2)

e Suppot (3), “...supporting the adagation of sodal norms...”, “... suppat to maintdn
permanert empoyment...”

The Sparish managestresesvery empathicly that “...all of the stgpsare conpletely esen-
tial...”.

The isste of job seekers ‘motivation’, raised by the Norwegianmanagerswas often dis-
cusse during the QUIP prged. Ontheonehard it wasobjededto by SE experts becaseit
resemblewvery muchthe ‘readires’ concef, on the other handit was animportantisste for
mary of theinterviewedjob coadheswho regardthe motivationto becomeinvolvedin the SE
processandsomesortof ‘realty orientaion’ as animportant prerequsite for suces$ul Sup-
ported Empbyment.

What do SE agencymanagrsregardasthe mostdifficult tasksin the SE proces?Here,the
variety ofanswesis even gret@r. They cover bnost dl areas d SE. Interegngly enough, the
“most important stepin SE (seeabove),the introduction phaseis not mentiored here.The
focusis more a&plicitly on job sarching and keeping.

* “Preparing job seelkrs (ona per®nal, emotonal, psychologcal and prafesiond levd)”
* Maintaining job seke’s motivaton

» Job sarch (2)
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e Job math (2)
* Maintain ajob
e Suppot for empoyers ard co-workers
+ Documentton
* Reirtegration o individuas witha long caee of unanploymen
» Keepingupthe gincipals of Suppoted Emplgmernt
* Letthejob =eler takethelead

4.3 Quality of Supported Employment

4.3.1 Strengthsand weaknesses dhe SE agncy

Asked abouthe main sergths ofthe agency, #nmanagers mainly foswnthreeissies
» Professond staff (discipline, ceopemation Kills, dc.)

» Personcentred appoach

* Invdvement of the agncyin a bigger retwak of sevices ¢c.

The ‘main weaknessof the agenciesnostoften (2x) mentionedby the managerss the prob-
lem of resouices. Other weaknessesire mainly connectedto the issue of staff, e.g. alack in
systematidraining for the stdf or problemswith recruiting new staff (resuting in long wait-
ing listsfor job seekes).

Table5: Main stregths andweaknases of the SE agecies

Country Main strengths Main weaknesses
Austria « Makinguse of dlsocial serices ¢ Quick enlagement d staff  neal for
« Network with theLabour Market Sefice organisabnal develoment

e Staf training
* Internalnework needs develmment

CzechRe- |« Skilled gaff with pemanert contracts ¢ Prablems with recruitng new staff (low

public + Co-operationwith volunteers wages h the social feld)  longwait-
ing lists for job seekers
Hungary » Skilled gaff (co-operation kKills,...) » Overburden
» Documentation
Norway « Good infrastruture ¢ Co-operationwith parent orgaisafon

» Variety of job offers
 Involvement in a largenetwork

Spain « Individudised approach ¢ Funding
« Skilled and stablestéff
« Long-tem follow-up
« Strong cotactwith families

UK » Persorcentred approach » Limited resources
« Selfdetemination of job seekers ¢ One targegroup
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4.3.2 High/Low quality Supported Employment

The answersabou ‘high quality Suppated Employment focus very muchon two asped¢s
of SE quality: ‘outcomes’(i.e. high quaity job ontheordinary labou market)and‘charader-
istics of SEproces’ (i.e. SE prirciples).

SE outcanes(i.e. job on the ordinary labour market with...)
e Team intusion (2)

* Normal wayes

* Normal s@ial secuiity

e Naturd suport

» Careerdevéopment

e Develpmentin qualifications
* Job-mach

» Satsfaction of empoyers

SE proces chaacteristics
» Personcentred appoach (2)

* Job seke’s involvemen, decisons oy madewith him/her (2)
* Invdvemat of family

» Focus orpartnerships (“resped”)

* Confidentality

* Clarity and reliability

Other aspects

e Structure: Sklled SE $aff; well-balanced SE agncy job clubs

* Proces: Cortinuows deelopment djob seke/emplyee

Mogt of theanswes aou ‘low qudity Suppoted Employment’ focsi onthe SE atcomes:
e Job whch is nd gable (2)

* Jobwhich doesmatd job seeler’'s needsabilities (eg. nealstoo much job coach input)

)
Some aspHs refer to the SE process
* Insuficient cortad (e.g. $agnaion after theclarification phag)
* Insuficient support
* No motiation of job seke

* No motiation o family (eg. overprotective famiies,no suppd by families)
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The Austrian managementiors a structural aspect, the ‘creamingeffed’, which dependvery
muchon the SE agency’stargetgroup€) andthe natonal frameworkfor Suppated Employ-
ment. This refers to theissue that in Austria each SE agencyhasto placea certain numberof
peopk in the ordinary labour marketeach year. Thus, thereis a terdencyto take those job
seekerdnto Suppoted Employmenttha are not seveely disaded and morelikely to find a
job.

4.3.3 What do you think ‘hiigh quality SE’ meansfor...

Askedhow other stakehtders perceive high qudity Suppoted Employmentthe interviewed
managersagreeto very high degreewith regardto two stakehdder groups Managerghink
tha employersmainly expectto geta good employeematchingthe requrementsof the job.
They also want to get support from the SE agency(UK) with a contact perisonto tum to (A)
anddo not wantto have “troules” with the new employee- i.e. “no bureaugacy” andthe
working processnat being distubed by the SE proeess(A). Only the Hungaran managers
expet the employersto have similar expectaionsasthe othe stakeholer groups: Fundion-
ing communication,trarsparercy (so tha the employers know what will hapgen nexy, in-
volvement of # relevant @rtrers to sharethe resporsihility) etc.

Almost all interviewed managersthink that policy makersfundng agenciesnainly expecta
high quartity of new jobs, the Norwegianmanager®ven think that the typesof jobs do nat
matterto them.The Austrian manageis of the opinion that the policy makers/indingagen-
ciesal® expect somequality of the SE structure: Skilled and quaified stdf, andfunctioning
networks beveen the SE gency and otheorgansdions.

Theinterviewed pesms hink thatjob cacles bcuson
e Strudural quality, sich asgood worling condtionsand ckear guddines (A)

* Principles of SE (=characteristics of the SE process), suchas persm-cented approach
and tanspaency (HU) and

* Proces quadity, suchas ganned o-operation (UK) and hep with job sarch (NO)

In the view of thenterviewed managers ttjeb seekes expet
* Proces qudity, suchas aagquae support or to find a job quickly (A, UK),

* Principles of SE (=characteristics of the SE process), suchas persm-cented approach
and transpaency (HU) and- aboveall —

* Outcomequadlity, suchas a valuable job with the passibility for career devdopmentand
socid inclusion (A, CZ, NO UK)

With theisstie of acesility, the Austrian managerraises also oneasped of structural qual-
ity for job seekes.
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Table6: What hidh quality SEmears for...

Country ...job coaches ...job seeers ...employers ...policy makers
Austria Good woking Accessibility No bureaucrac Skilled and
conditions Job(matching No troubles quaified staf
Working guide- expectation) with employee Quantity of
lines with possibilty or funding new jobs for
Efficient n&- for career d- agencis target group
works velopment Contact person Good newvork-
Adequatesyp- Working proc- ing with or-
port ess isnot dis- gansatians and
Social integra- turbed by SE administrative
tion bodies
CzechRepublic Meaningful Job Good conmu- Quantity of
work Goodjob coach nication new (pema-
Satidaction d Helpful SE nent) jobs
partners ageny
Hungary Professional Respect Involvement of Open and good
knowledge and Individua ap- important par communication
skills proach ners (e.g. - Transparent SE
Persorcentred Corfidentidity ployers) process
approach Support of ing- Open arjd good
Needs of par pendence and communication
nersmore im- selt Needs of par
portant tharfi- deternination nersmore m-
nancid poss- Involvement of portant tharfi-
bilities other mportant n_a.nlua poss-
Open and good|  partners (e.g. bilities
communication family) Transparent SE
Transparent SE « Needs of par process
process nersmore m-
Well-balanced portant tharfi-
ageny nanciad poss-
bilities
Open and good
communication
Transparent SE
process
Norway Help job seé- Find a \aluable Get a good - Quantity of
ers find a jd job ployee new jobs (types
Be socialy in- of job irrele-
cluded in the vant)
work environ-
ment
Spain Get a good ®- Quantity of
ployee new jobs
UK Planned coe Find a job they Get a good - Quantity of
operationwith want quidkly ployee new jobs
job seekers (r Get support Number of
cluding the from the hours leaing a
search for nat ageny service

ral suppor and

a fadirg plan)
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4.3.4 Possible mprovements

The interviewed managerseepossbilities for improvementmainly in the area of “netwak-
ing”, on aninterral and on an exterral level. The Austian managerfor example,wans to
improve the networkingwithin the SE agency(betweendifferert related services), the Nor-
wegianmanagerstessthe importane of neworkswith othersevices of theparent organsa-
tion (intemalexternd networking) andstrongernetwaks with employersexpresed by a shift
in time-allocdion (“...we wantto increasethe time that job coaclesactually spendoutthere
amongempoye andat work places|[...] Perhgpsa job coad should spendas muchas80%
of thar time to such external adivities, while normally 50% of their time is spentexter-
nally.”). The UK manageseesa posiility for improvanentfor the SEagencyby its becan-
ing more part bthe na@iond “Government Emplognent Stategy”.

Otherideasfor improvement ae:
» Develping new $ructuresto meé the needs é a hgher numberof stef (A)

* Improwed gaff training (A)

* Changethe funding structure (not for the project, but for the work with eachjob see-
keremplyee) (HU)

» Contiruousquality dewelopmentin the areas of mehodolay, organisaion and finance
(CZ) and

» Crossclient work (UK)

4.4 Organisational framework, competencies

4.4.1 Most important organisational framework for high quality SE

The mostimportant organsaional frameworkfor high quality SE mentione by the inte-
viewed pesons maily belongs to te cdegoies

Job coactes’ characteristics and qudifications
* Flexbility (2)

e Seniceorienttion

Agency'’s organisational framework
» Contiruousevduation andorgarisational devdopmen (2)

e Quality gandards (measuing saisfaction, nd justnumbers)
» Efficientinfrastructure

» Adequat woking condtions (e.g. wags

* Working stadards

» Clearcompé¢endesand regonsbilities

» Equalty of staus (“...eveybodyis as impatant as ewerybod dse...”) of the staf
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Networking
* Funcioning patnershps and netwaoking with dl partners (2)

* (Co-operdion with the Lalour Office)

4.4.2 Structure of the decision making process

The stucture of thedecision making processs very similar in the SEagenges Themanagers
mainly work on the strategic level, making decisons on pesmnd, orgarisaional develg-
ment, planring, quaity monitoring, co-ordinaton etc. andengagingn netwaking (espedally
with policy makers/fuding agencies The Hungaran managetris aso respomible for the
complains procedure. The stdf is respomsible for the work on the operative level: the indi-
vidual SE proces, pesm-centred decisons, reporting. The Austian manag@r says that
importart decisions (e.g. in case of problems) are only madein the team conskting of
managment and stff.

4.4.3 Skills and characteristics of an ‘ideal SE manager’ and an ‘ideal job
coach’

The'ided SE managerin theview of the managershemselvedasa combinaion of profes-
siond knowledgeandexperience (e.g.experence with SE work, experence with peopk with
a disabiity), key skills (eg. respetfulness, co-operaion skills, netwaking skills) and man-
aganentandleadeship skills (e.g. focussedon suces, allity to give feedback).The manay-
ersstresstheimportanc of beinga “good leacer” tha credes anatmospheref trustandpro-
videsthe frameworkfor the professional andpersond developmenof the staff (e.g.ability to
give constrative feadback,trustin enployees’abiities, tlea employees onquid terms).

The‘ided job coach as dsciibed bytheinteviewed persoshas professond knowledgeard
educdion (e.g.edwaion in pedagogic,knowledgeof disabiity-relatedissue, knowledgeof
the labou marke). The Norwegianmanagerghink that job coachesshould have a varied
backgroundvith “...formd sodal edication aswdl asexpeiencefrompractical guiding and
communicton...” (NO). Theideal job coach dso has a combindion of key skills, which are
spedfically relevantfor a persm-centredapproachsuch as Suppoted Employment, which is
alsobasd on the ideaof networkingand patneshps (e.g.empathy flexiblity, persstene,
humblenessnediaton skills, netwaking skills). Above all, ajob coah shoud believein the
abiities of peope with a dsablity and n sodal incluson.
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Table7: The ‘ideal SEmanager’ and theideal job coach’

Country

Ideal SE manager

Ideal job coach

Austria

Focused on sucas
Customer orientabn
Team orientatio

Ability of give constuctive
feedback

Respedulnes
Leadersip skills

Education n pedagoyg

Knowledge of dsability-
related issue

Knowledge of laboumarket
andwork processe

Administration ills
Networking ills

* Empatty
CzechRepublic * Managenent Kill s » Ability to provide adequate
« Leadersip skills support
. e Innovaive

Experiencewith SEwork

Believe in he abilities of pe-
ple with a disabiliy

Communicaion kill s

¢ Flexibility
Hungary » Professionaknowledge and |+ Professionalxperience
experience . Autonq’ny
* Autonamy « Creativiy
e Creativty « Empatly
» Flexibility « Discipline
® Management§<i||s * Persistence
* Systemic thinking « Capaciy to dealwith pressure
* Opennsas to imovaion * Flexibility
Norway « Treat emplgees on equa ¢ Humbleness
tems . Empaﬂy
« Ability to give corstrucive « Ability to“not to becane a
feedback therapist” h SE process
« Influenceworking environ- « Communication kill s
mert in a positve way » Focuson“matding” many
e Trust in enployees’ abilities variables
* Provide pssibilitiesfor staf’s | « varied background
self- and canpetence deve
opment
» Pedagogic sKi
Spain » Experiencawnith peoplewith a | » Flexibility
disability « Believe in SE
* Knowledge of dlinvolved « Mediation skils
paitners
» Co-operation kill s
* Networking kills (employers)
UK * Focused on outcmes » Persorcentred

Focused on sel-
determination

Focused on qualit

Reward the credits to people
who do thework

Committed to socialmclusion

Believe in he ability of people
to work
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4.4.4 Written material (guidelines, jd profiles) for the staff

All of the managerstatedtha they havewritten mateial for the staff, three spedfied: guide-
lines (A), methodtogicd manual (HU), hadbook ofjob desaiption (NO).

45 Evaluation

4.5.1 How SE is evaluatedat present

Theevaludion of the SE agenciesat presen is mainly basedon the (quanitative) repoting to
thefunding agenciege.g. LabourMarket Office).

Rytmus Sala Vita ard Into Emplogymentaso collect feedlack of relevantpatners. Rytmts,
for example,seeks feedlack from teaches ard patents of job seekes andfrom the Labour
Office staff. Sala Vita hasan annualassessmentof satisfaction (job seskergemployeesro-
operaing family members;employers;staff; locd labour officesas partner organisaions fi-
nanchg bodies. Into Employmentcollecs feedbak from job seeka/employeesaandemploy-
ers,alo a stakeholer meetings.

Someof the managersalso mentioninternd evalwation ‘systems’, sich aswork discusgons
regularprofessond sugervision (HU) or repots to the advisorycommittee of the parer or-
ganisaibn (NO).

The Spatish agencyusesa qudity developmenimodel,the ICQI (Inclusion of Coninuous
Quality Improvement) asan evaludéion tod for its ‘Annual Adion Pan’.

4.5.2 Suitable and non-suitable indicators in the present systen

Almost all of the interviewed manages discussheissue of ‘quartity vs. quality’. Whatis re-
gardedas suitade in the presen sysem?The Austrian managetthinks that there is valuable
informationin the datistics which regards kind bresults (get gob, keep §ob, deaing), age,
gende andtype of disabiity. The satsfacion questonnaire (HU) andthe collection of stalke-
holde feedback(UK) arealsoregardedasvalualde sources of information. The Norwegian
and the UK managerghink that ‘numbers’are of cour® important indicators, “ ...bu nat

only...” (UK). The Norwegian managersliscissthe issueof qudity vs. quanity in morede-
tail: “...Oneshoud be carefu with quantitative measires as the only measues. It is impor-

tant to acknowkdgethat the SE processwill vary accordng to the individual job seeler's

needs.Therefae quditative judgemens mug also be part of the evaluaton. On the other

hand- if we estaldishonly quaitative measues, there is a dangerthat the SEprocesswill be
too much oloured by care and prolemdic aspets|[...] With regrd to evaduation in generd,

fadorsliketimeand mong will always ke impatant...”

ThreemanagergA, HU, E) are explicitly of the opinion tha purdy quanitatve measuresre
not very suialde bu cause€'...pressue gemmingfrom the gdem d finance...” (HU)

4.5.3 ldeas for new evaluationmethods and quality indicators

The Austian manager rses some idesifar newevalwation methodsind quality indicaors:

Feedbak quesbnnaires(job seekes, employers)
» Reasondor failure (e.g. Who stipedthe processandwhy?)
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e Duration o jobs

* Intensity of suppot

Someof thesevariables could easily be pat of the amual Satistics to the puldic authaities.
The Norwegianmanagershink tha evaluaton tods and qudity indicaor schemegpedally
targeing theemployerge g. satigaction with the service would be uselll, but they alsoraise
the muchdiscused issue tha new evaluaion tools shodd not mean too much time-
consuming paperwk for the agency st The UK manager devefustheideaof

* Client led gegionnaires and

» Giving partners information on other schemes(to give themthe posgbility to compae
differentsenices),becawse”...How canyou judgewhatyou havegot if you do not have
anything to omparet aganst?..”
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5  The Job CoachesPa spective
Milan Pdivka, Reseach Institute for Labour ard Socal Affairs (Czeh Repblic)

5.1 Intr oduction and method

This report is anintemaional overviewof the 2™ phaseresach reaults of the QUIP project.
It tries to emphasiseéhe mostintereding comparatie facts and commenton them. The text
follows the main points of the groupdiscissbn strucure — obligatory questons arefollowed
by a brid overview ofoptional aesin every group ofjuesions.

There were two main methodologichappgoachesduring this reeach pha®. As a first step,
the staff of the agencesinvolvedin the QUIP project answeed a written quedionnare con-
siging of three mgor groups of quedions (Work process Individual background/Eduation;
Working condtiongOrgansatond framewak). The resuts of the quesionnaresservedasa
bass for the nex step, which wasa groupdiscussbn with the stef of eachpaticipaing or-
ganistion. In the groupliscussons, moregime was deoted to giegions d qudity.

The number opersonsaskel duing this resarch phae isshownin the following tabe®:

Table8
Austria Czech rep. UK Hungary Norway
Persons filing in the |6 (all ss- |9 (pject 3 (questionnaire |7 (4 from SE |4 (all assistats)
guestiomaire sistants) | leader, 3 asst |not usable), 10 field, 2 man-
tants, 5 co- sami-structured agers, 1 frm
sultants interviews other service)
Personsvho took 6 7 16 5 4
part in a group @&
cussion

Mogt of the cowntry repors mentionthat the groupdiscus#ons enatbed reseachersto gaina
deepe undesstanding of relevantissies. Resarders felt they were providedwith moreinter-
esing, morefocusedandmoreinnovativeinformatian thanin the questonnaires Whenplan-
ning this phaseresarches thoughtthat questonnaires wouldbe hdpful to andyse andunde-
standthe topic. It seens asif this expectation was not met. Possilly, a better methodwould
have beemo cordud sructuredinterviewsasthe Bitish team has done.

In somecaseswe got theimpressiortha the discusson wasinfluencel by the quegionnaire.
Someresponsegmosty the “creative” ones)were the sameasthosegiven in the quesion-
naire.

We obsrveda difficulty causedby the intemaional chaacer of the reseach — someques-
tions were nat clealy undestandalte to al patners.For the nex reserch phases this mears
tha complicated quegions shoutl be exdained anddiscussed morecatefully within the team.
This is epedally importart in order to ensue compaabletrandations. Othe larguagediffi-
culties ae areallt of differentmeanings ofhe same words the vaiousenvirorments. Thee
examplescanbe mentiored: “Work quality” wassometimesinderstod asthe qualiy of the
job seekersjobs,notthe quality of work pefformedby job coahes/ job assstarts. “Agency”

® In this report, wause he name of the coutry as an equialent for thename of he project.

32



o

“UI
wasusedin two conndations— asanagencyof Suppated Employmentor a funding agency.
“Follow-up of the client’ is undestood as keepingcontad with the client after using Sup-

ported Employnent service or as suppbon te work plae’ (the cruia featue of Supported
Employment).

In general,al reseach patneas conduded that esgecialy the group discussbns functioned
well and paticiparts wee well motivatael andintereded intheprgeds aims.

Findly, it seemsthatwe might havetried to analysetoo mary issuesandtherefore we have
someinformation on everything,but coud nat look at the SE processin depth, which is cru-
cial for quality issues For example,we askedsomequesions that we already knew the an-
swersto (for exampleedication), insteadof asking somespecifc questions on the processof
SE (mentiond inthe Norwegian reotrt).

5.2 Job desciption/work process

5.2.1 Aims from the job coaches’ pont of view

“To find and mairtain paid employmenfor pele with disalilities” is the main goal of job
coaclesthat wasmentoned in all prgects In a majaity of paricipating prgeds in patner
counties (UK, CzechRepblic and Hungary)this goal is dominant.One of the British job
coaclesadls that the jobstha are found haveto math the clients skills and abilities This
meanghe integraton on the openlabou market— which is also the main difference beween
Suppoted Employmentandotheradive labourmarket policies. In this case,t is hardto dis-
tinguish whethe this view is an official oneor if it is the job coahes’ persoral view. Since
this goalis usudly theonly official goalof SE asa measureassstarns coud easly takeover
this opinion (as mentionedn the Norwegianrepat). In the Austrian casethis goalis nat ex-
plicitly stated, which may ke dueto the adhors concentration on more oncrete goals.

Anothe importart aim of SE tha was mentonedby most of the patners is improving the
quaity of life of job seekers This am seemdo be dominantfor examplein Norway. In the
Norwegiancasethere seems to be anincorsigercy. On the one hard, a pesm using SE sa-
vicesis seenasajob seekernot asaclient (sodal meaning) On the otherhand,the maingoal
is improvingthe quality of life, which is morethanplacing someonen the labour marketand
is dosely conneted D other sogal provisiors.

Concering the different ams of SE, the repondents in the CzechRepublic and Norway
staedvery generalims.In Austria, the UK andHungaryinterview parneis voicedalsomore
spedfic evelyday aims. These'little’ goalson which SE is bagd, corntribute substartially to
creding equaloppatunities for pele with a disabiity duiing spedfic adivities conreced
with ertering the labaur market. These goalscan be seenas the “sub-step$ of finding and
maintainng a job (seethe following tade). Most of themare diredly conneced with work
with the client/job-seekerothas can be underdood as the promotionof Supported Employ-
ment in tke pubic orthe community by co-operaion with other partnels.

If not speciied we understanchgeny as a provider of supportesnployment.
In the following we understandfollow -up” askeepingcontactwith the client after usingsupported employ-
ment services.

5
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Table9: Goals of Supportedriploymert

Main goals

To find andmaintain a job onthe
open labour m&et (mentioned
in thefollowing national repots
-CzZ,

UK, HUN, NCR)

Social intgration and better
qudity of life
(AUT, UK, HUN, NOR)

Subgoals- Howto reach gals*

Type of activity

Subgoals

Work with client
prior to taking up a
jOb**

Raishg sdf-edean,
encouragment, con-
fidence AUT, UK)

Emphassing the
clients strergths
(AUT)

Clarification of work
abilities AUT)

Helping in actiities
connectedvith gain-
ing a job (AUT)

Developirg each
clients perspetives
(AUT)

Motivation of client
(AUT)

Help the clients to
develop an “adult's
life-style” (HUN)

Mediation between
young people and
their parentsAUT)

Collecting informa-
tion on client (HUN)

Work with client on
the job

Work place help —
guidance,shadaving
(AUT, UK, HUN)

Support to staf

(AUT)

Work with other
partners

Removing preju-
dices (AUT)

Promotion ofSE—to
local agencis and
services(AUT, UK,
HUN)

Information source
to the employer
(UK)

Act as a contact pe
son for social sefce
provider (AUT)

Promotion of co
operation of differ-
ent partnersAUT)

Sharhg information
with other partners
(UK)

Help families during
SE process (HUN)

Information point on
employmert law and
disability awarenes
(UK)

Other

Foming social n&-
works, develop so-
cial aspectsof life
(UK)

Continuing monitor-
ing (UK)

To ensure the or-
gansatian’s sewice
high qualty (HUN)

To ensure that SE
servicesrun without
difficulties (UK,
HUN)

Note:*The order of the goalioes not reflect their importance fdre jdb coaches.

**Mary of thegoalsmentioned withirthatcategoy could be mentionedin the“Work with clientonthejob” cate-

gory aswell.

A numberof thesesub-goalswere namedby seveal people However,it seemsthat the sub-
goalsmentiored vary guite subsartially betweentheinterviewpatners.The differercescan-
not be explained by the job coache’ work prdfile arnd postion within the SE agency At this
poirt it is not possible to say if thesegoak vary betweencountiesaswe are missingspecific
informationfrom the CzectRepubic and Norway.

5.2.2 Description of the work process

It seansthatthewhole processisin generaquite similar, while somedetals differ. Unfortu-
natdy, we haveonly sone spedfic information from nationalreports that we can compae
betwea courtries (e.g.the Austian repot hardly refersto the work proces). The following
list summarisetheinformation from the reprts:
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Client recdavesinitial information on SE

Norway, wherethe client is regulaty informedby the LabourOffices,hasa specid posdtion
comparedo other courtries. This systemat appoach contibutesto the devebpmentof SE
and tte undergarding ofit.

First contact with agercy

In the Czechrepullic, in the first meetingthe client expreseshis/he motivation andexpeda-
tions, while the job consltant explains the suppat oppotunities the agencycan offer. In
Norway the frstcontact takes phceatthe Labou Office whereboth sdespresert themselves.

Collecting and checking information

This phaseis commonto all agen@s. Job coachescompile the profile of the job-seekerye-
peaedly meet thelcentaswell as paerts andfriends, try to esaldish coridence (NOR), look
at previows work experene, try to define likes anddislikesandconcertrateon client's abili-
ties (LK).

In the Czechrepublc, during this stagethe job corsultart hasto decide whetherthe client be-
longsto the targetgroy or not. Three criteria are applied: 1) does the personredly needjob
assstance 2) doesthe client know whatit meansto hold a job and persorally wantsto work
and 3)theclient has dready tried dher possbilitiesfor finding ajob.

Searching for job and training, trial work place

At the beginning of this stage,the job coachspedfies furthe details concening a desrale
work place(location of job, working hours,sahry). In the UK and Hungary,work tastng is
common to helgheclient make an infemed chote o thetype of wak.

Thejob seekers individual plan ustally states thetasks for the job seeking pha®. The meth-
odsusdin seaching for jobsare commonto agencesfrom differert environmentsbut can
vary from coachto coach (mentionedin the Czechcaseand visible from British answes).
Mogt frequertly jobs are searhedthroughthe locd pres, the labour offices,on the Internd
and thiough pesoral netwaks (CZ, UK, NOR).

Client’s allities are devebped— for exampleinterview training (NOR, UK). Job clubs are
heldas apatt of prepaaton for wak (CZ, HUN).

After finding a job

The job coach negotatesimportantdetals with empbyersand helps the employer to apply
for wage subddies and other state support if needed. All clients are suppated on the work
place to lean the skills of the job andlook for waysof sustdning their work (all countries).
Therate andexact nature of the syppott variesfrom countryto country andfrom client to cli-
ent. The UK repat points to a lack of job coaches,which meansthat less servicesare pro-
vided than would be usdul. In the CzechRepulhic, the assidaris in the beginnng spendall
working hourswith the client (usudly up to six months).In that ca®, the suppat in the be-
ginningis usually providedby anexpeienced consltant and lder by anassigart. In all coun-
tries,theamount ofsuppat diminishes overtime.

Leaving the dient and foll ow-up

After the“fading out” of sypport the personis suljed to further monitaing and caresr devd-
opmentin the UK. Austrian assstarts mentiona follow-up asanimportantpat of the qudity
of SE. It seemgha in other cauntries,e.g.in the CzechRepublic, when the sypport on the
work place’fadesout’, the co-operaton with the dientends

Thework proces in dl the studed SE-agenciess de<ribedin manuas. In the caseof Hun-
gary it is caled “The Green Handbook”.In Norway, the team compiled its own hardbook
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with conaete work instructions basel on the official guiddinesandphilosoghy. In the Czech
Repubic the Suppated Employmentmanual,whereprocedures are spedfied, isin use The
Austiian Arbedtsassstenz Liezen uss a daft of proceduresas wdl.

5.2.3 The mostdifficul t tasks

We obseved mary difficulties that job coadhieshaveto face.Many of themare specfic for
one agency only.

Table10: Difficulties,which coaches hee to face

_ Tofind ajob | Difficulties depend on SE is anmdividual
e (UK, HUN) individual stuation of | approach, the pbiem
() . .
S client (HUN) is never the ame
o (NOR)
=
Communicatio | Rightunderstading | To motivate people | Support clientsri | To handle
to theyoung of clients’ abilities (UK) the richt way and | mental ill-
people that the| (CZE) in varying levels | neses, ha to
decisionsliey of effort (UK) dealwith them
make aredfor (NOR)
their lives
" (AUT)
% Combining the | Defining adequate Disabled people soea | Dealing with cli-
S ideal sitation | amount of help in times expect perfect | ent disappoit:
= of the clents | evel instance (ZE) |jobs but his does not | mernt when no job
E with reality always happen (UK) | was found (UK)
5 (unrealstic
= ideas) (AUT)
Establid can- | Readines d compa- | Negatvity from
tactswith other| nies regardig an- employers (UK)
g companies ad | ployment (AUT)
= convince en-
=3 ployers hat
E disabled pe
= sons are able t
E achievehigh
5 performance
= (AUT)
Grantng o Co-operationwith Ladk of support/ wn-
@ subsidies from | other faciliieswithin | derstandig from other
° the public se- | thelLebenshilfe (AUT) | agencis (UK)
£ ,, |torbecause
= @ |there are no
= long-tem can-
(SIN)
= 2 |tracts (AUT)
The poblem of Long distances AUT) | Lack of experiece Todeal wih the | Break tte
becomng a scap- and trainhg in SE parents (HUN) tradition of
goat due to rigidit (UK) work styles
of rules ad ci- (UK)
g |ents econany
8 | (NOR)
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Due to the numberof these patertial problemsin providing SE sevices it seemsthat the
Norwegianassstarts are right whenthey say:“As SEis anindividual appoach, the problem

is neverthe same.” The Hungarianview confirms this: “difficulties depend on the individud
situaion o the dien”.

One of the arswersin Austria was suprising: “Young peopleoften do nat perceive agency
involvementas help”. This was stated in comedion with the task “communicding to the
youngpeoplethatthe decisonsthey makearefor their lives” — AUT. This might meanthatit

is possible that the client doesnt wantto find ajob. Or tha theyfed that they wereput under
presure to go to the Sugorted Employmentagency.Thesedifficulties may arise whenin the

first phaseof the SE-processthe decison whether a peron bdongsto the target group is

wrong. For example,in the Czechrepubilc the three initial criteria haveto be met(e.g. he or

she iswilling to work, seeabove) Even thoughthere are secriteria, it sill depemsonthe job
coacles’/job asigants atlities to distinguish who needsSupoted Employnment and who
needsther ervices,to make surehatthe “right” pemle aetargeted by tb sevice.

5.2.4 The role of other actors

Family

Thefamily is in most cassundersood @& an hformation souce, whid can @ cannot be ged.
Therate of family suppat is absoluely individua and variefrom avery important role in the
SE-proces to zerocortad. One of the aims of the job coacledassigans is to find the right
apprachto the clients families. We havefound differercesbetween the prgects in the dif-
ferentcountries.Someof thejob coaches tendto undergandfamily in mostcasa asa hebpful
but not crudal patne (eg. CzechRepublig. In Austria, paers are sea as parneis with
whom an exchangeof informationand regular contactare necessaty andjob coachesin Hun-
garyfind tha it is necesar to undestandfamily badground.In the UK we found the whade
scak of opinionson family involvement(from very importantto notimportan at all) whereas
Norwegian agstarts consder the family as a partmeo be ratler irrelevant {(n most caesjust
arecaver of informatian). All repondents know thatthe family is not the only sourceof in-
formation

Employers

In mostcasesemployersare descibedasrather passive providersof jobs andwages.In the
UK, job coacles/ asgstans mentione a few very adive and suppative employers.In other

counties,adive andsugportive employersarethe excepion rathe than therule. In Austria,
job coacles/assidarts mertionedtha SEservicesare in geneal welcomedby the employers.
However,dueto spedal protection agains dismissil for registered peopk with a disabiity,

there is somescepicism from employersto employpeoplewith a disablity. In all courtries,

regularcortad with the employers unardoodas teing helpfu.

Clients

Clients are the mostimportart groupin SE (AUT, NOR). He/she shoud be a motivated,ac-
tive, flexible patner who makes a big effort to find a job and secue it (UK). Job
coacleshssstars shoudd give them spact® expresstheir own neds ad exgdations (AUT).

Funding agency

This role is mostly takenover by the public sector in the studied countries. In Norway, it is
strictly the governmentwhich providesmoneyandthe frameworkfor SE. In Austiia, differ-
ent puldic agences are respongble for the funding of SE. Here, job coactles criticisedthe
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steging body, which makes dedsions on SE, andlooks at quartitative (“hnumbers’) criteria

only, not providng real nvolvement and parership One of the Btishjob co@heshssstarts
mentionedhat the fundingagencieshoud listento pracitiones.

Other providers

We haveno informationfrom courtries other than Austria, where the bizare situaion arose
tha the competiton beween provideis is suchtha thereis no information exchangebetwea
them.

5.2.5 Other issues (optonal questiors)

Factors of unemployability

In the Czechcasedl cliernts havefinally founda job, soit is not passble to define factors of
unemployabiliy. In all countries, job coachegassktarts say it is crudal to focuson cliens
ablities, not on their disalilities. Evenin cases whereatfirst glanceit seemghat thecliens’
ablities are minimal, clierts are ade to work if the right job is found andthe client is sup-
ported adeaiakly. In the Norwegianca®, facors that may preventemployment for a job
seekerare a mixture of psychologial, emotiacnal andsocid prablems. SalvaVita saysthatall
cliens ae @apatle o work but here ae dient thatarenot wiling to wak.

Working time distributio

The division of time betveen different acivities dependson the stdf memkbers postion
within the SEagency.

In Hungary,the manaementspendshalf of its time to secue financial reuraes andhas no
direct cortad with clients, families and employers.Job coachegassistant sperd 10-20% of
ther working hourswith documentaon, only alittle time is spert for further prepardion ard
training.

In the CzechRepubic the projectleader spend the leasttime (30%9) with clientsin compai-
sonto job consutant (40%) andespedally to job coacheshassstarts (80%). Asdstants aranot
in contact with adors other thanemployersand spend venlittle time on further educaton and
individual preparaton (5% both)

The Norwegian case reveals quite a different picture. It shows tha 30-45% of job
coacles/assitant’ time is spent wh dient, up to 3@ forindividual preparaion, upto 20%
with meethgs and bcussons andhe same propdion with employers.

