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ACRONYMS AND ABBREVIATIONS

ALMP Active Labour Market Policy/Programme

BoLSA Bureau of Labour and Social Affairs

CV Curriculum Vitae

ESC Employment Services Centre

ILO International Labour Organization

LMI Labour Market Information

MoLSA Ministry of Labour and Social Affairs

NCO National Classification of Occupations 

NGO Non-Governmental Organization

OSSC One-Stop Service Centre

OTVED  Office of Technical Vocational and Enterprise Development 

PESC Public Employment Services Centre

PrEA Private Employment Agency

RBA Results Based Management

SMART Specific, Measurable, Achievable, Realistic and Timebound

TNA Training Needs Assessment

TVET Technical and Vocational Education and Training

TWA Temporary Work Agency

UN United Nations

YES Youth Employment Services

N.B. The terms PESC, ESC, PES are used interchangeably to refer to public employment service 
centres in general, including the Youth Employability Services (YES) Centre. They all provide their 
services free of charge.
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EXECUTIVE SUMMARY 

This document provides systematic, step-by-step guidance for improving the service delivery 
of Bahir Dar City’s Employment Services Centre (ESC) and Youth Employability Services (YES) 
Centre (“the Centres”). The guidelines were commissioned by the Ministry of Labour and 
Social Affairs (MoLSA) and the Amhara Bureau of Labour and Social Affairs (BoLSA) with 
support from the International Labour Organization’s SINCE Project operating in Ethiopia. 

The guidance begins by setting forth priority improvement actions for office organizational 
structure and design. This is followed by detailed steps for evaluating and improving current 
service delivery, with particular reference to client management, employer relations, use 
of labour market information, budget management, IT systems procurement and staff 
recruitment. The guidance also advocates a results based management (RBM) system 
of performance measurement, and discusses how public employment services (PES) can 
function more effectively by engaging in partnerships with other stakeholders, as well as 
the appropriate methods for developing and reviewing such partnerships. 

The guidance further proposes a revised service protocol for jobseekers, employers and 
jobcentre staff. This includes suggestions for the introduction of an appointments system 
to improve client handling and make more effective use of staff time, and a mechanism for 
filtering client flows. This would be introduced with enhanced profiling and the inception 
of a system of client segmentation, with counselling prioritized for clients with particular 
needs. The guidance also describes a possible expansion of the vacancy handling system, 
with the development of a two-tier system of vacancies: open-access jobs advertised at the 
Centres for independent jobseeker application, and managed vacancies with client referral 
by counsellors to employers.  

A full set of recommendations is provided and the annexes to this document include 
references to further guidance material and an example of an expanded client registration 
form. This is intended to provide adequate information for introducing the enhanced 
profiling and segmentation system suggested.

The document was validated at a meeting held (via Zoom) on 23 0ctober 2020 involving 
representatives of the Amhara Technical and Vocational Education and Training (TVET) 
Department, BoLSA and Regional Planning Commission, the YES Centre coordinator and 
staff, the City Employment Services Centre co-ordinator and staff, representatives of the 
ILO and the two ILO consultants involved in producing the Guidance (Eamonn Davern and  
Tewabe Yilak).

The participants agreed that the existing employment services provision is not as effective 
as it should be and the Guidance, translated into the Amharic language, would assist in 
improving service delivery. 
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INTRODUCTION 

This booklet provides brief step-by-step practical guidance to assist in the further development of 
the Bahir Dar City Employment Services Centre (ESC) and the Youth Employability Services (YES) 
Centre. The information provided builds upon the proposals included in the ILO Operational 
Guidelines (Tewabe Yilak 2020), produced following field work during July and August 2020. 

The ILO Unemployment Convention, 1919 (No. 2), recognized the role of public employment 
services (PES) and promoted the establishment of national employment services in all 
Member States. The role of public employment services was fully elaborated with the 
adoption of the Employment Service Convention, 1948 (No. 88), ratified by Ethiopia in 1963. 

The advice included in this booklet is intended to enhance the Centres’ contribution to 
implementing the mandate to maximize decent work, as outlined in Convention No. 88, 
and to supporting the ILO and Ethiopian MoLSA’s efforts to reduce irregular migration from 
northern and central Ethiopia. This can be achieved by enhancing the economic livelihoods 
of the most vulnerable populations, better meeting the needs of university and TVET 
graduates, and establishing the YES Centre.

The research study highlighted several key issues which need to be addressed in order 
to deliver a more efficient service to clients and provide a structured basis for further 
development. This guidance therefore focuses on addressing the major barriers to delivering 
more efficient employment services and job matching. It highlights the systematic actions 
needed to implement current plans to expand services, one of which is to develop a database 
of jobseekers and employers to support labour market information (LMI) analysis.  

There are four major obstacles to service improvement: 

 X The Centres have too few staff to deal with actual and potential workloads. 
 X There is no systematic plan for designing and evaluating service delivery. 
 X Current job descriptions overlap in certain areas but also fail to cover certain key 

roles and responsibilities. Consequently, the current descriptions do not ensure 
full accountability for providing all essential services.

 X The City ESC’s staff are drawn from two separate organizations, the BoLSA and 
the TVET Department. Currently there is no unified command structure. Staff 
accountability is to their parent authority. Though staff report through their Centre 
manager/coordinator, these officials have limited authority to direct staff activities. 
This further reduces accountability and diminishes management control.   

This guidance therefore explains how the Centres can take the essential steps required for them 
to offer basic services: registering jobseekers, registering vacancies, job matching and referring 
jobseekers to employers, collecting and disseminating LMI and statistics, and counselling in 
some cases. It concludes with recommendations for revising the current service protocol, with 
particular focus on registration and vacancy handling. The Annex contains a short list of material 
which can be used to further explore issues raised in this brief introduction.
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1.  PRIORITY IMPROVEMENT ACTIONS

1.1. Proposed layout of the Employment Centres 

The current design of the Centres does not support effective client handling. The layout of 
the offices must be reviewed to allow for the essential functions to be delivered separately. 
It is suggested that three discrete areas be introduced for service users:

 X a reception area for initial contact, which will enable footfall to other facilities in 
the office to be controlled, thus reducing congestion;

 X a waiting area for appointments, which should contain information on employment 
training and other services available to assist jobseekers, e.g. details of documents 
necessary for registration, information on training courses, leaflets on job-search 
techniques, and guidance on self-employment;

 X a meeting room where group information sessions can be delivered without 
distraction from other activities. 

1.2.	 Proposed	office	organization	

1.2.1 Delivery teams

The office should be organized so as to cover four core functions: office management, 
registration, employer liaison, and counselling (including job matching and placement). 
Given their small numbers, it may be necessary for staff to perform more than one 
function. If possible, a structure with two levels of employment officer should be adopted. 
The specialist skills needed for counselling and for liaising with employers indicate that 
these tasks should be performed by senior officers, while junior staff can perform routine 
administrative tasks, such as registration duties.

