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COUNTRY FICHE: LITHUANIA  


PES NAME: The Lithuanian Labour Exchange (LDB) 


Basic organisational model 


Type of organisation/relation to government 
Public corporation subject to the control of the Ministry of Social Security and Labour. 


Structure and organisational levels 


 Head office in Vilnius; 


 10 local labour offices; 


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


Management structures and the role of social partners 


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


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


 Social partners: unions and employers are involved in a Tripartite Commission whose purpose is to 
analyse the labour market trends and the effectiveness of employment services and programmes, and to 
make proposals on how to improve the LDB’s activities. 


Financing model 


PES financing by source, Euro (million) 


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


 2010 2011 (forecast) 


Source of funding (%) Total 
Budget 


Operating 
costs 


ALMP Total 
Budget 


Operating 
costs 


ALMP Total 
Budget 


Operating 
costs 


ALMP 


Total 220,8 21,6 52,0 184,6 22,0 51,5 -16% 2% -1% 


Social security 
contributions  


68,7%   131,6 
(71,3%) 


     


Government and other 
public funding 


2,6%   5,5 
(3,0%) 


     


ESF 24,7%   42,0 
(22,7%) 


     


Other EU  
Funding 


4,0%   5,5 
(3,0%) 


     


EURES          
PES own revenues           


Other          


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


Human resources 


PES human resources 


 Number of staff % directly servicing clients


Total 2.325 80% 


Head office  76 0% 


Local offices 1.294 74% 


49 customer service branches 955 95% 


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


Unemployment and related benefits 


 Unemployment benefits are paid through the Employment Fund, administered by the Ministry of 
Social Security and Labour. The Lithuanian PES is responsible for the registration of applicants. 


Other social benefits 


 Unemployed people registered with local labour offices can access other kinds of benefits as well: 
social minima and compensation for heating and other costs (paid by Municipalities) and partial 
unemployment benefits for those made redundant after October 2008 (paid by the Globalisation 
Fund). 


Clients/Customers 


Jobseekers 


Jobseeker client groups Number %


Total   


Job seekers 358.545 - 


Registered unemployed 311.261 86,8% 


Employed jobseekers 16.794 4,7% 
Student 1.846 0,5% 
Involved in the employment support measures 25.454 7,1% 
Inactive (retired and pre-retirement age) 2.943 0,8% 
Individuals with the need for vocational rehabilitation 247 0,1% 
Female 139.062 44,7% 
Male 172.199 55,3% 


Youth (up to 25 years) 44.679 14,4% 
long-term unemployed 129.960 41,8% 
Additionally supported in the labour market 258.266 83,0% 
Receiving unemployment benefits  47.270 15,2% 
Rural inhabitant 113.715 36,5% 


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


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


Employer client groups Numbers %


Total  51.398   
Employer customer group by size of enterprise      


● < 10  32.441  63,1% 
● 11 – 50  14.261  27,8% 
● 51 – 100  2.868  5,58% 
● 101 – 250  1.332  2,59% 
● 251 – 500  335  0,65% 


● 500 <  161  0,31% 
Employer customer group by sector of activity     
● Agriculture  2.747  5,35% 
● Industry  6.702  13% 
● Construction  3.669  7,14% 


● Services  38.280  74,51% 


Employer customer group by form of ownership     
● Private sector  46.903  91,3% 


● Public sector  4.495  
 


8,75% 


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


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


 Institutions offering vocational rehabilitation services. 
 


Types and methods of service provision 


Services for jobseekers 


 Information on PES service provision is provided both directly and by other means, such as phone, 
fax, emails or the internet to all registered unemployed; 


 Counselling, placement and planning of individual activities are provided to all clients; 


 Active labour market policy programmes are available to all the registered persons, by recourse to 
training institutions. 


Services for employers 


 Information and counselling; 


 Registration and advertisement of job vacancies; 


 Selection of potential employees for a job vacancy; 


 Organisation and financing of active labour market policy measures. 


Job vacancies and market share 


Collecting information on job vacancies 
Employers report vacancies to LDB on a voluntary basis, through different means such as phone, fax, 
internet or emails.  
Visits to employers, twice a year, are used as a means of collecting job vacancies, too. Local staff constantly 
look for vacancies on the internet or press materials. 


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


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


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


Active labour market policies 


LMP Services 


Name of service Brief description Delivery


Individual 
employment plan 


Development of an individual employment plan including the commitments of the unemployed 
person and the local labour exchange regarding active LMP measures and LMP services, in order 
to ensure employment for the person and the assessment of the progress. 


Local labour 
exchange. 


Development of 
job-search skills 


Helping jobseekers to develop independent job-search skills and teach them how to use the 
information tools available at the labour exchange. 
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LMP Measures 


Name of measure Category Brief description Delivery 


Training 
Alternate training 


2 
2.3 


Training is organised to provide qualifications and/or 
opportunities to acquire competencies which are necessary in 
taking up employment. 


Local offices; training is 
provided in training centres 
and practical training 
establishments. 


Employment incentives 
Recruitment incentives 
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Social enterprises endeavour to give employment to persons 
who have lost their vocational skills or general earning 
capacity, which are economically inactive and are unable to 
compete on the labour market under equal conditions. 


 
Local labour offices 


Employment         
maintenance incentives 
 


4.2 
 


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


Local labour offices 


Supported employment 
and rehabilitation 
 


5 
5.2 
 


The aim of vocational rehabilitation services is to maintain or 
improve the work capabilities of disabled persons and to 
increase their employability. 


Local labour offices 


Direct job creation 
 


6 Community work is organised by local labour offices together 
with municipalities and employers in firms, organisations or 
bodies with a view to performing temporary socially beneficial 
jobs. 


Local labour offices 


Start-up incentives 
 


7 The aim of the measure is to support persons who create jobs 
for themselves or for other unemployed persons by starting a 
new business. 


Local labour offices 


 


 


Management logic and performance measurement 


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


Types of objectives and targets 
Three main targets for 2011: 


 Ensuring an easy access to employment services; 


 Promotion of employment among the jobless by offering them participation in ALMP measures; 


 Enhancement of placement services by matching supply and demand of labour more effectively. 


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


Lean management 
The principle of lean management is not integrated in the design of processes. 
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COUNTRY FICHE: MALTA 


PES NAME: The Employment and Training Corporation (ETC) 


Basic organisational model 


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


 Head office in Hal Far; 


 6 regional offices. 


Management structures and the role of social partners 


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


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


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


Financing model 


PES financing by source, Euro (million) 


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


 2010 2011 (forecast) 


Source of  
funding (%) 


Total 
Budget 


Operating 
costs 


ALMP Total 
Budget 


Operating 
costs 


ALMP Total 
Budget 


Operating  
costs 


ALMP 


Total 7,6 
(100%) 


2,8 
(100%) 


4,8 
(100%) 


14,2 
(100%) 


3,0 
(100%) 


11,2 
(100%) 


87% 8% 133% 


Social security 
contributions  


         


Government and 
other public funding 


50%-95%   50%-95%      


ESF 5%-50%   5%-50%      


Other EU Funding          


EURES          


PES own revenues           


Other          
 


Human resources 


PES human resources. Date of observation: February 2011 
 Number of staff % directly servicing clients


Total 227 64% 


Head office 25 16% 
Regional offices 23 100% 
Other offices/services 179 66% 


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


Integration of employment services and benefit payments 


Unemployment and related benefits 


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


Other social benefits 


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


Clients/Customers 


Jobseekers. Date of observation: December 2010 
Jobseeker client group Number %


Total 6.606  


Youth 265 19% 
Adults 5.341 81% 
Of which: Long-term unemployed  2.615 40% 


                Persons with disability 444 7% 


                Ex-substance abusers 202 3% 


                Ex-convicts 147 2% 


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


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


Date of observation: December 2010 
Employer customer group Number %


Total 40.325  


Micro (less than 10 employees) 37.963 94% 


Small (less than 50 employees) 1.826 5% 


Medium (less than 250 employees) 453 1% 


Large  83 0% 


Other clients 


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


 The National Statistics Office for the generation of statistics pertaining to the services of the Corporation; 


 The General Public requesting information under Malta’s Freedom of Information Act; 


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


Types and methods of service provision 


Services for jobseekers 


 Registration for work through personal registration at Valletta Access; 


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


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


 Web-based services such as CV downloading, job vacancies search and information on training courses 
available to all. The EURES Malta Website provides online information on job and learning opportunities in 
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other European countries; 


 ETC is also responsible for managing state-financed vocational training schemes directly. 


Services for employers 


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


 Specific recruitment services and candidates’ pre-selection; 


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


 Job and training fairs. 


Job vacancies and market share 


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


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


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


Market share 
N/A 


Active labour market policies 


LMP Services 


Name of service Brief description Delivery


Registration 
 


Registration for work means that the jobseeker is ready to take active steps to improve his or her 
employability. 


In-House. 
 


Guidance and 
counselling 


Jobseekers registering for employment are offered guidance and counselling service. In-House. 
 


Placements Direct placements involve the submission of jobseekers to employers by employment advisors and 
job centre staff. Indirect placements result from information submitted by employers and 
jobseekers. 


In-House. 


Training 
 


Training is part of the lifelong learning process and has become fundamental in order to constantly 
upgrade one's skills. 


In-House. 
 


Vacancy Profiling It offers the facility to open vacancies with the ETC. In-House. 


Apprenticeships Apprenticeships may mitigate the drop in the labour market integration of school leavers and 
prepare young people with valuable occupational skills. 


External. 


Youth Employment 
Programme 


The programme is envisaged to include career guidance and psychological services; occupational 
therapy services. 


In-House and 
External. 
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LMP Measures 


Name of measure  Category Brief description Delivery


Employability 
Programme 


 2 This service is provided through the Employability Programme Job Search 
Assistance (JSA). 


External. 
 


Training Aid 
Framework 


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


Work Trial Scheme 
 


 4 
 


It gives jobseekers an opportunity to gain work experience from a real place 
of work. 


External. 
 


Community Work 
Scheme 


 4 It implies 780 hours of community work and participants are required to 
work for 30 hours a week. 


External. 


Employment Aid 
Programme 


 4 It contributes to the integration of disadvantaged persons in the labour 
market. 


External. 
 


Bridging the Gap 
Scheme 


 5 
 


Support to a client in the transition period from unemployment to 
employment. 