5.3 Quality aspectsof Supported Employment

5.3.1 Success/hilure

Employmentassisants do not evaliake the sucessor failure of thar work primarily on the
bass of how manypeopleareemployedin the “first employmentsecta”. In their view, suc-
cessshoud not be defined merelythroughfigures, also the processof thar work itself should
be seen as a criterion for quality (AUT). Sweeessin their view is nat directly conneoed with
fulfilling the given goals(seethe “Aims” chager). It meansha mostassidans canevallate
thdr own work as sucesgul evenif a job is not found (see the following chapte 3.2 on
good/badob). The smalle stepstowardfulfilling the main goal areregared asbeing sats-
fadory. There is a wde rarge of aspets ofsucess.
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Table11: Aspects of scces
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General 2uc- | Finding a paid Achieving ex- Right job Becaming indeped-

cess work place-for pected results | match (UK) | ent on hework
long-tem as most | (HUN) place (CZE)
succadsul (CZE,

HUN, UK, NOR)

Progress Being able to fade| Client cares for | Succesful Clientsincreased | Small steps o-
out in time and himsef/hersel | working steps| confidence andn- | ward the an
employmert to (at least ismak- | caried out | dependence (UK) |[(CZE)
remainsuccessul | ing progres) indepemently
(UK) (UK) (AUT)

Satisfaction | Client is contat Partners’ sas- Positive Client enjoys hisher | Getting clients
with socialsevice | faction (job feedback work (HUN) enjoyable en-
provider and vice | seeker, Bbour | (AUT) ployment; clients
versa AUT) Office, job are happy ad

seekels family) pleasedvith
(NOR) theirwork (UK)
Helping cients Making client
achieve valued (UK)
hopes/drems in
employmert (UK)

Professim- Professional e | Agency known | Professional | Another denand for

alevaluation | ognition and @- in sociey (HUN) | sector e- ageng sevices;
velopment (NOR) spects the develgpment d SE

organigtion |in educatimal §/s-
(HUN) tem (HUN)

Relations Establidiing a pe- | Exchaxgewith | Good reh- Improve the rel-

between sonal relatioship | other insttutions | tionship with | tionship betveen the

partners with client (AUT) | is working employer clients and thi en-

(AUT) (HUN) vironmert (sociey,

parents) (HUN)

One may also categeethe aspct of suces inthe following way:

* Geting peope into work on the open labou market— long-term placemen, paid job,
maintaining ajob, mé&e dientspart of sodety agan;

* Integration—improung clients relationshp with thar envronmert;

» Jdb-seeker'ssdisfaction — positive feedback, egablishing a persond relationship, helpto
achieve gersmal dreamsin employmat;

* Client's gepstowad indeendene

* Fruitful co-operaton with othe insitutions andpatners— saisfaction of famiy (in some
cases),empbymen policy institutions (mentbned only in the Norwedan report), ke
goodrelationship with empoyers, growth of the knowedgeof SEand the agerty in sod-

ety.

In most casefailureis theopposte of sucess(the goalsand si-goals ae nd fulfilled).
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Table12: Aspects ofailure

General failure

Opposite of thelg-
cess fators (NOR)

Client loses job
(HUN)

Jobbreakdown; not
finding a job(UK)

Whenfinding a
sheltered job only
(HUN)

No progress

Terminaton of pro-
gress (HUNCZE)

Client leaves the
ageng in themiddle
of the processAUT,
HUN)

No satisfaction

Client or anployer is
not hapy with our
service (UK)

No interesffor SE
methods (HUN)

No possibility to
help- out of agacy
limits (HUN)

Lack of co-
operation with
partners (misunder-
standing of roles)

Environment (pa-
ents)undemines the
activity (AUT)

Lack of co-operation
with other gendes
(UK)

Reqular refusalfrom
employers and
community (HUN)

Employer enploys
the client because
he fees pity for
him/her (HUN

Professional failures

Inability to ases

When he real client

clients skills (UK) | problem isnot rec-

ognised (HUN)

An intereding analysishas beendoneby the British reseachers,who tried to idenify obsta-
clesandthreas thatmakeit difficult to be sucesfu. Theyhavefound troudeswith access-
bility of SE,lack of time for work with clients, aless developedranstion sysem anda qud-
ity of the environmentwhich sometimesinderminesthe clients activities (Smilar facorsare
idertified inthe Austian eport).

5.3.2 When dojob coaches/assistans do agood a bad job?

In most of the cases it is not possible to sepaate a goodor bad job from succesesandfail-
ures,athoughwe havesignalsthat the quality of peifformedserviceds rather focusedon pro-
cesgsandon saisfacion with work perfamanceduring therespedive SE phaseTheideais
tha evenif ajob is naot found the job coadi’s work canbe excdlent. A relevantresut of the
Suppoted Employment processcan aso be the clients’ decision nat to work or to look for
aternatives to full-time paid work. This agped hasbeen mentionedn the Czechandthe UK
repats. We canseeaninconsigercy in Hungarianassstants opinions Ononesidetheyrefer
to a strong connetion beweena good quality job and placementof the client (80% of an-
swery, onthe othe sidethey think it is possible to conside their job as beingdonewell even
when tley do not acaeedin finding a workpécefor their client.

Quanitative measues camot be the only qualty criterion (AUT, CZ, HUN, UK), on the
othe hand it isnecessay to takefor examplethe numberof placements into acant. It seems
tha it is extremelydifficult to find out other criteria that makesenseln Hungaryandthe UK,
the satisfaction of cugsomersand feedbak from different stakeholersare underined. Posi-
ble changesin day certres atendancecan provide us with someinformationas well (UK).
That the evaluaion of work strictly follows differert manualds dispuale too — asthe maru-
alscanna indudeall possibilitiesthat come up in edity (CZ).
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Table13: When dqgob coaches/agants do a good ju?

Individ ual pro-
gress, eventually
job matching

Suitable job is found
(HUN)

Social intgration
and indidual de-
velopment (NOR)

Securhg a job and
maintaining it (UK)

Co-ordinating the
client's abilitieswith
the requiements of
the job (AUT)

Positive feedback

Satifgaction d the
clientwith the nev
situgion (AUT)

Feedback frm em-
ployers AUT)

Positive feedback
from clients, teir
families and eam-
ployers & well
(HUN)

Jobseder satigac-
tion (NOR)

Fulffill ing a client’s
aspirations (UK)

Individ ual ap-
proach

Clients are job
matdhed indindually

(UK)

Note: Czech respalentsdid not know how to define a gogdb.

We provide only a few ideas of wha “doing a badjob” mears for job coaches/assstants, as
only two naional reports menion this.

Table14: When dgob coaches/aggants do a badjp?

Assistant tries tuh
through hs/heropinion in-
stead of listening tthe client
(CZE)

Consutant/assistardoes ot
balancethe rate of assistanc
at evey moment (CZE)

Misjudgement in pcess of
verifying persons of target
group (CE)

Not enaugh istening b em-
ployer, the pressurendiim
(CZE)

Lack of employer and stdf
supprt (UK)

Plachg inunstitable pb
(UK)

Too much heg (UK)

The view from the perspective of the Suppoted Employmentagencyis similar to the asss-
tants’ one (UK). Sdva Vita assistants add someaddtiond factors: more and better feedbak
from employers,agencycanfind places for more clients than befae, anincrea of profes-
siond repuation, an increasein demandfor disseminaion of the method usel and accep-
tane of the annwal repat. The Norwegianauhority hasa “classic” view: successmeansto
place asmany peoplewith a disabhlity into ordinaryjobsat the loweg possible cost leadng
to the redwction of nationd disakility pension costs. It seemstha British funding authoities
are not quite as strict beausethey mention efficiency measuregnumber of placements
documentaon) as well ascustomer stisfacion.

5.3.3 Quality meanings

The following quality aspets from the point of view of the clients havebeenmenioned by

job cacleshassstarts:

» Finding the right job quicky (UK, NOR, HUN

» socid contects (CZE)

e participation (NOR, HUN)
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e finding friends (HUN)
* socid inclusion (UK)
* wage impovemen(CZE,HUN, NOR)

» senices focusedon the individual — en@uragement guidarce, being listenedto, feeing
motvated and @nfdert (UK)

There is awide con®nsis on whatjob coahegassistantscondder to be employers expecta-
tions of SE-services Jd coachesare of theopinion tha employerssimply would like to avoid
any additonal cogs in terms of @hermoney or time.

We cauld hea opinions sich as employers wan
» the agng totake ower dl extra work wth the dient

* no troubles wih theclient
e no addiiond work
» the agng tobe awailable © as$st when equested

e an adegateamountof wak forthewageshey pay

5.3.4 Factors influencing quality (asked orly in Austria and the Czed
Republic as a sarting point of the group discussion)

Austiian and Czechrepats refer to fadors influencing the qudity of SEin theview of the job
coacleshAssstarts.

A wide vaiiety of cortributing factors were mentionel, which in fact do nat differ from the
projectleades view in thesecase. Theydl corcernpartof the agendes’ life: organisaiond
condtions (seepoint 5), persoral requirements(paint 4), feedbak from clients andemploy-
ers,co-operaton with team cdieaguegsee above)the legishtve framework.

This redly fits to the overdlstrucure d the group tscusson and asures that we did not mis
any importantactor of qudity when prepring the gestionnares.

5.3.5 Individ ual badkground/education of the job coach/asstant

Key skills and abilities

“The assstarts comefrom very different training andcareer backgrounds,’saysthe Austrian
repat. This statementis valid for other patne's too. Job coacledassidarts usudly havepre-
vious work experiere but not necesaily in related fields of activiti es.“Soft” abilities and
skills seemto be more important than formal educdion. One interview patner in the UK
mentions that edu@ton is overvaluedin the area of SE. Basially, it is welcomed by job
coacles,if the teamis madeup of personswith differentedu@tiond ard professiond back-
grounds.

In some prgeds thete is quite a high fluctuation of job coactes/ assistants. In the Austrian
prgject the mostexpeienced assstant hasbeenworking therefor lessthan 3 years(andhas
now changederjob within the agency).The Czechexpelience is similar. Here, ther is high
fluctudion o job asigans (providng coaclng on trejob) but notof job casutants.
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Jdb coachesfassstarts mentian the following characteristics that they and ther cdleagues

shout have

Tablel15: Important charactestics of job coaches/assints

Empatty, listening | Flexibility (AUT, CZE, Patience (NOR, | Creativty (CZE, | Solution
(NOR, HUN,AUT, |UK) UK, CZE) HUN) oriented
UK) (NOR, HUN)

Understading for Organgation téent, time | Good knavledge | Reliability; con- | Perseveance
individuality (AUT, | manayement; work disd- | of disability topics | fidence (UK, (AUT, UK)

CZE) pline (AUT, HUN, UK, | (CZE, UK) NOR, HUN)
CZE)
Tolerance (AUT) Team capacyt (AUT, Communication
UK) skills; negptiation
(UK, HUN)
Compuer skils

Driving licence

Econamic unde-
standing

Hard skills |Soft skills

Fromtheassisarts point of view theided job coachdoesnot differ muchfrom anided pro-
fessonal employeeanywhere. Th specific feaureis a grongersccia orient@ation. S/he shdd
be amemberof ateamandtherefore spedfic chaaderigtics candiffer. Theideal employment
assstantshoud have(basd on the Augrianrepat):

» practical knowledge,
e sales tdent,

* busiresscompeene,
* expet knowledge,

« manual Kills,

e socid compeénce

The Norwegianrepat deseibes the ided job coad asan eduated teamworker with expeti-
encefrom privatebusness.|t is importart to havea mix of peopk with differert backgrounds
and exprienasin ateam scethecomposiion o ajob coat team is very important.

5.3.6 Ideal education
“Educdion is not tha important”, is valid for al countries. The mostimportant are atlities

andskills, which haveto fit into the teampuzzle.Nevertheésssomespedfic knowledgeon
disablity, employnent or leneft issuess also egarde as bang importart.
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Table16: Ideal education obp coach/assista

Austria

Czech Repiblic

UK

Hungary

Norway

not specified

Crucial abilifes not
dependent on edac
tion

Benefis

Close to pradte

Seekng ideal edua
tion is irrational &
variation and dive-
sity are needed

Fomal educatia

Disability awareness

Give a lot of nav

On the college leel

requiranerts for information and additional sg
respective pasons cific vocational e-
— not strictly ob- habilitation training
served

Housing and manual | Complex Pedagoy

handling

Employment law Psydology

Sales andnarketing
training

Sales andnarketing

Communication
training

No needspecfic
eduetion

University of life

5.3.7 Other issues (optonal ones)

Further educdion of job coacha/assstants (andinitial educaion aswell) are not the strong
area within the agenees life. On the one hard we observethe interest of job coachego im-
provether ablities ard specific qualification (they do askfor spedfic edu@aton anda sys-
tematicedwational appoach), on the other hand sysematiceducdion doesnat exid. In a-
mostall prgects, further educaton of staff is decided cag-by-caseandthere is no systemat
policy in the agendes. Further educdion seemsto be ableto contibute to the quality of Sup-
ported Employment, espe@lly in an environmentin which most of the job coachescome
from very differentbackgrounds.Someare of the opinion thatit is not really possilde to pre-
parejob coactes for this work — experience is mod importart. This, howeve, is sedom
heard Leaning from othelSE teams itheregionis asked for n Norway.
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Austria Czech repulic

UK

Hungary

Norway

Superviion

Ongoing training in
benefis, disaHity,
specific areas of
disability

Managenent ill s

Development and
guidance in ped-
gogy related to pg
chiatrics

Knowledge of lavs
(finance, Bbour)

How to motivate
people wih mental
illnesses

Family-theragy

Salesmaiketing

training

PC knavledge

Marketing

Education ofte
handicapped

In the Norwegianrepat job coachs stae thatthey are not prepared to hande job-seders’

psycliatric/psyctological problens. Also menticnedis that it canbe difficult for job coaches

if they are giventherole of scgegoatby the employerwhendifficulties with the job seeker
occur Anothe difficult situaion that job coachesare confronted with is the frustation by

time-consuming rigidity of rules and measuesthat are to be followed to obtain legalrights

for thejob seekers

Job coadeschoosethis job becawseit is a meaningtl task to help peopk to achievebdter
gualty of life and integraton into society (HUN, NOR). This work can help socigty to de-
velop toleranceand integation. For someof themit is a chdlengeto work in a “pionee
field”, for othersthere is the possihility to ean a better wagethanin andhe job (HUN). Aus-
trian assstarts expeced dired contactwith clients, independencein work, teamwork,variety
of resporsihility andthe possilility to re-ente sogal work.

5.4 Organisational framework/working conditi ons

We havereaisedtha job coachs in mostcasegegad organiséional isstesasgivenandnot
asbang espedlly prodemaic with reped to performing their job. They aremostly focusel
on the waok with the cient and in most cges mdeline the good prodctive interpersoral rela-
tions within their agencywhich allow themto sharether experience andprofessiond know-
edge.In generathelife in the paticipaing SE-agencie doesnot differ too muchfrom thatin
othe sodal service organsatons (with regardto organisaibnd requirements) Cleaty de-
fined competenies and responsbilities in combindion with a strongleacer, work guidelires
regular meengs and the ealudion of work in a¢amof coleagues as wkas wak autaomy
areimportan, bu na dways availabé.

In secondplace we may mention goodremuneaton and theappopriate technicd badkground
(infrastructure).

We haveseentha in al agenciesthere exists written materal abou the main organistiond
isstes and usualy job coacheshave good knowledgeof it. The caseof Britain wherejob
coaclesassstarts hardy mention existing pdicies is an excepion. But we could in some
casa observethatcoahesfed bourd by thesebasc materids and say thattheir work is more
coloured thancanbe cgpturedin abrochue (AUT, CZ). In samecaseprged leadersseethis
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quite differertly andencaunterdifficultiesin convincing staff of theimportane of suchmate-

Table18: Important conditios necesary for high-quality work performace

Austria

Czech Repiblic

UK

Hungary

Norway

Clear defhition of
responsibilities,
strucures

Functional ules and
sersible managng

Support fran man-
agement

Social contactsral
interpersonal ret
tions

Wage

Guidelinesfor

Education gstem

Further education

Professionagirowth

Good leadership in

working procedure and trainhg the tean
Training System of recruting | Chance to talko Definition of campe- | Social contact
other jobcoaches- |tencies ad respa- | among members of

being part of a tem

sibilities

the tean

Continuing edua
tion

Enough time for
directwork with
client

Community support
and stificient num-
ber of socialworkers

Management

Professional aton-
omy

Regqular and ugto-
date exchage
between stdf, and
alsowith

Give the employees
oppatunity to make
their ovn decisims

Recoqition of indi-
vidual resposibility

Wages and rau-
neration

Further education
and techicd
equipment is sea as
less mportant

manaement

Superviion Clearly-defined Further education | Opportunitiesor
competacies and and trainhg improving:
responsibilitie better undestanding

Flexible time Adequatenumber of Technical asstance | among employers;
assisants counsdling onmen-

Smoothly operaing | Enough money for tal problems enong

assisant tean used | complete po- clients; wages

to working tageter

gramme and em-
ployees aswell

Technical equpment

Open conmunica-
tion within agency

Technical bak-
ground

All agen@es haveedalished formal systemsof informationexchangeamongstaff. We have
gatheredsomedetal s abaut the Czechand Hungariansystemswhich havecommonchara-
telistics. Bah ae baedonregularmeetings androinternd and extemal supeavision.

The discussion hasreveal@ a few problemaic topics in the organsatonal field from the as-
sigarns point of view. Reslving the® issus canleal to improvanentof therespetive SE

services.

Austria

* Regula and y-to-date exdhangebetween saff doesrit work,

e Supernisionis na encouaged by maagemetn

* No formd training sysem (for mwcomes and ¢he's),

* Internal manuds which have tobefollowedaretoo general,

» Coopemtion with Lebershilfe asregponsgble bod isnot goa enowgh.
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» Lack d job assstarts, whch is probaldy caused bylimited finandal resources,

Czech republc

» Definition of compeéndesseemdo beavalablein manualsbutis not so dear in reality,
* Informal exchange d informationis notregarded & perfect,

Work ontrd is somémes consdered asinsufficient.

UK
* Problemdic co-opeaation with ather agencies,

» Little menioning of existing poicies,
* Low moraleandlow numlers d sccial workers and ommunitysupport,
* Communicabn is not gpodenough,

* More staff nealedin sone regions.

Norway

» Contads wth the LabourOffice (séection d job-seekers) ae nd saisfectary,

* Co-opemtion with the aitside treatnentsydem slould be impoved,

» Missing contiads with the professonal psychiatric sydgem and eshang ofinformation,
* Insuficient mettodsfor evduating clients,

» Lower fnancial contributions,

e Team work nbdevdopedenough andsome dficultieswith qualification.

5.5 Summary and condusion

During theseond esard phase36 caches/asdstarts were gedioned aml 38 participaed n
group discussbns. Both reseach methodshave beenfocusedon similar topics relevantfor
studying Suppaed Employment, espedlly its quality asped.

The main goalsof SE in the job coaches’ opinion areto find andmaintan pad employment
for peope with learning disabiities andimproving the quality of ther lives.However,behind
tha main goal coathedassistants seethdar missionalso extended to everydaywork with the
client. Complding the smaler steps toward the maingoal can alsobe seenas sucess.We can
find the® subgoalsat every stageof the SEprocessand in connetion to all paricipating
parhers (clierts, employersfamilies, dficial authoiities éc.).

Aspecs of suces gem fran all pats d thejob cacles’ wak:
* Client’s pragress onany sage ofthe SEprocess,

» Satsfaction o the dient,partners and coahes themséves
* Reward bythe commurty,

*  Fruitful co-opeation with all partners.

The main paint of the QUIP prged is defining qualty criteria of Suppated Employment.
Coachefssitans rejed evaluaton baed on numbersonly. On the other hand they do not
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have mawg ideasfor altemaive appoadies. It seems ihis anextremely dificult task for ee-
ryone.Theypropaedonly afew ideas butwithou furtherspesificaion. Someof themunde-

lined thesaisfection of cusomersand feedtack from differentstakehotlers. Tre onlyspeeific
contibution wasthe observaton ofpossble changesn day centes attendarce.

Suppoted Employmentis quite a stancardsed measue whenwe look at the mehodsusually
usedor swccessve procediresevenif comparedon an intermationd level. First contads be-
tweenthe SE-agencyandclients serveas a time for expresing their expectatons, oppatuni-
ties, motivationand roles. All coaches/asdstant then try to checkgainedinformation,contad
clients friendsor family, repegedy meetthe clientand build mutualconfidence They strive
to define likesanddislikes, evalude client’s ahkilities. Coache&ssstant and clientsbothlook
for jobs. Client haveto be anactivememberof theteam. The laststageconmonto all agen-
ciesis provision of support at the work place, hdping the clientto accomnodate on the job
andto learn the skills needed. Of course,there are same varying detals in differentcourtries
In somecountries the agency’scate doesnot stop with the “fading out” of the on-the-job sup-
port. In Norway the ’try into the SEproces is quie unified (through tle Latour Offices.

Coachefassstant haveto facea largevariety of difficulties. Most of themarerevealedwhen
working with a client (proper way andamountof sugport; how to motivatethem;how to han-
dle differert illnesgs andmpairments; comunicaton etc.) Co-operation wih aher partners
often brings prodemsto solve aswell (communicatn with employers fruitful co-operatian
with similar or supgemenary agenciesparerts). It is evidenttha coactesassstants seethdr
mostdifficult obdacles in overcomingthe “soft” corditions of thdr job. Theydidn't mentim
lack of gquipment ® money as crual issue.

The coactes/assstans’ charaderistcs ard necessay backgroundcorrespom to the previous
staement.Fexibility, empathy credivity, communicaton skills and teamwork are preferred
over formaleducaion orary “hard” skils.
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6 The Job Seekes’ Perspedive
@ysten Spelkavik, Work Researh Insitute (Norway)

6.1 Intr oduction and method

This repat is basedon natonalrepats from questiomaire-basednterviewswith atotal of 68
job seekerglients in Supmrted Employmentorgansationsin Austria, Hungary, UK, Czech
Repubic, Spain andNorway. A total of 48 job seekes aso patticipaedin groy discussons
caried out after the questionndre intaviews. The interviews took place in the late sum-
mer/ealy autumn of 2001.

All naiond reports mentin prodemswith the methals used.In Norway also organistiond
and geographial problems aro® that were conneded to the pradical aspets of the inter-
views.

The mostfreqiertly mentionedprablemwastha the interviewees (partly peopk with learn-
ing difficulties, see 2.1.) had troulde arsweing geneal or abdract questions It is also men-
tionedthat theinteviewees werenot able to julgethe proéssond background skills & cha-
acteistics of the job coachesthat were askedalout in the questionnare. The Czechrepot
writes: “Communicaton with someof the respmderts would have beenimpossble without
thejob assstart’s hdp ... Generdly, we havegainedbeter answes on questons focusedon
the paticular aspets of the processandchamaceristics of thejobsthanon quedions conem-
ing the qudity andevaluaton of the process”. The UK repott writes “In practice, we found
tha the quegionndre worked rea®nally well but contaned too many closedquegions and
relied heavily on the sendtivity andcreativity of the interviewer to enalte the interviewee to
respand in suficientdeph to the seseof the qiegion being asked”.

“Having a job” wa not acondition for an interviewee to be ircluded n this sampk. Tre foais
was on the Suppated Employmentproces. The Hungarianrepat states “the cliens were
selected from the whole processof Supmrted Employment,not only client from the follow-
up phase”. In the Norwegian samplealso formerjob seekersn Syppoited Employmentwere
interviewed.The reasonfor this wasto get as much information albout the Supported Em-
ploymentprocesss possble, andassuchit wasa point to also include personsthathad pa-
ticipatedin the Sypported Employment proces intherespetive arganistion earlier.

6.2 Jobseekers’ indvidual background

6.2.1 Disability

While in somecountiesthe interviewees largely represated a singletype of disallity, the
total international samplerepresens a broad range of disahlities Patnes in Spain and UK
have mainly interviewegeople wih learning disablities, whie in thereg of the countiiesjob
seekeravith various andmultiple disabilities are represenedin the sample This is dueto the
fad tha the prgedsin UK, Spain and Hunggmainly cate to those wih leaning disablities
wherea the aherprgectsaddres job sekers wih awiderrange of dsablities.
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Austria Hungary Czech Repiblic | Norway Spain UK
Dysthemia Severe leaiing | Spastiovhed- | Diabetes/ Pysi- | Learning dis- Learning disabil-
disability chair user cal disability abilities, ties
Down’s S/n-
drome
Prablems Moderate lear- | Not specified, |Fibrom/ned- Learning dis- Learning disabil-
with Alcohol |ing disability, slow working shouder abilities, ties
and Drug, epilepy speed Down's S/n-
Social Prd- drome
lems
Physical ds- | Moderate lear- | Down’s g/n- Learning dis- Learnng dis- Learning disabil-
ability ing disability drome abilities abilities, ties
Down’s S/n-
drome
Spasnic Dis- | Moderate lear- | Not specifed Mental/readirg | Learning dis- Learning disabil-
order ing disability & writing prd- | abilities, ties
lems Down’s Sn-
drome
Learning dis- | Moderate lear- | Learnng dis- Physical dsabl- | Learnng dis- Hole in theheart
ability ing disability ability, psy- ity, mental prdo- | abilities,
chatic dificul- |lems Down's Sy/n-
ties drome
Epilepy Moderate lear- | Hearing m- Mental prdo- Learning dis- Learning disabil-
ing disability, pairment, lems abilities, ties
epilepy haunch difficul- Down’s Sn-
ties drome
Hearing m- | Moderate lear- | Psydotic diffi- | Mental prd- Learning dis- Learning disabil-
pairment, ing disability, culties lems, fibrom abilities, ties
Learning dis- | dyslexia Down's Sy/n-
ability drome
Physical ds- | Partial intelle- | Not specified |Readimg & writ- | Learning dis- Learning disabil-
ability tual dysfunction ing problens abilities, ties
Down’s S/n-
drome
Learning dis- | Moderate lear- |- Brain danage, |Learnng dis- Learning disabil-
ability, mental | ing disability, learnirg abilities, ties
disability partial intelle- disabilities Down's S/n-
tual dysfunction drome
- Severe leaiing |- Social disabity, | Learning dis- Back injury
disablity physical disabi- | abilities,
ity Down’s Sn-
drome
- - - Mental prdo- - Learning disabil-
lems ties
- - - Learning dis- - Learning disabil-
abilities ties
- - - Phys. etarded |- Learning disabil-
ties
- - - Brain damage, |- Learning disabil-
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Austria Hungary Czech Repiblic | Norway Spain UK
reading& writ- ties, heamg im-
ing problems pairment

- - - Learning dis- - Learning disabil-
abilities ties

- - - Readirg & writ- |- -
ing problems,
asthma/eczena

6.2.2 Gender and age

Both sexesarewell representedin this sample with an agespanfrom 17 to 54. Most of the
interviewes werebetween 20 and 39. Hungarydiffers from the others with al its interview-
eesbeng in ther early 20s.The samplein Audtria aso cortains very young persons while

interviewes in their ealy 20s ae nd represertedin the Nawegiansample.

Table10: Gender and age

Austria | Hungary | Czech Republic Spain |Norway |UK!®
F, 17 F, 20 F, 20 F, 26 F, 26 22
F, 21 F, 20 F, 32 F, 28 F, 29 25
F, 28 F, 20 F, 34 F, 31 F, 30 25
F, 43 F, 20 M, 30 F, 32 F, 44 27
F, 44 F, 24 M, 21 M,20 |F, 45 31
M, 18 M, 19 M, 22 M, 23 |F, 48 34
M, 18 M, 21 M, 26 M, 25 |F,50 34
M, 32 M, 21 M, 32 M,29 |F,53 36
M, 18 M, 22 - M, 34 |F, 54 36

M, 22 - M, 36 |M,25 37
- - - - M, 28 39
- - - - M, 30 41
- - - - M, 30 41
- - - - M, 37 47
- - - - M, 40 51
- - - - M, 47 -

! Thenational UK reportdoesnot state inierviewees’ gender.

Table21: Age distribuibn

Under 20: 5
20-29:29
30-39:20

40 and over: 14

6.2.3 Jobs ard work experience

Half of the intervieweesin this samplehave previouswork experena. However,it hasnot
becomeclear whether previous work experience is a mechanisntha gives a persm easer
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accessto ajob via Suppated Employment. The Czed Repubic repat staes, “only oneper-

sonwho works now haspreviouswork expeaience,thus previouswork expetience doesnot,
on its own, guaginee segcess inSyported Employment”.

55 of the 68 interviewees repotedy havea job now, althoughit is nat alwaysclearif it is a
permanenbr temporay job, or work trials.The UK repot statesthat “12 interviewees sdad
tha they hadjobsat the time of the interview athough later quedions indicaed tha some of
thes werefor very low hoursandmay have beenpaid work trials. 4 interviewees werenotin
work”.

6.2.4 Goals ard expectatiors

The gods and expectations of paticipaing in Supgorted Employmentamoryg the job seekers
interviewedin this sampleareto geta “permanenjob”, a “suitable job”, a “paid job”, or a
“better-paid job”. Accarding to the Hungaiian repat, all interviewees cometo SalvaVita to
getajob. Excep for one person al interviewees tried to find a job before they cameto the
Suppoted Employmentorganisabn. A few of them hadbeenworking before, but nat with a
binding contract in a legalway. The main expectéion amorg the intervieweesis to obtan a
job for along time. Oneinterviewes expets a better job; two expecta sutabe job, andtwo
prefer ajob nearto ther home.The interviewees also haveexpectéionsregardng the qualty
of thejob, and two of themnote tha theywould like to ensurethefinandal bask for ther liv-
ing.

In the Austian case,“the expedations of the youngcliens go beyondthe mere job andin-
cludea strong sodal componentthe importane of the relaionship with the job coach. The
answes of the adults espedally showonething: At leastsomeof the interviewed personsdo
not hopefor jug any job. Thus, the qudity of the job is animportant pat of their consdera-
tions, which is reflected in staements sud as‘a certain job’ or ‘' To makethings easer (at
work)’.”

Very few intervieweesin this sample‘choseé to use the Suppated Employmentorganistion
throughprior knowledgeor as achoice between severd other agenges. Forexample, thé\us-
trian repat staes that nore of the interviewal persans seemsto havecho£n this Supported
Employmentinitiative intentionaly, for exampleon the bags of information albout the ser-
vice. Moreover,they were referred to the initiative by other agendges or cameacrossit by
chane.

For most of the interviewees, there seemto be no other adterndives to Supmrted Employ-
ment.Often it is used by referring agenges as “the lad possbhility (whenothers failed) asis
staedin the Czchrepat.

6.3 Processand quality of Supported Employment
6.3.1 Referral route

While the pulic Labour Market Savice seemsto play animportart role in mostof the fea-
tured courtries, the referral route to theSuppated Employmentorganiséion shows both sint-
larities anddiffererncesacross tle caintries.

In the CzechRepulhic, job seekersverefirstinformedabou Rytmusfrom different sourees—
relatives, friends,sodal workers,labaur officers. Sameone’sadvice is the only way to reach
Rytmus.
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In Spain mostjob seekersin this samplemadecontact with AURA throughtheir previous
schod.

In Norway, all job seekersin line with the natond publc Suppoted Employmentregul
tions, cameto Romeike Arbeid med bistand from the Labour Market Service But the inter-
vieweesinitially cameto know abou the organsaion from varioussources The LabouMar-
ket Service,Shdtered Workshops,the Socal Secuity Office, schal, family and the local
Conmmunity Activity Cente.

In Austria, the parentsvery ofteninitiate youngpel€e's coopeation with the Arbeitsassigerz
Liezen, whereasin the case of adults the regiona Labour Market Service plays an importart
part

In Hungary, al clierts of SalvaVita previowsly camefrom the Labaur Market Sevice. How-
ever,overthe last year50% camefrom the LabourMarke Sevice andthe rest knewthe or-
ganisaibn from othe saurces, lke speia schods.

In the UK, a socialworkeror day careofficer referredthe majaity of the samplejn line with
the «isting commissioningarrangements fointo Empoymen.

Jab seekersn this samplehaveparicipaedin the Suppored Employmentorganistion from
three months(Hungary)to up to ten yeas (Span). In somecounties, like Austria and Nor-
way, therds an oficial time limit for paticipaton in Suppoted Enployment.

6.3.2 Coopeation

Someof the natioral repots give outlines of stepsof co-operationwith the Supported Em-
ploymentorganis#éion. Althoughit is arguedin the nationd repots that stepsin the proces
do not necesaily follow any chronologi@l order, or thatthe stepsvary greaty by individual,
a generd picture of the Sypporied Employment process presetts itsdf tha may look sone-
thing like this:
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Figure1 The Supported Emplogent process frm the pointof view of the job seekers

Firstcontactwith the Sipported Emplgment initiative; formal meeting, information
about the seige and the posisle support by job coach.

Corversatiors and disassions with job coach; get to kmoeach othermapping aut
job wishes, possible alteativesand restrictios; information about possible trai
ing and coursesmaking cantracts, action plamand agrements; meetngsfrom
once to severalrties aweek.

Job seeker andlp mach keep in contaciybmeetings and tekphone, usally once a
week or lessfrequenty; mapping at suitable job offers and carmyg out job search
applying for jobs, telephonimemployers, lookng at adds ahLabour Ofice Se-
vice offers, andm the persorianetwork; training for job interviews.

Going to job interviars; getting a job,placemat or a trial; learnig the work; mak-
ing adjustments atwork; negotiations about pament and lergth o working ime;
follow up andmoral support; working togeher; natiral support; formalmeetings;
meetings with job coach usubf onee amonth and alsaneeings with job coach an
employer/coworker; conthued negotiatios about pananent job and wges.

6.3.3 Planning and user-involvement

Thejob se=kersin this samplesaythat there has beensomesort of planrning which canbein-

terpreted as use-involvement within the Supmrted Employmentorganistion. But it bemmes
clea that makingprocesolansor adion plansbasedon userinvolvementis nat a very well

developedeaure d the Syppored Employnent agarisations n this prged:

“After thefirst contad with the agencythe assistants meetcliens seveal timesfor defining
the individwal plan, where goalswayshowto reach hemandsomedatesare stated. db se=k-
erspaticipate in the process of ddfinition of this plan, but they are not alle to desciibe ther
own contiibutions. When askedfor more detaled informationon this planthey usualy men-
tioned he reaestsieps amly” (Czech Rpublc).

The UK repat statesthatthereis a generallack of awarenesof the role of written plars by
mostinterviewees.Those that expresseda clear opinion saidtha they were awae that they
had cotributedto the gans, atleast vertally.

All job seskersin the Norwegianrepat saytha they hadaninfluenceandthatthey contib-
uted, both to the written plan/£heme/rpott, or to the proaessin genera The way they con-
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tributed was by talking andtakingjoint decisions con@rning the next step. All but one of the
respmderts knewan ansver asto whatthe next ssepwould be, but they did notlink ther an-

swersto any written plan. Rathe, they answeedin geneal terms, suchas: “Stay in this job’
or “Get a @ntad for a sealy joly.

TheHungaian report states tha theintervieweescould not unde standthe meanng of “plan-
ning”. Insteadtheywereasked about theparticular stgsof planning. Most interviewees know
the nex stepin the proces, andtwo intervieweessaid that they discussthe next step in the
process week by week. But regponse from otherinterview parhers weretha therewasno
planring, tha one could nat remembetror tha no answer wasgiven. The intervieweesdo not
fed thatthe Suppated Employmentprocessis planred; rather it hasa “flexible plan—to con-
firm the rext seep”.

6.3.4 Obstaclesto obtain a job
The intervieweeswere askedwhich obgades they saw regardingtheir own participation in

the lalour market. The fbowingis a list of reported obstacles forobtaining and mantaining a
job in the op@ labourmariet:

Table22: Obstacles to obtain ajo

» bad shoulder » nobody to help, finily worries

» tempo and tine * panic attack

» don't learn quickly » don't g¢ a fair chace

 afraid * people’s reactions, people lodown
* rejected onme like I'm simple.

* not needed + talk a lot

* whiplash » problemswith deahes.

» depressed » don’t have good concetration span
* not needed * lost all corfidence

+ problemswith writing * learnirg disability

+ bad armthand * age

e unsde with others * not enogh professional experence
* nervots » few vacancies with office work

» asthma * not enogh specialisednowledge
+ allergies * restrictedmobility

* muscles

» reading andvriting prdolems

» problemswith theory

» healh problens

* bad hand

» dont understad rules

» benefis stopmeworking

Accordng to the UK repat, probkems citedapperto be disabiity-specfic (i.e. dafness, bak
injury) or misuncerstandings from peoplemaking mistakesn the workplace becausethey did
not redise the rules.

The Audrian repat indicatesthatyoungpersos tendto makea distinction between“obtan-
ing” and “maintaining”: “ | think maintaining a job is not so hard. But finding a job...” This
“optimism” might be explainedby the fad, tha young peoples expeienas on the labou
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marketareratherredricted which aso meangha they havehadlessbadexpeliencesin the
opinion of the interviewedpeopk, the main obstate for obtaning a job in the openlabou
marketis ther disallity. They make a remarkablyclear distinction beweentheir adud dis-
abiity (for examplephysial prodemswith somejobs) andthe handcaps resuting from the
disablity (for exampleprgudices of employersandcadleagues). The istrviewed adus stated
tha they had problemsin obtaining and maintaning a job. They do not makea distinction
betwea thesetwo functions: “ It’s nat easy It’s difficult.” In generatheyseemore obstacles
thanthe youngpeopledo, which may be a resultof manyyearsof expelienceswith theworld
of work.

The Narwegian report makesa distinction between “obstacles to oltain/retain a job” and“dis-
ablity”, arguingthattheformeris theregpordents own views, while the latter is a combira-
tion of job macles’ viewsand tlose & the LdbourMarket Servie.