1.2.2 Job roles and scope 

As a first step, it is necessary to ensure that job descriptions cover all the essential functions. 
The descriptions should include references to realistic quality and quantity standards 
to allow for assessment of a realistic volume of outputs from more or less experienced 
members of staff, as well as identifying limitations imposed by lack of resources .The job 
descriptions should cover the following roles:

a) Manager 
The manager is responsible for the smooth running of the Centre on a day to day basis. His 
or her responsibilities will include managing office budgets, liaising with staff, suppliers and 
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clients, and implementing and maintaining procedures. The manager may also engage with 
high profile employers in the region and elsewhere. 

b)	 Employment	officer		
Employment officers perform profiling, job-matching and mentoring tasks to help clients 
find jobs within agreed timescales. They also support enterprises by encouraging them to 
place vacancies with employment centres and helping with recruitment, contracts and HR 
issues.

c)	 Registration	officer	
Registration officers perform reception duties for jobcentre clients, answer basic questions, 
provide general information and carry out administrative tasks for the registration of 
jobseekers. They arrange appointments with more senior staff offering specialized support 
for clients. 

d) Service coordinator
As public employment services centres (PESCs) deliver services in partnership with many 
other organizations and have many internal client relationships, it is essential that activities 
be well coordinated. One staff member can be given responsibility for ensuring that links 
with other stakeholders are operating smoothly, intervening where needed to resolve 
difficulties and avoid escalation. One member of staff could combine the duties of vacancy 
registration and service coordination. 

e)	 LMI	officer	
The centres will require reliable labour market information (LMI) to deliver successful 
employment policies. LMI systems are necessary to assess skill shortages and identify 
sectors where labour is in demand. To develop LMI systems, information can be obtained 
from both quantitative sources (population census data, PES statistics) and qualitative 
research (consultation with companies). The centres should work with other actors, including 
statistical offices, education/training institutions and social partners, to source information.  

1.3.	 Governance	arrangements,	pilot	planning	and	evaluation	

It is essential that arrangements be made to improve the coordination and, as far as 
possible, the management and governance of the Centres. The managers’ mandates 
should be clarified to ensure that they have day-to-day responsibility for – and control of – 
the Centres’ operations. In the case of the City ESC, a manager should be appointed from 
among the staff, and this function could be rotated every three to five years. The BoLSA and 
the TVET Department should discuss how to develop a single joined-up service protocol. 
In the interim, a joint management team could be established to coordinate the work of 
the two institutions. When the City ESC has expanded and has a more formal constitution, 
consideration should be given to establishing a management board constructed on ILO 
tripartite principles, consisting of Government officials (representing the MoLSA/TVET 
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Department, the City authorities and other official stakeholders), employers’ organizations 
and trade unions (the MoLSA will need help in developing the necessary legal framework; 
see regulations to the 2019 Proclamation). Funding from various sources should, as far as 
is practicable, be combined into pooled budgets covering operational costs, to be agreed 
by the management boards of the two Centres. The boards should also agree on strategic 
plans, in particular specifying the potential contribution of the Centres to facilitating policy 
coordination. These plans should also include timebound objectives for evaluating and 
assessing project outcomes, i.e. delivery of Government /ILO objectives to reduce irregular 
migration, improve the economic position of vulnerable people and enhance TVET. The 
project evaluation methodology should also provide indications for the roll-out of other 
successful service delivery practices developed in the City PES and YES facilities. PES staff 
from both the MoLSA and the TVET Department should be provided with Centre-specific job 
roles, with clear lines of accountability for reporting to their manager, irrespective of which 
organization they are from.
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2.  STEPS TO EVALUATE AND REVISE SERVICE 
DELIVERY 

2.1.	 Service	mapping

In addition to making the Centres’ current delivery model work as efficiently as possible, 
there are several steps that should be taken when considering their future development. To 
further improve the Centres and make them more attractive to jobseekers and employers, it is 
necessary to identify which services the Centres have the capacity to deliver themselves, 
and which could be more effectively provided through partners. The level of output that 
can realistically be expected from staff will first need to be established, and this information 
used to determine what resources can be applied to delivering the essential core functions of 
registering jobseekers and collecting labour market information. The next step is to assess 
overall employment service capacity in the catchment area served by the Centres. This can 
be achieved by auditing other training, employment and advice services operating within the 
Centres’ geographical areas, prior to negotiating cooperation agreements with other agencies. 

The staffing needs of the centres should be identified by making an assessment of client 
volumes and the services to be provided. Demographic statistics, especially population 
distribution densities, numbers of young people and other LMI, should be studied. It will be 
necessary to ascertain numbers of employers, recruitment patterns, occupational sectors, and 
numbers of workers in waged employment as compared with those who are self-employed.

2.2.	 Client	feedback

A survey of jobseekers and local employers should be conducted to establish what issues 
are of special importance to these clients. They should be asked what works well, what they 
think are the most important areas for improvement, and what services they expect the Centres 
to provide. After an initial survey, follow-up reviews should be conducted at least annually. 

2.3.	 Case	management/counselling

A key function of employment centres is to help people find work by motivating and 
encouraging them to seek and pursue opportunities. It is important that jobseekers are 
activated, rather than expecting a centre to find work for them. Each person’s journey into 
the world of work is different and their support needs will vary.

Some jobseekers may require referral to a counsellor for more in-depth support to overcome 
barriers, or to other more specialized organizations. Counsellors providing job coaching 
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and careers advice are the most effective resource, but they are expensive. The Centres will 
need to establish criteria for determining which clients should have access to job coaching 
services (when these are established). This may mean defining client segments, with clients 
in certain situations and/or client cohorts being channelled towards a menu of support 
offerings. To best assess the needs and priority of individual clients, the Centres should 
develop a system of initial profiling. 

These mechanisms can enable the Centres to provide more personalized support for 
disadvantaged jobseekers and coordinate services. Where more appropriate specialist 
assistance or capacity is available from other agencies, counsellors can also liaise with 
experts from these agencies to coordinate support packages for clients. Partnerships and 
contracts with other agencies should focus on delivering improved employability and be 
designed to enable assessment of their impact.

Profiling tools for mapping barriers to employment

Profiling has become established as common practice in PES to determine the nature, timing and level of 
intervention jobseekers need. Systems range from structured interviews and checklists to sophisticated 
statistical tools. Profiling systems screen the various factors influencing jobseekers’ ability to find 
employment or start out in self-employment, thereby collecting various types of data: 

 �  Demographic information and details of an individual’s personal situation, e.g. age, sex, civil 
status, disability or chronic illness, legal or financial problems.

 �  Formal qualifications, capabilities and employability skills 
 �  Motivation and ability to engage in job searching
 �  Behaviour and aspirations 
 �  Family situation, e.g. number of dependents, caring responsibilities
 �  Constraints related to transportation, lack of internet access or mobile phone.

These systems are instrumental in detecting barriers to employment that might not be obvious or visible. 
The resulting diagnosis, whether generated automatically by the profiling system or personally by the 
counsellor, or through a combination of both methods, provides an indication of the type of services that 
are most likely to smooth a client’s transition into employment.