External. 
 


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


In-House and 
External. 


 


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


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


Management logic and performance measurement 


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


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


 To increase ETC’s capture of vacancies; 


 To increase ETC’s placement of jobseekers in employment; 


 To increase the number of low-skilled jobseekers who undergo training in basic skills; 


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


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


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


 To increase the number of disadvantaged jobseekers who are put on active measures every year; 


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


 To increase the number of non-registrants who are trained; 


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


 To increase the number of strike-offs upheld by the National Employment Authority; 


 To increase women’s share of ETC short courses; 


 To increase women’s share of apprenticeships. 


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


Lean management 
No lean management processes are reported. 
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COUNTRY FICHE: THE NETHERLANDS 


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


Basic organisational model 


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


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


annual cycle of policy planning and implementation. 


Structure and organisational levels 


 UWV has a head office in Amsterdam; 


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


 6 regional/district offices; 


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


Management structures and the role of social partners 


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


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


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


Financing mode 


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


Change 2010-2011 (%) 
 2010 2011 (forecast) 


Source of funding 
(%) 


Total 
Budget 


Operating 
costs 


ALMP Total 
Budget 


Operating 
costs 


ALMP Total 
Budget 


Operating 
costs 


ALMP 


Total 832 
(100%) 


574,1 
(100%) 


258 
(100%) 


752,3 
(100%) 


494,3 
(100%) 


258 
(100%) 


-10% 14% 0% 


Social security 
contributions  


258 
(31%) 
 


 258 
(100%) 


258 
(34%) 


 
258 
(100%) 


   


Government and 
other public funding 


574,1 
(69%) 
 


574,1 
(69%) 
 


 494,3 
(66%) 
 


494,3 
(100%) 


    


ESF          


Other EU Funding          


EURES          


PES own revenues           


Other          
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Human resources 


PES human resources. Date of observation: 2011 
 Number of staff % directly servicing clients


Total 5010 87,2% 


Head office 400  


Regional offices N/A  


Local offices  N/A  


 


Integration of employment services and benefit payments 


Unemployment and related benefits: 


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


Other social benefits: 


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


Clients/Customers 


Jobseekers 
Jobseeker clients are categorised into two main sub-groups:  


 According to the labour market description/status. Within the total stock of non-registered jobseekers 
a split is made between “still in employment” and “out of employment”. UVW uses the title ‘registered 
non-employed jobseekers’, rather than ‘registered unemployed’ as per LFS definition. Furthermore, 
basic descriptive categories, such as gender, age, occupation, duration of employment, and others 
are recorded for all clients 


 According to the PES service delivered. The second classification entails a distinction by type of 
social benefit claimed (UI, Social Assistance, Incapacity) and/or social-demographic categories 
causing special concern (i.e. young people - and among those school drop-outs, young people with 
disabilities -, non-employed jobseekers over 45, migrants from non-EU countries, disabled etc.). 


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


Employers 
UWV does not target its services to specific groups of employers. However, services are to some extent 
articulated according to business branches. In addition, special attention is paid to some categories of 
employers. For instance, temporary work agencies are regarded as a special category of employers with 
whom various forms of cooperation are developed. 
Total number of vacancies filled in 2010: 105.000. 


Other clients 
N/A. 
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Types and methods of service provision 


Services for jobseekers 


 Individual services provided directly by UWV through face-to-face interviews to all registered 
unemployed. But gradual shift from face-to-face to e-services via a “personal work-file” that is 
created for all registered clients (UI-claimants) on the internet-portal WERK.nl; 


 Group information and coaching activities; 


  Intensified reintegration services to UI-benefit claimants at distance from the labour market (mainly 


outsourcing the service delivery to private “reintegration firms”; 


 Self-service provided on internet-portal “WERK.nl” (labour market information, job-search via jabb-
cancy and CV database, self-assessment, guidance, etc.); 


 Reintegration services to workers who have been officially assessed ( by another division of UWV)_ 


as partially disabled.  


Services for employers 
UWV offers a range of services to employers: 


 Self-service recruitment services (via WERK.nl) and, where required, active pre-selection of 
candidates; 


 Labour market information services; 


 Facilities to help employers to transfer redundant employees to other (recruiting) employers; 


 Support facilities to enable employers to hire jobseekers with disabilities. 


Job vacancies and market share 


Collecting information on job vacancies 
Most vacancies are notified via the PES internet site (WERK.nl). Also vacancies can be directly notified to 
the vacancy teams at the local employment offices. Unless employers make objections, many vacancies that 
are directly notified to the local offices are also displayed on the PES website. Also, in order to develop an 
“in-real-time” overview of the labour market as comprehensive as possible, internet-spider techniques are 
under development. These techniques enable the recognition of vacancies that are communicated via 
various internet channels.  
Furthermore, visits to employers are a standard part of the activities of the vacancy teams at the local offices. 
In addition, job fairs are organised every year and annual events covering all economic sectors are 
organised in every local office in the Autumn. 


Vacancies and referrals 
2010: around 500,000 vacancies were notified to UWV (240,000 via the PES internet site, 260,000 via local 
employment offices). 
Just over 1.1 million job-referrals were made. An employment contract (often temporary) resulted from 
105,000 of these. 


Matching of supply and demand 
The quantitative relationship between the supply of registered jobseekers and the registered demand of 
notified vacancies (identifying shortages and surpluses) is continuously and systematically analysed on 
various dimensions and breakdowns. Findings of the matching are used as input for the planning ofservice 
interventions of various kinds (sometimes also vocational training projects). 


Market share 
It is difficult to say what share the 500.000 registered vacancies is of the total number of vacancies in the 
labour market ; likewise it is difficult to say what share the 105.000 accounted fillings of registered vacancies 
is of all filled vacancies in the labour market. What has been reliably observed is that, depending on stage of 
the business cycle, between 250.000 and 350.000 registered non-employed jobseekers find a job each year 
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(first job often being a temporary job). More than 2 mln new employment contracts come about each year for 
jobs that will last for more than 3 months.  


Active labour market policies 


LMP Services 
N/A. The LMP services as mentioned under category 1 of the Eurostat LMP database are delivered partly by 
UWV-Werkbedrijf and partly by Municipalities (for claimants of social assistance benefits). But UWV-
Werkbedrijf also registers all clients of the Municipalities and delivers information and part of the job 
matching services to them. 


LMP Measures 
N/A. 


Cooperation/partnership 
UWV’s responsibilities in employment services are performed in cooperation with other actors, notably 
Municipalities. To a large extent, active labour market policy in the Netherlands should be seen as a co-
production of UWV and Municipalities- the latter, through Municipal Social Services, providing work-related 
services to claimants of social assistance benefits. Collaboration in local employment offices is to some 
extent prescribed by law. “Employment squares” co-locate the local staff of UWV-Werkbedrijf and their 
counterparts in Municipal Social Services.  In addition, the current political credo is that larger Municipalities 
(also representing the smaller ones) should have the leading role in organising active labour market policy at 
regional level (national territory comprising around 30 such regions). At regional level a wide network of 
relevant organisations, also including institutions for professional education and regional business 
communities, should work together. A wide ranging collaboration has been shaped between public and 
private employment services. The latter composed of two kinds that have only a very limited overlapping: 
staffing businesses (temporary work agencies and the like) and firms to which re-integration services for 
persons at distance of the labour market are outsourced.  


Evaluation 
No mention is made of evaluation. 


Management logic and performance measurement 


Planning process 
The definition of the annual activity plan proceeds by an interactive process between the PES and the 
Ministry of Employment and Social Affairs. Reference sources in the planning process are the previous year 
annual report and the current performance reports sent to the ministry every 4 months. On the basis of the 
national annual activity plan targets and objectives are articulated up to the level of the regional districts and 
local offices.  


Types of objectives and targets 
- Applicable to 2011:A specific percentage of new claimants of Unemployment Insurance benefits 


should exit the register towards employment within 3 months; 


- On the basis of expected volumes of the stock of registered UI-claimants targets are articulated for 


the numbers of them those that should exit the register towards employment between 3-12 month of 


unemployment and after 12 month of unemployment;  


- A specific number of UI-claimants on the register for more than 3 month should exit the register 


towards vacancies successfully filled by UWV-WB; 


- This year for the first time no longer a quantified target for the number of vacancies to be filled by 


UWV-WB;  


- 70% of vacancies in the total vacancy market should be accessible via WERK.nl; 
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- Various targets with regard to the numbers of disabled workers that should be placed in 


employment; 


- Also various targets for service procedures with regard to disabled workers (timeliness of established 


participation plans, purchase of pathway-services from private re-integration firms, etc.); 


- Rating to be obtained on the annual jobseeker client  and employer client satisfaction surveys: 7 


various performance targets with regard to administrative operations (not exceeding available 


budget) and with regard to HRM (satisfaction score on staff satisfaction survey, volume of staff on 


flexible contracts, volume of sickness absenteeism, etc.). 


Monitoring 
Defined performance targets are continuously monitored on both local and national level. Weekly, monthly, 
and 4-monthly reporting. Also the developments in the register itself are continuously monitored (monthly 
reporting). 


Lean management 
N/A. 


 








1 
 


COUNTRY FICHE: NORWAY 


PES NAME: Norwegian Labour and Welfare Organisation (NAV) 


Basic organisational model 


Type of organisation/relation to government 
Public agency under the supervision of the Labour Ministry. 


Structure and organisational levels 


 Central office; 


 County offices; 


 Municipal offices. 


Management structures and the role of social partners 


 Management: The Labour Ministry sends detailed instructions to the central office, which then forwards 
instructions to county offices. County offices forward instructions to the local offices. PES are free to 
allocate resources to different ALMP programmes. 


 Supervision: The Labour Ministry receives detailed reports on management every 4 months. County and 
municipal offices must regularly report to the central office on their activities. 


 Social partners: Unions and employers are not involved in the management of PES, though they are 
consulted on a range of relevant matters. 