6.3.5 Co-operation and support to overcome dostacles
Theimportane ofa per®onal relationshp beween hejob eker and #job coah is empla-

sizad in mostinterviewee$ answes to wha a sucesful co-operaipn is. Importantprerequ-
sitesin the elatonsthip betweenjob sekers ad job coaches ae:

Table23: Important prerequitas for sicceséul Supported Enployment

* anopen and nicerabsghere
e good contact and eggalks
» personal gidance

e trust

» discretion and profesgial serecy

Mogt interviewees are very satified with their Suppoted Employmentorganizatbn. The re-
port from the Czech Republic staes that all but one of thejob seekersunderdand their disad-
vantageougpostion on the laba market,sotheyarepatientand usudly don't expectimmed-
ate success. Althoughsomeof them haven’tfound a job yet they all positively evaluaé the
co-operaton with thejob aach.

Intervieweesn this sampe undersand that thejob coach helpsthemto overcomea variety of
obstales.The supprt thatis askedfor is akind of pemanentpsychosoi@ andpradical sup-
port nat found elsewhee and which raisesjob seekers chance on the labou market,a doar-
opene to working life. One important factor appeas to be the availability of the job coaches
andthdr willingnesgo provide a wide rangeof suport dependng on thejob seskers’ need.
Intervieweesvaluedboth pradical ard relatonship-basedsuppaot ecqualy. Below aretwo ta-
bles contaning lists of concrdae suport fadors, caegorisedas “psychosaial suppot” ard
“practica suppott”.
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Table24: Psytosocial spport factors frm the point é view of the job seekers

Get started, sethysdf on thelabour market, pshing, good talks ad convers@ons,somelody tat is
always accssible, social md moralsupport, anxity reducton, identfication o positive and neyative
sides, secunt be treated as an adult, stop worrying, make mehapyy, cheeme p, friendliness ad
equals tems

Table25: Practical support factors fnothe point of vew of the job seekers

Find a job, find the rilt job, find a suable jobwrite applications, callraployers,make gpointmerts,
training for and participationn job intervievs, appy for a job, aguistments on he job, dgposal of tme,
learn the job, travel, nka& agreemert onwages, get taknow thework place, look for jotpossibilities,
meet and td with the amployer, a guarantee to thenployer, get sggestions, accestowork places,
help job seeker to behave, halp jseeker to beatient, helgmprove personalygiene, tehnicd train-
ing, app¥ing for sporsorshipsfill i n forms, acconpary job seeker to other abrities,help with pa-
pemwork, trainhng to d a more diffialt job, telephonig, getthings explaned, get aswersto questios

Accordng to the UK repat, mostinterviewees mentonedtheir persoral expelience of being
disaiminated agairst andwelcomethe ‘advocay’ of anemploynentadviser— saneonewho
wascleally on therr side. Job seekersn this samplewill hapgly recommendheir Sugported
Employment organiséion to others. Reaonsare, for instane: “Becausel havethe feeling,
tha I'm takenserioudy, that they helpyou. Tha you fed like a humanbeing,becaused have
to say in the Arbeitsmarktservicglabou exchange)you arein andout very quickly.” “Be-
causethey realy look, tha you canfind sometling ... Becaus they helpyou, andtheyareall
cool” (From theAudrian report).

6.3.6 Improvement factors

It is a generalresult that the intervieweesin this samplehardly madeany concreé propasals
on how to improve SupportedEmployment. The UK repot writes “Most intervieweesap-
peaed to think highly and fairly uncitically aboutthe agerty and the staff involved with
themandfound it difficult to cite improvementsor voice criticisms... A generapostive re-
sponsesuggestingan unaitical acepiane that Sypported Employmentis a ‘good’ thing but
also perhps indcating thatpeopk are not alde to judgebetwesna goodagencyand abad one
due toa geneal lack of compators'.

The Spanish repat states “The mostsucesfu momentin ther [job seekers]co-operaton
with ther job coab is when they started thejob orwhenthey hadanopen-ended emplayent
contad. They dort think of any manent in whch the cooperaion weasn't swccessfu.”

Although it was difficult for the interviewes to swygestimprovementsof Suppored Em-
ploymentpradices the interviewees gavevalualle answersto wha they like and what they
didike. Whatthey ike is

Table26: What intervievees ike about Sipported Emplgment

« to get a job/germanent job/a suitable job
« a job with good/bettemwages, with good enviroment, and fiendly people
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* anew start/anew life

» towork with nomal people

e politeness

e a jdb coach thamathes/adjuts to the job seeker

Suchfactors canpaint to areasof posble improvemant. Likewise, whatthe intervieweesdis-
like canbe a conaete list of improvementfactorsfor a Suppoted EmploymentschemeWhat
they didike is:

Table27: Dislikes h Qupported Emplgment

* nojob

« some of he jobs

« saome of he bosses, see clstomers, low staus, lov wages

* insisting or dictating job coabes (paver relatiors, master— client)

An interviewes mentons: “l don't like that Suppated Employmentis cdled rehablitation; |
think it should it be anoffer to any pupi after schog | don’t like that Sugported Employment
appeasto besomething spcid —that only makes mespedal” (Naorwegan report).

Below is a list of example of unsuces$ul co-operdion between the job seekerandthe job
coach, wich may also Isow evaluaion pdntsfor improvement:
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Table28: Exampls of insucoessul co-operation in 8pported Emplgment

If I had the feng that hey would letmefall

| didn't like the cowersatimsbetveen my boss
andmy job coach abouny progress.

My job coach didn’t quite nderstandny prab-
lems, thought they weremertal prablems, butmy
main problem cmesfrom ealier strains. | got
proof of thatwhen experts heckedme

Too little contactwith the jobcoachwish Igot
morefollow-up atmy work place, had a lot of
questiors. | was told the job sachwouldn't dis-
turb me, tha | needed to concérate onmy job
and not talksomuch and askquestiors

The pb mach is too serious

My job coach didn’t do enotngto check pas-
bilities for a steag job after tte try-out phase.

Co-operationwith no equal ghts

If you do not geonwell with your job coach

A bit too much corlactwith my job cach in the
beginning

My job coach could have participated morehia
adjusments atwork

| didn't like to have to Ist up fiends and e
guaintances to mvestigate jobpossibilities.

My job coach didn’t do enoingto check pas-
bilities for a steag job after tte try-out phase

My job coach is not the person thdtad hoped
for, could just asvell have fixed thirgs by mysef
via theLabour MarketSeavice, the job oach is
not very acive or enthusiagic, won't find me a
job

My first job coach wa notvery eager andot
very up-to-date.

The Supported Empjanent agansation does
not have a good public profile peopleat rmy
work place didit know it

Took too much time before | gt a pb,didn’t like
to lose Zob maches

A job coach thatvas too prevailig, couldrt
cooperate,do mudt pressire b get a jb quickly,
did not feel secure

6.3.7 Skills and characteristics of a job coach

It appearghat job seeskerswantthdr advises to be multi-skilled and alwaysready to listen
Accordng to the intervieweesof this sample,a job coachmustbe a suppoter, onetha gives
the job seekera pudh, one tha canfind the job seskera sutable job, onewho can talk with
potenial and adud employerspne that canraise a jobseekers sdf-esteema peisonthat cre-
atesa safe atmosphereand improvesthe job seekels chan@eson the labou market. The UK
repat commentghatthe responestendedto indicate that‘soft’ skills (listening, honesty,in-
tegrity, confidertiality) were moreimmediatdy importart than‘harder’ skills, i.e. suport at
and fa interviews. It is ot clea if this hddstrue for the otrer munties.

Thefollowing profle d a “good jd coah” incorporates fatorsfrom thenaional reports:
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Table29: Profile of a “good jb coach”

responds to the pson’s
needs

empahy, canmunica-
tive ill' s, valie opi-
ions

is concernedvith prdb-
lems

sersitivenessfor those n
need of spport

takes a persos impair-
merts into accouh

sympatheic, friendly,
patient

ready to help

open, obliging

politenessnot directive

is able to delawith peo-
ple

not too serious

advocate omy behalf

expertknowledge and
qualifications

support at thevork-
place

accompaying at job
interviews

social support

helps to find a job

amatching age

discreet/coriflential

follows up on job seeke

6.4 Desciiption of the aurrent j obs

6.4.1 The jobs

The UK repat natedtha the only employmentthe quesionnaire focuseal on is either current
or predates involvementwith the agency.This suggeste@n assumptiorthatagertiesonly get
onejob for each dient.This obvioudy is nd dways tte cas.

For thosein the samplethat hald a job, the typicd pattern seemsto be pait-time work. The
Spanshrepat showsthat all 10 intervieweeswvere working 20-25 hoursperweekfrom Mon-
dayto Friday. The Norwegianand Austrian samplesaso feature persors tha hold a full -time
job (Austria 5 andNorway 2.)

Thesejobs, pat-time andfull-time, are mainly idenified as“the oddjobs', or the low quai-
fied jobs,often descibedas “asgstart”. The following list featurestypesof jobs menibnedin

the rationd repots:
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Table30: List of jobs

e Assktart at hospital ¢ Houseéeeper in a sports sereic
» Assstart departmat store » Kitchen asistant
e Assbtart in warehouse < Kitchen help
¢ Auxiliary work beside the gaener ¢ McDonald's
» Auxiliary work beside thavamer » Office cleanegeneral assitant
¢ Auxiliary work in a printhg house « Office clerk athospital
¢ Aukxiliary worker in thekitchen « Office clerk at reception
» Bar assistan » Office clerk atuniversty
« Bookshop « Office clerk n a bak
¢ Canina asigant « Office clerk n a faundation
» Carpenter apprenticep » Office help (traifing course)
e Caterirg asistant « Office switchboard
e Cleaner « Packagig
» Clearnng at Sipported Emplognent organisa= | Petrol station help
tion « Restorer at superarket
. Clearing in a hair dresses’ e Sales asistat appren[icdﬂjp
¢ Clearing tables at cdée $op « School cleamg
» Clothes shop  Shop assitart
* Coffee $op assistat, cleaning tables o Waitress adstant
¢ Controlling mobile phons inan autenated « Factoy productionwork
system « Goods recharger
* Data operator « Hair dresser assista
¢ Factoy production asstant

Jdbsare mosty assstantjobsandthoseusudly asodatedwith disabled peoge. bbsare tyg-
caly found by the SupportedEmployment organiséion (more sddom by the individuds
themselves)n the private secta.® However,somejobs arealsofoundin the pubic secor, no-
tady in Hungary, Austria, the CzechRepullic ard Spain. Austrian job se&ers have jobs
(training couse$ in nonprofit orgarisaions.

Mogt jobs for the personsfeaturing in this sampleexist in smalker work placesin this projed
definedas havinglessthan50 employees. The numbe of employeesn workplacesfor peo-
ple featiring in the sampla from Austria, Norway, the CzechRepublc and Span is mostly
lessthan50, but the Norwegian,Austrian and Spatish samplesalso feaure work placeswith
morethan 100 employeesThe Hungaian samplefeaturespeasors working for the mostpart
in large workplaes(over D).

Thosethatwork repot thatthey arehapy andintegtated, theytalk with colleagies,but have
very little relations with their cdleaguesoutside or after work hous. However, mostof the
interviewes s@m to be hppy with the kind ofeveryday contaavith mlleagues.

All inteviewees stated the key role of the job coachin hdping themfind ther currentjob.
Respones from intervieweesclealy indicate that the job coach’s role in working directy

6
7

The national UK report does not contamfiormation abousector.
The national UK report does not contaifiormaton aboutnumber of enployees.
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with employergo changeatttudesis greaty valued.All intervieweessdd thattheyweresa-
isfied or very stisfied wih ther job.

Peopledo recdve help from colleaguesn a variety of waysbut nobody staed thatthey had
anything more thanarmal, heldul relationshps with their cdleagues.

6.4.2 Dislikes aout the jobs

Mogt interviewees had difficulty thinking about anything they would like to change— either
refleding the generdly uncriicd percegion of job seekersor the genuire appeciation of a
goodjob matchtha includesnatual suppat. Below arelists of fadors indicating what they
don't like abait thejob. Theseare caegoisedin “integrationdislikes onthejob”, “job exter-
nal dslikes” and ‘practical job dslikes™

Table81: Integration diskes a job

e don't gd paid for holidgs

« feel that Iwork for free for theemployer

¢ the odd pbs

« thewages

» too lowstaus

< didn't feelwelcame anong the colleagus in the begnning
e didn't like sane of the cusomers

it doesn’t alvays work well with my boss

¢ it's always mewho must adjust

e same canmunication problens

* the boss didtreat mewell

¢ to be told 6 doother thirgs

< would have preferred to workvith people ofmy own age, more gravn-ups

Table32: Job external dislike

e don't like to getup eary
* longway to travel

Table33: Practicaljob dislikes

¢ checkng toilets

» clean foor and dishes

» clean foors

e come to late

» shoud have leamedmore canputerwork

* they’re happy with me socially but hey claim that I'm not 100% effectie in my
job so I'm not vey well paid

e throw away old food in theCantina

» washing the uffers

» what | dowrong
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6.4.3 What job seekerdike about their job

The list bdow indicaesthat interviewees were clear tha they liked the whde ‘padkage’ of
having a pb—wagesstéaus, fiends am even tle exercise

Table34: Likes abouthe job

e contactwith customers—working with people |+ that | need no educatio
» contactwith people  thatits easy to do thework
 friends « thatits well paid
e get alom with eveybody « that hey missme when I'm not there
» getting aut of my flat « the chalenges h making food
» good to finid off at 2 o’clock— no responsibity |« the ceoperdion

afterwork * the exercie
« | walk, sit, stand— nothing is onesided « the fresh air
* lot’s of different hings to do « the people and the clothe
+ meet nav people all theiine « the social avironment
¢ meethg and talkng topeople + the sociaking
* meeting new people  the tean work
e money « theway I'm treated
* my colleggues ad the emironmert « thework
* need not do the sz all the tine + time passequikly
* nevernervols to go towork « to do agodjob—Ilovemy job
* nice colleages ad cusomers * to do ny tasks
* nice ewironment —justwhat I need today « to fill up products
* Nno one ever argeswith me « to m&e itnice
* no quarrels e to mix with collegues
« serse of haingmy own canpary —samething |« to see the place clean

to get up for « towork 5 hours edtday
» serse of responsilitly « towork with food
* samehing's happemng al thetime + towork with my boss ad my cdleague

* young tean

All tho= currently in work were happywith their roles suggestinghat the agenges are mak-
ing competenfob matcha basedon individual preferencesor servie uses are stll uncaiticd
and havemodestexpedations. The UK repot arguestha giventhe reldively low hoursand
low pay presert in this random sample further questioning may be necessay to ensue tha
expedations ae & leag as high as hoseof other nondisabled peope in thelabaur market.

The Audrian repat highlightedtwo differentkinds of quaatons from interviewees:All in-
terviewees sdd that they were saisfied or very satisfed with their job. Only two young per-
sons, who & in trining to become an offie helpin the secalledEingliederungshife®, would
like to havea “real” appenticeship or job. (Nevethdess they told us that they are satisfied
with the atmospheg at therr work place) Anotha youngpersonwe interviewedemphasisa
tha he codd haveclaimed a “shdtered work plae”, but now has a normalplace in apgen-

8 Theproect Eingliederungshfe of the Leberstilfe runs since Februay 2001 andoffers a two-year

qualification to becme an dfice-worker.
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ticeshp training. These twoanswes maybeinterpreted in such away thatnot thework per se
is importan, but also inhow muchthework place isanormalone (inthe sen® of “normalisa-
tion"). Togethe with a wish which has beedescibedalrealy earler (to find an @aequée job,

for instane appopriate to the qualification), “to find ared, interesting job” seemsto be— at
lead for some clens — arotherimportant qualty critefion of Suppoted Empbyrrent

6.5 Summary and condusions

This repot is basedon naionalrepots from questonnaire-basednterviewswith atotal of 68
job seekes/clients in Supprted Employmentorgansationsin Austria, Hungary, the UK, the
CzechRepuliic, Span andNorway. A total of 48 job seekes aso paticipated in groupdis-
cussons caried out after the questionndre interviews. The total samplerepresents persons
with a broadrangeof disabilitiestha are paticipaing in Supportel Employment. Also, both
sexesare well represented, with an agespan from 17 to 54. Most of theintervieweeswere be-
tween20 and 39. Half of the interviewees hadhadwork expeaiencebefore they enteed Sup-
ported Employmentandtheir gods and expedations are to get a permanenjob, a suitable
job, apaid job, ora beter-paidjob.

While the pulic Labour Market Savice seemsto play animportart role in mostof the fea-
tured courtries, the referral route to the Syppoited Employment organiséion has bath
similarities and differercesin eachcourtry. However,it seemsthat very few interviewees
choseto use theSuppoted Employment organiséion basedon prior knowledge or as a
choice beweendifferent agences.

For mostof theinterviewees,there seemto be no alternaivesto Suppmrted Employment.Job
seekers in tls samplehavepaticipated in the Supprted Employmentorganisation fromthree
monthsto up to tenyeas. In some countriesthere is an official time limit for participaion in
Suppoted Employment.

Stepsin the Suppated Employmentprocessdo not necesaily follow any chranologica or-
der. Stepsvary greatly by individual. We have found tha making processplans or action
plansbasedon user-involvementis not a very well-developedfeaure of the Suppored Em-
ployment organidions.

Overall, the interviewees appearto be very satsfied with the Suppated Employmentorgarn-
saton. Theimportarce of a persoml relationship betweenthe job seekerand the job-coachis
emphasisedh interviewees’ answes to whatis a swccesful co-operaton in Syppored Em-
ployment.Importantprerecuisites in the relationship betweenjob seekersand job coache are
anopenandnice atmosphee; goodcontad andeasy talks; persond guidarce; trist; discretion
and professond secrecy. Requied suppat factors from job seekersare bath “psychosoal”
and“pradical’. It alsoappearstha job seekerswart their job coathesor advisers to be multi-
skilled and always readyto listen. All interviewees staed the key role of the job coachin
helgng them findthar curentjob.

Thetypical jobs where job seekercanbe found,arelargely pat-time, andare mainly iderti-
fied as“the oddjobs”, or the low-qualified jobs. Mog jobs exist in smallerwork places(less
than50 employees)Thos in work repat tha theytak with cdleaguesbut apmrenly they
havevery little relaons with their cdleaguesoutdde or after work hours.However, mostof
theintervieweestha haveajob seemto be happywith thekind of everydaycon@actwith ca-
leaguesand they are satsfied or very sdisfied with thdr job. Interviewees had difficulty
thinking aboutanything they would like to change This may reflect either the geneally un-
criticd percegion ofjob seskers orthe genine appedation o a goodjob match.
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7  The Employers’ Pea spedive
Tony Philips, Redife Patnershp (UK)

7.1 Intr oduction andsummary

This fourth pha® of the Leonado ‘QUIP’ (Quaity in Pradice) project focusedon the em-
ployer'spercepion of the qualty of one Suppoted Employmentagencyfrom eachof thefol-
lowing courtries Englard; Hungary; Czech Republ Austria; Span ard Norway.

This pape summarisesheauthas view of wha conditutesthe mainfindingsof theresarch
andtheir implicaions for thefina stagesof the two-yearresarch progranme with the QUIP
prgect

Reseeachas in each country useda semistructured interview format desgned to cagure
common issuesthat relate to Supprted Employmentservices in eachcourtry whilst also al-
lowing for openconverséons on any matteridenified asimportart by the individual em-
ployer. Hfty interviews wee caried ou in total.

At the desgn stage the views of co-workers(colleaguesn the workplacg werealsoseenas
importart to gaininganoveral picture of theemployer'sview. Whilst co-workersdo not have
thelegalrespasibility of recrutmentandworkforce devdopment theyhavea crucial role in
ensuing thesuces ofany Suppded Emplyment placement.

Employefs respones were very posiive anduncritical to sud a degreetha questions canbe
raisedabou the effects of low expectaonsanda relative lack of comparaitve experienc tha
would allow the employerto judge a good servicefrom a mediocreone. Reseaches in all
countiesreported tha severd quesionsrequired consideale addtional explanation before
the employerdlt confidert to respoml.

7.2  Summary of main findings

Employer seci: Privatesedor: 38
Public setor: 5

Not for profit seaor. 7

Companysize: Over 100 employees 10
50-100 enployees 15

under50 employees 26

Company activity: Retal sedor: 18 suppaed employees
Conmmunity: 12 suppaed employees
Leisue sedor: 10 suppaed employees

Services 9 suppeoted employees



Employer expeétions

Type ofimpairment:
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Cateing: 7 suppoted employees
Manufacturing: 4 suppaoted employees
Educaion: 4 suppaoted employees
Environment: 4 suppeoted employees
Housing: 3 suppoted employees
Building: 1 suppoted employee
Healh: 1 suppoted emploge

‘No expectations at 33% o the sampldseetable 2)
‘Ongoing suppdt at 126 of the sampldsee able 2)

Learring disability 32

Physical 13
Mental hedth 4
Sensory

Socid

(Note: at lead threesuppated emfpyeeshad moe than one prsanal imparmen)

Overallsatsfaction:

98% of employersquestoned staed tha they were sdisfied
with the sevices provided by the Suppated Employment
agency (setalde 3

Essetial skillsrequired d employment advisers

Socid skills
Technicd skills
Knowledge
(seetables 4 aml 5)

Reasorfor employment:

75%
14%
11%

Employee’s suahlity 37%
Socid rea®ns 27%
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7.3 Discusson of resuts (sekcted)

7.3.1 Employer profiles
Table35: Amalgamated table of ampary details ly sector

Company type Sector No. Employees \I/\lvict)ﬁ?gils?gt?iﬁtsy Type of disability
1 | Leisure Private 52 3 Mentalhealth/visual
2 Private under 50 1 Learning

3 Private over 100 2 Learning/Hearhg
4 Private over 100 1 Learning

5 Private under 100 1 Learning

6 Private under 100 1 Learning

7 NFP 5 1 Physical

8 | Retall Private 56 1 Learning

9 Private 550 3 Learning/Epilepy
10 Private 28 1 Learning

11 Private 35 3 Learning/Physical
12 Private 50-100 1 Learning

13 Private over 100 2 Learning

14 Private 8 1 Learning

15 Private 50 2 Learning

16 Private 24 2 Physical

17 Private 50 2 Mental Healh

18 | Building Private 22 1 Learning

19 | Health NFP 230 3 Physical

20 Private over 100 1 Learning

21 | Manufacture Private 30 0

22 Private over 100 1 Learning

23 Private 50 1 Learning

24 Private 50 1 Not stated

25 Private 110 1 Social

26 | Services Private 7 1 Mentalhealh

27 Private 15 1 Learning

28 Private under 50 1 Learning

29 Private under 50 1 Learning

30 Private 40 1 Learning

31 Private 140 1 Learning

32 Private 50 1 PhysicalSensory
33 Private 3 1 Physical

34 Private 26 1 Mental Healb/Ptysicd
35 | Housing NFP 9 3 Learning

36 | Caterirg Private 1 Learning

37 Public 11 1 Learning

38 Private 45 4 Learning/Physical
39 Private 10 1 Learning

40 | Community NFP 4 2 Learning/Physical
41 NFP 2 2 Learning
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42 Public 1 Learning
43 NFP 27 6 Learning/Physical
44 NFP 12 1 Learning
45 | Education Private 50-100 1 Learning
46 Private 50-100 1 Learning
47 Public 38 1 Learnhg
48 Public over 100 1 Physical
49 | Envirorment Public 50-100 1 Learning
50 Private under 100 3 Learning/Physical

Themajaity of employersoperdedin the private se¢or (38/50) with 5 from the public sedor
and 7 from the voluary ornot fa prdfit se¢or. 26 canpanes hadéssthan 50 enployees; 15
had beween50-100 employeesand 10 were large organiséions with over 100 employees.
The sampleis not large enoughto draw any red conclusions abou the implication that
smallercompanésare morelikely to employa disabkd personthrougha Suppated Employ-
ment servicebutthis deesraise a intereding issuefor further reseach.

7.3.2 Employer expectatiors

Table36: International ammary o employer expectatios (General and 2.2)

Employer expectations (analgamated) AIEGETECE %
response

No expectations 8 33%
Ongoing upport 4 17%
Giving the sipport necessqrto emply the disabled person 4 17%
Advice and giidancewhen needed 2 8%
Close ceoperation 2 8%
Giving us @ employee as samas possible 1 4%
Respectig aur canpany culture 1 4%
Help with trave 1 4%
Not burdenity other enployees 1 4%

Comment

The low level of employerexpectation (tade 2) andthe high level of employersatsfaction

(tabe 4) tend to suggestthat employersare graeful for any suppat they get. This is even
more relevart whenjudgedagains the resdts in tade 6 (‘nothing needsto be improved’ at

overhalf of the sample)ard ‘employee’ssuitallity’ and ‘social reasons givenfor the rea®n

to appoint a syppoited employeein thefirst place(table 7). The fad that 98% of employers
staedtha their needs tad keen met @ble 3 is hadly surprising given the sttements hove.

In reply to a quesion about the quditiesthat employeramightlook for from a Suppored Em-
ployment servicethere was a varigy of respomsesranging from thelea requrement

‘they have b avad everything tha could put aburdenon
otherempbyee’

to the seagtive respnseof
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‘an ageng that oncehaving integated an emplg/eeinto a working environmen, knowswhen

to stand back to let themdevéop ther corfidene by makng mistakes and learning from
them’

One employer sumed up he bd&andng actin saying hat
‘In generl wecansaythatemplorstry to avoid exra coss,
but in reality they are nd so strict’

Onepaticular employeroptedfor a full 'socid model' respmseby implying thattheywanted
the Suppated Employmert agencyto be a patne in the move towardssodal inclusion in

saying
'‘More than asewice |lookfor a co-operdion'
7.3.3 Employer needsand identification of esenial skills

Table37: International ammary: meetng employer needs

Employer needsmet (amalgamated) Amalgamated
responses

Yes 49

No 1

Table38: International ammary: Essatial skills for employment advsers

Amalgamated

Essantial skil Is and characteristics (analgamated) response

Patience

Empatty

Good conmunicator

Knowledge of dsability issuein the laboumarket

Respect

Good knavledge of he canpary

Flexibility

Humanity

Realisn

Kindness

Qualifications

Previous experience

Perseverance

Good technicallgll s

No specific kill s

Availability

Honesy

Health and Safey

Decisionmaking

Courage

PIRPIPIPIPIPININWOWWOWR[WWWWW|W(W(A|O|0|©

Sense bhumour
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Table39: International ammary. Employers views o essatial skills for employment adisers ly
categoy (2.4)

Essantial skil Is and characteristics (categrised) AR %
responses

Social skils 48 75%

Technical skis 9 14%

Knowledgebased 7 11%

Tales 38 and 39 are takenfrom the autlors own judgementon caegoried resppnsesfrom
employerdrom all paricipating counties. It could be arguedthat manysocialskills listedin
tade 38 are adudly techncal skills but there is a clear difference beween employers’state-
mentstha suggesspecific areasof techrica ability (e.g. Signing,previows experience, other
impairment speific skills) ratherthan pe'sona chamaderistics like empathy andatience.

7.3.4 Suggestd improvements

Table40: International ammary: Employers views o possble improvements

Amalgamated

Areas for improvement (categorised) response

Nothing needs to benproved 27

Organsemedings for enployers

Don't know

Marketing and public relatios

Better liaisorwith other agedes

Better pb matcling

Increase duran of wage sibsidies

Be less naie

Speak cleayl

Maintain regular contact

RPlRriP|P|RPIPIdV®W|lw|D™

Better prepeation of supported emplees

Given the difficulty in geting employersto attend interviews,corferenesand seminarsex-
periened by the UK teamandothers overthe pag 15 years,it is surgisingto hea that 8% of
employerswould like to have meetingsorgansed for themto discuss disahlity issues.For
example, onemployer sal

‘the Suppoted Emplgmern ageng shold organise neetingsfor emploers.

This coud be anareaof mgjor differene betwesn countrieswho havea lessdevelopd Sup-
ported Employment secta and thosewhere employersare beginningto feel the addtional
presures hatan &tive equal opportunities plicy canbring.

The perceved use ard value of wage sulsidy progammescleaty differs from country to
county. Oneemployerworking in a courtry tha makes heavyuseof wagesutsidy aspartof
an overd government sttegy said:

‘The freetime (withou pay) that we had for 1 mont is too shat, 6 montts is better for the
emploer andthe empbyee can eelmoresak.’

Levelsof contactbeween employersand Suppoted Employmentagencystaf vary accading
to the need ofeachemployer and eacsuppaoted employee antthe ngjority of the employers
appesaedto be happy wih the genenafreqlency ofcorntad.

70




o
“UI
However, one employer camented that more attéon could be given to fadw up cals ater

theinitial placementandsypportperiod hasprovedsatsfacory to all concaned.The sugges-
tion was

‘Perhaps ste (emplgmentadviser) codd come or gve me a cl once a math

suggestingha aregula ‘checkin’ might be evenmore hdpful thana cdl-out sevice to deal
with difficulties.

The political dimensionwas also stressal by one employer who suggestedo the Suppated
Employment servicehat

‘Theyhaveto exploit the legal sysem as gressue onthe emjoyer’

A generallack of comparson by competiton provides one exdanaion for the employers’
high satsfaction rates.

7.3.5 Employer’s reasms for employing disabledpeople

Table41: International emmary. Employers reasosfor employing disabled people

Reason for enployment (categorised) AMEITETEIEE
response

Employeés suitability 15

Social reasons 12

Employer’'s ovn canmitment

The ageng convincedme

Financial incertive

Legal reasons

6
5
Promised to getie job dne 2
2
1
1

Succesful trial period

Most employersstres®d the obviouslink betweenthe work that neededto be doneandthe
employeesalility to dothe job. However therewasa very strongaddtiond motivaing fac-
tor basel on the employers’own peroond conviction tha employmentwas sanethingof a
‘rights’ basedssue.

Oneof the two Sparish agencesin the study basedits work on a modeltha assumedeach
employe shouldcompletea trial period to provetha the workerwasgoingto be aneffecive
member of theeam. The eployers’ repong corfirmed the dfcacy ofthe gproach

'During the trial period the workerproved dficiert in doingthejob.’

Although this doesraise questons abou the exad criteria any employerwould useto judge
whatefficiency’ adudly means.The resposibility would reg with the job coachto ersure
tha the employeewas trained effectively and supported by co-workers. One employer
sunmed up the model byaging:

'the agertyis expet in the integration proces and weas empbyers maket vaid’

Theemployersvho were clear abouttheir social corscience motivaion responad with heart-
ening ingght. Oneemployer commenting on tk upsand downs 6recruiting sad

‘Each o usmay beaffededby a dsaklity anytime...

If it works, it’s OK. If it doesn’t, wel, it doesrit’

71



o
“UI
whilst andher wasclear about a key reasorfor recruiting a disebled person,tha appeaedto
cary equal wight with the peron’s alility to dothejob wel:

‘It is probably compasion’

7.3.6 Contracts, pay and peks

Table4?2: Interviev, contractand paynent summaries ly country

Interview Contract .
Country Paid
Yes No Yes No
. Six paid with three receivihg finandal
Austria 3 2 4 2 support fran the Labour Markt Sevice
Spain 10 5 13 2 Thirteen paidTwo responsgnot known
UK 6 1 6 1 Six paid. One respons®t known
Hungay 5 1 6 0 Six pa|d_a!th0L_gh one contractpc_a_g)t[ated
to contain'no financial respasibility
CzechRe- Seven paid including three ‘special rates
. 7 0 7 0 .
public negotiated
Norway 6 1 7 0 Six paid. One mployee not jaid
Paid Not paid Not known
Summary 74% 26% 86% 14%
90% 1% 6%
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Table43: Compay training, compaiy perks and socialriclusion

T Company Training Company Perks Social Activities
i Yes No Yes No Included | Excluded

Austria 2 4 6 0 5 1

Spain 8 7 14 1 15 0

UK 7 3 8 2 8 2
Hungary 1 4 5 0 5 0
CzechRe- |, 6 5 2 5 2

public

Norway 6 1 7 0 7 0
Summary 50% 50% 90% 10% 90% 10%

In termsof remunerdbn and companyperks,the majority of employersdo not appearto dis-
tinguish between suported employeesand any othe employeesHowever,the Norwegian
teamnotedthatthey had anecddal evidene that somewagesmight only be ‘pocket money’
andmostcourtries reported similar difficulties in steaing employeesraundthe difficult ba-

ancebetweenberefit paynentsandearredincome.ln somecaseghis ledto employee$eing
worse df working thanthey were on beefits, asin this example

'We agreedto give the enployee standard pay rate but the emplg/eelost morey that way be-
causehe bstthe sodal berefits mory.

7.3.7 Employer’s value judgements

Thegeneal view tha employersreferred supprted employeego simply be part of theteam
was surmed up by one eployer's comment that

The emplgeeis treated & an indvidualand gventheindegenderme b tackle his allotted sk
—if he neds felp he wil ask’

Evenwhenthe employeedemandeckxtra attenion, someemployerswere hapy to stretch
thdar own regponsbilitiesto ensue the sypoited employee was tiuded.

One employer comented:

‘Yes, sometimedt meansextra work. But | haveto tell you — for such problems, | always
have thdime’
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One employer desibedtheir naural suppotts stancein the wam-heartedohrase

‘the Emplo/ee las a grsmal protectar’

We havealready commentedon employers’postive reactons to Suppoted Employmentstdf
but there appeass to be a slight differernce in the way they descibe the contibution of the ac-
tud supmrted employeensome cases.

One employer comented:
‘We have netnal experience, it is goodfor her, we hawen’t gotany pofit from it

In termsof employers’overal expeience of the pros andcons of employingdisabledpemle
in geneal through Suppoted Employmentprgeds, reactons vary from the extremely negg-
tive

‘Having him rere hastaken far too mut of ny ime—1 was notpreparedfor that’
to the interesting critique d some possil over-zealougob coathes

‘The negatve side has been in somecase to give him too much support sothat it hasin-
creasd his “depen@nce”when tle conrary is desrable

This perceptwal anomaly demandscritical attertion. Suppoted Employment sevices should
be judgedon the quality of the job apgicarts but we areseeéng clear evidene heretha em-
ployersview the job coachesas the experts — creding a further barier to genuire acceffance
of the need fa diversty to be rdleciedin the wokplace.

Oneemployer,clealy seachingfor a way to express regretandfrustration, spdke aboutthe
importan yet sulle interpersonad nuances that make fo effective working réationships

‘We can’tsmile taggeher—he dosn't maketheinitiative’

7.4 Further key questions andissues for discussion
1.1 Issue: Postive feedbak syndrone
Quedion: Are we asking th right questionsin the ight way?
Thegeneralack of citicd conment lead usto quegion theusdulnes of
a) the questons that weasked
b) the way thawe asked tlem and
c) the exyelential bass upon whichemployers cold make a comparison ith other ®rvices

The small size of the sampleard the clear differercesin nationd progranmes,culture and
serviceddivery assumptims makesit impossilbe to do morein this paper than to raise the
above quesons & key isses fa furtherreseach.

3.2 Issue Expet syndrome

Quedion: What is the role of SE agentes and employers in
problem solving? Who siuld lead

Someof the employerdnteviewedin this samplewere clear tha theywartedto bein control
of the employmentprocess anagxpecedthe Supmrted Employmentagencyto treatthemasa
‘client’ with as much careand atertion as they treded the job seeker. Othas sawthe em-
ployment advisersthe eyertand expededthem totake contrd of the indudion process.

3.3 Issue Persomal expeaiencesyndrane
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Quedion: Are employerswho have previousexperience of people with a dis-
ablity beter ptential employers?

It would appea from this limited sampletha employerswho haveeither direct personal ex-
perience of previousemplgymentsituatons tha haveincludeddisabled peope and/or a pag
or existing relationship with a disabled personwill be more sendive to the political, sccial
andethical reasors for creating a morediverseworkforcethanemployerswvho havehadnar-
rower life experiences. This has intereging implications for marketing SE servicesand at-
temptingto targetrecepive companiesandindividuals who are morelikely to see beyondthe
steeaype of ®dng ‘disabled’ & meanindlessable’.

However,a note of cadion is needel here becalse severalemployersin this samplecited
‘soft’ rea®nsfor ther recruitmentdedsion, which could be construedasbeng patraiising by
some disaled activists.

3.4 Issue Elephant repellent syndrome The Quality Debae)
Quedion: Do employers know the flerencebetween good antad pectice?