Source: Zulum Avila, based upon Kurekova, Locha and Morgandi, 2014

However, clients able to help themselves should be directed towards internet job sites and 
advised of events such as jobs fairs. Workloads can be managed more efficiently if a diary 
system for appointments is introduced. If interview slots are free, it may be possible 
to offer initial reception appointments, and if appropriate counsellor interviews, on the 
day of first contact. Otherwise, clients can be offered a timed appointment. Some client-
registration interview slots should be kept open for urgent “on call” appointments, when 
these are needed on the first occasion a client attends the Centre. Jobseekers, especially 
from vulnerable groups, should be encouraged to register with the Centres in order to 
promote labour-market and social inclusion. This can be done through publicity, marketing 
and promotional events advertising the Centres’ services. Community outreach programmes 
can also support such initiatives.
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2.4	 Contact	with	new	clients	

To devise a personalized itinerary into work, it is necessary to understand a jobseeker’s 
strengths and weaknesses. On initial contact, the Centres should therefore obtain detailed 
information from all clients, including place of residence, contact details, education/
qualifications, skills, competencies, past work experience and information on the most 
appropriate channel for contact. This information should be entered into an enhanced 
version of the current registration form (see Annex). Clients should be given a personal 
registration number, to be used on all their records and for accessing databases when IT 
systems are introduced.  

To establish which clients need more personalized support, the Centres should develop a 
system for profiling jobseekers and use the information obtained to develop a personalized 
integration plan. The Centres should cooperate with employers to identify local labour 
market needs and use this information to establish the extent to which clients’ skills match 
available local jobs.

2.5	 Identifying	resources	for	service	delivery	

In determining staffing and other requirements, it will be necessary to identify the people 
and processes required to deliver the services defined as essential. As soon as resources 
allow, the Centres’ staffing should be functionalized. Individual members of staff should 
be made responsible for performing administrative tasks, registering new clients and 
counselling jobseekers who need, and can be offered, more in-depth personalized support. 
All staff should report to the office manager, who should have overall responsibility for 
Centre operations.

2.6	 Prioritization/identification	of	the	client	base

As a first step to improving the management of client inflows and supporting prioritization, 
the Centres will need to introduce a system of client segmentation. This will make it possible 
to devote resources to those clients most needing support. 

2.7	 Client	segmentation

Segmenting clients into specific categories will make it easier for staff to manage caseloads. 
Initially, segments could be based on the two types of labour-market interventions provided 
by the Centres: a) direct interventions in the form of face-to-face contacts to match clients 
and employers involving Centre staff, and b) indirect interventions whereby the Centres 
provide information to clients, who are then able to find suitable jobs for themselves with 
no need of further assistance. 
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The Centres should seek to further differentiate client segments by identifying such 
characteristics as level and field of education, past work experience, gender and age. 

Other possible client segments are skilled workers, the disabled, young jobseekers, the 
long-term unemployed, low-skilled people, migrants, and rural clients.

A simple “traffic light” system could be applied, with jobseekers categorizes as Green (job-
ready), Amber (some assistance needed) or Red (vulnerable clients with greatest support 
needs). 

To take maximum advantage of clients segmentation, a range of service options and (re)
integration pathways needs to be developed.

2.8	 Client	Profiling	

Profiling clients increases understanding of an individual’s labour market situation. 
Profiling has become common practice in PES to determine the nature, timing and level 
of intervention jobseekers need. Some systems involve the use of sophisticated IT-driven 
statistical tools. However, as a first step the Centres can introduce structured interviews and 
checklists. Profiling systems screen the various factors influencing jobseekers’ ability to find 
employment or start out in self-employment by collecting various types of data, including: 

 X demographic information and details of the individual’s personal situation, e.g. 
age, sex, civil status, disability or chronic illness, legal or financial problems;

 X formal qualifications, capabilities and employability skills; 
 X motivation and ability to engage in job searching;
 X behaviour and aspirations; 
 X family situation, e.g. number of dependents, caring responsibilities;
 X constraints related to transportation, lack of internet access or mobile phone.

This information can be used by the Centres to detect barriers to employment that might 
not be obvious or visible. The resulting diagnosis, whether generated automatically by the 
profiling system or personally by the counsellor at an early stage, can provide an indication 
of the type of services that are most likely to smooth a client’s transition into employment.

Profiling can be further developed to provide services for employers. Where the Centres can 
provide employers with access to staff profiles, this can assist them in matching clients with 
suitable skills and competencies for available vacancies. More sophisticated systems can be 
introduced with the procurement of IT systems. When these are in place, the Centres should 
decide which of the following profiling systems best meets their needs: 

 X Statistical profiling using hard administrative data and predictive variables, 
 X Soft profiling based upon case-worker discretion, use of administrative data and 

qualitative assessments or psychological and other assessment tools. 
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2.9	 Pathways	for	different	client	groups	

A variety of client contact channels are required to meet the needs of identified client 
segments. The first step is to develop a channel strategy for the Centres. Developing a 
client route map or pathway may assist in identifying individual work steps, staff roles and 
responsibilities, and the resources in terms of time and money required for interventions. 
Developing Centre IT capabilities will provide clients able to use the internet with a more 
efficient means of making contact. Developing an online portal will allow clients to place their 
personal profiles, apply for vacancies and, possibly, receive updates and notifications from 
prospective employers. A fully functioning IT system should provide digital employment 
service aids, including mobile-friendly and self-service portals. 

Jobseekers should be directed to the channel most appropriate to their situation, as identified 
by service mapping, using bulk messages transmitted via cell phones or email. The Centres 
can also make use of social media, Facebook pages, SMS and WhatsApp groups. 

Promoting alternatives to face-to-face contact by developing facilities for online contact and 
encouraging clients to register and search for jobs can create more capacity for staff to 
engage in face-to-face meetings. This is especially important in that it enables counselling 
resources to be deployed to assist clients needing more intensive personalized support. 

Digital contact methods, including group sessions, webinars and podcasts, can widen client 
access to PES services and make them more cost-effective. The Centres should gather 
information on their clients’ access to and ability to use different contact methods. This is 
helpful in designing improved services for individuals and determining the overall mix of 
online and other contact methods. 

Clients should be offered training, if needed, to enable them use digital contact media. This 
will  help them to access the growing number of jobs requiring digital competence and 
equip them to better compete in a labour market where increasing number of jobs require 
at least a basic level of IT skills. At the same time, it is essential to maintain a mix of contact 
channels so that clients lacking digital access are not disadvantaged.  

The Centres and their resources must be adapted to ensure that they can be used by persons 
with disabilities. In addition to ensuring that buildings are accessible, adjustments should 
include braille-enabled computers and voice-activated systems.

2.10	 Collection	and	use	of	Labour	Market	Information

The Centres will require reliable LMI to deliver successful employment policies. LMI systems 
are necessary to assess skill shortages and changing demand for labour. To develop LMI 
systems, information can be obtained from both quantitative sources (population census 
data, PES statistics) and qualitative sources (consultation with companies). The Centres 
should also work with other agencies, including statistical offices, educational/training 
institutes and social partners, to source information.
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2.11	 Engaging	with	Employers

The Centres must develop effective links with employers to deliver effective matching and 
placement services. To achieve this, it is necessary to assess the local employment market, 
and seek vacancies suited to the skills and competencies of their registered jobseekers, and 
to influence training provision, orientating this to meet employers’ needs.