Financing model 


PES financing by source, NOK (million) 
 Expenditure (NOK million)


Change 2010-2011 (%) 
 2010 2011 (forecast) 


Source of funding (%) Total 
Budget 


Operating 
costs 


ALMP Total 
Budget 


Operating 
costs 


ALMP Total 
Budget 


Operating 
costs 


ALMP 


Total 16.700 
(100%) 


9.500 7.200 17.100 
(100%) 


9.800 7.300 2% 3% 1% 


Social security 
contributions  


         


Government and other 
public funding 


16.700 
(100%) 


9.500 7.200 17.100 
(100%) 


9.800 7.300    


ESF          


Other EU  
Funding 


         


EURES          


PES own revenues           


Other          
 


Human resources 


PES human resources. Date of observation: November 2010 
 Number of staff % directly servicing clients


Total 13.500 43% 


Head office 350  


Regional offices 670  


Local offices  8.450 69% 


Note: NAV has other specialized units not mentioned in the table. This is why the sum of employees working in local, regional and central offices 
does not add up to the stated total. 5,800 employees in the local offices service clients directly. 
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Integration of employment services and benefit payments 


Unemployment and related benefits: 


 The payment of unemployment benefits is fully integrated into NAV’s service provision. 
Other social benefits: 


 NAV is in charge of both the registration and the payment of rehabilitation allowances, disability 
allowances and sickness benefits. Other social benefits are paid by Municipalities. 


Clients/Customers 


Jobseekers. Date of observation: February 2011 
Jobseeker client groups Number %


Total 125.735  
Out of work 77.374 62% 


Partially out of work 32.114 26% 


On ALMP 16.247 13% 


A first distinction among jobseeker clients is made between those who are out of work, those who are 
partially out of work and the ones who participate in ALMP programmes. Conventional socio-demographic 
characteristics such as gender, age, disability, county and occupational history are applied for monitoring 
purposes. 


Employers. Date of observation: February 2011 
Employer clients are categorised by the way they advertise their vacancies: vacancies published in various 
media; vacancies reported to PES through internet facilities; vacancies reported to PES directly. 


Employer client groups Numbers %


Total 30.301  


Vacancies published in various media 14.895 49% 


By employer to PES through internet facilities 13.287 44% 


To PES directly 2.119 7% 


Other clients 
Other clients can be found among persons with health-related issues (i.e. sickness leave or rehabilitation), 
who are offered rehab measures like skills assessment, counselling, and work experience. Supported 
employment services are also available for this category of clients. 


Types and methods of service provision 


Services for jobseekers 


 Free access to web-based job vacancies database, as well as a CV database in order to facilitate 
matching and placement; 


 Individual counselling services and guidance are offered to those unemployed who need this 
approach; 


 Job clubs are organised by both the PES and local training institutions in order to facilitate job-
search and matching; 


 Skills assessment is available to both the disabled and the unemployed who need this kind of 
service, in cooperation with local educational authorities. 


Services for employers 


 Vacancy advertisement and job placement services are available to the employers on the web and 
at PES offices; 
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Job vacancies and market share 


Collecting information on job vacancies 
Vacancies are notified by employers in different ways: publications on various media, upload on the PES’ 
website, and direct notification to PES. Information is collected thanks to a regular contact (i.e. visits, 
telephone interviews) with employers, but also through an organised service that checks different media and 
registers vacancies into a common database. 


Vacancies and referrals 
Stock in February 2011: a total of 30.301 vacancies notified to NAV. 


Matching of supply and demand 
NAV regularly monitors mismatches between demand and supply of labour by delivering surveys to 
employers, twice a year. These surveys are conducted both by PES county offices and private polling firms, 
such as TNS-Gallup. 


Market share 
NAV’s market share in 2010 was estimated to be 32%. 
Method: NAV calculates market share by recourse to the number of vacancies notified, in proportion to the total number of vacancies. 


Active labour market policies 


LMP Services 


Name of service Brief description Delivery


Job clubs   


Training   


Guidance for vocational 


rehabilitation 


  


LMP Measures 


Name of measure Category Brief description Delivery
Training  Also work experience for the young.  


Supported employment    


Education    


Disability employment services    


 


Cooperation/partnership 
External providers selected on the basis of public tenders are involved in the delivery of ALMPs. NAV 
contracts all kinds of training programmes to external providers, such as training bodies or county education 
authorities. ALMPs are delivered locally, thus cooperation is also organised at the local level. 


Evaluation 
Evaluation is commonly incorporated in the design of the ALMP programmes. Evaluation is part of the 
process of testing of new programmes. The Labour Ministry supervises the implementation of the evaluation, 
which is done by external research institutions. 


Management logic and performance measurement 


Planning process 
Key objectives and targets are agreed according to performance indicators decided on an annual basis by 
the NAV central office and the Ministry. 


Types of objectives and targets 
79 performance indicators have been adopted for 2011, inter alia: increasing productivity, increasing 
customer satisfaction and implementing multi-channelling service strategies. 







4 
 


Monitoring 
Progress on most indicators is monitored every 4 months. However, some indicators (not listed in the 
questionnaire response) are monitored every month, and others still are monitored yearly. 


Lean management 
NAV implements Best Internal Practice and Continuing Improvement techniques to support the handling of 
benefit claims. 
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COUNTRY FICHE: POLAND 


PES NAME: Polish Public Employment Service  


Basic organisational model 


Type of organisation/relation to government 
Public law institution subject to the control of the Ministry of Labour and Social Policy. 


Structure and organisational levels 


 16 Voivodeship Labour Offices (VLO); 


 Approximately 350 Poviat Labour Offices (PLO). 


Management structures and the role of social partners 


 Management: the Minister of Labour coordinates the network of voivodeship and poviat labour offices, 
each of them constituted as self-governing bodies with their own Director. 


 Supervision: the Ministry of Labour and Social Policy sets the general labour market policy. An important 
role is also played by the employment councils which act as advisory bodies. 


 Social partners: unions and employers participate in advisory bodies, called ‘Employment Councils’, at all 
levels of government. Moreover, local partnerships involving the social partners receive support from local 
governments to carry out specific activities concerning employment promotion, activation of the 
unemployed and prevention of unemployment. 


Financing model 


PES financing by source, PLN (million) 
 Expenditure (PLN million)


Change 2010-2011 (%) 
 2010 2011 (forecast) 


Source of funding (%) Total 
Budget 


Operating 
costs 


ALMP Total 
Budget 


Operating 
costs 


ALMP Total 
Budget 


Operating 
costs 


ALMP 


Total 12.234,5 2.424,6 6.536,4 8.720,6 2.347,4 3.235,1 -29% -3% -51% 
Social security contributions  (100%) (100%) (100%) (100%) (100%) (100%)    
Government and other 
public funding 


N/A   N/A      


ESF          


Other EU Funding          


EURES          
PES own revenues           
Other          


Note: Total budget does include also benefit expenditures: PLN 3.274 million in 2010 and PLN 3.138 million in 2011. PES is completely funded by 
the Labour Fund and to a limited extent by the State Budget. 


Human resources 


PES human resources. Date of observation: February 2011 
 Number of staff % directly servicing clients


Total 23.841 36% 


Regional offices (VLO) 3.407 23% 


Local offices (PLO) 20.434 38% 


Note: 7.968 employees in the local offices and 797 in regional offices are in charge of directly servicing clients. 
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Integration of employment services and benefit payments 


Unemployment and related benefits: 


 Local PES offices are fully responsible for the registering, processing and payment of unemployment 
benefits. 


 
Other social benefits: 


 PES pay for scholarships for the unemployed and activation benefits for persons who took up a 
remunerated job while holding the right to unemployment benefits; 


 Refund of the costs of childcare, or care for a dependent person, for unemployed single parents. 


Clients/Customers 


Jobseekers. Date of observation: January 2011 


Jobseeker client groups Number %


Total 2.151.110 100% 


Unemployed  2.104.986 97% 


Employed jobseekers 46.124 3% 


Jobseekers are categorised in two main categories: the unemployed and employed jobseekers. Conventional 
socio-demographic characteristics such as gender, age, work experience, by voivodeships, poviats and 
municipalities, level of education, right to unemployment benefits, vulnerable groups (ex. the unemployed 
below the age of 25), occupation and field of specialisation, form of activation. 


Employers 
PES in Poland do not gather statistical data concerning categories of employers. 


Other clients 
N/A. 


Types and methods of service provision 


Services for jobseekers 


 Job placement and matching services are provided to unemployed jobseekers by PES partners such 
as job placement agencies; 


 Career information and guidance are available individually or through group sessions to all registered 
unemployed; 


 Job clubs as well as training courses are useful to provide all jobseekers with assistance in active job-
search; 


 Training programmes are available to all unemployed persons registered with the PLOs and to all the 
jobseekers who meet a number of requirements, but are provided by specialised training companies. 


Services for employers 


 Services of job placement and career guidance are provided to all the employers who are in need of 
support with recruitment; 


 Refund of: costs of the equipment for the workplace; social insurance contributions; costs incurred to 
pay the unemployed who take part in public works; training costs for employees; 


 Vocational training and apprenticeships are made available to all individual employers and 
cooperatives. 
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Job vacancies and market share 


Collecting information on job vacancies 
Job vacancies are collected directly from employers, through different channels (i.e. telephone contacts, e-
mails, traditional correspondence, etc.) which include visits and meetings organised at labour offices but also 
job fairs and seminars. 


Vacancies and referrals 
The number of successfully filled vacancies in 2010 was 70.800 (46.54% of the total number of registered 
unemployed).  
Stock in January 2011: 46.600 vacancies. 


Matching of supply and demand 
Labour supply and demand are analysed on a regular basis by the VLOs and by the PLOs. Statistics are 
produced on demand trends in different professions, in order to prepare offers of activities which may help 
jobseekers to match effective labour demand and to define the scope of semi-annual and annual poviat, 
voivodeship and national reports. 


Market share 
The Polish PES estimated market share in terms of filled vacancies in 2010 was between 20 and 30%. 


Active labour market policies 


LMP Services 
Name of service Brief description Delivery


Job placement Job placement consists in helping the unemployed and jobseekers in acquiring appropriate 
employment and helping the employers in acquiring employees with the expected professional 
qualifications. 


PLO, VLO, 
Private agencies 


Career 
information and 
guidance 


Assisting the unemployed and jobseekers in selecting a suitable profession and work place. 
 
 


PLO and VLO 
 
 


Assistance in 
active job seeking 


Assistance in active job seeking consists in preparing the unemployed and jobseekers for a more 
efficient searching and taking up of employment. 


PLO, VLO 


Organisation of 
training courses 


The aim of training of unemployed persons is to enhance their professional qualifications and other 
qualifications which improve their chances to find an employment, other remunerated job or 
business activity. 