This important issue opens up the whole ‘open market’ delate. As there is no evidenceof
competiton in anyonearea by rival Suppeted Employmentagences noneof the usud mar-
ket forcesarepresen to createa qudity hierarchy.

No employermentionedthe needfor this kind of mecharsm but it wasalso cleartha most
employers did nioredly have a cleaexpedation abou what hey expetedin thefirst place.

Theresposibility for qudity developmenappeas to reg with thegoodwill of the Suppated
Employmentagencyand,to alesser extert pertaps,their funding agency(seephaseb report
for the plicy-makers’ pespectve)
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8  The Policy Makers’ and Financers’ Perspedive
Miklés Csizar, Hungaian Quality DevelopmentCente forIndusty and Trace

8.1 The method

All 6 courtries participating in the prgject took partin the survey,too. Altogether, 31 inter-
viewswerecariedout with regreenftvesof 23 organisatons. The® 23 organsatonsrepre-
sened 11 legislaive and 12 financing bodieson national, regiona andlocd level. The de-
tailedlist of the aganiatons interviewed & stown bdow in Talde 4.

Table44
Country Policy-maker Financer
Austria » Federal Ministy of Social Searity and Gen- |« Federal Offce of SocialAffairs/Syria (re-
erations (natimal level) gional and local level)
« Provincial Goverment of Qyria (regional ¢ Labour Market Sefice Syria (regional and
level) local level)
CzechRe- |« Sectionfor Employment Poligy of Persons e Social Service Bpartent (national levd)
public with Changed WorkingCapacity — part of
Ministry of Labour and Sociahffairs (re-
tional leve)
 Labour Ofice District Pis& (regional level)
« Labour Ofice District Ceke Budejovice (@-
gional level)
United » EssexCownty Council Social Service Depar |« EssexCounty Couwncil Social Service Deptar
Kingdom mert (regional level) mert (regional level)
» Departnent d Work and Perisn’s Employ-
mert Service (regnal level)
¢ EssexCounty Couwncil enterprise Dvision,
EssexCounty Couwncil Social Service Deptr
mert (regional level)
Norway » Directorate of Labour (natiohkevel) * Regimal/Couwntry Labour Market Selice (re-
gional level)
» Local Labour Maket Servicqlocal level)
Hungary « Departnent d Rehabilitation and Learimg ¢ National EnploymentFund /OFA/ (national
Disabilities at the Miistry of Social and Fan- level)
ily Affairs (natioal level) « Metropolitan Labour Qatre FMK/ (regional
« Employmert Institute (nationalevel) level)
Spain « Ministry of Labour and Socigbervice (@a- ¢ Department d Labour d regional govenment

tional levd)

« National Irstitutefor Community Integration
in Salananca (natimal level)

» Departnent d Labour of rgional govenment

(Andalucia)

» Departnent d Labour of rggional govenment

(Catalwnya)

(Andalucia)

Deparment d Labour of rggional govenment
(Catalinya)

9
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The interviewslaged for 30-60 minuteson averageln someof the countiesthe list of the
guestons to be askedat the interview wassen out in advanceso tha intervieweaeswere able

to prepae. This seemedto work well in thes cagsand canbe recommendedor similar in-
terviews

During the interviewsthe quesion of whether interviewees shodd speak on behalf of their
organistion (CZ) or shoutl expres ther own opinion (H) wasraised. Consegjuenty, when
conduting further surveysit is importart to distinguish between the official view of the
agencyandthe persmal view of the interview pattner. There shodd be enaugh spacefor the
interview partther to voice hig’her persoral opinion. At the sametime, when evaluaing the
interviewsit is importart to consder the official view, the onetha is acceged by the organ-
saton in quegion. For this rea®n, whenconduding the interviewsas well aswhen analysing
them, itis vitd tha thesetwo area be kepapat.

The Nawegian patners acidedto optfor a group mterview. The advardge of such a method
is that it ensures the meeing of different partners, who at the sametime canfamiliarise them-
selvesdirealy with the opinion of otherfinancing bodiesandlegishtas. Additionaly, if well
prepaed,ata group tscusson paticipans will be motvatedto staretheir opinions.

Onthe othe hand, finding a time thatis suitade for all those corcernedcanbe difficult, and
conduting a groupinterview requresexpetise. However, providedtha it is preparedprofes-
siondly, it can be a very succesfu way of carying out aninvesigation andcan be recom-
mended ingad @ individual interviews.

Findly, sever& countries found that partners having a closer contact with the organiséion
providing the SE sevice put forward corcrete, pradical suggestias andaso formeda defi-
nite opinion aboutthe service andthe organsation providing it. At the sametime, thosepart-
nerswho were in moredistantcontad with the organsation madereconmendatons that were
more generalrad lesspractical.

Thesefindings haveto be takeninto accaint by an SE agencycarryingout a self-evaluaton.
Theyneedto be consderedwhendeciding whattype of informationthe organistion requires
and whathe am of the evauation is — to asgssthefinance or thelegidator.

Alternaively, it may be that different paitners will needdifferenttypesof questions, which
can esure thattheinvestgation wil be more exet.

8.2 Co-operation between the SE geng/ and policy-makers / fund-
ing ageng/

Thequesions elatng to ceoperation wee pu only to the epresematives d the olganisaibns
whowerein direct contad with theSE provider. The majaity of thesewere repesematives of
financing bodies.At the same time, a greatnumberof legidators stres®d the importanceof
thdr existing good contaawvith the SE povider.

In all the courtries paticipaing in the projed al thosequedionedjudged their relatonstip
with the SE seavice provider to be good, or in somecase very good. This wasfurther sup-
ported by the fadt that the majoiity of the interview partrers havebea in long-term conta¢
laging for 5-10 years wi the SE sevice povider.

Various views were listaed asreasaos for a good cortact with pattners, for exanmple, accuate
datadoaumentaibn and communicatingthis to the funding agency(H) and pleasantatmos-
phere(A) were mentimed. Someelementsvere present in all cowntries. The mostimportant
of thesetha werepresert in the repats abou four countries (A, S, N, H) were co-operative
problemsolving and participaion in co-operaive developmentMoreover, acive and con-
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tinuous conact edadishmentcameup in two countries (CZ, H), similarly to accurate data
documentabn and commauicaing thisto thefunding agency (N, H).

In relation to possihilities for improving co-operaion, different suggestioa were made.Na-
tional features alsobe@meapparat aswas the casein earier stagesof the QUIP prgect. For
example,in Austria the mostimportar obstacle to co-operationseemedto be the high turn-
over rdesfor job coates.

It is interesting thatin the Czechdatait appeas tha co-operaton would bendit if finances
were able to sper moretime with the SE servie or with co-operaing with the SE service
provider The Hungaiian resuts already draw attertion to the lack of a nationd framework,
since the finaner identified the improvementof co-operaion between NGOs and the gov-
ernmentasa possihility of improvingits relationship with the serviceprovide. Linked to this
is thefinding of the British sunmaly thatidertifies the developmenbf a frameworkfor pro-
viding SE seavice asthe necesarydementof improvanent. While in Hungarythe mostim-
portant expectation is the establishmentof the framework,in Britain suggestioa were made
for its development.

This remarksuppors a claim that hasalreadycomeup severatimesduring the proect Ac-
cordng to it, canddate countries just aswell assomeEU courtries are significanty behind
counties like the UK, Norway or Austria in the developmentof a natond frameworkfor
providing SE servie. More informationabou this topic is provided by the factthatin the
field of SE only the UK, Norway and Austria have naiond (Norway, Austria) or regiona
(UK) policy guidelnes.

8.3 Aimof SE

All those quedioned consderedthe aim of SE savice generdly known. In listing the ams
andclassfying themthe harmonywith the aimsof the oganisdionin question (financhgand
legisktive aims)was highlighted.The resporsesof the different courtries are summarisedin
Tale 45.

In the majaity of courtries, employmentin the ordinary labour marketwaslisted asthe first
aim of providing SE service. In severalcourtries this was supgementedby the explandion
tha it is animportart aim becageit contiibutes to the sodal integraion of pe@le with dis-
abiities.
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Table45
Country Aim of SE
Austria * New jobs in thefirst labourmarket

Maintaining enployment contactswhich are in dager of being taminated
Subtarges

Intersive, talor-madework with the cliert: motivating the job seeker, kmehow about
the regimal labourmarket sitation etc.

Functioning netvork of relatel services, foexample: Clearing atschoolswork asis-
tance, job oachirg etc.

Social inclsion throwgh integration into he firg labourmarket

CzechRepublic

promoting social intgration

fighting agédnst discrimination

fighting agdnst exclision

promoting enployment/decreasig unemployment

Hungary

to find a pemanet* job for & many peoplewith disabilties (pvd) as possible irme
first labourmarket

to promote social intgration

Norway

themost importan aims are to help joseekers in a prop&ray to get ad keep oréhary
jobswith a salay

result B often that job seekerget a partime job, combimig salay and disabiliy insur-
ance

Spain

SE promotesocial intgyration of peoplewith disabilities (pwd)

United Kingdan

promoting social intgration

 fighting aganst discrimination
¢ helping to decrease ungloyment

Theimportane of finding long-term employmentwasemphasiseéh amostall of the coun-
tries.However,“long-ternt haddifferentmeaningsn different cortexts. For example, oneof
the Hungaian interview partners considered a six-month long placementto be an accepalde
andlongtermresut. In his opinion a personwith disabiities cangainvalualde experencein
evensucha shot period of time. This experiencein turn will hdp him/herto find longerterm
employment step by sp.

In two counties (A, N) retaining the job surfaced as anam. This is a very intereging isste
becase,for instarce, within the Hungarian systemthe SE savice mainly supprts the place-
mentof unemployedoeopk. In relation to this, in two counties(CZ, H) redwcing unanploy-
ment was ex|ititly listed as an @an of the SEsevice.

Thus, in eachcountry thetargetgroupof the sevice is corsidered to be differert, depending
on whethe pemle with disablitieswho areadyhavea job but needhelp in retaining it are
targeed.

A further interesting conclusioncan be found in the Norwegiansummary. It emphasisethe
depemience ®the naure™ (working time and satg) of thejob on tfe peson wth disahlities.

19" Here, by the naure of the job only the working time and the correspondingsalay are meart. It

does not, havever, refer tohe type ofwork, i.e.whethersomeone $ a cleaner, a porter arkitchen
hand.
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This meansthat the persan’s sdary ard working time are very important, but the type of
work, suchas the paosition of the pason shauld also be consdered. Theyregardparttime job

placementand multiple financingof sdaries accefgalle, too. By the latter we meanthat part
of the suportedemployee’s dary comes fom socihbeneits.

The condusion alout part-time placemenis suppated by the pradical expetience of andher
county (H), too. There, the majaity of clients quesionedduring the project worked in part-
time employnent.

Socid integrdion wasidentified asthe secord mostimportantaim in 5 courtries (A, CZ, S,
UK, H). At the sametime, it is obvious thatnat al responént put social integraton in the
first place. In relation to the isste of sccial integrdion it is interestng to mentia thatin two
counties(CZ, H) the questions of fighting disaimination and exclusion andensuring equa
oppotunities were raisedas aimsof SE. Both thes countiies are EU canddate countiesand
haverecerntly trangeredtheir pditical systemsfrom socidismto capiflism. It may be proof
of the fact thatin thes andsimilar countiesersuling equaloppotunities for pegle with dis-
ablities hasnot yet bea achieved.At the sametime, sucha finding suppots the condusion
ariived at edier, acordng to which n these coumtries the so@l side of he sevice is of gret
importane.

In contrast, in Norway andthe UK the finances unanbiguouslyestablshedtha the SE sa-
vice isfirst andforemost dabour marketeyvice.

In the Austrian report the main aims of SE were dividedinto subaims. This showsthatit is
usefu to specify sub-aims in ordeto evaluse thesuaess é an SEsevice.

The Nawegian reort wasa good example for ik, wherethe chaacteristcs d the work were
broken downnto sub-categoris.

A furthe exampleis provided by the British sunmary. It contans a statementthat lists the
develpmentof the improvemenif the respondility of the personwith learning disabiities
as anmportant dement ofsocil integraton.

Sub-categoriedor the important aims of SE were formedin eachphase of the project The
resuts ae summariseih the “Quadity Criteria” devebped h the couseof the QJIP projedt™.

The elementscollected by the finarceis and legidators fit into this sysem of aimsand are
similarto theaims aticulated by othe gakeholersin the SEservice.

In relation to theaims there wasa question about when the SE service isconddered to be su-
ceséul. All thosequegiond idenified successiul job placementasthe mostsigrificart crite-
rion of sucess It is believed that the SE service can fadlitate sccial integraton in various
ways, but itegrdion through employment isits main oledive.

Czechrespomlerts clealy distinguishedbeween ertering employmentasa swccesscriterion

andoffering addiiond sevicesprovidedfor clients It wasconsicerel to be a succes if cli-

entsrecaved the hdp they neededThis indicates tha while in the mgority of the counties
the finarceis and legisldors congder the SE sevice a labou marketservice,for the Czech
policy-makersfunding agencis the saia part of the serviceis equdly importart.

Also, an addtiond success criterion was mentionea in the UK, i.e. tha the client becomes
increasngly independat as a resut of using the SE service Here, ther is a dired link be-
tweentheatticulated aims ad thejudgement ofucess.

1 Quality criteria for providing SE were collectedas a resut of the QUIP prgect, basedon inter-

views with different sakeholders.
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Therespamses collectedin all the other courtries suggesthat athoughthe aims of the SE se-
vice cover awvide range ofarea, hey are otin accordance \ith theofficial sysem of succes
criteria. As aresul, theasgssmentf the swccessof the savice by thefunding agencyis ca-
ried out in a relatively corfined area. This might causeprodems when atempting to asses

thelink betweensucessand finandng. The successcriteria idertified by therespondets are
summarisedn Talde 3below.

Table46
Country SE siccess criteria
Austria » complingwith the contract between the SEitiative and the Fedeal Cfficesfor Social
Affairs
» other:

e continuouws reduction bsupport

» job meetng theneeds oftie job seeker

« clients identfying with a certén job, qualification (especiall for young people)
« satigaction of the job seeker

* moativated SE tem

CzechRepublc * jobis found, client becmes hdependent and seies the plee in thefuture (vhat does

this mean?)

the client and bat the dent can find suchhelp”

Hungary » sustaned enployment

Norway e getting people into ordingrjobs
« job seekers get asmmon working conditims as possible
 the job coaches haveittain succeedig with thework they do

Spain

United Kingdom |« getting enployment, personatesponsibiliy
» sustaned enployment
* person’s avn response

8.4 The proces d SE

When examiningthe elementsof the SE service,financess andlegisldaors were firsty asked
aboutthear knowledge ofthese &ements.

On the one hand, finaners know the steps of the SE proces very well since without sud
knowledgeit would beimpossble to deerminewhether the servie wasworthy of finandng.
On the otherhand, a muchmorevariedpicture is found whenas®séng the knowledgeof the
SE processof the legislatas: in somecounties (e.g. in Hungary)they havedetiiled know-
edgeof the whole proces, in others, dependng on the legislatar, thelevel of familiarity with
this praces difers gredly.

Consequetly, it is quesionable how legishtas can provide a sutable backgroundfor this
kind of sevice withou detailed knowledgeof theprocess. Mogover, itwould beimportart to
know how legidation and the practice of SE servies can be hamonized.Sud a quesion
posessmallerprodemsin countiespossessing a naional frameworkfor SE service provison
becasein ther casethe agreementbetween the frameworkandthe sevice is at leastpartly
achieved.However,duringthe QUIP projed it beameobvioustha courtriesna yetposses-
ing a naional frameworkfacemoreseaiousproblems. In their caseit is therole of legisldors
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to creae somekind of anagreementHowever,without thoroughundestandng of the system
of SE, his might causeiffficulties.

In Hungarythe SalvaVita Foundaion triesto asset influenceon the legidators by persondly
informing them (i.e. lobbying). The Founddion aso intends to initiate commondevelopment
prgecs, with pdicy m&ers inthefuture.

The other important condusion of invedigating this areawastha responent do not neces-
saily seethe swccessof the SE servie in any of its particular steps,but in the characteristics
of the whde process The respmses given to the different successfactors of the proessare
sunmarisedin Tale 4 below. Amongthesefactars we canfind the tailor-madenatue of the
service which was mentined infour gudies(CZ, N, S, H).

The othe importart feature is the involvementof the family and environmentof clients,
which wasalso istedin four courtries (CZ, S, A, H).

In this respet, thereappeas to be a signfficart differencebetweenthe courtries involvedin
the QUIP project. In someparicipating countiesinteview partrerscondgder the involvement
of parerts an importart priority, andthey are indeedvery active in mobilising them. They
consder it an inse@reble componenbf the process(CZ, H, S, A). At the same time, in the
pradice of other countiesthe contactwith the family is only partof the SE servie in cettain
judified stuations(N, UK).

Thethird mostimportart feature is appropriatecortad with clients and other stakeholars(A,
H). Forinstance, in Austria it arenot only the cortads with employersglients ard the family
tha are mantioned, bu dso those with otherorgansatons.

The following elementwas corsidered important in one county each good atmosphez
within the organisaion (A), coninuous contact within the organisation providing the servie
(N, H) andtrug betweenclient and job caach.

Apart from the genera chaaderistics of the SE service, finaners also defined the elements
tha theyconsder tobe of high priority in view of the succassof theseavice. In Norway, Aus-
tria andHungaryregpondetsthink it importarn to conductan asgssmenss to the need and
ablities of cliens. Moreover, Norwegianregondets stres®&d the significane of locaing
new employersand the follow-up of the proces. At the sametime, Hungarianrespmderis
thoughtthata trial work period is importart beaus it providesa charce for a better evalla-
tion of clients (i.e. what they like, whatthey know and whatthey are cgpalde of doing). This
alsohelpsto prepae diens for red jobs.

In summaly, it canbe observedtha apat from assedng the client therewas no other eement
in the SE processthat both finance's andlegidators thoughtto stressin view of the successof
the ®rvice.
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Table47
Country | mportant steps/taks in the SE proces
Austria » co-operationwith the job seeker (“secuyit)

co-operationwith the canparies and the collepies
functioning ceoperation bateen diferent rel@art organsaions

figures & “cases” ad employment arrangenents ayreed upon intte contractshauld be
met

supportwith organisatianal matters

co-operationwith other relgant protagonits (e.g. tedgers, parents)
handling of person'sdata letween differert organgatiors

clearing job seekerprofessimal perspective

functioning asignments

social support outside thenployment environment

CzechRepublic

most important is lhe client-oriented character of SE
real cooperationwith client and family
an amosphere of trat and openrss, possibity of choice ae impartant for good service

Hungary

selecthng and convicing the enployer

preparing enployment

trial work — sutable persondr the jd

preparing the cliet and heworking ervironment
continuous personal Hp for the clieris— time limit problem

Norway

that he job seeker gets themptunity to say what is importantfor him/her

get to lnow the job seeker bgeetng him/her in heir privae sphere (get tortow the
job seeker as thpersorhe/de is)

important tovork with the enployers ad find suitablework places according to the
different abilities and needsfdhe job seekers

the gegraphic dinenson: Sanetimes, here arenary possble anployers (e.g. in d¢ies)
andyou might not have towork so hard to fid a suiable job In other placeswith fewer
employers, itmight be necgsary towork harder to find jobs

Spain

United Kingdan

8.5 The chaacteristics of a job coach

Respondets defineda wide rangeof characteristics job coaches should possess. The arswers
were summarisedhd groyped by coumy and ae sown in Tabde 5below.

The respmsescan be divided into two larger grougs, into the so-called sdt skills of job
coacles awl the profesgonal atributes.

The formeris built up of a variety of characeristics, wherebythe detailed desciption varies
from responden to respndent. The chaadelisticslisted here are,e.g.commitment,tolerance
andpaience. Traits tha werementioredin all courtries were empathyor respoisivenessand
good conmunicationskills.

In relaion to perond characteistics, the Czech repd staes thatfinancers condgder soft skills
more importanthan prdessiond knowledge whems®sshg the pepaedhessof canddaes.
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The secondgroupof professicnal chaaderistics also showsa varied picture. Several country

repats state theimportarce of knowing the demandof the labaur market(H, S, A) or beng
aware 6 educational andtraining pradices.

The Austrian repat mentbnedthe professond experience of job coadhesas an importan
consderation influercing their suitahlity for the job. This is all the moreimportant beaus
for the SE savice providerin Austria paticipaing in the study— butalso for SEin Austriain
general-thetumoverof job coacles & a ligh-priority problem. Among othersthis coutl ako
be inked with the fact that job cacles ek prdessioral training and exprience.

Findly, it isimportart to point out oneof the condusionsof the Norwegianrepot. There, the
finance cals attention to the fad tha within the sevice provider it is not so important that
eachand everyjob coachpossesesall the ne@ssry qualfications andchaaderistics for the
job. However,the job coah teamswithin the organsaton asa whade shoud havea good
mixture d the requiredqudifications.

Table48
Country Job coach skilk and characteristics
Austria » Soft Kill s

e Econanic Level

¢ Ability to negotiate

» Econanic understading

¢ Psyto-socialLevel

* Sendiveness

» Self-corfidence

¢ Pgschologicd understandig

< Ability to cooperatewith different orgarsatiors
» Ability to collect iformation

¢ Personamaturty

¢ Ability to cooperatewith cusiomess

» Ability to copewith setbacks

¢ Knowledge/Trainng

e Econanic Level

» Knowledge aboutridustrial law

« Knowledge abouthte labour rarket

« Knowledge aboutubsidies

* Work experience

e Training in the econmic field

« Knowledge about occupatial matters
» Psydho-socialLevel

e Training in the pgcho-socialfield

e Training in thefield of people vith disailities
 Interview and courselling tedniques
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Country

Job coach skils and characteristics

CzechRepublic

« The mostinportant arele sdt skill s, thehuman feaures.

o Soft «ills

» Social skils, empaty, tolerarte, perseverance, mounicaton skills, listening, respet
fulness, creatiity, patience, ndependence

¢ Education and spd information

< Education i the sociakector, Social/pghological edication, Pedagogical edation,
Knowledge ofsystams of actve enployment policy measires, besfits and pesiors,
knowledge of seviceswithin the region

Hungary o Skills
e empatty
« ability to cooperate
» patience, tolerance
« Knowledge to be developed
¢ good conmunicaton ill s
» professional ¥perience (pgchologicalknowledge)
Norway ¢ The composition fithe job cach tea is most important.
» Communication and socialskills seen to be themog imporiant ill s/charactestics.
* empatly
« psycholagical insight
» working experience
» experience oWorking with disabled persons
e practicaly inclined
» social skils (e.g. able to ammunicate ad cooperatewith others)
» concernd about job seekers’ resouragaesre han problens
« be able to workvith mary things at thesame ime
» have he ability to find peoplés potentids, what they are god at
Spain » Flexible, traned, innwative, patient, kowledgeable bcommunity resource andhow to

make hem accesible

« Knowledgeable of wd, Knowledgeable of laboumnarket, tained to apply SE téoolo-
gies,with ability to mediate ltween employers, pvd and families.

United Kingdan

* vision/focugsensitivity/enablemert (the personri theshadav)
¢ knowing when to speakad when to be quiet

« markeing-analse jobsteach jobsunderstading disability

» agood care cordinator

8.6 The strengths of the SE sewice andareas of possible improve-
ment

Accordng to theresponants, a genera strengthof the SE savice is thatit is able to achieve
its aims (seepoint 3: job placementandsoadal integrdion — S, N, CZ, A, UK, H). The Aus-
trian suvey emphasissethat eventhe numercd dat showsthat this is a succesful andeffec-
tive sevicefor theintegrtion of peopk with dsalilities thoughjob placement.

The secord mostimportantstrengthis the fad that the serviceis tailor-madeandflexible (S,
N, CZ, A, UK, H). This makesa quick readion to problemspossble. In the opinion of the
respamderts it is important to react to emergingprodems quickly and thus they think that
flexibility within thesavice andthe aganiston is indispensalbe.
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In relaion to this the Norwegianreport uncedinedthe importarce of the fact thatjob coacles
were dways easy toeach,whichis abasc condtion for a quick sdution to problems.

Oneof the areas for improvementis the professonal knowledgeof job coates.lt is a promi-
nentdanger thatthe qudity of the servicedepedsto too large an extent on the professond
knowledgeof job coaches. This wasidertified by five countiesin someform or anoher (S,
N, A, UK, H). Swch idertificaton indirectly suggestghat the qudity of the sewice depads
on the professond knowledgeof job coaches.In the Norwegianreport such dependene was
viewed as a ekement cotributing to the vulnerbiity of the piocess.

The lack of awaeness of the serviceamongemployes andin sodety in genea wasatticu-
lated as a weaknessn two courtries (H, A). In the respadents opinion, PR aciviti es ad-
dresing a wigrrange ofpeoplewouldbe neesay in this field.

In two counties (N, CZ), anotler elementidertified as an area for improvementcorcerred
the“job coachclient’ contact. A high degreeof degperdencebetweenjob coachand client was
consderedto be animportantweaknes of the service As areallt, if the job coach leavesthe
processaltogetter, theclient might feel his position endangerecénd congqueily longerterm
employment forthe dientmight be qustoned.

Apart from the abovementioned areas of strengths and weaknesseregondents idertified
numerousothers.Moreover,depending on outside fadors someof the strengthsappeaed as
weaknesses some coumtes and vie versa.

For example,while in Great Britain the SE service was corsidered ascheap comparedwith
similar servies, in Span andthe CzechRepblic the high coss of the savice were men-
tioned asweaknesss. Also, while in Austria easy accessandthe already exising networkof
SE provides were consdered to be strengths,in Spain difficult access and in Hungarythe
lack of angwork of SE poviders wee mentimed & dawbacks.

It can be seenfrom thesesuggestiongha apat from the identified common elemens,
deperding on the naional SE frameworkand environmentalfactors different strengtls and
area ofdevelopment we idertified by theegpondens. The sunmary of thee @an be senin
Table 6 bdow.

Table49
Country Strengths of SE Weaknesses of SE
Austria « working on he spot (“direct catact”) * high gaff turnover
« serstivenessfor the indvidud case (“tailormade | staf lacking experience
packages”) « staf lacking job knav-how
* promoting the personal devepanent of the clents |« at present not emgh organisaions dfering
« extersion d the “nomal network” (e.g. Labour this service
Market Service etc.) « “waiting lists”
* easily accesible « staf lacking trahing

* “close to realiy” (jobs on the first laboumarket) |« too much oriented bwards soil policy

arrangement”) « lacking pemanent PR
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Country Strengths of SE Weaknesses of SE
CzechRepb- |+ compleity of provided care?) ¢ closer ceoperationwith labou offices i miss-
lic « troubles orworkplace are sokd inmedately ing

« reflects cliet's and enployer's needsad pio- * quite expenive sevice

videsfeedback * not enogh conseqgental senices

« open to differentypes of dishility « saometimes t seens that asistantswant to find

« eliminates discrimination job more tha clients (difficult to recognize reg

« helps to open socigto peoplewith disabilties clients wishes)

. respects indiiduality . sty of gssStant on hevyorkplace is nomen-

. , tioned in an law (possible troublesicase of
 helps cliat to find work o . .
i ) . injury, insurance, copetencies)
* assigans hae enaigh time for clients » wed client's position o theworkplace &er
leaving
« demotivating role of sublies
Hungary e concentratig on pemanet job ¢ lack of lgislation
» promotestie develoment of communication of  lack of long-termm funding (terder system)
the clients « not known among employers (is ths right or
« givesworking experience what ismeant?)
 helps climts adapt téheworking environment ¢ lack of profesional baciground (eduetion is
+ helps cliets and enployers not sificient)
« provides help to the frieds anl family « in Hungary only special targegroups arer-
« engures treanent d the individual cases volved in he SE serice (mentally disabled
» helps he family baclground (rultiplication efect, people)
improvenent d individual living canditions)
Norway  possibility of integrating people into orichary < vulnerability when te job coah teans are
work small
« can gie good follav-up to both job seeker and |+ job seeker can g&ery connected/depedent
workplace, both practical arsibcial support on the job coachdezause of th close co
« flexibility in the sipport fram job coach &d hoc operation/relatiortsip
helpwhen andwhere it is neded) » sametimeswhen the job seekds on higher
« job coaches arvey available own (after the 3years period in thenitiative),
« are able to workvith few job seekers he/se cart manage to keefe job because
« can be outvorking directly on the job seekers’ he/$ie Cé_ﬂ do Wlthout.the SESLppOI’t. ]
working places . yulnerabmty when he job coahes quitheir
« good knavledge of he laboumarkets cemands J_Obs ] o )

* in same caseshe integratia in ordinay work-
places leads to the role of méscot” for the
job seeker and not to thetégration of him/her

Spain e support & zero rejection it depends on the rudeof he market
« individualised support e temporary catracts, to takehe available jobs
+ on the job traing etc.
« looks after personaluonany « difficult to appy to peoplewith greatneed of
« working with families support and if so it imore expensve
e accompaimen to labour intgration
United King- |+ working-away from day centres « staff can becane toomudh of a role model
dom

« arole model overauing fearof disability
« individual focus based on outmes
« can be cheaper in theng un

¢ danger of overdentifying with the ndividual

» overdependentritrinsic ravards are vey pa-
sonal- can expect tomuch from an individual

¢ limits choice?
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Seleting areas for improvement is in close connection with the idertified strengtls and
weaknesseRResponaent formulatedimprovanentpotentials in relation to the alreadyidenti-
fied areas.Thus, answe's to the quesionsfurther supporedthe deailed findings above As

it can also be sea, respmsesvary from country to county in agreementwith idertified
weaknesseddowever, sgnilarities coud dsobe foundhere.

In countries where the natonal frameworkconnecgd to the SE servie andlegal background
doesnot exist (CZ, H, S), finance's andlegidators see this asa potential areafor improve-
ment.

Thelack of stable, long-term finandng wasidentified asa generalproblem in four courtries
(CZ,H, A S).

Respondetsin severad countriessee a stong development poteat in the taining and furthe
eduation of job coacles.Thisis in agreementvith the eatier defined weaknessaccading to
which finarcers believetha the qudity of thesaviceislargelyinfluercedby the profesgond
and genelleexpelierce d job co@hes.

Additiondly, in severalcountiesthere are recommerdaionsto improvethe PRacivity as®-
ciated with the SE services to improve ther visibility, this was also mentoned amongthe
weaknesses.

Table50
Country How could SE in general beémproved?
Austria * better trainig

» selection of dents

 avoiding the“oversaturaion” (for exanplewith PR) of enployers

* more nteraction with employees (i.e. more PR)

* more orgaisaionsshauild provide Supported Empjment

» longertem cantractswith the Federal Office for SocialAffairs

* new “figures ofsucces” within the cotracts

» better differeriition betveen a “real clien” (with an official SE-contract) andHose
people o only recevve cownselling

* no “waiting lists” (At present there are sme intiativeswhich are not able to pvide
their senice for eveyone agkingfor it) “At least sane sort of clearig should be po-
vided ther.”

CzechRepublic

missing

funding SE

» real Czech stadards of SE, ahdards thdfit for Czed corditions (“Actudly there is
only a trarslation of Nowegian standards in se.”)

Hungary  legal baclground shotd be clarified

» SE shald be integratechito the laboumarke services [1 possibility of pemanentfi-
nance

 there shald be SE serviceslabver the coutny
» modeling the processwhat knd of disabled people are be enployed ingiven jobs?)
» extersive canmunicaion of the model to luman resource manaers
» education oftie job coaches should baproved
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Country How could SE in general beémproved?

Norway « offer SEalso to other winerable groups, e.g. laptem unemployed people and people

of foreign origin

e SE could offer anore diferertiated support to, e.g. pgle with ps/chiatric disabilities.
Give them the opportunif to gartworking maybe one dg aweek overa lorg period,
and tha increasetito severatays when they feel morefamiliar and securevith the
work

of social afairs, the local heah care gstam)

« more hformation about SE to possiblenployers n sociey. This may encouage sone
of them to try out the hitiative

¢ increase and/anaintain the job coaches’ quéitations (hejob coaches askishfor
more quéif ications onmarkeing)

Spain * new regulations topromote his s/stem of labour inegration

« moresupport anddndsfrom Administraticm/Govenments

United Kingdan |« SE as a coachinsevice

» recognisevalidity of role not jusfor vulnerable people but input oferyone’s devé-
opment

e getting messajes out ad about

* “Access towork”

* more trahing to cary outsugport

basis

8.7 The ewaluation gystem for SE

If we look at the evaludion systemdor SE in eachcountry, it canbe sad that their bags is
very similar. However,individual and spedfic sdutions or implementabnsare foundin dif-
ferentcourtries.

At the sametime, in one of the cowntries (CZ), the evduation systemfor SE hasnot yet been
devdoped.lt is, in fad, being developd at the moment.In the CzechRepublic appications
for finandng are evaliaed however after an application is consdered swecessfu, no further
evaluaion is doneor requred. In contras to this prectice,in the other five courtriesthereis a
system of very comprehsive and egularevaludions.

In all the fivecourtries menticmedabove apgicarts haveto handin monthlyreportswith sta-
tisticd data(e.g.thenumberof job placements or @nts induded in thesevice) relaedto the
SE servie. The daa is broken downinto categories basedon thetypesof disakilities. Thisis
used a a lask for evaliaing the suces andefficiency of the rvice

Additiondly, variousorganiséions andfinarcers in contact with the different types of sa-
vicesprovided requre written reports at differenttimes.Repors may needto be writtenwith
theregulaity of abou two to six timesa year.Swch reports uswally askfor morecomprehe-
sive statistical sunmaries.ln someof the counties,reports of this type cortain a professond
and afinandal review(H), too.

In eachcountry an anrual sunmary report of achievementsis required. In almost dl cases,
such areport must be spplemented wh afinandal review.

8¢9
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In addition to written reports, with the excepion of two counties (CZ, UK), site visits are
conduc¢ed everywhereThere are two aimsof site visits. The first type of aim is mainly to im-
prove co-operaton with the SEagencyIn counties (S, N) where the am of the annualreport

is to improveco-operaion, the ojecive is to evaluate the work togetherard to discusstasks
to be anein thefuture.

The seconl type of am is party to jointly evaluatethe SE provides’ work. However,alo
samplingthe documentsand thenchecking themis part of thevisits (espeially in Austiia and
Hungary).In thesecases,both the contol of the clientrelaed and finarcial documentsare
caried ou by thefinance.

Thereviewsmenionedabove areundetakentwice a yearat dates agreeduponin advancejn
givenintervak (A, N). At the sametime though,for instarce in Hungary,the contract of the
organisgéion providing the SEservice dbws for thepossbility of a site visit, it doesnat make
it compulsoy (S, H). An intereging condusion is that in countiesareadyhavinga nationad
framework for poviding &E servies, #e visisareplannedregulaly.

It canalsobe seenthatin countieswhere the national frameworkfor the SE service has al-
ready been devebped (N, UK, A), the individual evaluaton of a speific organisaibn is
linked 1 the ndiond evaluation system.

In generalnextto thelocd andregiona daa collection andevalaion a national evalwaton
system is at wik, too. Fa this system datare proviced by SE agencieyo.

However,a natond evalation sysem is built on collecing a wider rangeof dat. In the
Norwegian systemaiond surveysare caried out, wheres inthe English systen the evalua-
tion sheetsfilled in by clents have ammportant role.

In summaly, it need to be emphasised thadaHlishing nationa evaluaton sysemsshouldbe
on theagendan the nar futurein courtries wrerethis is nd yet he @ase.

When examining the indicators of the evallation, it canbe seen that finances in all of the
mentionedcounties are endeavoung to evalude the SE sevice bath quanitatively and
gualtatively andare trying to developindicators meauring quanity and quality regpedively
with varying degreesfesuccess.

The Austrian and Hungaran repats undetine thefad tha financers till corsider it problem-
atic to as®ssthe quality of the SE service.Hungarian finance's seean enamouspoteriial in
developingthis side of the servie. They considered the needfor creaing a fairly complex
evaluaipn sysem to be the maost importantproblem. Also, develojng sucha systemwould
requre more money from financg, and & the @ame tmemore work on the paof the uses.

In relaion to this issueone of the Austrian finances saidtha in a greathnumberof case the
finance doesnat haveacessto a reliable methodolgy developedto evalwatethe qualty of
the ®rvice.