2.12	 Engaging	with	the	informal	economy	

The Centres can support the transition from the informal to the formal economy. To further 
this agenda, they can advertise services to people involved in the informal sector, for instance 
via social media and by providing information on the radio. This can assist in combating 
exploitative employment practices and facilitate discussions with both employees and 
employers on the advantages of formalized employment status.

2.13	 Selecting	delivery	partners	

A balance between in-house provision and third-party partnerships is needed to provide 
efficient employment services. While the Centres have a most important role to play in 
providing employment services themselves, they should also seek to expand their support 
for clients by developing partnerships with more specialized providers. Partnership 
arrangements should be considered when input from other organizations has the potential 
to improve efficiency and offers opportunities to source expertise for training and support 
for such vulnerable groups as disabled people and migrants.

To ensure that especially vulnerable clients receive appropriate support, PES should 
collaborate with NGOs, training organizations, private employment agencies (PrEAs), both 
office-based and online, and social partners. 

2.14	 Assessing/planning	budget	allocations	

It is essential that Centres secure sufficient funding to provide adequate infrastructure. 
A budget should be prepared detailing what resources are needed to cover not only 
salaries, but also staff training, marketing and the acquisition of appropriate office facilities 
(e.g. meeting rooms) and equipment.  

Future improvements will rely heavily on IT support for service delivery (including 
performance measurement tools). Funding will also be needed for client referrals to support 
services from other providers.
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2.15	 Recruitment	of	jobcentre	staff	

Before determining the range of services to be offered, the capacity to recruit and train 
competent employees must be established, and a realistic assessment of their productivity 
must be made. To ascertain the availability and expected productivity of suitable candidates, 
job descriptions should be drafted identifying the range of skills and competencies required 
to meet the needs of service users, and the local recruitment market assessed. PES will need 
to confirm HR requirements, office organizational structures and job descriptions, specifying 
clearly defined roles and qualifications for each position. Jobcentre staff must have the skills 
and competencies required to ensure the necessary service capacity and quality. A training 
needs assessment (TNA) is the first step to identifying staff competencies and areas for 
development. There should be a staff training plan, based on the TNA and a Centre strategy, 
with training modules customized to address PES issues. The programme could include 
training leading to the award of Employment Officer and Counsellor Certificates and could 
be useful in introducing a Centre-generated quality benchmark for PES service delivery.

2.16	 Acquiring	IT	systems	for	jobcentre	service	delivery

Both Centres operate primarily manual/clerical systems. To become more attractive to 
clients, they need to introduce digital services. This will reduce pressure on staff, increase 
client accessibility and encourage more jobseekers to use their services. The Centres must 
therefore develop digital capabilities as part of a multi-channel strategy based on client 
needs. The first priority should be to develop a system of online registration. The 
registration system should be connected to systems providing LMI and be suitable, through 
further adaptation, for the introduction of automated job-matching and, eventually, online 
guidance interviews with counsellors and advice webinars. This will involve investment 
in technology to set up efficient and user-friendly online platforms, staff training in ICT 
skills and the provision of online services, and training and support for clients who lack the 
appropriate skills. 

When they come to acquiring IT facilities, the Centres should consider both “off the shelf” 
and “tailor-made” IT systems. The systems they adopt must ensure the secure storage and 
protection of client data and the security of public funds. Staff from the Centres should 
be involved in determining IT business requirements, as well as the testing and piloting 
of applications. Procedural and HR guidance should be introduced specifying protocols 
for accessing client data. The Centres should introduce risk-based security test checking 
procedures, with managers periodically reviewing staff access to the system, to assess 
whether the procedures have been correctly implemented. In applying this guidance, 
managers should investigate security breaches, review processes and, where necessary, 
make changes to reduce the likelihood of further problems.
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3.  PERFORMANCE MEASUREMENT 

3.1.	 Workflow	and	performance	management

To assess the impact of the services provided by the Centres, it will be necessary to introduce 
performance management systems which encourage staff to demonstrate the appropriate 
behaviours for delivering the Centres’ objectives. The performance indicators must therefore 
be based upon the Centres’ processes. To be fit for purpose, the performance management 
system will need to address several key questions:

 X Do clients have fair and equal access to services? 
 X Are desired outcomes being achieved? 
 X Are clients, both jobseekers and enterprises, satisfied with the services? 
 X Are the services delivered efficiently? 

When resources are limited, there is a risk that staff tasks will not be systematized. This can 
lead to an absence of standardized data-gathering, which will prevent effective performance 
management. 

To introduce an effective performance management system, comprehensive data needs to 
be regularly collected. It will be necessary to carefully consider the relative costs and benefits 
of the performance-measurement and data-collection system that is introduced. The 
system must focus on results, comprising measurements to assess processes and actions 
that contribute to the desired outcome. This is known as a results based management 
(RBM). RBM requires that several factors be present in the Centre:  

 X Broadly defined strategic objectives, 
 X Constant objectives, 
 X Systems which reflect the institutional setting of the Centre and consideration 

of political sensitivities
 X A consistent approach to labour market interventions. 

3.2.	 Objectives/goals

To operate effective systems and assess overall performance, the Centres will need to 
measure inputs, outputs, outcomes, and processes. They will need to establish objectives, 
targets and indicators.

The Centres’ key objectives will therefore need to be defined. PES have a variety of objectives, 
in particular contributing towards reducing unemployment, facilitating decent employment, 
and promoting social integration and improved living standards for citizens.  
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Intermediate measurements are used to record the immediate outcomes of PES activities, 
such as the jobseeker placement-to-referral rate and transitions into various types 
of employment. Input measurements make it possible to compare the relationship 
between resources (e.g. staff budgets) and performance. Final measurements record the 
contribution a Centre makes to overall improved labour market function.  

Targets are set to measure whether performance indicators have been achieved. To be 
meaningful, targets must be SMART (Specific, Measurable, Achievable, Realistic and 
Timebound) and must facilitate the achievement of objectives. They need to specify 
what is to be delivered, to what standard and within what timescale. Indicators should 
be reported monthly, with quarterly, half-yearly and annual summaries. The numbers 
of registrations and jobseekers should be recorded in the Centre’s register, as well as 
the numbers of jobseekers referred for Active Labour Market Programmes (ALMPs) and 
vacancies placed by employers and filled.

To be meaningful, targets must be disaggregated by client segment and service provided, the 
category of ALMP clients and the type of employment obtained (by sector and occupational 
classification). Individuals should be identified by age, gender, level of education, prior work 
experience, disability, periods of unemployment and any other issues which may be barriers 
to labour market integration.

Performance targets are a tool, not an end in themselves, and it is acceptable not to achieve 
all targets. Performance measurement systems are enablers, providing a means of assisting 
individual PES staff, managers and the wider organization in achieving desired outcomes 
for improved labour market operation. 

Performance data provides essential information on PES strengths and areas for 
improvement, facilitating a learning culture. Internal benchmarking between clusters of 
offices can be used to promote learning and the exchange of good practice, and to identify 
previously unrecognized problems.