PLO, VLO, 
training 
institutions 
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LMP Measures 
Name of measure Category Brief description Delivery


Financing of the cost of travel 
to the place of work, 
apprenticeship, vocational 
preparation for adults, classes 
in career guidance or 
assistance in active job 
seeking. 


2 
 
 
 
 
 
 


Refund of the costs of travelling from the place of residence to the place 
of employment or other remunerated job, or during the period of 
apprenticeship, vocational preparation for adults, the classes in career 
guidance or assistance in active job seeking from the Labour Fund for the 
period of 12 months. 
 
 


PLO 
 
 
 
 
 
 


Financing of the cost of 
accommodation at the place 
of work for the person who 
was employed or took up 
other remunerated job, 
apprenticeship or vocational 
preparation for adults outside 
the permanent place of 
residence. 


4 
 
 
 
 
 
 
 
 


Refund the costs of accommodation from the Labour Fund, for a period 
of 12 months. 
 
 
 
 
 
 
 


PES 
 
 
 
 
 
 
 
 


Financing of the work place 
equipment, starting of 
business activity, costs of 
legal advice, consultation and 
advisory services. 


5 
 
 
 
 


1) Refund to the employer the costs of standard and additional 
equipment needed to hire a referred unemployed; 
2) Grant the unemployed a one-off payment for the start of his/her 
business activity. 
 


PES 
 
 
 
 


Reimbursement of costs 
incurred for social insurance 
contributions paid to hire a 
referred unemployed person 


5 
 
 
 


One-off refund of the costs incurred to pay social insurance contributions 
to hire a referred unemployed person. 
 
 


PES 
 
 
 


Financing of activation 
benefits 
 
 
 
 
 


4 
 
 
 
 
 
 


The unemployed who is entitled to an unemployment benefit can also 
receive an activation benefit, if: 
1. as a result of referral by the PLO, he/she took up a part-time job in a 
given profession of service and receives a salary that is lower than the 
minimum level of remuneration, 
2. he/she took up employment or other remunerated job out of his/her 
own initiative. 


PLO 
 
 
 
 
 
 


Financing of costs of travel of 
the unemployed and 
jobseekers to job fairs and 
exchanges organised by the 
Voivodeship Labour Office. 


4 Financing of the costs of an organised travel of the unemployed or 
jobseekers, referred by the PLO to participate in job fairs and exchanges, 
organised in a different poviat by the VLO as part of the job placement 
service 


PLO 


 


Cooperation/partnership 
External providers can be found among Voluntary Labour Corps, private employment agencies, training 
institutions, social dialogue and local partnership institutions. They might be asked, by either the VLOs or the 
PLOs, to implement some labour market services and instruments, such as training services and all the 
specific tasks related to these. 


Evaluation 
Evaluation, since the 1990s, is incorporated in the design of the ALMP programmes. A specific computer 
programme monitors periodically the PES results, according to qualitative and quantitative indicators. Apart 
from the general indicators, there are also a number of detailed indicators depending on the type of priority. 


Management logic and performance measurement 


Planning process 
Key objectives and targets are laid down in the National Action Plan for Employment (KPDZ), which is defined 
by the Inter-Ministerial Team for National Action Plan for Employment. The KPDZ projects agreed by the 
Team are available on the Ministry of Labour and Social Policy’s website. 


Types of objectives and targets 
For main priority areas for 2011:  


 Increase in activity rates;  
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 A more flexible and efficient labour market;  


 Improvement of active labour market policies; 


 Mitigation of the effects of the economic crisis and re-launch of the labour market and the economy. 


Monitoring 
The monitoring of progress against quantitative six-monthly and annual targets set in the National Action Plan 
for Employment is performed by the Ministry of Labour. An annual implementation report is to be presented to 
Parliament. Periodical KPDZ implementation reports also receive the opinion of the national Employment 
Council. 


Lean management 
N/A 
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COUNTRY FICHE: SLOVAKIA 


PES NAME: COLSAF 


Basic organisational model 


Type of organisation/relation to government 
Public law institution subject to the supervision of the Ministry of Labour, Social Affairs and the Family. 


Structure and organisational levels 


 Representative of the executive power (Ministry of Labour); 


 Central office of labour, social affairs and family; 


 Local labour offices. 


Management structures and the role of social partners 


 Management: Both central and labour offices have a multi-level management. The central office is 
managed by the Director General and Head of Staff Office. Each labour office has its own Director. 


 Supervision: The Ministry of Labour, Social Affairs and Family supervises the activity of both the central 
office and the labour offices. 


 Social partners: There are no tripartite bodies involved in the management of COLAF. 


Financing model 


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


Change 2010-2011 (%) 
 2010 2011 (forecast) 


Source of funding (%) Total 
Budget 


Operating 
costs 


ALMP Total 
Budget 


Operating 
costs 


ALMP Total 
Budget 


Operating 
costs 


ALMP 


Total 203.165 
(100%) 


 199.728 
(100%) 


92.299 
(100%) 


 35.360 
(100%) 


-55%  -82,3% 


Social security 
contributions  


         


Government and other 
public funding 


 93.938 
 (46,2%) 


  65.672 
(71,2%) 


     


ESF 92.651 
 (45,6%) 


  22.633 
(24,5%) 


     


Other EU  
Funding 


         


EURES          


PES own revenues           


Other 16.576 
 (8,2%) 


  3.994 
(4,3%) 


     


Note: ‘Other’ includes: border cooperation, match funding for ESF, extra-budgetary sources of domestic and foreign extra-budgetary 
resources. 


Human resources 


PES human resources 
 Number of staff % directly servicing clients


Total 2332


Central office 44,5                                        N/A 


Labour offices 2287,5                                        N/A 


Note: COLSAF does not register the number of employees directly servicing clients. 
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Integration of employment services and benefit payments 


Unemployment and related benefits 


 The Slovak PES is not responsible for the provision of unemployment benefits, which is entrusted to the 
Social Insurance Agency. 


Other social benefits 


 COLSAF is not involved in the provision of any social benefit. 


Clients/Customers 


Jobseekers 
 Number % 


Jobseeker client groups  


Total 384.465 100% 


Women 182.038 47,5 % 


Disabled 11.218 2,9 % 


Juveniles (after compulsory school attendance from 16 to 18) 3.902 1 % 


Graduates of high schools and universities 31.013 8,1 % 


Long-term unemployed 184.694 48,4% 


Jobseekers are grouped into 5 main categories: women, the disabled, the young (after compulsory school 
attendance from 16 to 18), people with degrees (high-school or university) and the long-term unemployed. 
Conventional socio-demographic characteristics, such as gender, age, duration of unemployment and 
disability, are recorded for all clients. 


Employers 
N/A. 


Other clients 


 Students are offered specialised career counselling and orientation; 


 COLSAF offers specific services for job-changers. 


Types and methods of service provision 


Services for jobseekers 


 Financial support for young jobseekers (up to 25 years of age) registered with the PES participating 
in training courses; 


 Individual counselling, psychological counselling, and individual action plans are available to all 
registered clients; 


 Specific support for the employment of disabled persons; 


 Refund of travel expenses for those attending a job interview or a selection; 


 Education and training courses are available for every registered jobseeker who needs to update his 
or her skills. 
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Services for employers 


 Training courses are offered to employers who need to update the skills of their employees; 


 Help to maintain jobs for specific kinds of employees is available to all employers who face 
difficulties in keeping their staff; 


 Reimbursement of travel expenses for employees’ home-work trips is provided to all employers; 


 Support for employers who employ disabled workers. 


Job vacancies and market share 


Collecting information on job vacancies 
Job vacancies are collected directly from employers, through different channels (i.e. telephone contacts, 
emails, traditional correspondence, websites, adverts), which also include visits and meetings with PES 
officials. 


Vacancies and referrals 
The number of vacancies registered as of 31 March 2011 was 8.760. There is no track record of the number 
of referrals and filled positions. 


Matching of supply and demand 
Matching of supply and demand is not monitored. A new monitoring system is currently being implemented. 


Market share 
N/A. 


Active labour market policies 


LMP Services 
Name of service Brief description Delivery 


Refund of travel expenses for jobseekers who have to attend a job 
interview or selection process. 
 


Labour Market Services 
 


Transfers to individuals; refunds. 
 


Contribution for commuting to work. 
 


Labour Market Services 
 


Transfers to individuals; refunds. 
 


Payment of expenses for meals, accommodation and travel related to 
participation in professional consultancy services. 
 


Individual Services 
 
 


Transfers to individuals; refunds. 
 


LMP Measures 
Name of measure Category Brief description Delivery


Education and training 
 
 


2 Education Transfers to individuals; lump sums. 
 


Incentives for the job-insertion of 
disadvantaged jobseekers 


4 Incentives to employment Transfers to employers; regular cash payments. 


Incentives to keeping the jobs of 
low-paid employees  
 


5 
 


Integration of the disabled 
 


Transfers to employers; regular cash payments. 
 


Incentives to avert lay-offs 
 


6 
 


Direct job creation 
 


Transfers to employers; regular cash payments. 
 


Contribution for training courses 
 


6 
 


Direct job creation 
 


Transfers to employers; regular cash payments 
 


Contribution to municipal 
activation services 


6 Direct job creation Transfers to individuals; regular cash payments 


 


Cooperation/partnership 
The Slovak PES, through its central office, cooperates with private employment services in order to provide a 
better response to clients’ needs. Both public and private organisations are involved in the provision of 
consulting/training services as well as the organisation of thematic workshops and conferences. 
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Evaluation 
Evaluation is incorporated in the design of ALMP programmes and is provided, with half-yearly and yearly 
intervals, by the central office. The characteristics of measures according to territorial scope, time horizon 
and source of funding are analysed. The Department of Informatics and Statistics is provided with monitoring 
data on a monthly basis; the Ministry of Labour, Social Affairs and the Family is also informed of the results, 
so as to make informed proposals on new ALMP measures. 


Management logic and performance measurement 


Planning process 
Planning is based on the results of the monitoring and evaluation of specific data. In order to support the 
process, these figures are checked and analysed by different departments within COLSAF. 


Types of objectives and targets 
The two main priority areas for 2011 are: 


 Reducing long-term unemployment;  


 Improving the provision of PES services to people who are hard to place;  


Monitoring 
The monitoring of COLSAF’s tasks is constant, and is carried out on the basis of a specific benchmarking. 
Two main criteria are used to measure and monitor PES performance: 


 The number of appeals against decisions of labour offices;  


 The percentage of employed jobseekers in a certain period. 