In relation tothe evalwuation of quality, the Norwegianrepot expresses that at preentdefining
the quality of the sevice poses groblem. Thisis beausedifferert patners corsider different
gualty criteria to be importart for them. The presert project may provide help here,through
the quality criteria definedin its couse

Basedon Appendx 1 containing the summaryof the differentnaional evalaion systemsijt
canbe sea tha the SE savice hasgenerdly acceped indicatas. Sud are,for example the
numberof clients whosejob placementvas swccesdul or the lengthof time spent in the se-
vice. These genellly acceped indcatas ae for the nostpat quanitative and réer only ind-
redly to the quality of theservice a na a dl.
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Indicatorsdevelodto asgst the evaluaton of the quality of the SE servie promotea much
narrowerview. In agreatnumberof cases the point of view for evalwation is markedasqual-
ity criteria in the answes givenby thefinance's (for example,goodco-operaion andconmu-
nicaion amongpartrers). These arghowever mostlyindicaors thad are notusdul for evalua-
tion. Sch respongs suport the contusion arived ateatier, i.e. tha the evaluéion of quéity

canna only be boken down intaquariified indcatas. In contrat, it requres hedevelopment
of a @mplex evaluaon sysem, and ira greanumber of caesa new methodogy, too.

At the sametime, in three counties (UK, A, H) a new elementappeareal in relation to the
gualtative evaluaton of the SE service.This canfadlitate the evaludion of qudity to a great
extert. It is the cdlecion of feecbackfrom partrersand measuringheir saisfaction. In Brit-
ain a smilar evalwation system hasalreadybeendevelopé at the naional level. In Austria
andHungaryfinancers mentimmedtha partner satisfaction will be incorpaatedin the evala-
tion systemin the future. Furthermore the Hungaran finance has been suppating the adg-
tion of quality evaluaton criteria for two yearsat the SalvaVita Foundaton, which hasfo-
cusedon measung the siisfadion d clients and olleagues fol long time.

As qualty, alittle smplified, meansnothing else than satisfying the expressedand|latert ex-
pecations of both clients and suppaters the typesof sdisfaction measuremenmentioned
above might play an impamtrole inevaluding the & servie.

It needsto be noted here that when ddfining qudity in generd nat only patne or cusbmer
criteria aretakeninto condderdion, sut aslegal compliance,appoptiatenessfor use,or sa-
isfying socal and envirormentalcriteria. The® are all equdly importart (deding with the
field of qudity developmenthe 4 + 1 levelsof quaity areidertified: the first levelis legal
compliance-thesecoml level is the appopriatenessfor use— thethird levelis satisfying spe-
cific client neals— the fouth levelis saisfying latert client need + the lags additiond levd is
taking socal consderations into acourt).

8.8 The finandng system for SE

In relaion to finandng, a very importantquesion, which hasalso been mentionedalove,
arisestha influenesthe form of financing to a greda extent The queston is whethe Sup-
ported Employnent isa saial or alabour market arvice?

The type of funding ageng dependson the main focusin the respecive courtry. In most
countiesthere is a mixedsystem of finaging involving several agemes.

In countreswhere the naional frameworkfor SE hasalrealy beendevelopedUK, A, N and
in this ca® S too), potential financeas haveal® been defined. In the CzechRepubic and
Hungaryways of financing arena cleaty definedand a systemwith mixed financingis still
being developd

At the sametime, it aso needsto be mentbnedthat sincein Hungarythe presen government
consders SE serviceto be a labour marketservice,the quesion of who andhow will finarce

its sodal aspeds israised. This is a contradction beausein Hungarythe sccid aspeds of SE

are also emplasisad. Answering this quesion on funding is one of the mostimportant tasks
for thefuture.

When evaluding the financing systems,the most importantproblem encouneredin each
county regardlessof its national frameworkor legalbackgrounds theissueof one-yearcon-
tracts

At the moment,in each of the courtries SE service providess haveonly oneyear cortracts
Given ths system, servaprovidess find it difficult to formulat longterm goals.
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Very oftenit canna be predicted wha exacty the finances agreeto suppat when undetak-

ing the finarcing of the sewice. For instane, whethertheywill finane the further educaion
of job coahes orintemal quaity development, ashdso to wha exten.

Severalfinarcess regared improving the current short-term finandng systemas an areaof
potertial development, whah further suppats tre view thatthis probdlem needso be aickled.

Estali shing naticnal frameworkscould play animportart role in this, espesialy throughthe
devdopmentof detailed strategicplans. The provide input information for the SE provider
for outlining its own bngterm plans.

In relation to this issue,other patertially significart factas are co-operaton beweenfinarnc-
ersandsenice provides in the developmenbf strategic plars andthe discusson of former
strategicplans. The practical elementsof this already exid in seveal cowntries in aninformal
way.

In summaly, it canbe corcludedthat athoughin somecourtriesthe framework for finandng
the SE savice hasnat yet beendevelopedbath financersandlegidators consider Suppated
Employment and & financing to be imposnt.

Furthermore althoughthe countiespatticipating in the progect havediff erentnaiond frame-
works (e.g.legal background finanéng system hetworkfor the sevice), onecan find a gred
number of lsic featuwessharedby all o them. Theehave beenekcibed in ddail above.

At the sametime, numerouddifferent methals and applicaions have beendevelopedin the
variouscounties,which could provide pradicd idess anda goodbask for improvementfor
the dher countries.
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9  Quality in practice— Bringing stakeholder views orthe
quality of SE together

Charlatte Stimpd, European Cente for Saial Welfae Polcy and Research
(Austria)

This chager bringstogether the mainresuls of the differentphagsof the QUIP prgect It is
basedon the previaus chapters, the Eurgpeanprojed meetingsaswell ason the final confer-
encein Budapest. Its aim is to sunmarizethe main discus#ns during the course of the pro-
jed, to identify crudal paintsin the developmenbf quality in Suppated Employmentandto
preentremmmendatios for posible improvements.

After discussng somemethodologial issues of the project, the chgpter goeson to sunmarize
the mostimportant views on qudity of SE from the point of view of the individual stake-
holdes. The mainfindings of the projectwill be presntedaong outcome,processandstruc-
ture aspeds of the qudity of Suppated Employment,tha are summarizedn the last sed¢ion
on contusions andremmmendations.

9.1 Overview of stakehdders’ views

9.1.1 Job coacles

Theview of thejob coactes on qudity of Suppated Employmentin geneal encompassesl|

levels of quality criteria (outcomes process strudure). As with other stakehaders, one of
thar mainfocuses is on finding a job with the job seeker on the openlabou market,but also
aspets of empoweringthe job seekerand suppating him/herto makethe right choicesare
relevant to tem. They also have a detddloverview of the paes of Suppaed Employment
andalsounsuprisingly, the mostdetaled view of theframeworkcondiions theyneedin thdr
organsdionsto doa goodjob.

In somecaseqe.g.Norway) it seeme tha job coacles’ statementswere very closeto those
mentionedin natond, regional or agencyguidelines. This raises the quegion in how much
the job coathesvoiced ther persoral views or focused more on the “official” agpecs of SE
tha theywould be expeted to adhee to.Posibly, this reflects alack of consistent or detailed
guestoning on the pat of the irterviewersor a weaknesi the qestonnaire.

What are job coachéguality criteria?

The mostimportari focusof job coaches is geting people into work on the openlabour mar-
ket Themain aspetsare alongtermplacement, pad jobandmairtaining a job. Thecenta
isste is the job math, i.e. “the right job for the right persm” and thatjobs are matchedndi-
vidually to coordnate the job seskers’ abilities with the requrementsof the job (“help to
achieve pesond dreams iremployment”).

Apartfrom thatsuppating thejob sederto makehisher owndedsions userinvolvement,to
enabek job seekersto take steps towards ther indepermerce— e.g.“to hdp the job seekerde-
velop an adut’s lifegyle’ ” — andthus toenhancethejob sekers qudity o life ae qudal.

All in dl, job sekers’ satisfacton, which meansposiive feedtack on the SE process ard
his’her saisfaction with thejob, is dso see asbeing important.
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Also, thefruitful co-operation with dher institutions and parners like thejob sekers’ family,

working togetherand keeping up good relaionships with employers,cogeratng with other
services andwith pdicy-makes is s&n asa key to gality in SE.

Jdb coaches in mostcourtries agreeon the main elementsof the processof SE (see qudity
criteria in the anne). One of the most importantaspe¢s seemsto be “defining the right
amountof suppot at eachpoint in time”, but also communicatingto co-workersandfinding
natual suypporters is a key poihhere.

Jdb coaclesare alsovery clea and detail ed on the adequateorganisationa framework neces-
saryfor themto do a goodjob and namea wide variety of these conditions. Theseare clear
organisgéiond guiddinesor stating clearcompetenies. Working conditionssuchasadequate
wagesautoromy andcaresr oppatunities are not only importarn for supported enployeeshut
equaly relevantfor job coaches.

What do job codues se as barriers to quality?

There are a variety of problemsthat job coactesare confronted with in ther jobs. From the
county repats one problem is that informaion exdange and communtaton within their
organsations is lacking ard that they do not receve enoughfeedtack on ther own job per-
formane. Also difficulties in external cooperation like lack of communitysupport,lack of
coopeation with the outside tregamentand psychatriic system,competiton with othe SE as
well as dher rehalilitation services ae repated.

Also national and regiona framewak condtions like the legal structure, rules and regul-
tions pose problems.These are, e.g. coogeraion with labaur offices, isstes on bendits and
loosng them (referred to asthe “bendit trap”). Likewise a lack of funding was mentiored
repatally, asthe job coachesat the Budapest meetng put it: “Money, money, money— it
isn’t funny”.

Socidies attitudes like lack of a sodal network, employers lacking motivation to employ
peopk with a disalility aswell as cortinuing segregatin and negaive atitudes of young
peopk onthe streds towards peope with a disablity still cawseproblems.Jdo coachedind it
hardto ded with that suprted employeesare integatedin the labou market,but are con-
fronted with discrimination in everyday fe.

A key issuethat job coatiesin all counties are confronted with repetedly is how andto
which extent to involve the fanily of the job seekers.In some caseghe family might be too
acive andtries to takeover control of the SE proces, in other cagsthe family is not supyor-
tive enaugh. Sometimegob seekes exdicitly askto havethdr families left out of the SE
process.

Dealing with the differerces beaween— partly unrealistic — expecttionsof the job seelersand
theredity of the labou market isandhe dilemma thajob coachesfind themselves inmpor-
tant issuesthatjob coahes haveto dealwith arewhetherthe clients are willing to work, their
high expetationsregardng wagesor staus dedding whethe Sugported Employmentis the
right servicefor the job seekerandwhether the respective job seekeractually belongsto the
group tageted by the&SE agency.

Onekey to undersandng job coactes situaion is what the job coahescalled “ capacty con-
straints’ in ther workshopat the QUIP projed’s final meetingin Budapest. The® arethe im-
possbility to satisfy dl the needsof a client at the same time, too many clients, not enough
time to do their job in the bestway, too muchstress, too high expectatons of thoseinvolved
andthe geneal feeling of presure. The main difficulty seemgo be that job coacheshaveto
cate to all typesof different needs ard that theythuseasly slip into therole of being seenas
a sc@egoat wherthings go wrong.

94



o
“UI
An issuewhich cameup in all phases of the resarc, but was first mentonedin the job

coacles phae, waghehigh turnover d job coackeswhich was sen as lage barier to high-
qualty Suppated Employment. Ths is dscussel in more detd in secion 4.

9.1.2 Job seekes/ suported employees

Thejob seekerssuportedemployeesremostinterestedin the outcomesof SEand in agpeds
of the“individual SE process”. Theyhardy haveanyviewson structural asgecs of qudity in
SE like the orgaimsational and thenaional framework.

What are job seeks’/sypported employes’ qualty criteria?

Unsurpisingly, the job seekers’ andsupprted employeesmainfocusis getting a job. There
aremanyaspects ofher job that are importart for job seekersnd supmrtedempbyeesthey
espeally wanta pemanenjob, a sitabe job, a @idjob, a béer paidjobor “a real,intereg-
ing job”. They Ike elemerd of her job like the aisksthe fding of accomplisting sanething
or beingregonsble for a certain activity. The mostsuccesfu momentin the SE processfor
the interviewed supported employeesvas when they stated ther job or whenthey had an
openendedemploymentcontract. Hereit is important to mentiontha it becameclea thatjob
seekerglo nat merelywart anyjob, but tha the quality and the suitability of the job to thar
needshave to e adgude too.

The other mostimportant isstes of qudity in SE from the point of view of the job seé-
ergsupmrted employeeare thepersond relationshipsandbang part of asodal netwok.

Onthejob, they like colleaguesand a bosstheyge alongwith, meetingwith their colleagues
as wel astaking andjoking with them. Mossuppated employees repbtha they are in co-
tad with ther colleaguesduring work, but usudly do not meetthar colleaguesoutdde work
hours. However, most of the intervieweesvoiced sdisfaction with ther sccial contads at
work, although there were some negatve exampls, where peogde did nat feel welcome
amory ther cdleaguesri the begining or whee they had conmunication prdolems.

With respectto the SE processjob seekersandsuppated employeesaluetheir persoral re-
lationship with the job coach very highly. Importantprerequiitesin the relaionship beween
job seekersandjob coacles are an openandnice atmosphee, good contact and“easytalks”,
persmal guidance trust discrdion and professonal secrecy. Ther view of qudity of SE is
obviously linked to the job coades,andthey are able to provide a wedth of informatian
about whatthey ike or dslike abouthem.

They exped psychobgical and scacial suppat aswell as pradical, “hands-on” suppot from
thejob cach(“Thejob coah shold actually do someting as wdlas alk”).

Aspecs of psydological and sodal suppat tha job seekersupported employeedike are
whenthe job coach helps themto becomemore secue, having goodtalks and conversabns
with the job coach,receving moral suppot andarxiety reducton. Jdb seekes/suppored em-
ployeeswart ajob coachtheycantrust who hdps raisetheir sdf-estemandwho showsem-
pathy.It alsoappears tha job seekerswart their job coacles or advises to be multi-skilled
andalwaysrealy to listen. What they do not like is if the job coad is too sefous, putstoo
much pressue on themor is not eagerand up-to-date.In most casesjntervieweesrepoted
postive relationstips with ther job coaches Also, failures in the SE processard in finding a
job weae ldom dtributedto the job caches.

Practical support mainly involvesfinding a job, like writing appicatons, cdling employers,
making appoiriments.training for and patrticipation in job inteviews andof couse providing
suppot onthe job. All interviewes in a job stated the key role of the job coach in hdping



o
“UI
themfind their currentjob. Jobcoahesshoud also give practical suppat outside of the job

but also hdp the job seskerto improve persoml hygiene,filling in forms or accompanying
him/her b auhorities.

Anothe key issueis the role of the job seeke/suppated empoyeein the SE process They
want to be taken saioudy, be treaded as an addt and on equd terms. Also job seek-
erdsupmrted employeegio not wantthejob coaches to dictate wha they shoutl do andthey
do nat like it whenjob coachesandemployergalk about themandnot with them. Theisste
of letting the job seekersuppoted employeesnakethear own dedsions and involving them
acively in all stagesof the SE proces was discussedextersively throughoutthe whole pro-
jed (see also4.2). Anothe themethatcameup especilly atthefinal corference in Budapeg
wasto train peope with disablitiesas job coache ard thusstrengtha the ideaof peer sup-
port.

What do the job seeks/supported emploge seas barriersto quality?

Although it was difficult for the interviewees to suggestimprovementsof Sugported Em-
ployment pratices,they dd give detded answesto what hey like and whtthey dislike.

In same casegob seekes did nat find their job coadeshelpful or they hadtoo little contad
with thejob co&h. Alo, asuppotedemployee was urappy aboutanverséionsbetwea her
bossard the job coat alout he progress,without having beenaskedhersdf. Concering
integraton in the job, supported employeegdon't like issues like too low staus, not getting
paid for hdidays, not geting enoughwagesor not beng treaed well by the boss. Thereare
alsosomepractica thingsjob seekerglornit like abou ther jobs,like cettain tasks(“checking
toilets”, “throwing away old foo§ or dang things wong or coming too ia.

9.1.3 Employers

Next to the supprted employeesemployersare the mostimportart elementof the SE proc-
ess,becatse the job seekes will nat find a job without their cortribution and commitment
(Cimera, 20@®). However,for the employer,the Suported Employment proces aswell as
usually one(or two) supmrtedemployee®f (posibly) mary employeedn all are jus asmall
aspet of their work. It seemsthat employershave the lowest expectaions of SE of dl the
stakehallers represeniedin this prqgect.

Employers’mainfocusis the outcone of SEfromthdr perspecive — namelyto haveanem-
ployeewho cando the job at handwell without causing problems.Theylook at the conaete
resuts of SE asit affects their work andnat the conept ard the frameworkcondtions behind
SE.

Whereasfor mostof the employersthe reasonto hire a peisonwith a disabiity wasbecase
he or she wasstitable for thejob, alarge propottion also gavesodal reasors for employing a

persm with a disalility. An interesing differene betwe@ courtries beammesclear when

looking at the Czechrepblic andNorway. In the Czech Repultic almostal employeranen-

tioned sacia rea®nsfor taking on the suppated employee Oneemployer mentionedhat the

suppoted employeen his companywasacualy not produdive andandhe employerstaed

tha an exrajob was ceded for the supprted employee. In contrat that,in Norway almost
all employerssai they employedthe suyppotted employeebecalse they needad labour and
this pason wa slitable for thejob.

Employers’persgciveson quality criteria of Suppated Employmentwill vary dependingon
which motivesthey havefor hiring a persm with a disallity. If the reasonis suitabiity for
thejob, thenthe key to qudity will be wheherthe suportedemployeecando the job. If it is
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for sodal rea®ns,it will probably be enoughif the suppoted employeeis nat disruptive and
does nocausetroube.

Employersbasi@ally wanta seng of searity whenworking togetherwith the SE agencyand
not permarent guidance and suppot. Theywould like supportto avoid prodems, a flexible
readion to problems advice andguidancewhen needed— “to be able to contad the employ-
mentadviserasand whennecesay”. Also, theylook for goodand clear information aswell
asadvie andguidane from the SE agencyon Supprted Employment,the job coacles,the
job seekers,possible subddiesand paperwork. Employersmake a point about not havingjob
coaxhesinvolved too much. An important issuein this connetion is the fading of suppat
over time. This brings up the queston how the job coacles’ suppat of the syppored em-
ployeeinterads with the sypportoffered by colleaguesandemployersandwho takes the lead
in supplying this guidaceat which pant in time (see9.2.3).

A goodjob coachhasseveal functions from the paint of view of the employersFirst of al
they see thejob coache’ role ashdping to share andreduwce riskssothe experiencewill nat
be a ddfea for the suppoted employee Risk shaing is aso importart to increase the feding
of secuity for all partners involvedin the SE process Also, the job coachshoud play a key
role to avad wrong dedsions by thoseinvolvedin the SE proces as well asin protecting the
suppoted empoyee from failure. To fulfil the expectaions on communicaton mentiored
above,the job coach shoud be a good conmunicator All in dl employersstress the impor-
tane of a job coat’s sodal sklls overall other qualfications. They appredate job coaches
who are paient, showempathyandwho undersard the companyculture.All in all, the job
coachs role is seenasbeng ableto give the empoyers the conidenceto empoy peopk with
a disability.

At the Budged meeing employersstaed that SE’sindividual approach to the job seekes
and the whde situaion is crucial to secue its suaess.It was also suggestedo allow for
enoughtime in companésfor the SE processto secure this individua apprach.Specficaly,
all employersemphasiedthe importane for bath employersandemployeesf atrial period
befae anydecsionsaremade.In thetrial period there shoud be no obligationsapat from all
parhers beingobliged to do ther best. Thisis seenas aprerequisite forthe successfu integra-
tion of ajob seekeinto acompany.

Employes ewaluate SEnegatively, when theyhaveto spend toanuchtime on the SE process,
whenthe suppated employeegetstoo muchsupportfrom the job coachard whenthe whole
situaion caugstoo much &trawork fortheemployer and th coworkers.

9.1.4 Policy-makers / funding agencis

Represnftves of pdicy-makersandfundng agencésare relatively far awayfrom the proc-
essof SE andseemainly outcomesaswell asframewok aspets of the qudity of SE. When
looking at the views of policy-makersonehas to keepin mind tha they havea personaview
on SE, but also very clear official guidelineson how to evaludge SE. These are nat always
easy to keep au.

Mogt interviewed represeriativesseethe mainaimsof SEin providng paid work on the open
labou market, which isin ordinary setings, pemanentand steady. But, also the generhaims
of promotng sccial integration and combaing discrimination were mentionedn almog each
county. While, asin the employers’ ca®, the policy-makers’ focusin the Czed republic is
more on the soa aspeds of SE— like accommodating to the rased peope with a disbiity
—andit is also seenmoreas a social savice, in Norway andthe UK it is cleally seenasala-
bour marketservicewith the dominantaim to placepeopk with a disabiity on the openla-
bourmarket.An intereging finding is that noneof the policy-makersmentionedhe aspet of
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career developmenbr the actwal quality of the suppated employee’gob. There is, however,

mentionof seculing long-term jobs, tha meansdifferent things in different countries and is
not dways ckaty defined.

All policy-makersquesionedin the course of this prgectwere of the opinion tha SEcontrib-
utessubgartially to job placementand integation of peoplewith a disability andit isseenas
agoodsavice espeially for peqle with leaning disailities Anotherstrongpont of SE from
the poirt of view of the pdicy-makersis theindividual, tailor-madeappraachudng a variety
of relevart methods.

The pdicy-makersin the project — asall other stakehdders —havecomeup with a long list of
skils and charaderistics that a job coach should have. A Norwegianpolicy-maker stresed
theimportane of a job coachteam,which hasa goad mix of qudificaions. Respanderts in
severalcourtries seea strong potental for improvementin the training andfurther edicaion
of job coahes.

Barriersto high-quality Suppored Employmentas seen by policy-makersare high turnover
rates, a lack of job coaches’ profesgonal knowledye, the lack of PR and awarenes of SE
amongemplyers andthe generad puldic aswell asthe missng legal framewak. Also, wait-
ing lists aswell as a lack of follow-up and accompanyingerviceswere mentoned.Policy-
makersin Norway andthe UK mentionthatit can be a weaknes®f SE tha job coaclesbe-
cometoo muchof arole modelandthat thus the supprted employeeis too depedenton the
job cach.

In countrieswherea national framewak for SEdoesnot exist (CzechRepublic, Hungaryand
Spair) this is seenas a potertial areafor improvenent. Also, the lack of stalde longterm
funding was mentionel in four countries (Austria, CzechRepullic, Hungary,and Spain) In
most counties funding s m a oneyear lasis, n Norway on a theeyear bas.

Most countries involved in the project have cettain evduation guiddines tha are mairly
guanttatively orierted. Theseare in Norway,amongothers, thenumberof job seskersper job
coachand in Austria the numberof placementsper year.In the UK ther are no fixed pea-
formance ates anl in Hungary not oty performances looked atbutalso pocessstefs.

Mogt inteviewed policy-makersseethe necesity of monitaing qudity usng both quanita-
tive and quditative measues However in most countries the focus is still on quanitatve
measureand waysof assessingaspeds like job seeke andemployersatsfaction arestill be-
ing developed.

9.1.5 Managers

Manages’ views on the quality of Supmrted Employmentare focused on the one hand— as
with dl othe gakehotlers— on theoutcomesof SE whichincludeajob on the odinary labou
market,with teamincluson, normalwages natura sypport carerdevelgpmentanddevdop-
ing qualficationsaswell asa good pb match.On theotherhand the asecst of high qudity in
SEtha managersnainly menioned aregeneal characteristics of the SEproces like the per-
soncentredapproach, involving job seekes asthar own decison-makersandissueslike in-
volving the family and cdindertiality.

While aspectsof the organsatond frameworkwere hardly mentiored by the managerswhen
askedfor the main factors for high-quality SE, a variety of aspet¢s were namedwhen they
were speificaly askedaboutthe ageng’s organisationa framewak. Importan issueshere
are coninuous evaliaion and organis@iond devebpment, defining quality standrds by
measuringsatsfaction (not just numbers)working standads as well as clear competencie
andresmpnsibilities.Staff shouldhaveadeqate working conditions (e.g.wages) thete shoud
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beanequdity of staus intheteam(“... everybodyis asimportart aseverybodyelse ...")and

a SE-agencyneedsgoodstaff. Also managerseetheimportane of fundioning parherships
andneaworking with all partners.

An un-matchingjob, misshg motivationof the job seeker,andsomeinterventions by families
are enasbarriers toquality.

The mainstrenghs of the SE agendes in the view of the managersre thar professonal staff
(discipline, co-operaion skills, etc), the personcented appoad andthe involvementof the
agency in a bigger heork of seviceset.

The mainwe&knes of the SEagendges mostoften menticmedby the managerss the problem
of resouces. Other weakresss are mainly conneted to the isste of staff, e.g.alackin sys-
tematictraining for the staff or probdlemswith recruiting new staf (resuting in long waiting
listsfor job seekes) a overburden d the curenty working staf.

The interviewed managerseepossbilities for improvementmainly in the areaof “netwak-
ing”, on aninterral andexternd level. The Austrian managerfor example,want to improve
the netwaking within the SE agency(between diff erent relaed saviceg, the Norwegian
managerstres theimportanceof networkswith other services of the paernt organigtion (in-
termal/externd netwaking) andstrongerneworkswith employersexpressedby a shift in time
allocdion (... we wart to increa® the time tha job coachs adudly spendout thereamong
employerandat workplaces ...). The UK manageiseesa possibility for improvementof the
SE agency in & beomingmore part bthe ratond “Government EmplaypentStraegy”.

9.1.6 Summary of stakeholder views on quality of SE

Looking at the overviewof theindividua stakehdders views of Supported Employmentand
theindividual pha® repots thefollowing poins beome clear

There is a broad agreementabou the mostimportant aspets of the SEEmodelby all stake-
holdes. Tha meansa broad consesuson the outcomes,elementof the processaswell as
elements btheframework necesy for SE.

At the sametime there aredifferentopinions on singleisstesbetween stakeholers arnd other
expets andbr acrosscountries. All stakeholer groups seethe elementof a “job on the open
labou market” asthe key to qualty in SE. It becomeglea thatit is not the mere job thatis
the qudity criterion, but several elementsof the job. However,not all stakehtdersfocuson
the quality of thejob.

Having said there is broad agreementat the sametime we notice that everybodyseesonly
thoseaspeds clealy (and views them as moreimportart than others) tha are closeto thar
own focus. As we haveput it “ewverybody sees SE throughthdar own window”. A complee
view of the qudity of Suported Employmentcan be gainedif one puts thesediff erent per-
spetivestogethe. Thisis nota surprising finding, but one that shauld be ket in mind when
working with diferent gakeholarsto improve the gdity of SE.

Job coacleshavethe broadestview of al —asall asgectsof the Syppoited Employmentproc-
essare their job (excep in thosecass whete tasks are divided, for examplebgween*“em-
ploymentadvisers”ard “job coacles”. They havean overview on almost all points of the
outcomes, proes andthe famework condibns. Their broad view beame cleafrom the fat
tha in the national taldes of quality criteria, providing the points mentonedby which stale-
holdes, we noticed that the job coactes had mertioned the largestvariety of agpecs. Alsq,
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this impressbn wasenforced by the “scoring exerdse’*? with resped to the qudity criteria in

Budaped.

Thejob seekeas are mostintereded andsee qudity in the outcomesof SE — “fi nding a good
job” —andin various asgeds of the“individual SE process, esgecially their relationshp with
and suppd from the jd ccach. Quaty criteria concening the stucture d SE, like the ogan-
isational framework of the organiséion or the naional frameworkare hardy importantfor
them.Different“charmderistics of the SE proces” (e g. flexibility, userinvolvement)arealo
importart for them.

While emplgyersfocus onthe elementof outcomerelevantto them— a productive employee-
they also see some elements of the “individual SE proces$ like training of the job
seekeuppated employee “follow-up” and “support and co-operaton beween job coach
andjob seker”.

Policy-makers mainly look at the fameworkcondiions of SEanddo nat havea detdl ed view
on the processvariables of SE. For policy-makersalsothe outcomesin terms of finding ajob
wereimportart, howeverthey lookedless at oppatunities for caree developmenthanother
stakehallers dd.

Managers mainly focus on quaity criteria concerning the outcomesandchaaderistics of SE.
They dso mncentrate onthe “naional framework” and “orgasiatonal framework”.

Theelement of use satisfaction” seems to be very relevantjob sekers, emmyers angob
coacles, btina as imporant for pulic auhorities anl managers who fosuon daher citeria.

9.2 Main findings

9.2.1 Differencesbetween countries

Somedifferences betwesn counties emergedrepededly throughot the course of the QUIP
prgect

* Norwayandthe UK are thosecouriries with the mog exensve experience in SE. Nor-
way'’s spedficity is that SE is part of the national framework,i.e. issua of regulation,
fundng etc. are lessproblematic than inother courries.Hungaty and theCzech repubic
only havehad SE senvices for a shat period of time and the agercies participating in the
QUIP projed are virtually the only providers of SEin their countiies. Theyhawe anim-
portant role in hdping to devédop adequde policies for SEin their countries. Sain and
Austiia are somewhain the “middle” —in Audria SEhasdewelopedrapidly over the last
10 yeas andthefirst Sugported Employmentagercy in Spainwas dundel 13 years ago.

* Whereas in Norway andeHJK, SE is seen in a strgfabour marlet conex, the focus n
the Czech republic is more onthe sccial role of Suppoted Emgdoymern. In Hungary, Aus-
tria and Span bothageds, the sccial andthelabour marketagped, are presert in issies
of Supprted Empbymer.

» Differercesin courtriescan befoundin thetradition of integrating peope with a disabil-
ity into sodety and howreant stong segegdion pdiciesare. Again, in the UK andNor-
way integration policies have beenthe maost long-standing, whil e the CzechRepublic and
Hungaryhawe had the mog recent history of segegaing peope with a disallity. Thisis
also conneded to the amaunt of other rehakilitation and integration senices for pemle

12 At thefinal corferencein Budapesiwe asked stakéroldersto scorewhich threequaity criteriaof a

list they viewed as beig the mat important.
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peopk with a disability that are avalable and isswes of compeition, co-ordination and
harmorizaion.

It seansthatwhile in Hungary andthe CzechRepubic the missinglegal frameworkandlack
of funding is animportan isswe, Norway andthe UK are deding with a lack of enthugasm
andcredivity in the are of SE— perhapsbecaiseof the moreelalorated stucture, innovaton
and etrepreneushp havedecea®d.

Someinteresting specficitiesof the SE agencésinvolved emergedduring the project. While
in someagenciesll taskswithin theadud SE proces are carried out by oneperson,in other
cass competeniesare splt beaweenthe “employmen adviser or asgstant’, who workswith
job seekes to find ajob and the“job coach” who accompanieghe supmrted employeeo the
job and suppats him/her there.Rytmusin the Czed Repullic aso works with voluntees
who fulfil the ssme tasks gsb caaches do.

9.2.2 Outcomes of Supported Employment

While all stakehddersin all courtriesregarde findingajob onthe ordinary labaur marketas
the mostmportantouttome, stl very many questionemerged in tis canedion.

What is a job?

A paidjob on the ordinary labour market soundsquite clea-cut. But looking at it in detil,

one ofthe dalengesn the coure ofthe QUIP prged was to ind aut urder which condiions
suppoted employeesealy work. Elementsof a paidjob on the open labaur market that were
idertified were, e.g.awage in accordane with other workersin the samejob and working in

a sdting whete there are not only disaled employeeqseequdity criteria). In redity, sup-

ported employeesn different countries receive different combinaions of wagesand bendits
or wagestha are patly caried by the employerand patly by wage sulsidies. Also, some
suppotedemployees santo work togetler with a maprity of peope with a dsahility.

An importart isste is also the working time of the suppored employee. The majority of the

pariciparts in the QUIP project workedin part-time working arrangementsi/hile this was
not explicitly discissal in the frameworkof the QUIP prged, in other cortexts, the amount
of working time is seenas a qudity criterion. Wehmann, Grant Revell and Brooke (2002

stae employmentoutcomesat 30 or morehoursaweek asa quality indicabr, asit bringsbe-

ter acessto higher wagesand other potenial berefits. At the sametime, hours worked per

week shouldeflect theindividual preferences ofthesyppored employee.

Theddinition of whatajob onthe ordinary labaur marketis, is generdly becoming less clear
with the rise of irregularemploymentarrangements i.e. limited contacts, flexible working
times, changingworking conditions — and will thusalso pose a chdlenge for the future of
Suppoted Employment.

Can SE be of good qualitf it does not succeed finding a person a job?

Probalty oneof the “hottest” andmostdelated isstes in the course of the QUIP projed was
therole ofoutcomes otheethan a jpidjob a the odinary labou market.

Whetreasthe processof clarifying whethe the job seeler warts to work andunder which con-
ditions, is seenby all of thoseinvolved asanimportant elementin the SE process,the com-
mon undersandng betwea SE experts who haveworked in the field for a long time, is that
the chdce for other alternaiveslike paricipating in training or volunteering canbe animpor-
tant stepin the SE pocess,but nd a desred outome of Suppaed Employment.
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At the sametime, the processof clarifying the job seekersprofessioral perspedives andpos-
sibly choosig otheraltemativesto a paid job on the ordinary labour marketis a very impar-
tant pat of the job coaches$ work. Espedally job coachesare of the opinion that evenif ajob
is nat foundthejob coachs work canbe excellent. They saythata relevantresult of the Sup-
ported Employment process can also be the clients dedsion nat to work or to look for
alternatives to full-time paid work. This asped was clealy mentionedin the Czechandthe
UK repats on job coacles views. The Hungarianjob coache refer to a strong connetion
between doingthdr work well ard the placementof the client in a paid job, but theyalsocon-
side ther job asbeing donewell evenwhenthey do not suceedin finding a workplacefor
ther client, butcanoffer them other siiable ogions a servies.

This discussion is espedally relevantfor the view of SE from the perspecive of integraton
policy asawhde.Ontheonehandit isimportart to statethat SE agenges should not be mis-
usedasanagencyto clarify job seekersjob perspectives.On the otherhand sincethisis one
of theimportarn elements ban SE agencg& work andthe soud bass on whth machedjobs
canbe found, it canbe a misrepresetation of the job coacles’ work in pradiceif suppoting
the jobseekerto takethe decison to pursie othe outcomessuchasvolunteging, training etc.
is nd recognized agqudely.

Theissueseemdo be espeidly relevantin courtrieswith a wedth of servie providers(e.g.
in Norway) to promotethe integraton of peoge with disablities, where it is crucial to define
the pofiles d thesesavices ckaly in orderto avoid ®nfugon and comgtition.

Same of the job seekerswerereported to be nat espeeidly interestad or motivatedto find a
job. In this connetion we askedthe quesion Why do job seekergarticipate in SE, if theydo
not want a job? This hasimplicaions for which types of pe@le are targetedby SE agendes
and whéeherthe uses d these srvices aeinformed wellenough abadtithe ®rvices’ ams.

Labour market vs. social role of S§ob and/or quality of life?

The overll aimsof Suppated Employmentandthe main areaof focusare very closelyre-
lated to the quesion of the outcomegust discus®d. In the course of the QUIP prgectthere
was repeatal debae on whethe finding a job, sodal inclusion or quaity of life were more
importart agpeds of Supported Employment. It seemso be common agreementha quality
of life isthe uktimate goathatis to bereachedby finding a jd.

However,ther are big differercesin the accegane of the importarce of these areasfor the
gualty of SEin differert countiies. In Norway andthe UK in general the mainfocusof SEis
the labou marketfocusard thusfinding a job. However, also in these courtriesjob coacles
do stress the importanceof sccial and psychologi@l suppat and a holistic view of the job
seekelin the Sugported Employmentproces. In Spain,Austria andHungarybaoth agpeds are
balarcedin the viewsof the diferent dakehotlers. Inthe Czech Rapblic severastakehatlers
— alo the pdicy-makers anl employers- stressedthe socil role of SE .

A key questionhete is how muchemplasisis placal on isstesother thanjob finding. These
areimproving othersphees of life like freetime or couns#ing andadvicefor other pasmnd

andsccia problems. Theseaspets are valued highly by mostof the job coatesinterviewed
and #so mentonedin thejob co@hes workshopatthe final meeing in Budhpes.

There is a dilemma here:On the one hand,it is recgnizedthat a holistic view of the job
seekelis very importar and that the relaonship agect betweenjob seekerand job coachis a
key to good Suppoted Employment.Also, it is recognizedthatit is usdul for the job seeker
to haveone mainsupport and cortad peron and thatdealng with seveal professionds atthe
sametime canbe very confusing.On the othe hand,thefocus on ageds otherthanfindinga
job canleadto nat finding a job quickly enough,losing the main focus of Syppored Em-
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ployment,giving too much suppat to the job seekerand erforcing the job seekersdepend-
ency on the job coach. From this follows tha the prepamation phase cantaketoo long. The
QUIP project has shown the importanceof focusing the SE processon finding a job and of
referring job seekersuyppated employeedo othe savicesfor othertypesof sypportif nec-

essay. However, this also depers on the availability of other sutable sevices that varies
from county to cowntry and regiorto region.