3.3  Inputs 

To operate effectively, the Centres must assess the impact of services and programme 
interventions. These may include jobseeker registration interviews and vacancies placed 
by employers, job matching and monitoring, referral of jobseekers to employment 
opportunities, (pre)-selection of candidates for interviews, provision of information, 
counselling, vocational guidance, individual employment planning, labour market training, 
subsidized employment, support for self-employment, public works, jobs fairs and so on. It 
is also necessary to record support for other agencies providing services for jobseekers and 
ALMPs, such as training schemes and counselling.  

When they are developed, services may in future include internet-based self-service access 
to registration, vacancies and matching services.
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3.4 Outputs

To evaluate the services and programmes delivered by a Centre, it is necessary to measure 
discrepancies between the results expected and those achieved.

The Centres should produce outputs, which are necessary for delivering desired outcomes. 
Output measurements record the volume of activities undertaken by a Centre. These are 
measured by targets (see paragraph 3.2), i.e. stated numerical values of the desired volume 
of activities. Output measurements may include labour-market penetration rates, numbers 
of jobseekers registered, numbers of returns to work, individual action plans completed, 
numbers of vacancies registered, jobseeker interviews completed and numbers of referrals 
to third parties (e.g. training organizations). It is very important to note that while output 
measurements record  volumes of activities, they do not measure the success of these 
activities, i.e. the desired/required outcome (for example, the number of people moving 
into work) or the overall objectives and goals of the Centre, i.e. higher numbers of citizens 
in employment. 

3.5	 Management	Culture	

A culture of ownership, trust, and commitment is needed in an organization if a performance 
measurement system is to improve outcomes. Centre managers should actively promote a 
transparent culture focused on delivering the best results for clients. Individual staff and 
team accountabilities should be clear and designed to encourage collaboration, ownership 
and a sense of responsibility. Empowerment, encouraging front-line staff to innovate and 
propose improvements to systems and processes, can contribute to higher quality outputs 
and improved services. 

3.6	 Management/staff	communication

Open dialogue between managers and staff, and the ability to learn from mistakes, are 
a fundamental component of continuous performance improvement. Performance 
measurements should be designed to limit the potential for generating perverse incentives. 
Regular performance dialogues should be held to encourage feedback and a two-way flow 
of information between staff and managers. These can include:

 X electronic bulletins, 
 X quality circles, 
 X performance dashboards providing contextual analysis, 
 X office meetings, 
 X regular internal staff satisfaction surveys, and 
 X opportunities for 360-degree feedback.
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4.  PARTNERSHIPS AND COLLABORATION 

4.1	 Identifying	appropriate	partners	and	areas	for	cooperation	

To optimize capacity and use of budgets, the Centres should explore opportunities for 
combining and coordinating services with other actors providing employment services. In 
this way, they can pool expertise and increase their service coverage.

The first step in developing a partnership strategy is to identify which employment 
services could be better delivered by other agencies working in partnership with the 
Centre or Centres. It will then be necessary to identify the organizations with which 
such partnerships could be developed. 

 X The first step is to systematically review a Centre’s capacity to deliver core services 
and, where gaps and areas for possible expansion are identified, determine the 
best option for sourcing further resources from potential delivery partners.

 X Key criteria are sustainability and potential to achieve improved outcomes.
 X Through service mapping, it is possible to identify delivery silos, expose service 

duplication and focus on bridging gaps. 

4.2	 Setting	up	a	regulatory	framework

There are several different options for governing partnerships. These arrangements may 
be formal, informal or contractual. To operate effectively, partnerships must be results-
orientated, with objectives and partners’ responsibilities clearly defined.

In establishing a regulatory framework, it is necessary to decide:

 X what type of partnership governance is appropriate for each stakeholder 
relationship, i.e. formal, informal or contractual;  

 X which organizations to partner with and the desired benefits from such 
relationships; 

 X how PrEAs and Temporary Work Agencies (TWAs) should be regulated to ensure 
optimum outcomes for clients; 

 X how the responsibilities of the Centres and their delivery partners should be 
determined.

To secure “buy-in”, the interests of all partners must be aligned with those of the Centres. 
Though legal contracts may not be needed to oversee non-commercial arrangements made 
by the Centres, statements of intention and memoranda of understanding will in many 
cases add value. 
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4.3	 Mobilizing	potential	partners	and	initiating	cooperation

It will be necessary to encourage stakeholders to join partnerships with the Centres. The 
best way to do this is to identify the advantages that would derive from cooperation and 
explain how the Centres’ interests and those of potential partners are directly and 
implicitly aligned. 

4.4	 Coordinating	cooperation	and	communication	with	partners

For partnerships to be successful, stakeholders’ inputs will need to be coordinated with 
those of the Centres, and management decisions clearly communicated to all participating 
organizations.

To coordinate cooperation and communication, it will be necessary to identify the actions 
required to ensure that the partners’ activities are coordinated and communicated to 
all other stakeholders.

 X For effective coordination, partners need to agree on their expected contributions 
and reciprocal undertakings, which should be recorded in an appropriate format.   

 X For informal agreements, a general statement of intent to cooperate may be 
sufficient, with more detailed arrangements for closer cooperation.   

 X Partnership governance arrangements should include the establishment of steering 
committees responsible for communicating the results of participating organizations 
to external stakeholders, including the Centres’ clients.

4.5	 Monitoring	cooperation	and	results

To obtain maximum benefit from partnership arrangements, it will be necessary to measure 
performance regularly, record good practice and monitor progress. 

It is important to identify which measures should be applied by the Centres in monitoring 
partnership operations and assessing outcomes, and to determine how best to share 
knowledge, expertise and good practice between the Centres and their delivery partners. 

Partnership agreements should set forth the expected quantity and quality of client “hand-
offs” between the Centres and other agencies, where possible using SMART targets. 

Appropriate measures will be needed to assess progress and harmonize feedback. 

Targets should be relevant for both internal use and for monitoring joint undertakings.  
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4.6	Reviewing	partnership	benefits

To determine whether partnerships continue to add value, their role, governance and 
objectives must be periodically reviewed.

To review partnership benefits, it will be necessary to develop systems to assess he 
effectiveness and added value of partnership operations, and decide how frequently reviews 
should take place. 

Partnership steering committees should meet regularly to review results. Arrangements 
should be made to resolve any issues emerging in day-to-day business. Liaison meetings 
should be conducted quarterly if possible, with formal reviews at least once a year.

A formal review should incorporate a full assessment of the added value from joint working, 
record successes, areas for improvement and any need for significant changes, and 
ultimately decide on the future operation of a specific stakeholder partnership.  
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5.  MANDATES AND CLIENT INDUCTION 
ARRANGEMENTS IN THE YES AND CITY 
EMPLOYMENT CENTRES 

5.1.	 Current	Situation

5.1.1 Institutional setting of the YES and City Employment Centres 

The YES Centre was established as part of the One-Stop Service Centre (OSSC) platform 
run by the Bahir City Office for Technical Vocational and Enterprise Development (OTVED). 
This pilot Centre is intended to offer services for youth and is especially orientated towards 
promoting small and medium-sized enterprises (SMEs) and providing support for the self-
employed. Staff from the OTVED and the BOLSA perform the functions of the YES Centre, 
using the platform the YES Centre launched in June 2018 to provide integrated employment 
services and coordinate job matching. 