Lean management 
N/A. 
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COUNTRY FICHE: SLOVENIA 


PES NAME: The Employment Service of Slovenia (ESS) 


Basic organisational model 


Type of organisation/relation to government 
Independent legal entity whose main activities and tasks are laid down in the national legislation and national 
development documents. Annual tasks are elaborated within the ESS annual plans in close cooperation   with 
the Ministry of Labour. The financing of the ESS activities as well as active and passive employment policies 
are within the Competence of the Ministry of Labour. 


Structure and organisational levels 


 Central office; in charge of ensuring a uniform support (legal, IT, finance and accounting, personnel, 
etc.) for the execution of procedures deriving from the ESS main activities for clients; 


 12 regional offices; responsible for monitoring of employment and unemployment trends. As well as 
the implementation of services and labour market programmes; 


 59 local offices; provide clients with a range of specific services, employment programmes and 
unemployment benefits payment. 


Management structures and the role of social partners 


 Management: the ESS is managed and steered by the Administrative Board (the ESS Council) and the 
Director General. The Director General is appointed by the Government. 


 Supervision: the EES is, as national laws, prescribe, accountable to the Ministry of Labour; the latter 
supervises the ESS performance on the basis of Annual Agreements, which define financial resources 
allocation according to the ESS annual plans. 


 Social partners: the ESS Council consists of 13 members, representing the employers and the trade 
unions (3 members each), the government (6 members) and the ESS works council (1 member). 


Financing model 


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


Change 2010-2011 (%) 
 2010 2011 ( interim, March 2011) 


Source of funding (%) Total 
Budget 


Operating 
costs 


ALMP Total 
Budget 


Operating 
costs 


ALMP Total 
Budget 


Operating 
costs 


ALMP 


Total 428,5 
(100%) 


36,6 
(100%) 


143,9 
(100%) 


341,6 
(100%) 


37,0 
(100%) 


89,5 
(100%) 


-20% 1% -38% 


Social security 
contributions  


         


Government and other 
public funding 


371,3 
(86,7%) 


32,0 
(87,5%) 


91,3 
(63,5%) 


285,5 
(83,6%) 


30,4 
(82,1%) 


39,9 
(44,5%) 


   


ESF 55,9 
(13,0%) 


3,4 
(9,2%) 


52,6 
(36,5%) 


55,7 
(16,3%) 


6,2 
(16,7%) 


49,5 
(55,4%) 


   


Other EU  
Funding 


         


EURES          


PES own revenues  1,2 
(0,3%) 


1,2 
(3,3%) 


 0,4 
(0,1%) 


0,4 
(1,1%) 


    


Other          


Note:  Government and other public funding include the costs of  unemployment benefits,  the national scholarship scheme ( the part still carried-
out by the ESS) and the administration of Rehabilitation Assessment Commissions for the disabled and related costs. The sources of funding of the  
ALMPs are the national budget and European Social Fund. Public works programmes are co-financed by municipalities as well. ALMP total figure 
includes anti-crisis measures (STWA and Subsidizing temporary  lay-offs in companies): EUR 28,7 million for 2010 and EUR 5,9 million in 2011. 
Since the anti-crisis measures are running out in 2011, the  ALMP budget for 2011 is not directly comparable with the one in 2010. ESF operational 
costs are resources for, so called, institutional capacity building project that are – in accordance with National Operational Programme for HR 
development – co-financed by the ESF. PES own revenues for 2010 includes also EUR 0,7 million from extra transfer of real assets from the 
Government. The figures for 2011 are to be considered as interim items since the re-construction of national budget has been announced and 
recently (July, 2011) prepared in order to be approved by the Parliament. 
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Human resources 


PES human resources 
 Number of staff % directly servicing clients


Total 987 70% 


Head office  296 20% 


Regional/Local offices 691 92% 


Note: There are 693 employees (30 working in the Head Office and 663 working the regional/local offices) directly servicing clients. 
Local offices are integrated into regional offices; regional offices are responsible for work organisation and staff allocation; in practice it means that 
many employees are working in more than 1 local office or they work partly at both levels, etc. Therefore it is difficult to present separate staff 
figures for Regional Offices and Local Offices.  


Integration of employment services and benefit payments 


Unemployment and related benefits: 


 The national unemployment insurance scheme is fully integrated into ESS service provision. The ESS 
processes and decides upon unemployment benefit claims according to the eligibility criteria stated in 
the law. The ESS is responsible for monitoring the benefit recipients’ job-search activities and to apply 
sanctions if they are unwilling to take up a job or participate in ALMPs. Benefit recipients are provided 
with information and counselling services as well other services targeting unemployed jobseekers.  


Other social benefits: 


  The social assistance and incapacity benefit recipients, if unemployed and capable to take up a job, 
receive the ESS support and services as any other unemployed jobseeker and have the same 
obligations with regards to the status of unemployed. The ESS has to exchange data on individuals in 
both groups with Social Welfare Centres and with the National Pension and Disability Institute, 
respectively. If the unemployed recipient is erased from the unemployment register for violating his/her 
obligations, the respective institution applies the sanctions according to its own regulations.  


Clients/Customers 


Jobseekers. Date of observation: December 2010 and January 2011 
 Number %


Jobseeker client groups  


Total   


Registered unemployed person (December 2010) 
- Unemployment Benefit recipients 
- Social Assistance Benefit recipients 
- Incapacity Benefit recipients (partly-disabled) 
- Persons without benefits  


110.021 
   34.623 
   35.346 
        792   
   39.260  


100 % 
 31% 
 32% 
   1% 
 36% 


Job-seekers threaten with unemployment  
(workers in the redundancy process, workers with temporarily job contract)  
(registered with the ESS as of January 2011) 


57  


Other job-seekers (e.g. job-changers)  
(registered with the ESS as of  January 2011)                                              


137  


Further breakdowns are typically applied to monitor unemployed persons: gender; age; duration of  
unemployment; disability; level and field of completed education; qualifications obtained; length of previous 
working experience; reasons for unemployment; geographic areas; citizenship, etc. Data on unemployed and 
jobseekers are collected in the data-warehouses. According to national legislation on the personal data 
protection, the ESS is not allowed to record the ethnicity of its clients. 


Employers 
ESS does not target its services to specific groups of employers (for instance by size, sector, branch). 
However, special attention is paid to big employers. The central office coordinates all activities involving this 
particular target of clients, such as large-scale recruitment services or rapid response mechanisms in case of 
planned redundancies. Regional and local offices pay visits to companies on a regular basis in order to 
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improve mutual cooperation. Staff in regional/local offices are in charge of providing job-mediation services 
according to the employers’ needs, with a special attention for SMEs which usually require more intensive 
support. Regional and local job and career fairs are organised in close cooperation with employers and their 
associations. A range of activities, such as information seminars with local and regional employers’ 
organisations, the active participation at workshops and conferences organised by employers’ organisations, 
and a yearly employers’ satisfaction survey, are, among others, used to get the employers’ feedback on the 
ESS services. 


Other clients 


 Students; 


 Adults (inactive and employed). 


Types and methods of service provision 


Services for jobseekers 


 General information on ESS service provision and on unemployment insurance is available to all 
clients on the internet, in the ESS local offices, the ESS Vocational information and counselling 
centres (VICC) and via the ESS Call centre (phone, e-mail); 


 Job brokering and job search support are available to everyone on-line; registered unemployed and 
employees at risk of unemployment are included in active mediation services provided by staff in local 
offices; 


  Individual action plan is elaborated with the ESS advisers for all clients, in-depth counselling is offered 
to those who need more support for activation (e.g. low-skilled, disabled, long-term unemployed, 
elderly);  


 Workshops and seminars are run to enhance job search skills, improve career management; intensive 
job-coaching is carried-out (job-clubs) for registered unemployed persons and people at risk of 
becoming unemployed. 


Services for employers 


 Information on ESS service provision, active labour market programmes  and labour market trends is 
provided to all employers on the internet, by the contact centre (phone or e-mail), by local offices and 
by EURES advisers; 


 Job vacancies notification is ensured via internet and in local offices. JV are published on the Internet 
and included in the interactive job-mediation on-line tools. Active mediation methods between 
employers and registered job-seekers are provided by local offices, and in case of European wide 
recruitment needs, by Eures advisors, Preventative services such as rapid response mechanisms are 
put in place in order to facilitate the re-employment of redundant workers; 


 Information seminars and meetings with employers are carried out at various levels (from central to 
local) in order to favour the flow of relevant information on the ESS services and ensure cooperation. 
Special attention is paid to the promotion of labour market programmes that include different financial 
incentives for employers (on-the-job training, wage-subsidies for vulnerable groups, etc.). 


Job vacancies and market share 


Collecting information on job vacancies 
The notification of job vacancies is mandatory in Slovenia. The ESS maintains a national vacancy database, 
which, among all other relevant information, includes the information on how long each vacancy is open for 
applications. The national vacancy database is therefore a unique data source for calculating the total number 
of job vacancies and to extract the share of those for which the employers ask for the ESS active mediation.  
At the same time it is used to monitor the amount and structure of labour demand and to identify short-term 
labour market trends. 
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Vacancies and referrals 
2010: total of 174.613 vacancies were notified, of which 65.920 are the ones for which employers asked for 
the ESS active mediation services. 


Matching of supply and demand 
The ESS main data sources for identification of short-term labour market mismatches are unemployment 
records and national job vacancies data-base. The mismatches are observed regularly at national and regional 
levels. On the request of external customers (e.g. schools, governmental bodies, media, professional 
associations), we often prepare information on the specific dimensions of LM mismatches.  


Market share 
Thanks to the legal obligation to notify vacancies, the ESS keeps accurate and reliable data regarding market 
share. In 2010, the ratio between ESS recorded vacancies and the total number of job vacancies was 38%. 


Active labour market policies 


LMP Services 
Name of service Brief description Delivery


Job clubs Information, counselling, coaching  ESS, training 
providers. 


Vocational information and counselling centres 
(VICC) 


Information , counselling ESS. 


Medical counselling In-depth work abilities assessment ESS, medical 
counsellors. 


General guidance and information for 
unemployed people 


Information , counselling ESS. 