This isste of trangtion of “sochl service atitudes” to “working lif e atitudes” of job coaches,
but adso other stakeholers involvedin Supprted Emgoymentis very intereding. It could be
tha at the beginnng of developng this type of servicethe“sodal serviceattitude” dominates
(seeCzechRepulhic), whereasin the couse of the developmentof SE savicesaswell as
othe savicesfor the integraton of peope with disablities the “labour marketattitude” be-
comes more pdrtert (seeNorway and te UK).

Quality of jobs and careeleveloprent

Anothe prodematicaspet whenlooking atthe quaity of SEis the stakeholdes' view onthe
gualty of the job and opportunities for career developnent. Whereasfor job se&kersandjob
coaclesa high qualty job, includng goodwages,interesing andtrangparmenttaks (seequd-
ity criteria) are very importan aswell asoppatunitiesfor developng their jobs, employers
andpdicy-makersdo nat (or hardly) focuson theseagecs. Other work on quality in SE alo
emphasisetheimportarce of meaningfli competitve employment,the qudity of thejob and
career developmentoppatunities as indicatas for the quality of SE (BAG-UB, 2000;
O’Bryan/QO’Brien, 1995,Wehman/GranRevellBrooke, 2002.

Thedilemmahereis thattypicd jobs wherethe job seskersthat paticipated in the QUIP pro-
jed were found, are largdy parttime, are mainly idenified as “the odd jobs’ and “low-
quaified” jobswith alow staus.Most suppated employeesvork in smalle companieswith
lessthan50 employeesin this ca it become<lear, tha the agped of opportunities for ca-
ree devebpmentard quality of thejob are high standardsthat in mostcases are still not im-
plementedn pradice.

9.2.3 Characteristics of he Supported Employment process

There wasa broad corsersus of the stakehotleis on the mostimportantchaaderistics of the
SE process.Someaspect seemedo be very clear andwork very well andothers posedsome
problems in pacice.

Flexible and persorented approach

The aspet that SE is a flexible and personcented (tailor-made)apprach oriented towards
the need of the job seeketsupprted employeeandthoseof the employer, wasagreedupon
by all stakeholérs involved. The flexibility andindividud focus of SEis very importantand
centa for dl those paticipaing in the QUIP prged. This aspect of SE is one of its clear
strengths, sems to bevorking everywhere, wht very few barersto quality.

Right rate of assistance

Conneced with the flexibility of the appoachis tha the right assstarce at the right time
shout be providedand that hdp andsuppat areavailablewhenneeded.This seensto bethe
casemostof the time andthereis widespradsaisfadion with this aspect of SE amorg par-
ticipantsin the QUIP prgect.
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Customers, clients ... or partners?

Whentalking abou the job seekersemployersand policy-makers the term "customer”has
comeup repeatdly. A key issuein the SE-processs whethe thesestakehotlers shoud be
treated ascustomers,i.e. somebodyyou areseling a service towho is amereconsumerof the
service in which case hisher saisfacion is the only indicabr of the quality of a servie. A
view tha has emergedvithin the QUIP prged is thd these sikeholdes shold not be merely
seenas customerg(of course stakeholers saisfacion remainsanimportart outcome)but as
parhers or co-produces in the proces of SE. It hasbecomeclear that a prerequisite for high-
qgualty Supprted Employmentis when all involved stakehaileis work togethe to reachthe
set goad.

Thefocusin theinterviewsandgroupdiscussons wasmainly on whatthejob coachescando
to syppott the other stakeéholde groups What was missingwas a focuson what the other
stakehallers can do to sugport the job coactes,eachothe (with the excegion of the natua
suppot discussin, seebelow) andthe Suppoted Employmentproces. Someinterview part-
ners— espeeidly policy-makersandemployersard in somecasegob seekerssuppoted em-
ployees— did not s2ethemselves agatners kut as pasive reipients d the SE swice.

This leads to the question as how mucha job coachleadsthe SE proceessandat which points
in time the other partners, e.g.the job seekeror the employerwill takeon a lealing role. An
important step in improving the quaity of Sugported Employmentis to augmat the stake-
holdas roles within the SE processandto createadejuateframeworkcondtions for SE. SE
agenciesshoud focus on developingpartnerships with the differernt stakeholars and work
togethe to acheve treir ams rathethan seeing sakeholdes as cistomers wheeexpetations
they needto fulfil. Having saidtha, of course there also nealsto be afocuson job seekes’,
employers’and pdicy-makers expectatons, but they shoutl also be confronted with the ex-
pectatonsof the SEagency towats tiem to be ble to offer ahigh-qudity SE sevice.

The QUIP prgect has showvn that Supported Employmentis abou bringing pele from com-
pletely differert cultures togetherard enalling themto work togetherto achieve the am of
integraing peopk with a disablity into the ordnary labourmarket.It is also alout creding
frameworkcondtions to enablecommunicaton beweenandjoint action of thase involved.
Tods andinstumentsto do this havebeendevelgedduringthe QUIP projectand will hope-
fully helpto improvethis aspet of quality in SE (quality criteria, manual fina confeene in

Budapeg seewww.quip.at).

Involving job sekers/suported employes (seHdetermination and user involvemt)

In connedbn with seeng stakehadlers as partners, the role of the job seeker/sippored em-
ployee was gdcus®d epededy and isa key to galty in SE.

Theterm “user involvement” wasraised againandagain. However,there seemto be quite a
few asgdsto this:

» Thefirst aspet of userinvolvemat is actually sdf-determnation and conerns whetter
and how e pb seke is encouragedto m&ehigher own dedsionsin the SE pocess.

 Theseondisste is whether and howthe job seeke is actively invalvedin the Siypported
Employmen processor whethe hesheis more of a passve recipient of the job coachs
senices. This concens aspectssud aswhether thejob coactesmalestdephmecalls or
fills in paper work for thejob seeler or whetler the job seeler is enmuragedto do these
things byhim'hersef.

* Thethird level isin howfar thejob seeka/suppated emplogeis invdvedin influencing
the (qudity dof) sewice provision on @engy levd.
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» And thefourth asped is erabling jobseders/aipported emplogesto adwcae their need
and irteredsin the derelopment é SE 4 a regianal and/or national leved.

Repeatdly we wondeaed “Are we redly listening to job seekertsupprted employees?”.
There £em to be quét subsartial differences letween the type andcepe é use involvement
in different counties.In all courtries, supporting the userto makehis/he own decisons ard
to be adively involvedin the SE processwas stated as animportart aspect of SE. However,
whenlooking closdy at job coache’ arswess it seemgha in pradice still alot of dedsions
and padical tasks a done“for” and not“by” the job seekeuppated employes

Concering the other aspects, there is a long tradition of involving usersin areas of savice
provision andadvocacyon aregionalandnational levelin the UK. Within the QUIP project,
the UK teamwasthe only teamin which supmrted employeeswereadively involved. In the
othe courtries this aped of userinvolvementis lessdevelopedAll in all there is greatpo-
tertial for improving the quality of SE through paying more atertion to the job seek-
ers/suppated employees'role andinvolving them systematiclly not only in their own SE
process butin the developmentof serviceprovisions anddevebping SE seviceson aregiona
and nd@onal level(Inclusio Transrationd Patnership, 1997).

We see that in many case job coadesstll see job seekersas being in needof their hdp
rather than beingalde to makether own decisiorns and be actively involvedin al stageof the
SE proces. The low degre of repated reflecive patticipation and user involvementraises
guesions abou the methals in usein Suppoted Employment.While there is the rhetoric to
help job seekershdp themselves,job coachesare in somecaseanissingthe tools to do so.
There shoud be refledion on anda further look at how job coache can hdp job seekes to
help themselveshow to erablethemto maketheir own quaified chdces andto raiseaware-
ness bjob sekersin this respet

This issueof raising awaenessof the job seekeris importan for the following reason:Jdo
seekergdo wantto betaken seioudy, do notlike it whenjob coad andemployer talk abou
themandwantto be treaed asaduts. However,with the exceftion of job seekes in the UK,
there is no explcit mentian by job seskersthat they would like to be involved morein ther
own SE processard would like to beinvolvedin improving SE serviceprovison on different
levels.

Anothe issuetha wasraised, waswhether or nat it waspossible for the job seekerto change
job coaches. This elementof chdce shoud also be an importan asgect of user involvement
and sé-detemination.

Role of the family

Therole of the family cameup repededy during the QUIP projed. Jobcoahesrepated that
thejob seekeis family may sametimesbe a barrier to high-quality Suppoted Employment. A
resut of our work is thatob coache have to be vergendiive to when tk job se&er’s family
shoul beinvolvedin the SE processandwhenit is bestleft out. Here, it is crudal to listento
thejob sekersand @ndder his/herindividual situation and wshes.

Confidentiality

Job seekersmentoned that they warted job coachesto keeppersona information that they
havegiventhemsecet andnot shae it with anyoneelse unlessthey aregiven permissiam to
do so. This shoud be corsideredwhengiving othe agencésor the employe informationon
thejob sekersuppated enployee.
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The elementsof the SE process were quite clear ard there was a broad congnsusamong
stakehallers on them (seequality criteria). However,there were a few cortroversal points
tha will be explainedin thefollowing.

9.2.4 SE Proces

Accessibility

An aspet of SEwhereimprovemenis neede in mostof the SEagencéstha paticipatedin
the QUIP projed, is how peopleactually find the SE agenciesand how quickly they canac-
cesstheir services. Whereas the referral routes to SEin Norway go throughthe labourmarket
servicead are quite clear, other courtries repat diverseandmore undear referral routes. It
wasreported tha not enough information is givento peopk abaut SE by othe agencieqe.g.
Labour Office, social workerg, herce qudified chdacesare difficult. Severaljob seekersat-
tributed thdr patticipation in SEto charce. We condudedtha at presentit is very hardfor a
persm with a dsability to choose SEs asuppating sevice.

Also, Rytmusin the CzechRepubic repated waiting listsfor their sevices, asthere are no
othe providersof SEthd job seekes canaccess

Thesetwo points raise andher dilemma.On the one handthe undear referral routesandthe
fact tha job seekersare notinformedsufficienly on SE services would meanthat it would be
advisabé to improveinformationand marketingof the SE agenciesspedally with respectto
thoseorganisaionsreferring job seekershut also to the geneal pulic. On the other hand,if
SE agencieshavewaiting lists ard cannad arswer to already exiging demandsthenwrong
expedations may beraised if the SE agencyengagesn further pubicity. For example, Salva
vita in Hungaryis very cameful with its public relations work in order to avoid waiting lists. It
triesto find a good bkance betweea rasing new demands anbe capaities d its service.

Target groups

Whenlooking at the acessbility of SE,the quegion comesup which job seekersaretargeted
by the SE agency.n principle, the SE agentesinvolvedin the QUIP projectall cate to peo-
ple with a disahlity (somearefocusseal on peopk with a leaning disahlity) that need sub-
startial syppott in order to find and secue a job on the ordinary labou market. Wehman,
GrantRevel and Brooke (2002)idertified the qudity indicabr “employingindividualswith
truly significart disabilities'. In reality there aetwo trendstha canendager this starce.

SomeSE agenciesreport thatthey haveshiftsin the typesof client acessng their services.
However,this is not necesaily empiricaly suppaoted. Ther is, however,evidence,e.g.in
Norway thatthere has beenan overallincreaseof job seekersupported employeewith psy-
chiatric disabiities @cessng SE services.

Also, therehas ben a tendto rdase he numbers oflpcements expred per yeafe.g. in Ats-
tria). This canleadto a phenomenorrefared to as “creaming” wherethose who are more
likely to be placed onthe ordinary labou marketarechoserasclients of SE rather thanthose
needng moresuppot and beingless likely to suceedin finding a job. This is anexampleof
how quatitative ciiteria can endangethequdity of Suppoted Emplgment.

It is advisalte for SE agenciego reviewthe numberof job seekersdrom time to time accord-
ing to disability, gender,ageand previouswork expeience in orde to evalat if the target
grouptheyshoud be caering for is really beingreactedor whether tho® that ae supposd to
be accessing SE are being left out. Job coaches in the CzechRepublicrepat difficulties in
judging which job seekersto include into the SE processand which job seskersto refer to
othe sevices
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In the frameworkof discussiors on maindreaming,the ideaof opening SE for other groups
not jug for peopk with disablitiesis becomingmore pettinent. This becomesclea if one
looks at the dedgn of the Europ&an Union’s EQUAL-programme, that aims at harmonking
measuresor a wide vairiety of disadvantaged@roups (e.g.immigrants,women,longtermun-
empoyed). Mainstreamingelementsalwayslead to the quesion whether this causscompet

tion between ugr groupsand whethe thisagain hashe consquerte hatespeially disadvan-
taged groupflike per®nswith aseveralisability) are not sippoted adequaely.

Job sekers’ expectations and motivation

One ddicate paint discuised during the projed waswhat SE agencés expect from the job
seekerJob coachesmenticnedthat the job seekershauld in principle be willing to find a job
and be willing to work. This basic level of motivaion, interest and curiosity should nat be
mixed up with the job seekerhavingto be “job-ready” which is not a prerequsite, butanam
of Sypported Employnent.

Also, job coacles mentoned repededy tha manyjob seekes cometo themwith urredistic
expedations abou the type of job they want, the amount of wagesor status. Dealng with
the® umredistic expedations inpractice is one d the chalengegob machesface.

Job match

The matchbetwesn the supporied employeeandthe job is the mostimportan aspec¢ of SE
This view is shaed by all stakehol@érsandoverdl job matchingseemso funcion well in the
agenciesgnvolvedin the QUIP prgect. It is about geting “the right job for the right persn”.
Ontheonehandthere shoud be enoughtime to enalde a goodmatchig process— employers
in the Budapestmeeing menionedtha there mustbe sufficient time for the SE process— on
the other handthere should be afocuson findingajob quickly andenaling the job seeketto
lean on thejob. In this comecton the trial phasewhich is uswally usedin mostagencieqex-
cept inthe CzechRepulic) canhdp the job seeker as wells the employerto seewhethe the
job & hard matcheshejob seekersneedsand alilities.

Social a psychologicasupport

“It isALL abou thejob —if you fed unhappy or haveary otherproblams,it will affectyourjob.” (Job
seeker)

Jdb coachesandjob seekes stress the importanceof suppot other thanfinding a job, like
suppot in caseof prodems with the family or questonsof housing efc. This point was con-
troversial amongmembersof the QUIP progctteam (see dicussbn above uner 2.2).

Natural support

A muchdiscussd themein the QUIP prgect wasalso the role of the employerard the co-
workers in tle SE proess.n the development of SE the &t yeas, a lage foas was put on
enabing co-workersand employeesto suppat the suppoted employee.ln thosecountries
whereSE is developé, improving natua suppat is a big isste. In Hungay andthe Czedh
Repubic therole of the co-workersandemployersassuppaters is not suchanimportantis-
suein the delate on Supported Employment,althoughthe SE agencis there do involve aval-
ablesupport atthe wakplace toedaldish seurity when reducing supprt.

In mary casesnatua support seemsto be availeble. Severalpostive exampls of naurd
suppot were mentied at the final conferencein Budapeg for examplean Austrian co-
worker who regulaly drives he disabled cdleaguehome. Howeve, some needs for im-
provementwere mention&. The need to train and inform co-workerson dealng with and
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suppoting the suppated employeesvasidenified. Also, job coactesshoud be trained and
informed on how t@divate thepotenial for syppott within the canpany.

Follow-up

“Actually long-term supportis happenig. It would be goad to know more aboutthat.” (QUIP project
partner)

The needfor staying in contad with the suppoted employeeafterthe adud Suppoted Em-
ployment procesisfinished wasidentifiedin all countries. There ha beersome confuisn on
the term follow-up. On the one hard it is seen as the phaseafter the supported employeeis
setledin his /her job, but still hasregula cortrad with the job coach (ongoingsuppot). On
the other handit is support or cortad betweenthe SE agencyandthe sugorted employeeaf-
ter the acual SE proces is over. An importart qudity criterion is to enalde ongoingsuppot
for as long asneesary. However,the exact type of suppot andkeepingtrack of suppated
employees dfer sulstantially.

There is a neadto find out how suppated employeesare doing after the actual SE proaessis
over,to seehow sucesfu SEredly is. More atertion shoud be givenby the SE-agencies to
the fdlow-up of sipporedemployees aftethe actial SE proces is overThereis the prolem
tha there is usualy no funding for this type of acivity which makesit difficult to maintan.
Also, further reseachon tre longterm follow-up of syppored emplgees wold be neecd

9.2.5 Framework conditions

A variety of frameworkcondiions wereidertified throughoutthe course of the QUIP project.
The mostimportantones are thos concening the working condtions of the job coaclesand
thelegal aml orgamsdional framework of SEbna regonaland néond level.

Mission statements of projects

Mission statementof an SE agencyasan elementof ensuing qualty wasnot mentonedby
any of our interview paitners and paticiparts during the project. This was identified as an
important isste by expets andis includedin otherwork on qudity of Suppoted Employment
(BAG-UB, 2000;O'Bryan/O’Brien, 1995) andthus,the QUIP prged teamdedded to include
this pontin the quality criteria list.

Organisational issues

Theorganisdiond frameworkof the agenciepaticipating in the QUIP project is very differ-

ent. Someare smalle organiséions providing different sevices,amongthem Suppoted Em-

ployment (Salva Ma, Hurgary; Rytmus, GZech Repubd; Prgect Aura, Spaii). Othes are SE
savices that are pat of a largerorganiston (Arbeitsassstenz Liezen, Austria; Arbeid med

Bistand Romerike,Norway). Into Employmentin the UK is a netwak of different organisa-

tions providing Suppated Employment in Essex.

Being partof alarger organisation canleadto prodems of organis¢éional andcultura differ-
encesbetweenthe Supmrted Employment savice and the red of the organgation. Also,
within a large organigiion there are differert interest groupswhenit comesto distributing
resouces.Findly, a SE providertha is pat of a larger organistion is usualy dependat on
decsiors made irthelarger orgarsaion and may lack automy.

A heathy organsaional frameworkis an importart bags for high-quality Supored Em-
ploymentand good teamwork aswell as good conmunicdion are esgnial. In mary cases,
funcioning communicaton betweencolleagueswas repoted. At the sametime therewere
alsosuggestiongor improvementslike introdudng regularteammeetingsor sypervison for
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stdf. Clear guidelines for the tasksandrespomsihilities of individud job coachesarealso pre-
requsites for job caches ding a goodob (see discusion an work advisejob wach kelow).

High turnover

Oneof thelargestbariers to qualty thatwasidenified in the frameworkof the QUIP project
wasthe high turnoverof job coachesthatwasreported in each courtry. At the Budapescon-
ferencea Suppoted Employeefrom Austria demonstréed very clealy tha he hashad four
differentjob coachesin thecours of his SE poces.

The high turnover of job coachs is quite problematic given the high value job seek-
ergsupmrted employeesand employersplaceon the persoral relationship with the job coach.
This discreparcy between the role of pesoral relaions for the user and the high turn-
over/chage of saff is a fhenomenon encotered n ahersodal serviestoo Wild/Striimpel,
1996).

High turnover amongjob coaches seemsto haveseveralreasons.Onekey to this is tha there
is guite a discrepaicy betveenthe high degreeof persoral and professond skills and chd-
lengesinvolved in being a job coachand the qudity of their working condtions. All stake-
holdeas that wereinterviewed ard took pat in the group discussbns mentione long lists of
skills and knowledgethat job coache neeal. Also, many different tasksand challengesjob
coaclesarecorfronted with were mentiored in the courseof the QUIP prgect. On the other
hand,their working condtionsin terms of pay, staus,autonomyandoppotunities for further
educaion do not seem to matchthe expedations gearedat them (althoughthis doesdiffer
from county to couwntry).

In the job coache’ workshop of the Budapat meetng it becameclea which challengegob
coacles have to dd with. She/he hs to medie béween many differertypes é peoplefrom
completdy different sdtings and hasto meettheir expedations. This can also leadto job
coacles béng a sapegoafor different stakehtdersin the SE pocess.

Jdb coaches’ working condtionsshodd entail the samequdity criteria tha the syppored em-
ployee’sworking condiions shouldhave. They needto havethe sameopportutities for em-
powermentand caea dewlopment.lt is not redistic to expect job coadhesto suppat job
seekergo find jobs thathave betér working condtions than their own.

Job adviser/ work assistant / job coach

The complexty of the SE processand the large variety of tasksleadsto the relevanceof hav-
ing differert peope respomible for differert aspets of the SE process In severalof the par-
ticipating SE agenciesdifferert staff membersvork on different parts of theSE procss (UK,
Austiia, CzechRepubic). Thejob advise or work assisart is ustally respongle for the first
phass of the SE processwheresthe job coach accompanies the supmrted employeeto work
and suppats him/her there. However, the exad division of tasks varies from agencyto
agency.In oneof the project meethgsa working groupstaed that it wasimportant to define
the two roles of “job coadh” and“job advisa” clealy. This doesnot aways seemto be the
case.In Norway, one job coachis uswally respmsble for the whde SE proces. Given the
complexityof job coacles’ tasks, ths sgitting of tasks th&a seemsto be quite commonmay be
one posibility to improve he qudity of Suppeted Employment.

Job coacles’ training and further education

Given the high turnover among job coahesandthe complextasksand chdlengesthey are
confronted with, issuesof bast qudificaions andfurther ediwcaion aswell asseleding job
coacles aie acertral point for improving the quiity of SE.
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All stakeholebrs listed manyqualificationsjob coaches shoud have.Thes weremary differ-
ent soft skills as well as severd knowledge and expefence criteria (see Chaptes 2-6).
Wherasmany stakehallers stresedthe importarce of the sdt skills, egecially socil skills
overothe qudificaions, therewas astrong case forinprovingthe edu@tionad frameworkfor
job coabes.Someinterview patnes seemed to ihk tha life experienceapostive persmd-

ity andpostive attitudes towardspeople with a disablity andemploymentis enoughfor ajob
coach. Howevermiven thehigh demands pteed m job coadesthis is ddinitely not the @ase.

In most of the patticipating counties there is neither bast edwaion nor systenatic further
educaion for job coactes.Also, in manyof the patticipating agenocésthere is no systemat
oppotunity for job coacles to paticipate in any type of training cour®s. Again, the same
quality criteria shauld be appled here as concening the syppoted employeespamelythat
needsfor career developmentandtraining shoud be reviewedregulaly. Somejob coates
mentionedspeific typesof skills they would like to acqure, e.g.dealing with specfic kinds
of dient grous (ike pemle with psychidric disabiities).

There is a needto reviewjob coache’ oppatunitiesfor training in the differert countiesin-
volvedin the QUIP projed andoffers for furthereducation throughor by theindividual agen-
ciesfor their job coahes andto developtraining opportunities like those that exig in, e.g.
Germany olreland.

Networking / Public relations

All aspets of netwaking andpubiic relations in SE play a big role for quality and wereiden-
tified asan aea whereimprovements e neededin patticipating agencies.

Local coopeation betweendifferentingtitutions wasmentionedseveraltimes.lt is rather the
gueston of how to cogperatewith other providers of SE aswell asothe sevicesandat the

same tine deal wih competiion between poviders. Espedally with respectto the fad that SE
shoul focuson labour marketoutcomesand refer job seskerssuppated employeedo other

services if necesay, goodcoopeation beweenservices— alsoin the direction of ideassut

as “single action plan’ or “one-stopshop” — is es®rtial. This is espeidly relevant if one

wantsto offer use-friendy servicesthat are adaped to job seekes’/sugported employees’
needsFor courtries with a wide vairiety of serviesthis is moreimportart thanfor countiies
where ompetiton is not (yet) suchanissie (Czech Reublc ard Hungary).

Anothe intereging pointin connetion with netwaking andpubiic relatonsis how to corntact
and access employers.n the interviewswith employersit becameclear that in somecase
employershire peope with a disabiity for “sodal reasos” which is sometimesconreded
with peisond expeaience with disablity or peope with a disabiity. The quesion wasraised
how an employer’'spersoral expeienceof disablity influences his’/he readionto SE. While
socil reassonsand persond expeience may havea role to play asa doa opener, pubiic rela-
tions work and ontads with employers shdd go beyond tis.

If employersthink peope with disakilities havea “right” to work in the labou marketandto
be included in scciety then maybe the suppated employmentagencycould encourageem-
ployersto conveythis messageén thar marketing.Also the SE agencyshouldthink of ways
of valuing the commitmentof thee employersby pressarticlesor a prize for employerysee
www.csreuope.ag). An exampleof this is the so-caled “Jdy Oscat awarced to companies
who employ people with a disablity in the Region of Enngal in Austria where the
Arbeitsassistenz Liezerns dtuated.

Raigng awarenssfor pele with a disallity in sodety wasespea@lly disauss®d at thefinal
confaercein Budapsat. Suppored employmenimeasuresvill only be suwccessil in thelong-
runif peope in sodety at largeareawae of the importarce of integraing peopk with a dis-
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ablity into society and intothe ordinary labou marketandwhen this thinking is sharedby the
majoiity of the popuation in the espetive courtries.Whereas piblicity campaigns for poge
with a disablity haveuntl now beenled by a sodal and chaiitable approad, in the future

raising pullic awarenes should focus on integraton and arti-disaimination of peoplewith a
disablity as a humarightsissue™.

Laws and regulations

The regiond and naiond frameworkfor SE was a muchdiscussedopic during the whole
QUIP project In the accessin courtries Czech Republic and Hungary the missing legd
frameworkis one of the biggestbariersto quality that the SE agenges are confronted with.
Also, Spainreportedon a bhckinglegal frameworkfor SE.While Austria does have guidelires
on SEandsomereferercesto SEin the legisldaion on employmentof peope with disabilities
the® reguldéions ae curertly changing.In Norwaythere § a funtioning firanadal and agan-
isaional framework for Spporied Employnent on he natonal level.

With the exeepion of Norway, funding Sugported Employmentwassesn asa problemin all
paricipating counties.In mary counties there are mixed funding arrangementsha are very
complicaed and involve a &ir amount of breauadacy. Stalde ard ongoing funthg was ieéni-
fied asanimportan elementof the frameworkneedé to provide high-quality Suppoted Em-
ployment (se@lso Melvyn, 1993).

Thetime limitation of Supported Employmentseaviceswasdiscus®d severaltimes.In most
countiesinvolvedin the QUIP projed the Suppated Employmentproces is limited to one
year,with the exception of Norway (three yeas) and Spain(no time limit). On the one hand,
it is consdered asgoodfor the motivation of the job seekerto find a job if heshesees the
time limit. On the other hand, it canbe a substanial barier to ongoingsuppot, which does
not seemto be anisaue neither for policy-makers nor for job coaches. It shouldbe kept in
mind though,that good processsnesdtime. While thereare thesesettime limits in mostof
the countries participating here,in many casesthere is aso the possbility of extendng the
time limit.

Concering policy-makers’ evaluatons and monitaing tools, finanéng should not only be
related to quartitative placementsbut aso to aspets of qudity of SE as devebpedin the
QUIP projed andto continuousquality monitoling in SE agen@s. Most importantly, the
guanttative criteria setby funding agencies shoud not jeopadize the qudity of Suppated
Employment.

A generabbarier to integrding peope with a disablity into the labour marketthatis also en-
counerdal in Supmrted Employmentis a generdissue known asthe “bendit trap”. In many
cases job seekerslosethar berefits when entering employment. If ther emplogymentis nat
succadul they haveto go throughthe whae apgicaion andassesmentprocedue again.In
othe casesthe job seekers’'wagesarelower thanthe beneits they receive which alsocreaes
disincertives to work. In somecountries, e.g.the UK, alreadysomeadjustmentshavebeen
made. However, thiis an ssuethat sill hasto bedeat with in many countes (Rinz, 2003.

Geographical issues

Somepractcal prodemsin conredion to geographtal distances were repated in Norway
andin Austria. On the one handjob coaches needresources (e.g.time, drivers’ licerce) and

13" Thisis alsoin line with the EuropeanUnion’s and the EuropeanDisability Forum’'s approachto

the “EuropeanYear for Peope with a Disability” 2003.Its main aims areto raise awarenes for
and reduce barriers theintegration d peoplewith a disablity and toactively involve peplewith
a disabiliy themseles.

111



o
“UI
infradructure (e.g.ca) to be alde to cate to job seekerssupprted employeesnd employers

in diff erent areas. On the otha hard, thesesamebarriers makeit difficult to find a job for
peopk with dsalilities, wio in many casedso havemobility prodems.

Quality assurance

The SEagencis paticipating in the QUIP prged havedifferent appoathesconcerning qud-
ity asswarce and monitaing. While SE services in Norway function acording to naiond
guidelines, Salva Vita in Hungary has beenworking on quality monitoring for three yeas
now. Theyas®s&dthe satisfadion of differentstaketolder groyps andhavealsodevelopeda
yearly sef-evaluationand aévelopment system accting to the EF@ model.

All in dl it is clea tha there are not enaugh resairces — on an organsatonal aswell asa

structural level — for quality assuraoe and monitoling processs other than those presciibed

by policy-makers.It is difficult to alocae resouces for quality improvementprocesse when

secuing funding for core service is already a challengenot easyto master.SE agencies
shoul includea commitmentto qudity monitoringand asutancein their misson statemens

(seeabove) At the sametime public authorities should not only look at outcome measurdaut

alsocommit resourcesto enabling SE provides © engge in qualky assuanceactivities.

9.3 Conclusons and Reconmendations
9.3.1 Conclusions

The QUIP project showsagain the value of SEfor integraing people with a se\ere disability
—whoin formertimeswere not evenregarad asfit for work atall —into the ordinary labaur
marketandthe potenial that this appgroachhas for reachingthe goal of integraton and arti-
disaimination of peope with a dsabhlity into sodety e a wholeKeys to quéty in Suppoted
Employmentarea paid job in the ordinarylabou market,anindividual tailor-made appgoach
tha is plannedand systemat, partnership andcoopeation between aswell asactive patici-
paion of stakehotlers coming from very different cutural backgroundgpudic, private, non-
profit, disalled, nao-disabkd et) as wdl as sond famework condions.

A postive developments tha there are more and mae agerties offering these senices, e.g

in Austria (since 10 yeas) andin Hungaryandthe CzechRepubic, where efforts to integrde
peopk with disabiitiesinto mainstram societyareonly fairly recent. There is evidencetha
developingandbuilding up prgecs like this unde unstalle frameworkcondtions involvesa
lot of credivity, enhusasn and personh commitment of those involved. Wheres stalle
framework condibns aml long experieoe in SE (ke in the UK @ Norway) have advantages,
there is alack ofinnovaton and etrepreneushp repotedin well-estallishedsysems.

In generalthe Syported Employmenprocess including planningandprdfiling as well as job
match(seequality criteria for details) workswel andis sucesfu. More attenion shoutl be
paidto the acual working condtionsof the suppated employeesn termsof wherether in-
comecomesfrom (wage subsidy,bendits), opportunities for personad developnentand fur-
thereducaion on the job asthere is qute a dscrepancy withredity here.

With theincreasng complexty of sodety, there is anincrease of jobstha involve mediaton
betwee different groupsof peope. Job coachesare a goodexamplefor this kind of “i nter-
mediay” jobs and for the problemsconneotd with them.Job coacles tasksinvolve a high
amountof persanal commitment,adustmentto different pegle andexpectationsaswell as a
largeamountof skills. In all countries involvedin the QUIP prged thisis in shap cortrastto
oppotunities for basic training, further edu@tion, wagesand other asgecs of job coactes
working environment.In orderto be able to supott job seekersto find jobswith adequde



o
“UI
working condiions and chancedor perond developnent,job coaclesalso ned this type of
working conditons.

OntheEuwropeanlevel thee is a strong starce on actively invaving peope with a disalility in
developingdisability aswell aslabour marketpdlicies. Also, creding and susiining patne-
ships beween stakehdders is a keyword regardng most maja sccial policy area on the
Europanlevel. However,in manycasedhetods, know-how andawarenessre missingwith
regardto how to adively involve partnes from diff erent cuturesand with completly differ-
entlevelsof awaenessand thinking in improving a policy area.The insttumentsused in the
QUIP project show how to promoteexchangebetwesn stakeholde groupswithin a country
and wthin siakeholde groups over canties.

With increasgd compeition on the labour market, high levels of unemploymentandthe ten-
dencyto pushcertain groups, like older workers,out of the labou market,it hasto be keptin
mind that there is the darger that Sugorted Employment and integraton into the ordinary
labou marketwill not be available to the mostdisadvantagedn the labour market — tho it
is meant ér — butfor less dsadvanaged peole.

With growing evidencethat currert disablity policiesin Europe involving high-benefitand
socal insurancelevelsare not sugainale, activation policiesto integrate disadwantagel per-
sonsinto the labour maket are becomingmore and moreimportari. Sugported Employment
hasmany elementgha can be relevantto other policy area, like the tailor-made appoach,
planring, type of mediaton and the type of involving partnes. Ther shaild be more ex-
changebeweenpesors working in the area of Supprted Employmentandother genera pa-
icy aread © se how he® @n prdit from each ther.

In generakherole of empbyersard thereasors why they makeefforts to employ peoplewith
a disabiity needto be re-examined.Someemployers,esgecially in countieswith a longe

tradtion of integraing pe@le with a disabiity into scciety, seepeople with a disabiity asan
employee like anyoneelse. Othersregardemployingpeopk with a disablity astheir sccid

respamsiility andtheir contribution to sodetal values.In the UK andthe US there is a grow-

ing focus on “the busines casé for employingpeopk with disallities. This meangha it is
recognizedtha pemle with disabiities are cusomes and uses of a companys produds.

Employing peoplewith disabiities within a companycanleadto a beter accegance, better

imagebut alsoto products that are more accesible to peopk with a disahility and canthus
improve the companies'overall standng. Thesediff eret motivesbehindempbying people
with a disabiity shouldbe takeninto accour in the activities andefforts of an SE agencyto

involve amployers andaise pubic awaenes.

In the QUIP prged, in interviewswith employergn Austia, in somecaes employerslid not
regardthes pesors ashaving a disablity andwere only remindedwheninteniewers men-
tionedthis. There will always be the contradction tha, onthe onehard, pdiciesfor the inte-
grationof disadvamagedgroupstha arefocused on anti-discrimination and equal rights will
eitherbe targetedat thosethatare disadvarigedbutthenneed tadefine thesepeople as being
differentfrom othersor they will be inclusive and createframeworkcondiionstha are con-
duciveto all — but this, on the other hard, may excluce thosefor whom they would be most
important (Marin, 2002).Thisis adilemma in tke dsausson on maingeaming in geeral.
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9.3.2 Recanmendations

The recommendatiompresentedin the following are recommendationsollected throughot
the QUIP projed, mostly thoseformulatedby the working groupstha different stakehadlers
paricipated inandagan discusedin thefinal patners meetingin Schladming.Theyarerec-
ommendationgor the SE agenciesthemselvesthe regiond andnaiond policy level aswell
as athe level ofthe Hiropean Union.

1. Improving stakeholdanvolvement in SuppordeEmployment

N

3

All invdved stakehdders shoull focus on developing thar roles as partners and co-
producers d SEratherthan having a povider-corsumer rdationship.

Stakéolder invovemaent in policy developmen and decison-makng shauld be common
practice on egional, naional andEuropeanlievel.

Exchang beweenstaketolders shaild be secured on ageng, regional, national and
Europeanlevd.

The meeing desgn trialled in the framewok of the QUIP project is a usefli and viable
tool for bringing sakeholderstogehe and enalling their active paticipation.

. Rethinking the role of job sesk/supported eployees

Thejob seekrgsypported emplogesshould hawe the right to maketheir owndedsionsat
all stages d the SE pocess

Job seekes/supmrted empoyees shoud be adively invohed in every stage of the Syp-
ported Emplymen proces.

Job seelergsuported empoyeesshoud be actively involved in proces®sof savice pro-
vision within the agercy and in devédoping pdicies on regioral, national and European
levd.

People vith a dsahlity shaild be egouraged to lecane job coacks and feredtraining
for this.

. Developing the role @mployers and cavorkers

Natioral and international companyreferencelists should be devdopedto hdp emplo/-
ersthat hawe nat yet openel ther compatesfor pegle with disabilitiesto identify those
thathave.