The City Employment Centre was established to provide standard PES services, focusing on 
waged employment and service provision at City administration level. In practice there are 
considerable overlaps between the services offered by the two institutions. The City Centre 
provides a small business advisory service and promotes self-employment as an alternative 
to waged occupations. 

The YES Centre’s catchment area is the Dagmawi sub-city area, while the mandate of the 
City Centre is to offer services to residents of the whole Bahir Dar City administrative area.

5.1.2  Registration Arrangements 

Most YES jobseekers are registered through the OSSC, which organizes registration 
campaigns several times a year. In January 2019, 95 per cent of jobseekers at the YES centre 
were referred via the OSSC. The City Employment Centre registers jobseekers directly, 
as well as taking on jobseekers registered at the sub-city level. There is scope for closer 
coordination and collaboration between the two institutions.

Both Centres register all jobseekers and require them to attend in person, though the YES 
centre tends to focus on TVET and university graduates. 

Basic information (age, health/disability, education, work experience and employment 
sector sought) is collected during registration. 
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5.2	 	Revised	service	protocols	

Revised service protocols need to be introduced for jobseekers, employers and the Centres’ 
engagement with clients. 

5.2.1 Engagement process for jobseekers, employers and YES/City 
 Employment Centres 

(a) Jobseeker service protocols 

(i) For the YES centre:

There are two options for registration at the YES centre: house-to-house registration carried 
out by the OSSC or direct approach to the Centre by phone (or online, when this service 
becomes available). There is currently no reception facility at the Centre. To register under 
the revised protocol, the receptionist would provide jobseekers with general information 
about the Centre and its services, and register them or assist them to self-register (when this 
facility becomes available; online registration would enhance centre efficiency and increase 
capacity). If necessary, a registration card could be issued. The receptionist would determine 
whether the jobseeker only wanted access to self-service facilities or was interested in 
receiving support. If the latter, the jobseeker would be registered by the receptionist, who 
could apply some basic segmentation criteria and, when possible, perform basic profiling. 
The characteristics of employment offers should be recorded, including type (waged 
employment, self-employment), contract duration, average earnings, skills requirements/
matching records, and link between training scheme attended and job placement. 

Subject to the results of these interventions and the willingness of jobseekers to be 
referred for further support, suitable candidates (i.e. those who would benefit from more 
in-depth support) could be referred for group information sessions, group counselling 
or individual counselling. Counselling should be reserved for clients who – based on the 
results of segmentation and profiling – would benefit from such support to assist their 
labour market integration. An Action Plan should be developed in these or subsequent 
meetings. If necessary, jobseekers with specific barriers to employment, e.g. a disability, 
could be referred for specialized counselling (at Bahir University, for instance), or specialist 
ALMPs, depending on their individual needs. If no or less severe barriers were identified 
following a counselling interview, matching could take place, with preparation and referral 
for interview/s and, eventually, placement. A post-recruitment follows-up with the employer 
should include, where possible, the offer of post-recruitment induction support.

(ii) For the City Employment Centre: 

Jobseekers could either come directly to the Centre, or phone or register online (when 
this service becomes available). For jobseeker registration (currently there is no reception 
facility), the receptionist would provide general information about the Centre and its 
services, register jobseekers directly or assist them to register online, and if necessary 
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issue them with a registration card. The receptionist would determine whether a jobseeker 
only wanted access to self-service facilities or was interested in receiving further support. 
If the latter, the jobseeker would be registered by the receptionist, who could apply some 
basic segmentation criteria and, when possible, perform basic profiling. The characteristics 
of employment offers should be recorded, including type (waged employment, self-
employment), contract duration, average earnings, skills requirements/matching records, 
and the link between training scheme attended and job placement.  

Jobseekers would then be asked if they were interested in waged employment, self-
employment or training. If self-employment, a Jobseeker would be referred to an employment 
officer providing self-employment advisory services. The officer might in turn refer the 
Jobseeker to the OSSC or connect them to other services. Otherwise, the jobseeker would 
be referred for group information sessions, group counselling or individual counselling. 
Counselling should be reserved for clients who, based upon the results from segmentation 
and profiling, would benefit from such support to assist their labour market integration. 
An Action Plan should be developed in these or subsequent meetings. If necessary, 
a jobseeker with specific barriers to employment, e.g. a disability, could be referred for 
specialized counselling (at Bahir University, for instance), or specialist ALMPs, depending 
on individual need. If, following a counselling interview, no or less severe barriers were 
identified, matching could take place, with preparation and referral for interview/s and, 
eventually, placement. A post-recruitment follows-up with the employer should include, 
where possible, the offer of post-recruitment induction support.

(b) Employer service protocol  

Employers would either phone, email or register a vacancy directly with the outreach 
employment officer, or post the vacancy online when this service becomes available. The 
employment officer would register the vacancy and record all the necessary information and 
details on a vacancy registration form. Information concerning vacancies placed with a PES 
should include occupation, type and size of enterprise, economic sector, occupational group, 
and type and level of qualifications required for the position. Employers would have the option 
of either placing open vacancies (available for any jobseeker to apply for independently) or 
asking for the vacancy to be managed by the PES (see paragraph 6.3). In the latter case, the 
employer would agree to interview clients selected by the employment officers from their 
caseload of jobseekers referred for counselling support. As services mature, the Centres could 
also offer post-recruitment support to employers for whom they had managed vacancies, to 
assist in the induction of newly recruited workers referred by the PES.

(c) Jobcentre service protocol 

To offer the services – for jobseekers and employers – described in paragraphs 5.2.1 (a) 
and (b), the YES and City Employment Centres’ services would need to be reconfigured. To 
give service-users the option of making initial contact either face to face or by telephone, 
the Centres should introduce a telephone contact service. Subject to volume of activity, 
registration interviews could be conducted when a jobseeker visited or phoned the centre, 
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or alternatively during a registration interview (in person or by phone) scheduled at a 
mutually convenient time. These activities should be undertaken by registration staff, who 
could rotate between interviewing and initial contact duties, subject to client volumes and 
demand. The registration process would act as a filtering mechanism, establishing which 
clients wished to receive more assistance from the Centres and which were interested only 
in viewing vacancies.

Part of the first stage of client contact would include segmentation and profiling to identify 
jobseekers needing more personalized counselling support. This would be provided by 
employment officers offering both group and individual counselling appointments at pre-
booked times. Counselling would be followed by subsequent meetings for job referrals and 
to assess jobseekers’ progress in their own job searching, or by referral to other agencies 
for specialist support and provision of ALMP measures.

Employers would be offered the choice of placing their vacancies on an open basis or for 
PES management. Open vacancies (and PES-managed vacancies not filled by counsellor 
referral) would be advertised on boards at the Centres. This would provide a “Job Shop” 
service for any citizen who wished to “drop in”, conduct an independent job search and 
apply directly to an employer.  

5.2.2  Importance of efficient PES Registration systems 

To be successful the Centres should offer services that are perceived as useful by citizens. 
Registration is the core service provided by a PES. Effective registration mechanisms 
underpin other services, such as guidance and the dissemination of labour market information. 
Registration processes and protocols should provide an efficient mechanism for gathering 
essential client information and be user-friendly and easy to access.