Help in career planning and job-search Information, general and in-depth counselling ESS. 
Other PES activities Registration, individual action plans, information, mediation, 


counselling sessions 
ESS 


Inclusion of unemployed persons in 
development projects 


Information, counselling, job-search support, coaching Training providers 


LMP Measures 
Name of measure Category Brief description Delivery 


Project learning for younger adults 
(PLYA) 


2  ESS, external 
providers. 


Development and training 
programmes 


2 
 


Education,  training of social skills, coaching 
 


ESS, training providers. 
 


On-the-job training 
 


2 
 


On-the-job training 
 


ESS, profit and no-
profit organisations. 


Work trials 
 


2 
 


Work trials ESS, non-profit 
organisations 


Training for independent living 
(basic literacy and social skills) 


2 
 


Training of basic skills 
 


ESS, training providers 


National vocational qualifications  2 
 


Training, certification of professional skills (within national 
certificate system) 


ESS, providers 
approved by the state. 


Training for temporary lay-offs (anti-
crisis measure) 


2 
 


Training for employed people ESS, training providers 


Training to enhance employability 2 Training for employed people ESS, training providers 
Employment of the older and 
younger unemployed 


2 
 


Wage-subsidised programmes 
 


ESS, profit and non-
profit organisations 


Support to the employment of long-
term unemployed women 


4 
 


Wage –subsidised programmes  
 


ESS, profit and non-
profit organisations 


Support to the employment of long-
term unemployed persons/ benefit 
recipients 


4 
 


Wage –subsidised programmes 
 


ESS, profit and non-
profit organisations 
 


Promotion of part-time employment 4 
 


Wage –subsidised programmes 
 


ESS, profit and non-
profit organisations 


Public works (vulnerable g.) 
 


6 
 


Wage –subsidised programmes 
 


ESS, non-profit 
organisations 


Employment in care services 
 


6 
 


Wage –subsidised programmes 
 


ESS, non-profit 
organisations 


Subsidies and counselling for self-
employment 


7 Subsidies and advice for business start-ups ESS, external providers 
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Cooperation/partnership 
The ESS is responsible for all aspects of organisation and administration of labour market programmes 
delivery, which are defined by the Ministry of Labour. The external providers for counselling/training type of 
programmes are selected on the basis of public tenders. The job-wage-subsidy/job-training type of 
programmes could be meant for profit organisations (companies), or non-profit organisations (like 
municipalities, sheltered workshops, NGOs, public institutions etc.) or both.  Both types of organisation can be 
involved on the basis of either public invitation or public tender procedure; which procedure should be applied 
depends on the programme scheme and on the national regulations. The formal basis for an external provider 
or employer to be engaged in the LMP delivery is a contract with the ESS.  More intensive forms of counselling 
programmes and workshops (in terms of duration and complexity) are provided on the contractual basis in 
order to supplement the ESS usual information and counselling services. 


Evaluation 
External evaluations are not incorporated in the implementation design of the ALMP programmes for which the 
ESS is accountable. The ESS prepares detailed and various reports on the programmes’ implementation 
aspects (descriptive statistics and evaluations) for the Ministry of labour, the ESS Council and other 
supervisory institutions (National Court of Audit, Ministry of Finance) External in-depth evaluations are within 
the competences of the Ministry of Labour.  


Management logic and performance measurement 


Planning process 
The main objectives and targets are laid down in the ESS annual plans. Based on the guidelines of Ministry of 
Labour, Family and Social Affairs and national labour market policy objectives, the ESS management, in close 
cooperation with Regional Offices, puts forth proposals of annual operational objectives and targets. Regional 
offices define their own targets and activities which contribute to the achievement of annual operational 
objectives and targets. The ESS annual plan must be confirmed by Ministry of Labour and the ESS Council. 
The Regional Offices prepare their own annual plans taking into account regional priorities. 


Types of objectives and targets 
Objectives for 2011 cover four main areas of activity: 


 Timely activation and job-insertion of the unemployed; 


 Improvement of the efficiency of referral of unemployed people; 


 Improvement of the efficiency of ALMPs; 


 Promotion of the ESS as a central institution of life-long career guidance. 
Objectives are additionally described by quantitative targets (main indicators) which are further elaborated in 
the form of sub-targets (sub-indicators) covering different areas of the ESS activities.  


Monitoring 
The statistical follow-up on quantitative targets is carried out on a monthly basis and is available on Intranet. 
Performance against targets is regularly monitored, communicated and discussed (at least each quarter) 
during meetings at central, regional and local levels.  


Lean management 
No mention is made of recourse to lean management processes and procedures. 
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COUNTRY FICHE: SPAIN 


PES NAME: The National Public Employment Service (SEPE) 


Basic organisational model 


Type of organisation/relation to government 
Autonomous organisation under the Ministry of Labour and Immigration, through the Secretary of State for 
Employment. It has its own independent legal status within the National Civil Service, full capacity to act to 
fulfil its duties, its own capital assets and liquid assets and management autonomy. 


Structure and organisational levels 


 Central structure: General Council, Central Executive Committee, Directorate General. 


 Peripheral structures: Provincial Directorates and Benefits Offices. 


Management structures and the role of social partners 


 Management: the management of the public employment services is decentralised, with the exception of 
the autonomous cities of Ceuta and Melilla. SEPE must promote the development of the National 
Employment System in cooperation with the Autonomous Communities’ public employment services, 
paying special attention to coordinating active employment policies. 


 Supervision: an Audit Office is assigned to the Directorate General by the Comptroller and Auditor General 
of the National Civil Service. 


 Social partners:  SEPE consults with social partners on the Annual Work Programme of the National 
Employment System and on plans for implementing the European Employment Strategy, guaranteeing 
joint evaluation and monitoring. 


Financing model 


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


Change 2010-2011 (%) 
 2010 2011 (forecast) 
Source of funding (%) Total 


Budget 
Operating 
costs 


ALMP Total 
Budget 


Operating 
costs 


ALMP Total 
Budget 


Operating 
costs 


ALMP 


Total 37.716,6 
(100%) 


495,4 
(100%) 


37.221,2 
(100%) 


37.947,7 
(100%) 


450,8 
(100%) 


37.496,9 
(100%) 


1% -10% 1% 


Social security 
contributions  


         


Government and other 
public funding 37.716,6 


(100%) 
495,4 
(100%) 


37.221,2 
(100%) 


37.947,7 
(100%) 


450,8 
(100%) 


37.496,9 
(100%) 


   


ESF          


Other EU  
Funding 


         


EURES          


PES own revenues           


Other          


Note: Government and other public funding include benefits for the unemployed, in 2010: EUR 30.645,79 million and in 2011: EUR 30.140,29 
million. Also, a portion of the General State Budget is transferred to Autonomous Communities, in 2010 EUR 3.068,7 million, in 2011 EUR 3.101,2 
million. 
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Human resources 


PES human resources. Date of observation: N/A 
 Number of staff   % directly servicing clients


Total 9.371 66% 


Head office  635  


Regional offices  2.554  


Local offices  6.156 100% 


Others 26  


Note: There are in total 6.156 employees (all those working in local offices) directly servicing clients 


Integration of employment services and benefit payments 


Unemployment and related benefits: 


 SEPE is responsible for managing and paying out unemployment benefits. Unemployment benefit 
recipients in Spain must be registered as jobseekers, actively look for employment, accept suitable job 
offers and appear when asked to in advance, before the public employment services or placement 
agencies when they are carrying out activities in the area of cooperation with jobseekers. Placement and 
other employment services for jobseekers and employers are managed by the Autonomous Communities’ 
Public Employment Services (17 in total), which also cooperate with private agencies and other external 
providers. 


Other social benefits: 


 SEPE is also responsible for the management and payment of non-contributory welfare benefits (active 
inclusion allowance, allowance for casual agricultural workers). 


Clients/Customers 


Jobseekers. Date of observation: January 2011 


Jobseeker client groups Number %


Total   


Unemployed 4.231.003 75% 


Not unemployed 1.406.091 25% 


Employed 698.782 12% 


With limited availability 164.112 3% 


With an employment relationship 248.716 4% 


Other 294.481 5% 


Breakdowns typically used for monitoring purposes are: gender; age; duration of unemployment; disability; 
ethnicity; level of education; occupation; economic sector. 


Employers 
Though powers in this area have been transferred to the Autonomous Communities, SEPE states that 
employers are classified through different categories: sector of activity, size, type of support required, number 
of notified vacancies and the willingness to participate in ALMPs. 


Types and methods of service provision 


Services for jobseekers 


 Individual counselling (profiling, vocational guidance and orientation); 


 Skills and capacity testing; 


 Personal employment and training plans (also mixed employment-occupational vocational training); 


 Group activities/job clubs; 


 Specialised services for specific target groups; 
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 Self-services (information on available opportunities for employment, self-employment or training through 
the use of web-based tools). 


All these services (except self-services) are offered to all jobseekers by public or private employment services 
and non-profit organisations. 


Services for employers 


 Processing national and international job offers; 


 Preselecting and selecting candidates; 


 Information on regulations and types of contracts and measures to promote employment; 


 Advice on paperwork and procedures; 


 Information on the job market. 
The above services are offered by the public employment services to all employers who wish to hire registered 
unemployed workers. 


Job vacancies and market share 


Collecting information on job vacancies 
Employers in Spain are under no obligation to inform the public employment service of their vacancies. In 
general, then, employers volunteer their offers. Exploratory visits and telephone contacts are made. 


Vacancies and referrals 
Information on vacancies and referrals cannot be provided since powers in this area have been transferred to 
the Autonomous Communities. 


Matching of supply and demand 
Information on matching of supply and demand cannot be provided since powers in this area have been 
transferred to the Autonomous Communities. 


Market share 
Information on market share cannot be provided since powers in this area have been transferred to the 
Autonomous Communities. 


Active labour market policies 


LMP Services 
Name of service Brief description Delivery


Professional information services.   


Vocational guidance.   
Experimental labour market entry 
programmes. 


  


Administration of active measures. 
Administration of benefits. 
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LMP Measures 
Name of measure Category Brief description Delivery


Vocational training in sectors with a risk of job loss. 2   


Incentives for training contracts. 2   


National Training and Professional Insertion Plan. 2   


Workplace training. Mixed employment/ training programme 
(Workshop Schools, Craft Centres and Employment Workshops) 


2 
 
 


  


Job rotation. Interim contracts with allowances. 3   


Incentives for permanent contracts. 4   


Incentives for temporary contracts. 4   


Employment with support for the handicapped in Special 
Employment Centres and ordinary companies. 