Employes commited to employng peope with a disabiity shauld create networks on
national and internaional levd and work togeher to promotethe integraion of peopk
with adisability into the odinary labour market andinto saietyat large.

Employes as wel as SEagendes shoud spread positive experiences more exensively
among emplgers that havenot yet qpenel their compaiesfor peope with disabilities.

More gygemaic informaton and traning for coworkers on workng together with people
with a disalility shoud be offered.This canbe promoedby policy-makes, e.g.by linking
subsdies br empoyersto the avalability of thiskind of information andtraining.
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4. Confirming the role gbb coachs

Themainfocusof the SEproces should be on a goodjob mach andshoud clearly focus
on thejob, noton thergy.

Jobcoache shold nat be deaionmalersbutfacilitators, superisors andgive practical
sypport to job seekes. “The jobcoachshoud do soméhing as wé astalk.”

To suppot the empoverment of job seders job coadhesnead empoweng working con-
ditions and an ercouraging ennronment. Thus, job coaches working corditions shoud
be xkamnedcarefully andimproved.

Suppoted Empdoyment agencies should improve oppatunities for job coachesto partici-
patein further edu@tion and training.

Action plans must takeinto consderation the problem of turnover, which maybe a prob-
lem not only conerning job coacles but also for employes, menors, co-workers and
others. High turnover mayincrease pasbilitiesfor failure amongsuppated empoyees

5. Improving the regiodanational and European framework

A legd frameworkfor Suported Employmentshoudd be sé in place at natonal levd in
countries whee it does nad yetexist (e.g.acasson cowntries).

Longterm gable fundng for Suppeted Emplgmen should ke seured.

Referal procedutes and accesihility of SE sewices shoud be re-examired and im-
proved

Suppoted Emgdoymen shauld be complanenied by a goodnework of other senicesthat
promotethe integration of peopk with a disakility (e.g.housng, counsdling, leisureac-
tivities).

Basictraining aswdl as further educdion programmedor job coaches shoul be (fur-
ther) devdopedon the national level.

A Europeantraining programme for Suppoted Employmenh encmompasig training
avaiable on national levd (e.g.Norway,Germany,lreland) shouldbe devdoped with a
spedal focus towards accessian courtries and training peopk with disablitiesto become
job caaches.

6. Improving visibility of SE / Raising awareness

SE agendes as wdl as other stekehdders shaild actively dissemirate more information
on Suppoted Emgdoymen and on empoying peopk with a disakility and thusimprove
ther visibility.

SE agerties and other stakehoblers should cortribute to raising awareness for peope
with a disalility in sodety asa humanrights issus. The EuropeanUnion Year of Peope

with a Disahlity 2003 should be usedas a stating point to initiate concrete and con-
certed ation in this resped.

7. Making a firm commibent to improving the @ity of SE

Policy-makersfundng agencies as wdl as SE agerties shoud comnit resources to im-
provethequality of SE.
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SE agendes should invdve stalehdders in improving the qudity of thdr sevicesand

offer them appopriate information andframewak conditions todo so.

Themanuda for sdf-evduation of SEagendes devdopedduring the QUIP project shoud
be dssennated andSE agncies $iould be ecouaged touse andmproveit.

Thequdity criteria developedin the QUIP projed should be the bags for discussiors on
agency regiona, natona and Europeanlewel. They shoull be brought togeher with
otherexsting qudity criteria in SEand improvedto securean internaional understand-
ing o the qudity of SE.

Crosscourtry bendimarkng withall stakehobersstould ke corinued ad exended.

Inviting policy-malers or other stakeholers from differert courtriesshaild be usedasa
meansad improvethequality of Supprted Empbymem on a rational levd.
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11 Annex

111 Reviewing the methods sedin the QUIP project

As a whole the mix of methodsused, the qualitative focus aswell asthe paticipaory ap-
proad provedvery usdul in ataining the goalsof the prgect sud as eiciting quality criteria
from the paint of view of the stakehotlers, fostering exchangebetwee differert stakehallers
andenalling paticipants from differert courtriesto learnfrom eachother. There werea hod
of methodologichissues discussedthroughoutthe projec. They are outinedin this section,
puting the mairfocus on aeasfor posible improvament.

11.1.1Practical issues

Questionnaire / Intervigs

As outlinedin the introdwction, a sepaate quegionnaire was designedfor each stakeholde
group.All in all theinterviewswith stakeholdes were very producive andelicited intereding
resuts, hough some aredor improvement werealertified:

* Espedally in the first questionnaresther wasa terdencytowards redundarcy, meaning
tha there wereseveal questionsthat elicited similar answersfrom the interview patners.
As the project progressd, experencesfrom thefirst phass coud beincomporaedto im-
prove futher quedionnaires.

» Anothe isste that arosewas that the questonnaires did differ quite subsartially from
eachother. This was necesaryaswe assimeddifferent agppeds were importart in differ-
entwaysfor the stakehdders. However this madethe stakehallerresuts less comparable
andraised the quesion whethe differences in stakehdder grouys refled their viewpoints
or the quedions asked.On the otherhandthe questions were suficiently open toalow in-
terview @rtnasto expessthar views.

* In principle, the resarc partrers had agreed befarehandtha the interviewswith the job
seekersthe employersand the pdicy-makerswould be caried out by reseachersandnot
by job coaches.For practical ressonssomeof the interviewswith job seekersuppoted
employeesvereconducted in the presenceof job coades.Also, the UK parthers had em-
ploymentadviserg§ob coahescarying out the inteviews with employers. In retroped
this did not pove to be udel, becau® it preventedhe inteview patne's from keing able
to voicecriticd points fredy.

Group discussions

The groupdiscussons provedto be very helpfu instrumentsto elicit the stakelolders’ views
on qualty. Group discusions were dore with job coachs, job seekersand with a mix of
stakehallers. Espeially in thosesetingswherejob seekersdid not gettogethe and exchang
views eatier (e.g. Norway), the group discussons also contibuted to improving the parici-
pants corfidene andcommunicatio. Somepartnes experenced groupswhere pariciparts
werenat acive. In suchcasessometimesassstarce is neede for cettain paticipantsor the
methodsuseal in groupdiscussons neeal to be reviewed. Also, sometimest canbe advisable
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to offer sef@arae groupdiscussonsfor job seekersypported employeeswith similar typesof
impairments.

Separate research phes

Thefactthat ead phaseinvolved a se@rae empirical stagemeantthat eachreserchpatner

bascaly hadto condict five small empiricd studiesfrom the beginning(quesionnare de-
sign) to the end (andysis and repat). This involveda greatamountof organisation and pe-

sonné resaurces. It would be advisabé in a similar study to colled the empitical datafor all

stakehallers in onephase.Designingall the quesionnairesat the sametime would alsomake
it easier to link the quesionnaresto eachother. A postive aspet of this appoachwasthe
posshility of reflecting the point of view of onestakeholde groupat onetime and beng able
to corcertrateon tis.

Language

We were confronted with difficulties with languageon severallevels throughaut the whoe
prgject Firstly, for someprgect patnes, working in Englishwasa grea challengeandalso
trarslating questonndres as well as resuts into onés naional languageand back was not
easy.Second there was the chdlenge of terminology. During the couse of the project a
wealh of termscameup that were being useddifferertly from county to county. A glossay
was cdlected inthe couseof the pioject (se2 anmex).

Thirdly, difficulties with languagecameup in interviews and group discusions with job
seekersumorted employeesemployersand pdicy-makers. Someof the questons askedin
interviewsand groupdiscussins with job seekergsupported employeegrovedto betoo dif-

ficult andor were too abstract for thoseinterviewed. In the interviews with employersthere
were seveal questons that were formulaed in “scciologist'sccial savice speak”. Thus, it

was corcluded that interviewerswere nat espeialy succadul in speakingthe employers
languageln the courseof the QUIP projed it hasproved crucid to adug the languageused
to the respective stakehdders. This is one of the biggestchdlengesin a prged suchasthis
one.

Researchr/practical partner

Oneof the spedficities of the QUIP prgectwasthat there was one parther who repesnied
the SEagencyandone regarchpaitne in eachcourtry. All in all this combinaton of patners
from different fields contibutedto therichnessof the proed andstimulated many usefuland
meaningfulcortads and discussons. However, in some casesthe following problems oc-
curred:

* Sincethe two partners had to work togethe very closely in each county, onedifficulty
was that the pradicd partnerspatly might havefelt threaenedthrough the “evaluation
role’ the reseach paitner played.In same casegrectical patnes did not sharethe opin-
ion of theresardels on certain points anddid nat alwaysfind waysto clarfy thesedif-
ferencesin opinion. In afuture projed it would be advisalte to clarify therole and there-
lationshipbetweenthe SEmanagers and ¢hreseachers in advance.

» At the prgect meetings, seeral isues wee dscusedwhich were nbnecasaily relevant
for the prectica partners. At the sametime, other points were left out or nat discusse in
adequte detail becaue ofthe composibn of the groy.

» At thefirst projed meetirgs thereweretoo many peopleat the patner meetngs (15-20
people) to foser aproductive work atmosphere in pteary. Throughoutthe projed we did,
however,increag work in smallgroupsandalso held a sepaate reacheas meding be-
forethe patners meedng in Barcdona.

12¢



o
“U I
* Intwo countiesthere wassomedifficulty with carrying out thereseach be@useof shfts

in theresarchteamduring the courseof the prged. In Spainthere wasalso the problem
tha the Spaishteam did not have fuding fom the IEONARDO-progranme™”.

11.1.2Evaluation vs. generaing quality criteria

The main aim of the QUIP prgect was to elicit quaity criteria in Suppated Employment
from the point of view of the stakeholdes. However, throughouthe prged there wasthe ten-
dencyto add evalwation aspecs to the questionnaires and group discussons Thesetwo as-
pecst (evaludion vs. geneating qualty criteria) were confusedrepeatdly during the prged,
led to someundarities in our work and a wedth of disaussons ensiedin person and via
email. While it took a largeamountof effort to sepaate qudity and evaludion aspets, the
differentiation baweenthetwo became cleeer in the courseof the pojed.

Also, there were repetedy disaussons whil e designirg the instrumentsfor the respedive re-
seach phassin how far existing qudity critefia shaild be incorporated into the reseach or
whethe to leavethe questionsasopenaspossble to leavethe responents room to articulate
thdr own critefia. While some questiongdid turn out to be basedon existing quality criteria
(like charateristics of the job or characteristics of job coachs), an effort wasmadeto leave
the methodepenenough o elcit respndens own views.

Positive evaluations

The questions conrecedto evaluaton andsatsfaction of al the stakeholdes were answeed
very positively in mostca®s.A high amountof saisfaction wasvoiced by all stakeholers
At first glane it seemedthat there is a very postive overall view of Suppoted Employment
amory the pariciparts of the QUIP project. However whenlooking closelyat the resuts of
the groupdiscussiors, inteviews and Budapes conference there was aso a wedth of critical
comments,conflictud points and concrete suggestios for improvementover all stakeholér
groups.

Severalphenomenawere discussal in conrecion with the high degreeof satisfadion ex-
presed wih the Sippoted Employment servicegvolved in theQUIP projet:

* Forone the choice of interview parners might havebeenbiased. Mostly interview pai-
nerswere chosenon a voluntay bags andthus there was a tendency that those pele
were irterviewed who werghe most willing to pdicipate in he stidy. Thee are ikely to
be pesans who havehad postive experienceswith SEandhavepaositive feeingstowards
the SE agency However,espedlly in the employers’phase partnes hadagreedo try to
alsointerview someemployerswherethingshadgonewrong. While someinterview pait-
ners belongedto this categry, for future studiesarnd for evaludion of quality in SE agen-
ciesit will be usefu to moresystematially targetthose stakeholdes (eedally job see-
ergsupmrted employeesand employers)where things havegonewrong or an employee
has bsthis/rerjob.

» Also, it wasdifficult to gainexactinformationon practical details of eachSuppated Em-
ploymentprocessandwha wasadudly bang donein ead SE agency.Here, moresite

14 Spainonly enteredasa partne afterthe project started sono LEONARDO-funding was available.

The SpanishAssociatimm for SupportedEmployment as well the projects “Project Aura” and
“ASPANDEM” patticipatedin the projectand dedicatedinancid and personnefresouresto the
prgect. While the Spanis team did participatein all projectphasessome of their activitiesduring
the projectweresamewhat reducedcomparedo the otherpartnersg.g.only two participantscould
attend thdinal meding in Budapest.
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visits andlocd involvemen would havebeenhelpful aswell asaskingmoredetdled ard
concete quetions.

* Oneimportant issue in tlis connetion is inhow far the participarts in thestudy wereable
to comparethe savice theyreceivedwith other servie provides. In mostcase this com-
parison (and thus competiion beweendifferert providers) doesnat exist (espeidly in
countieswhere theinvolved SE agencyis the only providerin the country). There seems
to be aphenomenoralsoencounteredin otherrelatively newareasof sccial servce provi-
sion like homehdp andcae for the eldelly (Wild/Strimpel,1996;Leichsaring/Stader,
1999). Tisisthat cients/usersare soplea®d tha they receive the typef suppat offered
in the first placethat detail s of the support arenat relevantto themin detemining satis-
fadion. Also, in somecase interview partnes — e.g. employers- arenot interestedin the
detal s ofthe provsion but only if “it works ornot’.

« All in all, it seemsthat employers’andjob seeker§supported employees’expecations
concening the SE agencis in genera are not very high. On the otherhand there is evi-
dencein work on quality in Suppated Employmentbut also on social sevicesin genera
that quaity is not merelymeetingclients’ expedations, but offering themserviesthat go
beyondthdr expectaionsasin “going the extra mile” (Bissorette, 1994; Wild/Striimpel,
1996).

11.1.3Analysing the data and presenting theresults

“Your way of generatiry quality criteria simplyby askingstakeholderss a bit too simple” (QUIP pro-
ject partner)

Anothe queston tha was raised was whether we analysedour daa in enough detail or
whethe more andysis would have been neesary. A wealth of informationwas generged
during this project. At somestagedt seemedoverwhelminganddifficult to proaess.In a fu-
ture project it would be advisableto speeify the andytical frameworkmore precisdy at the
beginning othe pojed ard alocae moretime to déa analyss andinterpretation.

Quiality vs. quantity

A generalprodem we hadin the couseof the prged wascorfusion aboutthe natue of the
instrumentsusel. Whereasthefocus of the reseach wasqualitative in nauure— asreflectedin
the ams and the samplesizes — somepattners focuged on designing quesionraires with a
guanttatve enphasisandin somecasesthe summary report represeried the qualtative re-
suls in a gqanitative fashion.

Listening to what peopleay

As the mainam of the projed wasabou understanding what stakehotlers hadto say abaut
the quality of supported employment, the quesion whethe we suceealedin doing this was
raised repededy. It was not always clear whether we were represeating the views of the
stakehallers in our reports or wheher the views of expelienced SE praditionels amongthe
prgject patneas — and thus elementsof wha is a “common undersanding amory the SE
community” —were beng duplicated. In the course of the project we becamevery sensiive to
this isste and madean effort to represen the actual views of the stakeholcersin thefina re-
suts.

This problemwasespeally relevantfor developng the list of qudity criteria (seeanne). It
wasa matte of repeated discusfon how closdy the quality criteria shoud stick to wha par-
ticipantsin the prgect acually saidor in how far important issue tha werenot mentionedy
stakehallers be included.All in al we tried to stick closely to stakeholars views. However,
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in someindividud cases,quality criteria were addedthatwere sea asegpedally importarn by

a groupof prgject partne's andthatwerecitedin other known publicaions on quality criteria
of SE.

11.1.4Products

Quality criteria list

All in all the method usedto geneate the qudity criteria were very useful (see intro) abeit
very time and energyconsuming.

There were discussons on the exad function of the developedqudity criteria, and on the ex-
tert to which theywereidealisic and normatve. All in all the qudity criteria in thelist repre-
senta high standad of quality. In practce there area variety of frameworkconditionstha are
in cortrag to many of tke aeas mationed.

It is hardto differentiate betweenwha corstitutes Suppoted Employment, what is a mini-
mum standard red which aspecs adudly contribute to the quality of Suppoted Employment.

Budapest confence

TheBudapest cofferenceprovedto be avery usdul tool in undestandng stakehtders’ views
on the qudity of SE andof allowing exchangebeween stakeholersandover countiies. Us-
ing active fadlitaton techniques, having partnes responsble for the naiond prgect teams
and creating an overall communicativeatmospheravere the bass for the meeing’s sucess.
Having two people- a ®rvice @ anda pracitioner— char the meetig was verysucess$ul.

Onething tha becameclear wastha moretime is neededegedally to accommaateto peo-

ple with learning disabilities and toallow for their active paricipaion. Oneothe criticd issue
was, that while moststakeholdas were quite well represented from eachcourtry, there were
very few employes there. Also, someof thoseresposible for the courtry teamshadtheten-

dencyto invite those stakeholdes they worked togeher with closdy. For the future specia

careshoud be givenin chaosingandinviting paticipants sothatall relevantstakehotlersare
represeated andtha also thoseare invited, tha arenot yet in close co-operaion with each
othe. This conference desgn canbe used as a tod for bringing stakehadlers togetheron a
variety ofissues.

Manual

The manualwascompiled usingthe qudity criteria ard expefencesmadewith the interviews
andgroupdiscusdons. After reaching a generalagreenentaboutthe aims andconterts of the
manualdrat versonsof differert chapers were discussedn patner meetingsThe manualis
seenas a first step towards assesng quality in SE from the point of view of stakeholdes in
several Etopean coutries. Feedback of the expenes of thoe using it in padice is neeed
to improve and pssbly revise itin thefuture.

As a whole the mix of methals used, the qualitative focus aswell asthe paticipaory ap-
proad provedvery usdul in ataining the goalsof the prgect sud as eiciting quality criteria
from the paint of view of the stakehotlers, fostering exchangebetwee differert stakehallers
andenalting paticipants from differert courtriesto learnfrom eachother.There werea hod
of methodologichissues discussedthroughoutthe projed. They are oufinedin this section,
puting the mairfocus on aeasfor possible improveament.
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Staf, employeejob develper,job mach,jobfadlitator, employment advisordner

Rytmus (C2)

Salva Vita (H)

Lebenshilfe (A)

Job onsultat
Job assistant (ethejob)

Socialworker

Job maches (jb acquisition /
job experience / traing-on-the-
job)

Work assistat

Work ,accanparier” (on-the-
job)

Norasonde (NO)

Projecte Aura/Aspanden (E)

Into Employment (UK)

Job mach

Job finder
Job oach (orthe-job)

Employment advisor

Job oach (orthe-job, in case of
high support)

» Peoplewith a disablity, disalded people, handcapped people peope with a handcap
peopk with special need (,pc-term”: peope with adisablity)

* Client, user,trainee,employee,pb cachcliert, job seker

» Learring disabiities,intellectwal dsabiities, mentaretadation

* Mental disability, psychidric, psychdogicd disallity

* Work qualty — sometimegjualty of work perfamedby job coaches, sometimesyuality

of job ofthejob seeker

» Agency- supporéd emplgment agency (pfetc/ initiative) o funding agency

e Customer, phlic auhoities, finaner, funding agency

e Supervion (asin the wak plae /outside ofthe wak plae)

* Realjob, ognlabou market, adinary labour market
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113 Short description of participating SE aencies

11.3.1Arbeitsassisstenzliezen (Austria)

The Lebensilfe Enrstd was founded by parens of children with intellecual disablitiesin
1980.Seveal servieswere built upin five locaionsin the digtrict of Liezento help peope
with disabilities: One type of savice is occupdiond therapywith specialized training in dif-
ferentareas In all of the® locatons there are housng opportunities for pele with disabili-
ties with supportt whenthey needit. Also, the ,Frihférdeung” offers suppot sevicesfor 40
families with young childen with a disablity.

The ArbeitsessktenzLiezen (Supprted Employmentagency)resulted from a LEONARDO-
prgectin 19%. The am of the projed wasthe vocatond integrdion of persors who have
beenexdudedfrom work. Now the project hasSuppated Employmentfor aduts andyotth,
with two staff membersfor eachgroup. It alsohasa ,clearing” savice for teenagers,2 job
coaclesandonestaff memberrespongble for publc reldions. This showstha the Arbeitses-
sisstenz Liezenhasa wide variety of offers for integraton into the labour marketfor peoge
with any type of dsablity. Over 180 dents ayear ugthe agency'sevices.

11.3.2Rytmus (Czech Reubilic)

Civic assaiaton RYTMUS helpsyoungand adut peoplewith learning disablities to live,
work and learn in stardard living condtions uswal for ther pees. Rytmuswas founded in
1994. We provice sevicesat thes programs:

» SchoolFor Everyone.The goal of this programis to suppot individual inclusion of chil-
dren with spedal needsinto the sytem of regulascools.

e Samizasebe.The goalof this programis to syppott self-advocacydevelopmenof peope
with learning disalilities inthdr everyday live.

» 3Suppoted EmploymentAnd Transtion Phaefrom school towork. The goal of this pro-
gramis to help people with learning disablitiesto find andkeepa job at the openlabor
market;the goal of Transtion phaseis to help studeris with disablities in therr transtion
from the shod to an empbyment athe ogenlaba market ughg indvidual trainings.

We have fourjob coaches and appoximatelytenjob assigans asvolurnteesin our SEagency
in Prague.They suppat 34 job seeker&employeest pregnt. As a part of the EU PALMIF

project “ Piloting the complex of Suported Employment servics” two brandies of

RYTMUS were edaHlishel at andhe regiors two yearsago.Presetly Rytmuscaries out a
new prgjed in the framework of the EU Equal initiative. The main goal of this prgectis to

enlage Suypported Employmentto all regionsof CzechRepubic, to redize a new kind of SE
profits and indude SE asa oneof CR’s Pro-Active EmploymentPolicy tod with emphasison

teadhing of wakers ad adhering standrds of SEsevices

11.3.3Salva Vita (Hungary)

The Sdva Vita Founddion is a not for prdfit organistion (privat initiatve andregisteed as
anorgansdion for puldic beneft). It was fourled in P93 andis an indegenden organisdon.
Theams of SalvaVita arepromotingthe inclusion of peoplewith learning disahlity into the
socety andto asdst thar socid integrdion by Suppoted Employmentandother persm cen-
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tred services. The Foundation makesitself respnsble for the coninuous developmentand
diseminaton ofits frvices.

The targetgroup of our savicesis primarily peope with learning disability, but dueto the
occuring high demandwe alsocaer to peogde with multiply disablities like auistic andep-
leptic clients with moderée learning disaldities.

Theadivities ofthe SalvaVita Faindaion cover Budpes andits suroundngs.

Next b Suppeoted EmploymenSalva \Mta provides
e Transition from shod to work”

+ ,Job Club”
» ,Theatre-goers” program
» Dissennation — aff training

The whole stdf of SalvaVita are 10 full time employedpeopleand we are working with
othe experts ona pat time / cortractba® acordng to the reeded exertise.

In the SE services3 colleagueswho are socal workers are working with job seekers/ em-
ployees(andwith thdr families) and we havetwo cdleaguesvorking with empbyers.Train-
ing onthe job is providedaccordng to the employees’needsandworking capadty of the cal-
leagues.

At present we have 49 employeesn the active (individud) follow up phase.We have56 job
seekersn differert phagsof the SE process.We have somesupporéd employees(8 pemle
abouj, who did no wartedindividud follow up and a paticipating in theJob ¢ub meetings
and fcilities.

11.3.4Arbeid med Bistand Romerike (Norway)

Arbeid medBistard Romerike(heredter AB) wasfoundedin 1997,asone of manysuchsea-
vicesdtarting asa restut of the positive expeliencesmadefrom the naional pilot SEprgect
from 1992—1996. All SE-servicesin the courtry is today partof the naional labour sevices
official program for prons with disalilities.

AB workstoward soial integration of personswith disakilities in the communitythroughget-
ting normal,paid jobs. In addition is AB a patt of the official labou savices agenddor help-
ing peopé with disablities gettingjobs instead @& passvely receiving diabiity pensiors.

AB is todaybagdin Skedsno, a community north of the Norwegiancaptal of Odo. Thesa-
vice is organisel as a pat of thelabour sevice companyNorasome AS, who function asour
servicemanageandmotherorganision. Norasone offers a wide rangeof other serviesfor
peopk with disabllities, such asvocatial training, eduation in work relaed topics socal
training and a keltered wakshop.

AB servesthe regionknown as Romerike,with appgox. 250000 inhalitanss, and getits job
seekerdrom three segparate maja labou sewice regiona offices. The regionis large geo-
graphicdly, rangingfrom densly popuated, indudrial areas closeto Oslo to cleaty rural,
small enérprise aeas n the northem pat.

The seavice has eight full time posiions, all asjob coachesThejob coaches are respmsible
for everyaspetof the SE-process,from mappingthe jobseskersintereds and resources, con-
tading employers,d follow-up on the wik place
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Thetargetgroupis at broadly defined as anyonewho "needssupprt to getandhold a job”,
andas suchAB works with jobsekerswith awide categoryof disabilities. Tke mostcommon

is learning disablities mentd heath problems, socal or behaviourd prodems and purdy
physicaldisablities.

AB hasa minimum numbe of jobseekes tha each pb coachmustwork with. This numberis
decicedon a pditical level, andatthe momentis setat six personsper job coadh. With eight
job cacles his means thee area minimum of 48 pesons atively geting suppat by AB.

The maximum durationof the sevice is three yearsper jobseekerln 2002the averagdime
spentin thesevice wasalout 1,5 yees.

11.3.5Into Employment (UK)

Into Employmentis a pattnershp of 5 Suppated Empoymentagenciegproviding sevicesto
disabled peoge in the County of Essex,the large$s County Councl in the UK with over 1.5
million resdents.

The ‘Into Employment’ membersare Linked Employment (EssexSodal Sevices),OnSte
(Realfe Trug), Hourswath (NELMET), 4U (New Possbilities Trug) and Pathway (Men-

cap).
Each agncy works tdhesame service suification, daff salaries ad qudity standards.

The patnerdhip was formedin 1998 following a two developmentortractawadedby Esse
Socid Sevicesto the Ralife Trust.

‘Into Employment’ is oneof three employmentandtraining patnerships opeaatng in Essex.
‘Into Enterpise’ focuses on the developmenbf social enteprisesand‘Into Learring’ focuses
on vocatond andnonvocdional training.

11.3.6Projecte Aura (Spain)

Prgect Aurais a non-profit organiston, which was foundedin 1989with the aim of improv-
ing the qualty of lif e of peoplewith learning disablitiesby including themin the openlabour
market.It beganwith 10 job seekersTodaywe have75 pariciparts, 8 of themlooking for a
job andthe restworking, mostof them are peopk with Down Syndromebut there are also
othe type d leaning disablities.

Prgect Aura is loated inthe cty of Barcéona so most of thjobs ae urtan ons, some of the
worksites are: supemarkets offices,fag food resautants, hosptals puldic governmenagen-
cies univergdties, hatels. Our staff is madeup of 2 co-directoss, 1 agencycoadinata and 4
job coaches. There is an organiséion cdled “Amics del Projede Aura” (Projed Aura's
Friends) made up of arents, rdatives @ friends wiich help s with ther ideas ard suppat.
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114 Results d the workshopsat the final ‘Quality in Practice’ con-
ference

11.4.1Recanmendations from the Audrian workshop
For job coaches

* Theeshoud bea dandardzed profegond profile, am

e systenaticinitial training and futher educdion.

Natural support and support to employers shoud be improved through
* Better and more ifiormation for employers ando-workers

» Earmarkingfunding for employersfor training co-workersto suppat for pwd or for
mentoring

The SEprovider shoud

» providegoodmateral /informationdocumentton for newjob coaches (deding with tur-
nover).

* Jdb caaching on thgobis agood method and shioube kept up.
National framework should be improved by.

* Raigng awarenssin pubiic on peope with disablities (espedally with regardto young
peopk andbullying).

* Rethnking the quta sysem and the compentay levy.
* Receiving suppt from the Chamber of Comerce ad othe agendes.
* Introducing quhtative ciiteria for suces, sich aslongterm work places.

* Quanttative criteria should be redistic andnot jeopadize thequdity of the SE agencies
work.

» Holistic view of vocatond integraton overthe life-span— one pesonshoud be reporsi-
blefor theclient a any given ime

* Synchonizing subgliesfor SEproviders.

e Systematic pcess ¢ SE

11.4.2Summary of the Czet workshop

This shat repat summariesthe outcomesfrom national meetingtha hasbeen held during
the internaional confererce in Budapesin the beginring of Decembe2002 The confeernce
servedthe unique possbility for preentaton drat outcomesfrom Qualty In Practice projed
andreceiving the feedbadk from all stakehalleis. The mostexpeced resuts of the naiond
meetingwerethe recommadatonsto the prgead corcerring the qudity criteria of suppated
employment. The meetingtook morethantwo hours anda halff in the afternoon of the first
confaerce day. Theresults were pesentd ontheplenary sesi®n.
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Participants of the naional meding:

job consutant

ex-job cansdtant in Rytmus (now pojed leade within anohersodal agency]
job assstant

job eker fow hdp worke in a grocey store, bdore 26 yearsn a kakery]

resarcher

It is visible that Czechteam waslessdiverdfied than othas, represematives of nationd au-
thoiitiesfunding bodies, employersand agencyleader were missing. It is necessaryto take
into accourt that team was imbalarced when readng this repat. Paticiparts concetrated
rather to speific issuedof their work thanto gener& commentsto the project. The cliert-
paricipart of the meetingvas dudo he disability rather olserverof discusson.

Method

All participarts shoud presen their own story corcerring suppeted employmentand
pointed out interesting or importantisstesfrom ther point of view. It wasthe aim tha
was not completedin intendedway. The sessbn started with stories, but mosttime we
spentin discus$on the qudity issues.

Discusion abou the poder — Quality House We tried to discusstheideaof Quality Hou-
se andhepogerhow t is looking like.

Prepaation of plenary presentdion—whde team

Reconmmenddions b theproject

Stress basc principles of appoad to peopk with learnng disablities. Job assis-
tants/consiltarts would prefer official outcomesfrom the prgect stressthe basic princi-
ples.lt is probably needof Czechteamonly, but the pariciparts expect tha the situaion
is dmilar in Hungary.

Most importart issues from the asgstant/consutant point of view (to be highlightedin
outcomesgonrected toQuality House)

The mostimportant are “charateristics of the proces”, esp.acivity of client; clients
right to make own dedigns in every mment right rate of asdstanc.

The problem of coactes’ wages(to be emphaied). Nationd meeing pointed out this
isste asimportant (diff erent opinion to previots resarch phased andastoo slightly men-
tioned wthin project autcomes.

The camacty difficulties should be stressal. In Rytmus the waiting list is still geting
longer.The prodem s nat only tha possible client have to wait for savice, but the mot-
vation ofthe dient during waitng perod andfact that clients Stuaton can wickly change
in peiod thatis nearone yar now.

Assidarts/corsultarts think that proed doesn’t deal with volunteaing too much. They
would add that voluntees haveto have the sametraining as “standad” asdstantsard
haveto fulfill the samerequirementsFromtheir experienceit shoudn't be a common ap-
proad.

Trial peliod (to be emphaized)is oneof the mog important thingstha enales find suit-
ablejob.
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Poder “ Quality House”

* It would be bderto use Qality Stre¢ as a majr metaphor. Beet fits much betr for the
suppoted employment— it providesenoughspae for everyonecanreflect possble de-
velopment. Houseauld be undestood asa ool for sardion na inclusion.

» Toadd ‘fightto decisionin everymoment” to Claracteristics of process

* Tochangesdedion of client - targetgroup; training off the job - training of the abili-
ties no diredly conneted to job; key qualificatons — key abilities; suppat to everycli-
ent - supmrt to client warts it.

» Toocomplicaedgraphcs d the poser

11.4.3Summary of the Hungarian workshop

This repat summarizesthe National workshopof the Hungarianteam,which was held during
the QuiP Confaerce on 11" of Octoberin Budgpes. This materia congins the process de-
sciiption, the paticipant’ list andthereaults d the wakshop.

Participants list:

» Finandng bodes & policy maker represeniatives (5 persors). Istvén Vass,Laszb Baran-
yai, (Labou Office), Cdlla SzauenMinistry of EmploymentPolicy and Labour), Gaba
Kovacs(Ministry of Heath, Socid and Family Affairs), OrsolyaPolyacsk&Open Sod-
ety Institue).

e SE organiaton managenma (1 persor): Andrea David

« SVA employeeq6 pesors): staff of SE: Eva Japer, Gorgy Tarnok, Beneak Horvéath
SzabolcHagnd, Anna Sipos; progranme leaderof Trangtion from schoolto work: Ro-
zélia Pé&kovics; pogramme lea@r o East

« Employers’represeteative: GézaNyilasi (Peshidegkiti OkumenikusAltalancs Iskola —
managing diredor of an e&umenical shod)

* Clients (2 persms, bah waking already): MonikaVasas,Kristof Gyarmai

* Reseechea (1 peson: Miklés Csszér

As aresut of the Hungaran role (hosting the corferencé this group was the biggestone,
thereforeit was very hardo involve al participarts.

Proces desription of the workshop

Introdudion:

Theresachea introduwcedthe aim andthe proaessof the workshop.After this all the patici-
pantsintroducel themselves.

Prepardion o “contact chart”:

In this secton the group intended to find all the relationships between the different stake-
holdas of SEin Hungary.In this taskthe group dedfined the type of the relationship beween
the dfferent stakeholers.

“Ideas abou SE & Hungay”:
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In this pha® the participant introducedtheir expectations abou SE andtold their opinion
aboutthe SE sevice’s grergths and waknesesin Hungary and in genat.

In this phase the paticiparts gave some advice thaiw the SE ervicecanbeimproved.
Discusion abou the Quéity Hous:

In this phasethe resarder introducedthe concept and the detdls of the “Quality House”.
After this explandion the pariciparts told ther commentsegardng the house.Secontl all
the paticiparts chesethe threemostimportart criteionsfrom the elemens of the houseand
marked theifdots”. Fnally the group dicusedthescoring of tte “Qudity Hous”.

“What | get/ learred duing the waokshop”:
In this phase the paticiparts colected whatthey got and leaed duing the wakshop.
Prepardion for the genay preentdion:

In this phase fivevoluntee paticipant andthe workshop moderatr (the reserdier) prepaed
somemateral for the pesetaion.

They cdlecied aml summaisedtogetlerthe key issasof the workshop.
Results d the workshop

Staemens from the “SE ©ontad chat”:

* Now threedifferentfinarcing bodiesare at SalvaVitain connetion with the Suyppored
Employmentservice.The represatative of thes bodes sda ou thatit would be gooda
new kind of coopemton betweenthe different finarcers. They prefer to discuss the fi-
nancng systemof Suppored Employmenthow they canshae the finanang taks in SE
savice.

* At the Hungarian syst Salva Vita has some otheersices, whi® suppat the Suppaied
Employment service.The® savices hdp the disseminaibn of SE and help to form the
sodety’s view doutdisabed peofe (assistraising awarenss.

* Oneof themis the programme “Transition from schoolto work” - for studerts of (sege-
gated)schods edwcaing young peopk with learring disablity which offers them to ac-
guire work expefences,ard allow tha they canenter the labour marketwith proper skills
and knowledge.

 Theother mmeis a kindof Dissemin&on:

* Ontheone hand staff training in grouphomes,day centesandothe involved organis-
tions from differert pait of Hungary.It canprovideto the devebpmentof the national SE
network.

* On the ¢the hard: dsseminaibn in Eas-East coutries.

» It is notddinedin Hungay - asareslt of the governmentalchanges- if or how far Sup-
ported Employmentis a sccia or an employmentsewvice. Now the Ministry of Employ-
mentPdicy andLabouris respmsble for SE asan employmentserviceon policy level.
In this case they canrot financethe so-called sccial part of the sevice becaiseof legd
limitations for examplefamily members’ asistarce)

Resuls d the “Idea ébou SE d& Hungay” discusson:

* Long term employmenton the openlabour marketwasthe mostimportart aim for each
staleholderin SE. The employmentwas emphasiedas an important pat of integration
into the sogety.
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Secontly they emphasisedhe sodal integrdion of disalled people. With this statement
they appoved tha sccia integraton is more hanto get work on te ope labourmarket.

In the pariciparts opinion this integrdion camot start at work. In that casesame other
effective effort is neededfor the integraton before the disabled peope start to look for
job. SE canachevethe aimsin connetion with the socid integraton with other suppats
(suppat of family, suppot of the cutura integraion, dianges ofodety’s view).