5.2.3 Issues arising from the current registration system 

The information gathered during registration interviews at the City Employment Centre is 
recorded in a journal, prior to a jobseeker ID card being issued. As with other ESCs, the 
City Centre only registers “unemployed” people aged 15 years and over who live within the 
catchment area of the City Administration. Jobseekers seeking to register must therefore 
present an identification card showing that they are resident.

5.3	 Introducing	a	filter	system		

The current process includes an unnecessary additional bureaucratic step for most YES Centre 
clients referred via the OSSC register. It would be more efficient if these individuals were 
dealt with proactively by the YES Centre. They could be contacted and asked if they wanted 
to register with the YES service. Registration documents could either be completed during 
phone calls, or potential clients could simply be invited to attend the YES Centre in person. 
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The current service delivery model at both the YES and City Centres is demand led. The 
absence of a pre-booking appointment system means it is very difficult for the Centres 
to plan services, and results in sub-optimal delivery and a less effective service for clients 
overall. 

When established, an online system (see paragraph 2.16) will provide a more effective 
method for registering clients and managing client flows. Prior to this digital support being 
introduced, a telephone contact system could be developed, and most potential clients 
encouraged to use this channel, with initial face-to-face contact appointments reserved for 
citizens unable to access Centres via telephone. The extra resources required to operate this 
system would be compensated for by the time saved as a result of more effective handling 
of client contacts.

Building on the system of proactive telephone contact proposed for referrals from the OSSC 
register (see paragraph 5.2), it would be helpful to introduce a telephone induction service 
for initial contact with clients delivered by the OSSC. A common contact point could 
be established to identify clients appropriate for each facility, making it possible for City 
Employment Centre clients to be registered directly and details of clients wishing to register 
for YES Centre services to be passed to the YES Centre, which would take responsibility 
for contacting and registering them (as per paragraph 5.2). This system would make for 
a clearer differentiation between City and Yes Centre services and clients, and help to 
eliminate overlaps and duplication of functions. The YES Centre could focus exclusively 
on youth, while jobseekers seeking waged employment could be referred to the City 
Centre. Until the latter distinction is introduced, it is important that the YES Centre provide 
information on the number of jobseekers it has verified as seeking waged employment (in 
addition to those registering directly), so that these clients and those registering directly 
with the City Centre can be included in a genuinely representative live register. It would 
be helpful if the functions of both Centres were compared, so that, as far as possible, 
specialized support services were offered by only one Centre, the aim being to eliminate 
overlaps and make best use of resources. To facilitate this clearer distinction of services, 
optimize capacity and raise the profile of services generally, consideration should be given 
to moving the YES facility to share premises with the City Centre. As, in practice, job 
matching at the OSSC is not systematized, working from a central location would make for 
a more effective matching function.

5.4	 Prioritizing	identified	client	need	and	introducing	client	
segmentation		

The revised client service protocols set forth above would make it possible to introduce 
the business model described in Chapter 2, and in particular client segmentation (see 
paragraph 2.7). Clients could be identified as falling within one of the three support 
groups (Green, Amber or Red) during registration over the telephone. The majority, who 
would need to attend information sessions, could be advised when future sessions were 
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scheduled. This would assist the Centres in ensuring that groups of an ideal size could be 
convened at regular intervals, and clients would know exactly when they would need to 
attend. Counselling/guidance interviews could also be pre-booked for clients identified as 
requiring more in-depth counselling support.

5.5	 Providing	in-depth	support	

The registration function could be expanded to incorporate the gathering of 
information for basic client profiling (see paragraph 2.8). Information gathered during 
initial contact could be entered into a client’s file record. This would be passed onto 
counsellors, enabling them to better prepare for interviews with clients needing more in-
depth support. This profiling mechanism could also identify clients having the greatest 
barriers to labour market information. It could also form the basis for referrals to specialist 
agencies (see paragraph 2.13), which may be better positioned to provide employment 
support for vulnerable service users, e.g. disabled people and migrants.

5.6	 Job	roles	for	delivering	new	service	protocols	

The proposed enhanced delivery protocol could be operated using the staffing structure 
described in paragraph 1.2.2. Registration/intake officers could perform the information 
gathering tasks for registering and profiling clients, allocating them to appropriate 
service streams. This would ensure that counsellors are able to concentrate on their core 
functions and are not diverted to administrative duties.
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6  VACANCY HANDLING 

6.1		 he	importance	of	employer	clients		

Employers are crucial PES clients (see paragraph 2.11); it is not possible to deliver an effective 
PES service in the absence of strong links with employers. PES must attract vacancies suited 
to the skills and aspirations of their registered jobseekers. As is common across Ethiopia, 
both the City and YES Centres currently handle exceptionally low numbers of vacancies. 
The introduction of a well-functioning and client-friendly system enabling employers to 
place vacancies is a priority. In advance of this, efforts should be made to make it as easy 
as possible for enterprises to notify opportunities to the Centres. There should be no 
attempt to propose legal changes to force employers to place vacancies with the PES. 
International evidence is that PES work most successfully with employers when the 
latter choose to use them because of the quality of service they provide. Compulsion is 
hard to enforce, not conducive to positive relationships and, even if enforceable, unlikely to 
improve the employment prospects of clients referred by the PES. 

6.2	 Making	PES	more	attractive	to	employers	

The Centres currently suffer from a vicious circle whereby they have a low profile with 
employers and so attract little business, which then further contributes to their poor 
reputation. Employers prefer to use recruitment brokers, notice boards and informal 
networks to fill their vacancies. Furthermore, the Centres require employers to deliver 
vacancies by hand, which is a strong disincentive for many. A dedicated telephone line 
should be introduced for employers to provide information on vacancies, which PES 
staff can also use to offer more information to enterprises about available services, 
such as training schemes for potential recruits. To support this revised approach, 
making it easier for employers to place vacancies, the Centres should develop a strategy 
for employer engagement. They should study the local labour market and target employers 
with high volumes of job opportunities and/or vacancies suited to the needs of their 
registered jobseekers. 

6.3	 Vacancy	handling	and	referral		

The current way of handling and referring vacancies limits PES client access to job 
opportunities and restricts employers’ choice of jobseekers. On receipt of vacancies, both 
the YES and City Centres review registrations to identify clients who meet the vacancy criteria 
and refer these candidates to employers. If the City Centre has no suitable candidates, it 
takes no further action; The YES Centre places its unfilled vacancies on a jobs board in the 
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office (the City Centre has no jobs board). The matching process itself is manual and time-
consuming, making it difficult for the Centres to meet employers’ needs within desired 
timescales, if at all. It also places a disproportionate burden on the offices for the extremely 
low number of placements secured. 