5 
 


  


Direct job creation. 6   


Capitalisation of unemployment benefits. 7   


Promoting self-employment and local development. 7 
 


  


Incentives for social contributions. Setting up as self-employed 
and companies in the social economy. 


 
7 


  


Promoting employment in cooperatives (support for creating and 
maintaining jobs). 


7   


 


Cooperation/partnership 
Cooperation programmes are in existence with local councils or bodies linked to a local civil service 
department that hire unemployed workers to carry out construction work or perform qualified services of 
general and social interest. Grants and allowances are available to hire unemployed workers to carry out 
building work and services of general and social interest in the area of cooperating with organisations within 
the National Civil Service, its autonomous organisations, the Autonomous Communities, universities and non-
profit institutions. The following bodies are qualified to operate in the area of vocational training: 


 Civil Service departments, through their own centres or under agreements with public bodies or 
companies; 


 Employers’ organisations and trade unions; 


 Companies that implement training actions for their workers or for the unemployed with an undertaking to 
hire them, that can do so with their own resources; 


 Privately owned vocational training centres and public or private training centres with accreditation from 
the relevant civil service departments or registered in the Register set up by the competent civil service 
department. 


Evaluation 
The evaluation of LMP programmes is made at regional level, therefore several different methods are carried 
out to this purpose. 


Management logic and performance measurement 


Planning process 
As mentioned above, the responsibility for employment services has been transferred to the Autonomous 
Communities, except for the autonomous cities of Ceuta and Melilla. The Sectoral Conference on Labour 
Affairs is the general instrument for cooperation, coordination and collaboration between the national civil 
service and the civil services of the Autonomous Communities and the cities of Ceuta and Melilla on 
employment policy and, in particular, the drawing up of the plans for implementing the European Employment 
Strategy. Within the Sectoral Conference on Labour Affairs, in particular, the topics related to the National 
Employment System that most directly affect the civil service are discussed in the Technical Committee on 
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Labour of the Directors General of the Public Employment Services. 


Types of objectives and targets 
SEPE reports the use of types of objectives and targets (i.e. increase in the number of filled vacancies, reduce 
unemployment, etc.), but as the powers in this area have been transferred to the Regions it is difficult to gather 
detailed information. 


Monitoring 
Monitoring systems are commonly used in Spain, but those competences have been transferred to the 
Regions so there is no common pattern.  


Lean management 
N/A 
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COUNTRY FICHE: SWEDEN 


PES NAME: The Swedish Employment Agency (Arbetsförmedlingen, AF) 


Basic Organisational Model 


Relation to government 
Public agency subject to the control of the Ministry of Employment. 


Structure and organisational levels 


 Head office in Stockholm; 


 320 local employment offices; 


 10 offices located in 10 different market areas, representing the headquarters. 
The local offices are divided into 69 labour market areas, which are respectively grouped into 10 market 
areas and one additional market area with responsibility for customer services. The head Office 
encompasses a number of departments that provide both support and guidance to the PES network. 


Management structures and the role of social partners 


 Management: AF is headed by a Management Board, composed of a Director General, and members 
appointed by Government. Directors responsible for different departments in the Head Office and the 11 
Market Area Directors meet with the Director General on a regular basis for discussions and decisions. . 


 Supervision: Each activity is strictly supervised by the Government, according to the guidelines set in 
appropriation letters, which contain the business goals and priorities for the coming years. 


 Social partners: Tripartite bodies are not involved in the decision process. 


Financing Model 


PES financing by source, SEK (million) 
 Expenditure (SEK million)


Change 2010-2011 (%) 
2010 2011 (forecast) 


Source of funding (%) Total 
Budget 


Operating  


costs 


ALMP Total 
Budget 


Operating 
costs 


ALMP Total 
Budget 


Operating  
costs 


ALMP 


Total 60.641 


(100%) 


5.852 


(100%) 


7.067 


(100%) 


58.967 


(100%) 


5.967 


(100%) 


7.402 


(100%) 


-3% 2% 5% 


Social security 
contributions  


         


Government and other 
public funding 


60.641 


(100%) 


5.852 


(100%) 


  5.967 


(100%) 


    


ESF          


Other EU Funding          


EURES          


PES own revenues           


Other          
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Human Resources 


PES human resources 
 Number of staff % directly servicing clients


Total 10.809 84% 


Head office 1.525 0% 


Regional offices 251 0% 


Local offices  9.033 100% 


Note: 9.033 employees in local offices are charged with directly servicing clients. 


Integration of Employment Services and Benefit Payments 


Unemployment and related benefits: 


 Unemployment benefits are paid by the Unemployment Insurance Funds. Registration as a 
jobseeker is one of the necessary prerequisites and must be performed at the AF offices. The PES is 
also responsible for the monitoring of the continued eligibility of benefit recipients. 


Clients/Customers 


Jobseekers 
Several breakdowns are applied to jobseeker clients. The main categories are ‘unemployed’, ‘employed’‘, 
participants in ALMP programmes’ and a residual category known as “others”, which comprises part-time 
employees or persons employed by the hour, disabled employees in subsidized jobs and interchange 
candidates. The breakdowns that are typically applied to monitoring these groups are conventional socio-
demographic characteristics such as gender, age, duration of unemployment and disability. 


Employers 
Employer clients are not categorised by the AF. 


Other clients 
N/A. 


Types and Methods of Service Provision 


Services for jobseekers 


 Placement services, vocational guidance and career counselling for all registered unemployed 
through face-to-face interviews; 


 Training courses, skills assessment and vocational rehabilitation are available for all registered 
persons clients; 


 General information on job vacancies and on the AF service provision is available to everyone, both 
online and at customer service desks; 


 Tailored services for business start-ups; 


 Job-search support for newly arrived immigrants. 


Services for employers 


 Recruitment and vacancy advertisement services for all employers; 


 Training courses for the unemployed by local training institutions on employers’ request; 


 Information on the AF service provision is provided both directly and online to all employers. 
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Job Vacancies and Market Share 


Collecting information on job vacancies 
Information on job vacancies is volunteered by employers during meetings with AF staff, telephone 
interviews, emails and the CV vacancy portal. Special awareness campaigns such as “Jobbjakten” (Job-
hunt) and “Jobb-till-tusen” (A thousand jobs) are promoted with a view to encouraging registering vacancies 
with AF. 


Vacancies and referrals 
Stock in March 2011: 71,264.  
AF does not monitor the number of filled positions. 


Matching of supply and demand 
Supply and demand on the labour market are analysed twice a year. Surveys of random samples of 
employers are carried out to investigate short and long-term skills needs. Surveys and interviews also 
include public sector employers. 


Market share 
Arbetsförmedlingen calculates the market share in terms of the proportion of employers satisfied with the 
PES service provision, which varies from 85 to 92%.  


Active Labour Market Policies 


LMP Services 
Name of service Brief description Delivery
Job-coaching The aim is to improve the job matching by helping the unemployed 


to improve its CV, improve the unemployed job-searching abilities. 
The service is delivered by the PES, but the 
unemployed can choose either an internal or an 
external job-coach. 


Individual 
guidance service 


Increase the jobseeker's placement chances and decrease the 
duration of unemployment. 


PES 


LMP Measures 
Name of measure Category Brief description Delivery 


Start-up grants 7 The aim is to help the unemployed to start their own business 
and become self-employed. 


The PES decides if the 
business concept can 
be profitable. 


Work experience 4 Job practice aims to improve the beneficiaries’ job prospects. PES. 


Wage subsidy 4 Wage subsidy to help unemployed with a functional disorder. PES. 


Entry recruitment incentives 4 
 


Employment combined with training in Swedish. Special 
measure for refugees and other asylum seeking immigrants. 


PES. 


  Education and training 
 


2 
 


Vocational education and training. PES purchase 
education and training 
services from external 
providers. 


 Public sheltered employment 
(OSA) 


5 To provide severely disabled persons with public sheltered 
employment. 


PES. 


Security Employment  Samhall 
 


5 Provide employment for persons with disabilities who are 
unable to find work in the regular labour market within the 
state-owned company Samhall Corporation AB. 


PES. 


 


Cooperation/partnership 
Core services like preparatory measures, education and coaching are provided by AF in cooperation with 
external partners. Most of these services are subject to public procurement, according to the national law 
implementing European Union directives. A range of target beneficiaries is identified: the newly unemployed, 
the long-term unemployed, the long-term vulnerable groups and groups with health problems, new 
immigrants. Members of these categories, fulfilling a number of criteria, are offered focused courses, training 
and services. Healthcare and education services, independent social welfare organisations, but also private 
employment agencies provide all these services as sub-contractors, and they are fully financed and paid by 
AF. 
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Evaluation 
AF regularly evaluates ALMP programmes by recourse to independent bodies, such as IFAU (The Institute 
for Labour Market Policy Evaluation). 


Management Logic and Performance Measurement 


Planning process 
AF’s overall operational policy goals are set by the government with the submission of an appropriation letter 
at the end of each year. Following these instructions, the board of directors sets the internal guidelines, 
which also detail the allocation of resources as well as the priorities to be achieved. Each level of the 
organisation has its own business objectives and goals. 


Types of objectives and targets 
Targets are grouped into 4 classes:  


 Customer-related targets, which include client satisfaction with AF service provision and 
management; 


 Activity-based targets, which include transitions into work or education for different types of 
jobseekers; 


 Employees-related targets, including health status, opportunities to develop new skills in the 
workplace and workplace meetings as a tool for development of the organisation; 


 Management targets, in terms of functional and efficient economic planning, as well as the 
percentage of disposable customer time in customer service. 


Monitoring 
Regular follow-ups take place twice a month, when each member of staff meets the employment office 
manager for a discussion on performance. The employment officer, then, once a month, has a meeting with 
the labour market area manager. Finally, the market area director has a performance dialogue with the 
Director General 3 to 5 times per year. 