Now SE hastwo differernt partof servies(elements)The firsts aredired sevices,which
arein direct connetion with the employmentof the clients (comprelensve anddetaled
assesmentof the client, training on the job, efc.). The othe kinds of serviesare notin
direct conredion with the employment,but these help to mairtain the long-term employ-
ment(supptrt of the family, psychosodl suppat for the client, asidarcein the cuturad
integraton, €c.). Now in Hungary the governmentahfinchng bodie canfinane only the
direct (labou marketoriented) elementsof SE.But al represenatives agreed that the in-
direct paits areasimportart as tte drect ones with respect d the dficiency of SE

“Talking withthe SlvaVita's employee” waimporant for the diens.

Tailor maid (individud) processwas importart for all the stakeholdes and they wereex-
planedwha exadly meanthis: adequae problem handling;individual asessmentf the
client individual tempo duing the SE srvice

“Assistancein the adminidrative tasksin connedion with the clients’ employrent” ex-
pecttion comes from theraployer.

In Hungaryis importart the “selection” of the client, which is a Hungaran specality
(harmonisiion of needsand supply/¢rengthof the savice). At the time Sala Vita offers
its serviee pimarily for pegole with middle @ moderag leaning disallity, and br people
with multiple disabilities, autistc ard eplepic dientswith alearring disability.

The employer’srepresertative wasthinking abou who is the disabled peope. Becaus in
his experiences pe@le who are nat working for longerterm on the openlabour market
needhelp to getwork just asdisadded peoge. In this situaion it would be very important
to exendthe supprted employment servide aher target groups.

Fromthe paint of view of onefinance and the servie organsdion (Salva Vita) it would
be goodto edalish a kind of model,whichis adapt&le for different part of the counties
in different situaions. In this ca® a detdled de<ription of the proces is neassary.It
needsalso a measurale systemwith well-defined measues, which canhelp to evaluage
the ®rvice results (bath: quanitative ard quditative meastes.

The employeprefers somdinancial and other kind of suppot for the employment of dis-
abledpeope.

The finance and the SE organiséion miss the naional framework.In Hungay is not
clealy defined the postion of SE sevice. In this casethe SE organisaéion and the fi-
nance haveto look for the right soltion: avalable financingpossbility of the SEyearby
year.

Thefinal ssatementwasthat in comedion with disalded peopes’ integrdion there is no
knownbetta servie than SE. In thatcaseSE s thebeg solution for the disabled peoples’
integraton.
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“Quality Hause”

All the paticiparts were satisfied with the Quality House.They redisedthat all of the
expectations’ were in the rouse(moreover they foud some new idéa

In the paticipants opinion someof the definition andthe trarslaion are not enaugh pre-
cise, sothe mrticipantoffered tolook over tle mateials.

The different stakehotlers agreectha they havedifferent expedations againg SE, butin
SE,asin the otherservies,the proces hasto focusng onthecliens. “Theclientfirst’ is
the tasic principle in the E.

The paticiparts missthelearning acivities (benchmaking) in the“Quality House”. They
saidthat itis very importart to know othe sysemandnot try always todevebp new kind
of sdution for the probdems,which were sdved by other organisatons bebre. It is impa-
tant tolearnfrom each ther andto use dha's’ expeaiences.

Importanceof “Quality Hauses” elemens

Otheradvicesfor the improvement of SE
Estaliish he raiond framework.

Implementnaiond netwak (lean from ead other, increasethe accessbility of the sa-
vice).

Form the view of scciety (employers,cliens, families, sacial profession) in connecton
with disabled peoje.

More PR of SEservie.
Measureof theefficiency and efedctiveness ¢ SE sevice.
Solve thecomparism of the SE’sefficiency and efiectiveness \ith other services.

Defining how to sharethe finanesof the differert elements(direct andnon-dired labou
market orieted) or hamonising thefounds

Solve thegudity assesment ofthe SE orgarsaions (some kind of agedtation system).

Handletha kind o elemens whatarenot meastale in the SE.

“What | geflearnal duting the waokshg?”

In this discusion all the participarts agreel tha wasvery usefulto hea persaaly the
different stakehotlers view about SE. This workstop hdps to undestand eah stake-
holde’s satements andhdp to urdeistand some dferences

Some opiions abou the worksh@

It was great tdink the names wih faces.

It was great t@eethat it is not the final way of SEaswe are waoking now.
We saw thepossbilitiesfor thefuture.

It was great tdearn from each ther.

It wasgoodto seethat dedsion-makerswould like to find the best sdution and they are
very canmitted.

13¢



o
“UI
* | heard some veryrnportan things fa me in caonedion with SE.

* It wasgreatto see how different parties try to coopeateand try to find the beg soluion
for one am.

e  “We aein thesame boat.”

11.4.4Report from the Norwegianworkshop

Headed by @ysteindielkavik (Work Reseanh Instiute).
Participants

Ase Aimvang (Skeidar Odo AS), Per Branngen (Directorate of Labou), Elisabet Rehme
Siverten (Directorate of Laboup, Tor Ove Gjersvik (AB Romerike),Einar Madsen(AB Ro-
merike), Yngve Moxness(AB Romerike), Eivind Rivrud (Akershis Universty College)
Grete WangenAkershus Wiversty College).

Presenation in plenary session
Elisabe Rghme Siveren Directorate of Labou) andYngve Moxnes (AB Romerike).

The aim of the workshop A) Find similaritiesard differencesamongthe represntedstake-
holdes in regardto expeliences with sugorted employment.B) Through the exchangeof
experencesto produe recommendationdor further developmenbn supprted employment
in regard tadefining quaity criteria.

Theworkshopstarted out with ashort presniation of the participarts and ageneal discussion
aboutSE andthe QUIP prged, and thenwent overto the stakeholers'stoiies. The genera
discusgon reveale that patners in QUIP havevely differert starting grounds;from countries
involved in poneer wak to counties wth natond programs.

There are also differencesin who the targetedpersors for SE are. Span for instan@ works
with peope with Down's gndrome whereg®b coabes in Norway expresed ttatthey would
like to see more peope with learnng disabiitiesin SE. We also found tha there are differ-
ences in thevork of job caaches arendamongthe countries in someplaces the role isvery
wide andvaried, whereasNorway is conerred abait how to limit ard define the job coach
role.

The paticipant discissedthe methodologyin SEandemphasisetha the methals are slited
for other professibnd areasandin othe services. In Norway, however,it is importart to dis-
tinguish beaweenthenaional SE pogram and the miebd.

Repreenttvesfrom the diredoratewere conerred aboutthe quaitative develgpmentof SE
in termsof the Norwegianrequrementsspecificaions recenty beenimplemented. Theywere
alsoconerned abat beingin the rde to arder sevice from SE

Thejob seekertold a story that emphasiseé the job coach assomekind of basc guidarce pe-
son who hipsjob seeketo make his own deisiors.

The employerfocused on the importanceto organse SE in way that it leadsto somekind of
shaing of risks involved by hiring a supportel empbyee;the existencee of a competentjob
coachtha opeateswithin the frameworkof a stalle organiséion meanghat the risks artici-
patedby employersarereduced- in effect, asnoted by all grouppaticipans, this meanghat
different stakehdders shae the risks involved, alsothe suppated employeeasa respmsble
persan..
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Theemployertold a story thatfocusedon the duration of time, and arguedtha it is importart
to use aough time in the 5 proces in ade to establish a dehitive job cortractand a mea:

ingful day. The time mustbe usedto estblish goodfollow-up routinesand routinesfor effec-
tive coopration. This was a poirt dsojob coatesard job seeker aged D.

A job coach preseried a story which emphasisedhe importane of well-beingat work and
posshilitiesfor career devdopment.The job coadr’s story aso illuminated the impatanceof
askingquestonsin a way tha givesthe job seekeropporunity to redly expes how shehe
feds

Pariciparts a the worksh@ were all different peogde with differert focus on SE, but we all
seemedo agreeto the same goal:the goalfor SEis work andthe processleading to the god
mustbe holistic andhavea clea perspecive on work. The staiespresenid at the workshg
all reflecedthis comma ground.The stories presented werevery personaktories, andthere-
foreit would beincorred to presert themin this repat. However the staieswere illustrative
in termsof refleding this common view amorgst the patticipans and the recommendations
were dso reflected by thepersoral staies.

Thefollowing poirts wae generagd from the sakehotlers stories
* A pretequsite for good caperaion in suppated empbyment mansthat

» all adors atthe workplaeareinvolved
» othe savicesthat may be nexsay to a secesstul SE proessareinvolved
* Job math insupprted enploymen mears
» meaningful emplosnent tothe sippated employee
e jobstha ersuresinclusion of the suportedemployee atite workphce
» stealy jobsto sippotedemployees
* Quality ygensin sypported emplgmentshoud
« focuson outines and metbds
* be irterwoven in ndond framework and cleantertions
» produe dalde and sutable organiséionsfor SEpeformance
» Action plnsin sypportedemploymen
* are lasedon a s@’s perspecive
* includecarerplanning and carer development

» focuson resouces andposibilities, nd diagnoss andproblems

The workshopproducel nine remmmendatios for the devebpmentof a good qudity SE
process(shodd not be unarstood & a piority list):

* Focus orjob matchanda meaningful work.

* Focusonequd termsfor all employeesincluding emgdoyeewith a disablity atthe work-
place.

* Focus orjobcoad assupevisor, rot dedsion maker.
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» Getajob quickly andfocuson enoughtime (for job coachandjob seekey to aclievein-
depenéncefor job seeker.Lessfocusonjob pepaations andasgssmentgrior to job
* Focus orongoing procssevaluaton o each individual SE-process.
* Focus orjob, nottheapy (eferals to ahers).
» Focus orrisk shaing between sakehotlers.

» Develop ckarguidelnes ard requrements fothe SE srvices

* Secue exdange okexpeiencesfor stakeholdes d the SE proess sharing competenies

The patticipans of the workshopalso worked with the “quality house”. Stakelolders made
commentsand put markson whatthey held to be the mostimportan criteria feauredin the
house.The resut of this exerdse is handed over to the respasile resarches of the QuiP
prgectin Vienra.

11.4.5Report from the Managers’ workshop

Workshop headed ly
Michad Stadler-Vida, European Cetre far Sodal Welfare Poicy and Reeach
Workshop participants

Walter Lackner, Lebershife Ennstal (Austria), Brian Gregory, Into Employment — Essex
County Coundi(UK), Andrea David(Sdva Vita Fourdaion, Hungary)

Workshop programme
* Thereports avaliable

* Whatare the poblems at pesen?
* Recommendatios

* Prepaation of the pesenation

Recommendaions
* Recogniton o the governments; ttorm a legal famework and fading systems

» Raidng awarerssof the tenefits of SE by dl media @portunities

» Developing netwrks to iaretasks n orcerto move SE forwal

* Networks toshae expetiences

» Adapting and develdpg training systems based experienes d othercourtries
* Implementing a sticture of SE in he Acas$on courtries

» Developingcriteria ard measugs br SE

11.4.6Report from the Job coaches’ workshop

There aretwo ®ts oftheoutcomes fom that meeting.

The mog important things from the caaches point of view in the SE:
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Socigy attitudes
* lack ofthesodal netwak

* lack of motivaton for empbyers

Clients readiness
* Toohedthy/too badjobseakers

* Realsm

* Isthe clentready to work?

» Geting theright referal to work with (who wishes wak)

e Suppot for paens

* Working in alarge digrict — mobility

* Isthe SE thedstsavicein resgdive case

* Target group

Co-opemation

* Insufficientco-operaton beweentheagency and some Los

* Rulesregardng bendits contradict each dher

Capacty
* Cannotsatsfy all client’s reedsatthesame time

 Too many ckens

* Not enoughime to dothejob inthe keg way

» Stress

» Constaintsfrom family—too high expetaton

* Wade d job coxhes’ time

* Limited sope

* Time limit—how long you can supott the dient

e Pressre

Money
* Money, moneymoney- it isn’t funny

e Limited funding
» Funding fa finding ajob only

Rules
» Lackof legidation

* Too many rule ofecoromic inthesystem to théargetgroup
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» Too good ecial net(Norway, UK)

* No feedback-thereis somary elementsn the systen andnobodytakethe responsiblity
to tell me if | am doing thegood jd ornotand howto become beer

* Organizatioal difficulties— unckea rules
* Being betwen dient and enployer and paty makers

Reconmmendaion to the quality criteria

Appropiiate diens
* (Re)motivaion dientto wak

» Length of SEnvolvement
 Theemotionaeffecs intoaccoum

» Realstic preferenes

Network
e Co-operaton with other serices

e Othersystems dom'work

* Lack of nework

* Family is tooacive/takes ontrd

» Othess dedade instead d client

» Family is working againdghejobseeker

* Family arrangements (wlo & family) — netwak
* Role d patners(esp. family)

 Healh sevices

Sysém
e Goodjob match-rightjob right pasm

» Caree develpment cameally hdp

* Clients own decisiors ae crudal

* Be availdle—follow up

* Userinvolvement

* How to conmunicae b coworkers

e How to find naura supporter

» Socid integraionfinclusion through work expeence
» Socid valueof work

e Coachesprofile
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JC & Serviceattitudes
e Succes-oriened

e Jdb caachis dsoa sa@ia worker

11.4.7Job seekes’ workshop report

The workshopincluded job seekes from Norway, Czech Repubic, Hungary, the United
Kingdom and Austria. Translaors were on hard to ensurethat every paticipant wasable to
speakup in thar own language.The overall aamospherewas relaxedwith plenty of shared
laughte bu with animpresive level @ insight on arange of quéty isstes.

Partciparts found that their experienaes were very similar across all cowuntries and were
largely complimentay abouttheir job coactes,SE agenoes,employersandacual jobs.How-
ever,therewere a goodsdecion of postive critical commentswhich are natedin full section
by secton

The workshopwas given a clea structure by the facilitatas usng preprepared flip chart
sheé¢s anda range of pog-it nates This allowed eachworkshopmemberto acively partia-
pateby making a shot presenaton of ther own thoughtsandcommentsat eachstageof the
execise in front of the whde groupandthensticking their written commentgnoted down by
suppoters or trandators if necesary) on the pre-preparedflip chats. Each job seekerwas
thenable to decide if they wantedto presem ther own recommendation® full confeerce
Thosetha did weresupprted by thdadlitatas a ther own pesoral trandator.

It is clearfromthefeedlad that jpb seekexvaluereationships highly,both at work andfrom
the SE agencystaf This basisof trustappears to be very importan ard leadsto the expecta-
tion that the job coachwilt do far morethan simply supportthejob seekerto getthejob Two
job seekerswere abe to commenton the relative merits of at easttwo previousjob coacles
showing a high degeeofinsight andclearqudity judgments abouvhat waks best for them.

All participarts agreedha they would lave liked mordime to slare views ad canments.

Who are we?
* Thor Ove
* Klaus

» Kristof

* Tony

* Moni

* Eva
 Jana

» Brigitte

* Mark

* Eva

What wethink about.....
Our job
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* My colleague idast
» Like having to opemheboxes
» | like the sugar anthe cheving gum
* | like doing the pice of soups, milk and bee
* They ae dl my colleagueshere
* Wouldbe teter in theaftemoon
e | ammy own boss now
* Not so good otravelling and benits
» | like everything about mjob cantalk with elderly pemle
» | like distributing food
» Everything is ine, rothing is bal
« | have work all day | dont get boredlit's varied
» Very tiresome! too much work,get tired
* Team working
» Frierds
* Good fun
* | would préer to get pad by the employer, ndhe government
* | getalot drespmdbility
* Not enough moneybenefis
* Get pad the @ame if | do adt ora little. No bawuses
* 50-70% of the peope at wak speak English. Godur culture!
» |feel OK ard don't blak out f ther ae ory 1-2 people
* It's OK becauséknow thepeopk
* Yes, | likemy job butnotevery task

* Not so good whepeope should i things fa themseles

Our employer.
* She isso sveet with me, sometimes sttt but treas me as treown daughter

* My boss § cod but sometines he explas things thatl know already
|l am agood boss!

* | like the boses & peoje

* | would like to gay butits not soseaire

 Toofast- and sometimes nse
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* Should lave a teaerstructure- not so badic

* | carntdo 15 things athesame time

* Too many peoplédling me whatto do- thee slould bejust ane

Our SE ageoy
* Good organiation - quick help

+ TheSE agency was hadverised youfoundoutabou it on your own
* Goodjob coadt - stayed untiyou coutl dothejob. Cane to see me from time tiorte

* Theclubis very good.It is goodthatthey found this job for me. They help. They even
took me from school toraining.

* They ae very helpul. There isa good atmospine. Racticd things ae imporanttoo
* Neededo have my computer skils on my CV but thewere nointerested
* Ok now

* Too much abot reaults - not enaigh on thesteps

Our jobcoach
» Good. \ery suppdive. Changed mlife. Sugportedback to Ife.

* Would like more trining on netweking but the job isregricted

* Can now spak more honely and only - more aboume than them?
» At firg justsuggestethings | was traiedfor - too imited

» Last waker was good used to be&n employeand gave pointes.

» Visited me fora long time and wealked. Sle pasedme on to

* someone who ibeter for me. She is swee

» She isvery nice ad cod but sometimestsct whichis good for me.

» Should @ more irthefistthan tie mouth

* |like my job cachbecaisehe isnice,fair ard gives ne advice

Quip Job Seelersworkshop recanmendaions
* It's ALL aboutthejob - if you feel urhappy or lave

* any othemproldems it will affect yourjob.
 Theemployer shad be sasttive totheperson ad nd judge by thecover d the book.

* There shoud be clear rules and guideines from the employerso you don'ttrip over the
line - informationis very mportant

* Thejob coach shaild adudly do somethig as wdlastalk
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* Thejob coach shoud be the oneto find informationon training oppatunities and othe

suppot (like coungling or advice- they shouldbe the onepersonto trust to talk to abaut
all otherthings to.

» Some service @ssshoud be tainedto bejob coates
* Service ses stould beinvolved atall levelsin the SE agency

* Thee should beteam meetingsat sometime to shae information (like internaional con-
ferences)

* A jobcoachshould have'morein thefist than in the moutH, they shouldbe cod, hdpful
and keep timgs t@ seret.

» TheSE agency shadi providetraining on theright job, give fast elpand ke piacicd.

» Theemployershoud be a goodcartakertakea personalinteres andhavea clear struc-
ture

» Club adivities calld be more ffequent more thatre visits andexcusionstoo.
* We calld edit the dub newspapeonthecomputer
» SE agencig shold think beterabou the fuure

* Thejob coah shalld make sur¢hejob seekeidoes’'t do arything wrong

11.4.8Report from the Employers’ workshop

Headda by

@ysteinSgelkavik (Work Reseech Institute, Norway) and Grete Wangen(AkerhusUniver-
sity Colege, Norway)

Participants:

Ase Aimvang (SkeidarOslo AS, Norway), Jan Martin (England),GezaNyilas (Pesthidegkut
Okumenikus Altainos Isbkla, Hungary), Geraud Decht (KurbadHeibrunn, Austia)

Presenaion in plenary session

Ase Almvang (SkeidarOdo AS, Norway), Jan Mattin (England and Gettraud Diechtl (Kur-
bad Heibrunn, Augria)

The aim of the workshop A) Find similarities anddifferences in the represenied countiesin
regardto employers’expeienas with suppoted emdoyment. B) Through the exchangeof
experencesto produe recommendationdor further developmenbn supprted employment
in regard tadefining quaity criteria.

It appearedhat it wasmucheaser to idertify similartiesthandifferences. During the discus-
sion d the exchange bexperiences, he ollowing ponts d similarities wee idertified:

* The SE processis a structured process,and this structure seemsto be the same in eath
county.

* All patticipants emphassed theimportanceof valuing the sugported employeeas anindi-
vidual ard pat of ateam athe waking place.

* All employersemphasise the importarce for both employersand employeesof a trial
period bdore any deisionsare made.
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» All employers emphasedthe importace d the sippated emgoyees on pay th

» Jdb coachis role: Risk shaer; communicatarclose relations avoid wrong decisions; fad-
ing of suppat overtime; to increasethefeeling of searity for all involved partners of the
SE proess problem pointel outis turnover among jolzoactes.

* Suppoted employmentThis is nat a charity operlton; it improvesor makesbeter awa-
reness d the work enviroment in geneila

* Values Is aneducatioal process;importart to showevidence suces staies to employ-
ers

* Process:SEis agradial approad (job coach  job coach& mentofco-worker  men-
tor/co-worker); employerand employeehavecloserelationship there mustbe sufficient
time; protect employeefrom failure; awarenessof promotionaland caresr posshilities
inclusion in odinary canpany traning

» Clarification nealed Are therebig differenes amongthe courtries concening SE and
the public sedor?

» Suggestiongor improvementsof SE: Nationd andintenaional companyreferencelist;
spread experienaes more acive and proadive informatim on SE neede; arti-
disaimination ad; avoid exploitation; rely on job coachesknowledgewhen doing their
job—i.e. with legalisaues,beneits dc.

Thediscusion that followed the exchangeof experiencesfocusedon wha stakeholdes held
to be the mostimportantissuesn this list. This is what the patticipaing emgoyers agreel
upon adeing the most importd issues é the SE pocess, given in ipority order.

* The SE pocess must be given gidienttime in companies. It isnportart to have eough
time.

» Jdb coachincreases the feeling of secuiity for employer and employee Employer& em-
ployee have algse relaionship

* Protection of employee ifom failure
The patticipaing employes agreedtha thesesare the mostimportantsuggestiongor im-
provements of SE

» Developndional andintemaiond companyreferercelists—thiswill help employergha
have not yet opene their companiedor pe@le with vocatioral disaklities to idertify
thosethat have. Tle u® ofreferencelistis very normal ircompanies.

» Spreadpositive expeliences moreextersively amongemployersthat havenat yet opened
thdr companiedor peoge with vocdional disabiities.

Thepaticipaing stakeholarsheld this issie tobe themostimportantprodem idenified with
the SEprocess

» Action plansmusttakeinto consderation the prablem of turnover,which may be a prob-
lem not only corceming job coahesbut also employersmentos, co-workersard othes.
High turnover may incisepos#bilitiesfor failuresamong suppaed enployees.

11.4.9Report from the Policy-makers’ workshop

Summay of discusions
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* Thee are cetain plansand regulatons for SE in each county — but implementation is

sometimes a proém.

 Theewasa discusson on theissueof impactof politica changeon disaklity pdicy and
on SE.

Severd new measureshave started:
* A: disablity billion, deaing

* H: pilot prgeds
* N: new equirement spdficaions

* Theewasal® adiscusion of bureauagacy asframeworkcondtionsfor SE— lump suns
in N vs. singleeeiptsin A

Specficationsfor funding SE:
* N -—No. ofjob ®ekers prjob cozh

* A —Number of phcementper year

* UK —nofixed performancerate

* H-—not oty pefformanceput dso proasssteps
* UK —best valie thinking ,monegy makesmoney"*

Recommendaions
* Improving peformance & SE- providersand pdiciesby benchmarking accrossuntiies.
* Improving policy framework by ,cross courtry lobbying®. Inviting peoplefrom other

counties ministries to develop SE in own county (Pos#ble funding: EQUAL pro-
gramme, EUYear of people withdisablities, INTERREG programme).

» Forquip project- shareimplementabn planson web,emailaddresse on webfor all peo-
ple who weethere.

* Theeis anedl to corsult, engageand/orinvolve stakehole@rsin policy developnentand
deckionmaking processefis being done pdly on diferentlevek indifferent cauntiies).

* SE providersshoud inform the public, governmentsand pdicy makersabouttheir se-
vicesard wha can be acheivedthrough SE. Onemethodof raising pubic awaenesdor
peopk with dsalilities is b conmunicategood examples.

* Public awaeressfor pemle with a disablity shoutl be raisedas an equal ard human
rightsissuesand nd as a ,patranizing” sccid isswe (e EU year).

* Improvingcooperabn beweenemploymentservices andSEagenciesE.g.regularmed-
ings (insome coumtesthisis dready theca® ,dte vidts®, ,discusson forum®).
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115 Perspectvesof quality in Supported Employment (“Quality
criteria”)

) OUTCOMES OF SE

1. Thejob sekerfindsandkeeps gaid job on the ordinary labour market.
» Theeisavalid contract of enployment agree by the employer anthe employee.

* The employee’swage is adequate Tha meansthe samelevel as colleaguesdoing the
same jb andnormal company perks.

* Theemployeehasa stable job. That meanshe'shehasa permanencontract or a short
termjob tha coud be exended htoa long-term job.

2. The employee hasjob that matcheshis/her preferences, sklls andabilities.

This meangha it is ba®d on his/herintereds, givesopportunity for individual development
and povides patitive challenges.

» Theworkplacehasa postive atmosphae. Tha meansanatmospheg of trug, fun, sea-
rity, work satsfection and cmfort.

» Theemployer is satisfied. That meanstha the empbyer sees the pesonasa valuable
employee and igleaty interesedin theemployee’s dvelopment.

* The employeefeek in control. Tha meanshe'she is working indeperdently, asksfor
helpif needed andakesreponsbility for him/hersff.

* Theemployeehasa valued job with clear tasks. That meangtha the employeeis clear
about whatis requred aml recaves egularfeedback fom coworkers andsupevisors.

w

. The employee isivalued colleague andafull member of the team.
* Natural support is in place. This meansha the empbyee is sppottedby hisher

» co-workers and themployer.
* Theemployee isreatd & a coleague ands incorporatedinto the work team.
» Theemployee has good relationship with co-workers.

* Theemployee hatheopportunity to gd involved in out-of-work activities

4. The employee hagpportunitiesfor career devdopment.

This meansthe employeeis alde to develophis/ker job with the curernt employeror has the
oppotunity to develop lis/her areer with a diferentemployer.

5. There are a number of altermative chdces a pesan can make,evenif for the time being
he/sle is nat alde or doesnot wantto find ajob on the ordinay labou market.The clarifica-
tion of the vocatonal situaion of the job seekercanbe a possble, but notin itsef intended
outcomeof SE. Thegod of SEis to find and keepa job ontheordinarylabou marketard the
SE agency shouldon be misused & a ¢earing agency.
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Il) SE PROCESS

1. Charaderistics d the & process

1. Thejob seeke/employeeis involved from the beginning to the end of the SE process
Systematiaccoopeaaton with him/heris vital for the succes of the SE proces. He/Sheis re-
spongble for hisher career, so dedsions are only made by him/her with the sypport of the
job cach.

2. Thefamily, friendsand professionds of thejob seekerare involvedin all phasesof the
SE proces if the personwants this. This meanshey arewell informedandtheir idea and
support are wdcomed.

3. SEis focusedon partnerships. The main partnes arejob seekersvho neal suppot to get
andkeepa job, employersandco-workers.Partnes are valuedandtreated with respet Tha
means parteis ae taken sdously, béng listered b ard acceted asthey ae.

4. The bags for a succesdul SE processis good information, communication and collabo-
rati on for/with all partners. Information shald be eay to undestandfor all partners.

5. The SE processneed to be clear and reliable for all partners. All partners know in all
phass oftheproces whatwill hapgen nex and wha is expeted fom them.

6. Confidentiality is ensuredthroughout theéSE process.Informationaboutthe jab seeker anh
the companyis treated confidenially. All dataard computersare proteded againstacess
from unautlorized pesons.

7. The SEagery hasa flexible and personcentred approach. Tha meangailor-madesuyp-
port to the job seekerandthe employerandtha the SE agencyquickly respords to part-
ners’ needs

8. The SE agencyensues continuity of support. The regponsble staff membersare intro-
ducedto the job seekersard employersif possibleard desied by the job seekerthe contad
persm gays thesame dung the erite SE pocess.

2. Making cortadt andexcdanginginformation

1. Thejob seeker ahthe enployer aravelcomed in an open and inviting atmosphere atthe
SE agency.

2. Theyrecave appropriate information abou the SE agencyandthe ordinay labou mar-
ket.

3. The job seeler is willing to becane involved in the SE process Tha meanshe/s$e
agreego find wak on theordinary labour market.

4. The SE senvicesoffered tothe job seekeare well descibed and clearly definedin a se-
vice agreamert. The servce agreemeninvolvesall importantaspect andrespmsihlities of
each prtne throughoutthe SE proess

5. The SE process is despgned individually for each job seeler. If possilte the job seeke
shoull have tle chdce of diff erentsuppat personsard kinds ofsypport.

3. Vocationa profiling and planning
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1. The basis of the SE processis cdlecting relevant information on the job seekerard
his’hervocatonal situaion with the job seeker andother persors. The goalis to identify the

motivation, interests, attitudes,abilities and support needsof thejob seekerandredistic aims
for further career develgment.

2. The process $iould akoincluce job tasersandwork experiene@ optons.
3. Profiling and planning arebased onthe job seeke’s intereds and abllities.

4. Anindividual, flexible plan is dewelopedwith ead job sesker.

4. Job ®arch

1. Thejob seeke is supported to find the beg possble job, which matcleshis/herinteress
and aldities

2. The job seeke is informed about different kinds of work and hassee differernt work
places.

3. The job seekelis offeredappropri ate support and training to find a job, e.g.suppot for
job slection, job applicatons,job interviews andob negotidions.

4. The job coach analysesand assesses the possble work siteswith regardto the tasks, the
work culture ard the supmrt neals to matchthe requirementsof the job sesker andthe em-
ployer.

5. The employer is suppated tofind an employeethat matches his/he r equiremerts. The
employergetsclear information abaut the availeble supportto hire ajob seekemwith disabili-
ties.

5. Training onthejob and further educaion

1. The employeeis offerad pradical training on the job by a job coachandbr co-workers
including a supped work praticeif needel.

2. In addiion, the employeehasopportunitiesfor training and further educaion off the
job like skills training, training of said skills andsef-advocacy.

3. The employee’sraining and educdion needsare identified andregularly reviewed.

6. Suppot and coopeation at the workpace

1. The employee,the co-workers and the employer recave appropriate and flexible sup-
port at the workpl ace

* Theemployeerecaves personal support to learn andperform the job tasks,to integrae
sweeesdully into the company cultte ard the work tem.

» Co-workers and the employer are adively involved in this proces and receive the
necessay suppot andinformation tosucesgully include tle new olleague.

* Theeis afocuson risk sharing betweenthe employer,the employeeandthe job coach
Tha meangha resposihilitiesin cag of prodemsor failure should be divided amongst
the @rners.

2. If neededjob modification and supportive technology are usedto acommodate the
work site.
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3. Thejob coach seeksand gives regular feedback © all involved partners and is avaiable
when needd.

4. Employeeand employe reeive usdul information and help with the paperwork in
connetion with the employee’gob. This includes informationon accommodatirg to the dis-
ablity, legal information in connetion with the employmentand information about other
suppot resouicesin the canmunity.

5. The job coach can provide mediation betweenthe employee, the co-workers and the
employer. Thejob coachreacs quickly in cas of difficulties and suppots al involved par-
ties toavoid aml tosolve poblems asaly as posible.

6. Thejob coachseekgo havea good persoral relationship with the employerandthe em-
ployeeandstay in reguhr cntad.

7. The suppat is provided only as longas neesary. Thejob coah fadeswith time.
» Theredudion of suppat is systematiclly planned

» Theemployeeand the co-workers are actively involved to organisethe natural sup-
port in the company andf possble, atime limit for the suppa is identified.

* Onthe other hand the employerandthe employeecan contad the SE agencywheneve
neededandongoing suppat i s passible for aslong asnecesay.

8. The SE agencyestallishesa follow-up system for the employer and the employee The
job-coachkeepscontact with the employeeand the employer over a longer peiiod of time.
Thedesred late offollow-up isdeerminedtogethe with these patners.

9. Career devdopmert is supported. The employeeis asssted to move to a better position
in the company or tehang a curentjob if wanted orneeded

* Risk assesments are up-to-date with all known ard predcted changedo the curen
job.

» Thevocaional profile andided job match ee up-to-date.

* Theemployee'shanging preferences ae noted & regular reviews.

[l) SE STRUCTURE

1. Job caches charaderistics & qualifications

1. The job coachhas professonal knowledge Tha meanshe/sheis familiar with relevart
isstes, hasinitial edu@ton in the field of SE, haspracical andeamnomic knowledgeard is
aware 6 the paition of SEwithin the whde sysem of servics.

2. Thejob caach tasprofessiond experience Tha meansvork expeiene@ andor experence
in relaedunpad activiti es,e.g. voluntary ofamily work.

3. Thejob coachhasa combination of key skills. Tha meanse.g. communicatbn and co-
operaion skills, paience, kindnessflexibility, credivity, working discidine, empathy, wil I-
ingnessto help, congieniousnes, problem-solving skills, trustworthiness,abiity for self-
reflection ard sdf-confiderce.

2. SE agenyg's organisational framework
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1. The SE agencyhasa misdon statement focussng on the goal of inclusion of all peope
with disabilities.

2. The SE agencyhas a clear and effective organisational framework, which erables
unproblematc andeffective organsatonal operaton.

* Theeareworking standards, clearguiddines,defined procesesandmethod as well as
an oficia job-descrption for the gaff.

* Theeareclear competerces and espongilitieswithin the aganisaion.

» Theadministrative work within the organsation is efficient. That meansdocumentation
systems and adminiisstion are seul and esy to us.

3. The SEagencyhasgoodworkin g conditions for job coaches Tha meansadejuatesalary
for gaff, steady labar cortrads, working autonomy in the giessioral ard finangal sense as
well asanadequateinfradructure (e.g.computess, cars). Thesegoodworking corditionsare a
prerequsite for alow tur nover o gaff.

4. The SE agencyhas effective internal communication and information exchangetha
enabksteamwork. Thatmeanghere is regula excharge of information between stdf, regular
professond corsutation and the opportunity to sharework experences within the organga-
tion.

5. The SE agencyensure oppotunities for professonal devdopment and training of job
coache. Tha meanghe pb coat hasthe possihility for professonal growth, the oppotunity
to paticipate in systemat and pannel further professiond training andin supevision.

6. There are clear guidelinesfor defining target groups for the work of the respetive SE
agency”

7.There is good accesibility for job seekeas. That meansthere are no obgadesto the SE
savicein a physial and pgchologicalserse.

8. Thequality and theeffectivenessof the professond work of the SE agencyaremonitored
regularly and dewelopedif neessay .

9- Data and feedback are regularly cdlected from all stakehdders, ard their saisfaction is
measured.

 Theeisaregular strategic review of the SE agencyg work.
* Theeisacomplaints procedure with aguarateedadion plan.

» Tha also meansincreasng the seavicesof the SE agencyand extendng the savice for
new clent groups

10. If applicable: Thereis effective co-operation with the parent organisation to maintan
the pinciples andpractice of SE.

B otis importantthat SE is availablefor thosepeopge who needextensivesupportto getandkeepjobson the

ordinary labour marét. This issue is also relevant for the “@Bcess”.
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1. The SE agencyand the job coaches adively build relationships with employers. Tha
means.they find new employersand involve themin the progranme, they keepcortad to
interested, awae ard involved employersamorgst them significart and well-known compa-
nies.

3. Networlng

2. The SE agencyandthe job coaches engagein networking with other SE agenciesand
other sevices Tha meansdevelopingco-operaton with other agences and sevices at the
organistiond level as well asregardng the support of theindividual job seeker,and pattici-
paing in aena/datforms ofsuch néworks.

3. The SEagencyengagesn public relations work ard extand communicaton. Tha means
e.g.prepaing scciety for the integrdion of peope with a disabiity aswell asbeinga good
examplefor othersandworking againstprejudices. It also meansncreasng the reputdion of

the SE agency anitk srvices wthin saciety and amongmployers.

4. The SE agencyco-operateswith policy-makersfunding agercies. Tha means,e.g.tha
the SE agency casortribute © the ndional political and legalframework of SE.

5. The SE agency is encaged to engage iocal, regional, national and international net-
working. Tha meanghe agencyactivelybuilds relationshpswith relevan organsaions,e.g.
advocacy groups, family ganisaibns or rationd organisaions d SE.

4. National and regiona framewak for SE

1. There exists anadequate legd framework for SE and community inclusion in the coun-
try. Tha meanse.g.thereare regulaionsandlawsto fund SE servicesard a systemof train-
ing for job coaches and there is a priority for the inclusion of peope with disallities in com-
munity-based service

2. There islong-term, gable funding of SE

3. There is professonal recognition of the principles and practice of SE in the regionand
in the country.

4. The SE servie is easly accesible for job seekes. That meanse.g.SEis included in the
whole packageof labou marketprovisions,a job seekeris informed of the servicesby re-
spongble agenesand @nuse he ®rvices withou along periodf waiting.

5. There is aneducation system for SE a the ndiond level.
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