A revised approach could be considered whereby vacancies are badged either as open/file 
(i.e. available to any jobseeker who wishes to apply to the employer) or PES-managed. 
In the former case, this would develop the role of the Centres as Job Shops; in the latter, 
selected vacancies would continue to be managed as at present, but with a firm commitment 
that the employer would at least interview clients referred. The jobseekers referred for 
these managed vacancies could be selected from the caseloads of employment counsellors, 
i.e. clients needing personalized support from the PES in order to find work (those in the 
Amber and Red segments). This approach to vacancy filling should be supported by the 
Centres, and specifically their counsellors, fulfilling the role described in paragraph 2.2. In 
other words, the Centres’ primary role should be to help clients find work, rather than to 
find work for them. All jobseekers should therefore be encouraged to look for opportunities 
themselves, as well as taking advantage of opportunities arranged by the PES. The City 
Centre should introduce a jobs board and, subject to space, both Centres should promote 
their role as Job Shops open to any citizen seeking new employment.
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7  RECOMMENDATIONS 

A number of actions are recommended for improving the services delivered by the Centres, 
as follows:

 ¬ A review of management structures and governance should be undertaken to introduce a single 
clear channel for reporting and accountability between the Centres and the supervising 
authorities. The office layouts should be reviewed to introduce separate reception and waiting 
areas, and a meeting room.

 ¬ The BoLSA and the OTVED Department should consider setting up a joint management team 
to oversee the operation of both institutions pending establishment of a “single joined-up 
service” with a revised service protocol. Eventually, consideration should be given to establishing 
a joint management board. 

 ¬ Moving the YES facility into the City Centre premises should be considered.
 ¬ For the City Centre, a manager should be appointed from among the staff, with the function 
rotating every 3-5 years.   

 ¬ The staffing structures should be revised, with clear roles for the manager, employment officers 
and registration officers, and one staff member responsible for service coordination and 
registering vacancies. 

 ¬ A service mapping exercise should be conducted to identify work volumes, potential client 
numbers, and which services the Centres have the capacity to deliver and which should be 
outsourced to partner organizations.

 ¬ A client survey should be introduced to obtain the views of jobseekers and employers on service 
standards and what they expect from the Centres.

 ¬ A process should be introduced for registering jobseekers via telephone, where possible. A 
filtering system, including the booking of scheduled/timed appointments for information 
sessions and counselling interviews, is also needed. 

 ¬ A phone line should be introduced so that employers can notify the Centres of vacancies.
 ¬ Introducing a two-tier system of open-file and PES-managed vacancies should be considered, 
with the development of both Centres into Job Shops.  

 ¬ The services and remits of both Centres should be reviewed to eliminate duplication and fill 
gaps. Each Centre should concentrate on serving a particular clientele, e.g. all youth referred 
to the YES Centre . 

 ¬ Segmentation and profiling systems should be introduced. Clients able to “self-serve” should 
be encouraged to conduct their own job searches, with counselling services reserved for clients 
needing more in-depth support. 

 ¬ A results-based management system should be introduced, based on SMART principles, with 
regular performance dialogues.

 ¬ A staff Training Needs Analysis should be conducted and a competency development programme 
introduced. 

 ¬ A step-by-step digitalization plan should be introduced, fully integrated with office delivery 
systems and processes, with online registration and vacancy posting as the first priority. Office 
budgets should be regularly reviewed to ensure that sufficient resources are available to support 
proposed improvements and ongoing service delivery requirements.
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ANNEXES

Further	information	-	Guides	and	toolkits	

 X ILO Practitioners’ Guide on employment service centres: Operating employment 
service centres (Volume 2), Donna C Koeltz and Carmela I Torres, 2016 

 X International Labour Office (ILO), 2003, Guidelines for establishing emergency 
public employment services, (Geneva) 

 X Hansen E (2006), Career Guidance: A resource handbook for low- and middle-
income countries, (Geneva ILO)

 X International Labour Office (ILO), 2007. Guide to private employment agencies: 
Regulation, monitoring and enforcement, (Geneva).

 X Getting Started with KPIs – A study guide on creating KPIs and measuring success 
for PES, William Pieterson, European Commission, 2019

 X Practitioner’s Toolkit for PES – Building Career Guidance and Life-long learning, 
Robert Arnkil, Timo Spangar, Ravio Vuorinen, European Commission, 2017 

 X A guide to worker displacement: Some tools for reducing the impact on workers, 
communities and enterprises, Gary B Hansen, ILO Geneva, 2009

 X Decent work and the Sustainable Development Goals – A guidebook on SDG 
Labour Market Indicators, ILO Geneva, 2018 

 X Training Toolkit on Establishing Fair Recruitment Practices: Public employment 
services and private employment agencies in a changing recruitment landscape, 
ILOITC, 2018
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EXAMPLE REGISTRATION FORM
PERSONAL	INFORMATION	FORM

1. Please fill in this form carefully.
2. The information supplied in the form will enable us to help you in finding suitable employment.
3. The information will be kept confidential.

Name:  

Address: 

Date of Birth: 

Married/Single: 

Client registration number 

I. Educational Qualifications: Please give details of your education, if any:

Educational
Level

Name of
college/
university

Level of exam.
& year

Subjects studied % of
marks
obtained or 
CGPA

Rank 
obtained

1 Postgraduate

2 Graduate

3 Intermediate/TVET/Higher sec.

4 Matriculate

5 Middle

6 Postgraduate diploma

7 Undergraduate diploma

8 Certificate

9 Others

II. Training: Please indicate if you have ever done any training.

III. Work Experience: Have you been in part-time or full-time employment? (Give details of past jobs: 
title, function, name and address of employer and dates employed, including work experience 
when self-employed or in a family occupation). Please describe employment skills acquired/
practiced in your previous jobs. 

IV. FAMILY DETAILS

Relationship Age Level of education Occupation Average income

1. 2. 3. 4. 5.

Self

Husband/Wife

Father
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Relationship Age Level of education Occupation Average income

Mother

Brothers:

1.

2.

3.

4.

Sisters:

1.

2.

3.

4.

V. (A) Counsellor's notes: 

Counsellors should elicit information regarding the client's health (recording any chronic health problem), 
disabilities (hearing, visual, physical, mental health, multiple, learning difficulties), temperament, 
behaviour and personal aspirations, motivation and ability to engage in job searching, constraints related 
to transportation, lack of internet and/or telephone access, legal and/or financial difficulties, caring 
responsibilities (which person/s the client is responsible for and how much time they spend discharging this 
responsibility), preferred subject, areas of interest, leisure time activities, including extracurricular activities, 
and other relevant information in each case, and should record this information below: 

V. (B) Occupation preferred/considered by the client:

VI. Problems: Counsellor's assessment of any problems. Include a rating of employability: (a) 
client capable of independent job search, (b) client likely to find employment with support from 
employment centre counsellor, (c) client with major barriers to finding work and in need of referral 
for specialist support.
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VII. SUMMARY FORM

Name

No. 

Address

1. Areas of interest and levels:

2. Vocational plan (Describe steps to be taken in sequence by client and counsellor, including details 
of referral for group information sessions, employment counselling, specialist support from other 
organizations):

Date   _  _  _  _  _  _  _  _  _  _  _  _  _  _  _  _  _  _  _  _  _  _  _  _  _  _  _  _  _  _  _  _  _  _  _  _  _

 

Signature of the candidate Name of the Employment/ Vocational Guidance Officer

VIII. Follow-up notes:





ISBN: 978-92-2-033745-5