Lean management 
The instrument of lean management is not used to increase efficiency at this stage.  
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COUNTRY FICHE: UNITED KINGDOM 


PES NAME: Jobcentre Plus (JCP) 


Basic Organisational Model 


Type of organisation/relation to government 
Employment Service within the Department for Work and Pensions (DWP). It performs the operational 


delivery of employment policy designed and held by the Department. The Chief Operating Officer (COO) is 


directly accountable to the Permanent Secretary of DWP who is accountable to the Secretary of State for 


Work and Pensions and the Ministerial team. The COO is also responsible for the Pensions, Disability and 


Carers Service (PDCS), the other operational arm of DWP. 


Structure and organisational levels 


 Officials from DWP oversee the running of JCP from a national perspective and are responsible for 
the longer-term vision of DWP operations. 


 JCP has three core delivery arms:  


o Jobcentres helping people to  find work and checking peoples’ entitlement and job-search; 


o Contact centres taking customer calls and claims to benefit; and  


o Benefit delivery processing claims and responding to customers’ enquiries, and investigating 


fraud. 


 The delivery network is managed in Groups, which encompass broad geographical areas (e.g. 
Central England) and co-ordinate the activity of the associated district offices; 


 District Offices, often based on county boundaries, co-ordinate the activities of the local offices in 
their area; 


 Local Offices conduct all the front facing activity of JCP; 


 Jobcentre Plus also delivers services from over 1200 other outreach locations and operates a mobile 
service. 


Management structures and the role of social partners 


 Management: JCP is part of DWP, and comes under the oversight of the DWP Permanent 
Secretary. 


 Supervision: The Chief Operating Officer is the principal adviser to Permanent Secretary and 
Ministers on operational matters involving the development and provision of JCP’s services. On 
these matters, the Permanent Secretary is directly accountable to, and has right of access to, the 
Secretary of State. 


 Social partners: frequently act as stakeholders and have a right to act as a lobby group, but they are 
not directly involved in the management/supervision of JCP. 
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Financing Model 


PES financing by source, GB Pounds (million) 
 Expenditure (GBP million) 


Change 2010-2011 (%) 
 2010 2011 (forecast) 
Source of funding (%) Total 


Budget 
Operating 
costs 


ALMP Total 
Budget 


Operating 
costs 


ALMP Total 
Budget 


Operating 
costs 


ALMP 


Total 3.013 
(100%) 


3.013 
(100%) 


 2.969 
(100%) 


2.969 
(100%) 


 -1% -1%  


Social security 
contributions  


476 
(15.8%) 


476 
(15.8%) 


 536 
(18.0%) 


536 
(18.0%) 


    


Government and other 
public funding 


2.537 
(84.2%) 


2.537 
(84.2%) 


 2.448 
(82.0%) 


2.448 
(82.0%) 


    


ESF          
Other EU Funding          
EURES          
PES own revenues           
Other          


Note: these figures only concern the cost of JCP activity; ALMP programme funding is held by the parent Government Department (DWP). 


Human Resources 


PES human resources. Date of observation: March 2011 
 Number of staff % directly servicing clients


Total 72,939 95% 


Note: this includes staff at central, regional, district and local offices and those in the Contact and Benefit Centres. In full-time equivalent, about 


49.6% of JCP staff work in frontline positions. 


Integration of Employment Services and Benefit Payments 


Unemployment and related benefits: 


 JCP administers the Jobseeker’s Allowance: it undertakes initial registration and on-going monitoring 
of continued eligibility, and also takes care of payments at Benefit Centres. 


Other social benefits: 


 JCP is also responsible for the Employment and Support Allowance (incapacity benefits and income 
support paid on incapacity grounds).  


JCP provides employment services to benefit recipients, but, dependent on their requirements, jobseekers 
may be referred to private providers. 


Clients/Customers 


Jobseekers. Date of observation: November 2010 
Jobseeker client group Number %


Total 5.685,60 100% 
Jobseekers 1.328,91 23% 


ESA and incapacity benefits recipients 2.586,42 45% 
Lone parents 648,30 11% 


Carers 445,44 8% 


Disabled  399,38 7% 
Others on income related benefit 192,03 3% 
Bereaved 85,11 1% 


Note: Breakdowns used for monitoring purposes include: age, duration of unemployment, disability, ethnicity, lone parents (but not gender). 


Employers 
All employers have access to JCP’s baseline service of taking and advertising vacancies, mostly through 
self-service channels. JCP does not hold readily available data for the percentages of employer customer 
groups (by business size). Most employers receive support locally, though accounts with nationwide 
employers such as retail chains etc. are managed at the national level. 







3 
 


Types and Methods of Service Provision 


Services for jobseekers 
JCP offers jobseekers the right to: 


 Personal adviser service and fortnightly job-search reviews (face-to-face interviews for all 
Jobseeker’s Allowance and ESA recipients); 


 Work clubs (group coaching sessions, particularly for the long-term unemployed); 


 Work together (volunteering programmes, particularly for the young unemployed); 


 New enterprise allowance (mentoring support for benefit recipients willing to start a business); 


 Self-services (online matching, employer self-upload of vacancies, registration for benefits); 


 Soft skills training (in-house training sessions addressing job-search skills such as CV writing, 
interview techniques, etc.); 


 Work Programme (employment services including soft skills training, vocational skills etc., for those 
out of employment for over 12 months, or earlier for certain vulnerable customer groups). 
 


Services for employers 
Employers are offered: 


 Recruitment advisory services (free access to a range of practical measures and financial support to 
help employers meet their recruitment needs in return for working with JCP candidates); 


 Small business recruitment service (helps small businesses to find the right person for the job by 
offering tailored recruitment support including a bespoke matching and screening service); 


 Rapid response service (draws together services from partners – e.g. Skills Funding Agency, 
Business Link, employer representative groups, Local Authorities – to help employers support their 
employees facing redundancy); 


 Advertising of vacancies, predominantly through self-service channels. 


Job Vacancies and Market Share 


Collecting information on job vacancies 
Employers can choose to advertise their job vacancies with JCP. Vacancy notices are then visible to 
thousands of jobseekers through the jobs and skills facility on www.directgov.co.uk, the network of touch 
screens (‘jobpoints’) in JCP outlets, and the Jobseeker Direct telephone service. Around 330,000 employers 
use JCP for their recruitment every year. Around 80,000 employers work in partnership with JCP to take on 
applicants from previously overlooked backgrounds.  


Vacancies and referrals 
Latest count of vacancy notifications: 302,859 (in June 2011). Data on filled vacancies are no longer 
collected. 


Matching of supply and demand 
JCP does not monitor the match between labour market needs and jobseekers’ skills nationally. Yet each of 
the JCP Districts have an employer engagement plan which is used to determine local engagement and 
partnership with employers based on the make-up and demographics of the local job-seeking customer 
base. The move to a self-service digital platform in March 2012 will see employers’ job requirements 
automatically matched with jobseekers’ profiles. 


Market share 
The 2007/08 ‘Annual Employer Survey’ found that just over a third (35%) of employer vacancies was 
advertised by JCP. An interim survey in 2009 also found a similar proportion. 
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Active Labour Market Policies 


LMP Services 
Name of service Brief description Delivery


Fortnightly Job-search Reviews Brief face to face interview. Front facing staff in local offices. 


Personal Adviser Interviews 
Soft Skills Sessions 
 


Face to face interviews. 
In house training sessions addressing job-search skills 
such as CV writing, interview techniques etc. 


Personal Advisers in local offices. 
Front facing staff in local offices/ local 
trainers. 


Group Sessions 
 
 
 


In house sessions looking to share experiences and 
address the barriers of those unemployed for longer 
than 13 weeks. Groups tend to be divided into 
jobseekers and young jobseekers (18-24). 


Front facing staff in local offices – advisers 
tend to specialise in leading session with 
specific groups e.g. young jobseekers. 
 


Work Together Volunteering Programme. Local employers, voluntary organisations. 


Work Clubs Group Coaching Sessions. Local bodies including voluntary. 
organisations, local authorities etc. 


Work Programme Employment Services provided by partner delivery 
agents. 


A range of private, public and voluntary 
providers. 


LMP Measures 
Name of measure Category Brief description Delivery 


Training Allowance 
 
 


2 Funding equivalent to Jobseeker’s Allowance for up to 8 
weeks (13 for specialist shortage occupations) of suitable 
vocational training. 


Local colleges/training 
providers and Jobcentre Plus. 


New Enterprise Allowance 
 


7 
 


Financial and business mentoring support. 
 


Local business partners 
offering mentoring support. 


Work Choice 5 Employment Support for disabled people with complex 
barriers. Work Choice is the umbrella name for a raft of 
programmes including supported businesses, in work aides 
etc. 


In partnership with specialist 
private, public and voluntary 
providers. 


 


Cooperation/partnership 
JCP works with private and voluntary providers to deliver LMP Services and Measures. Under the Work 
Programme, the long-term unemployed and those with barriers to joining the labour market will move to 
private/voluntary providers depending on their needs (earliest being after 3 months). Providers will operate 
under a ‘black box’ approach: they are free to offer the services they believe most effective to individuals 
without government prescription. This is facilitated by an outcome-based approach with funding based on 
outflows into sustained employment. JCP’s partnerships with private providers of employment services are 
based on contractual arrangements decided at departmental level. JCP works with local colleges/training 
providers to best signpost jobseekers into suitable vocational training, where appropriate, and with local 
employers to provide volunteering opportunities for jobseekers These arrangements are predominantly 
decided at regional and district level. 


Evaluation 
It is standard practice for DWP to evaluate ALMPs. The majority of research is contracted out to a mix of 
research organisations, including academic institutions, commercial and not-for-profit organisations. All such 
research is published via the DWP website. Results of evaluations are taken into account, along with a range 
of other factors, in developing future policy. 


Management Logic and Performance Measurement 


Planning process 
Goals and funding for JCP are decided annually by the DWP and the Treasury, and set forth in the JCP 
business plan. 


Types of objectives and targets 
In line with a new performance management framework implemented with effect from April 2011, JCP will 
publish information on two outcome measures, for which it will be accountable to DWP: 


 Benefit off-flow rates into employment; 
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 The monetary value of fraud and error. 
To support the achievement of outcome measures there will be a range of supporting data, including 
information on customer and employer experience, benefit administration, labour market, fraud and error, 
productivity, and value for money. 


Monitoring 
JCP has a highly developed output monitoring system, which is the responsibility of a special management 
information unit. Every quarter, JCP reports to the DWP on how well it has achieved its targets, so that 
countermeasures can be taken quickly where needed. The Permanent Secretary in his capacity as 
Accounting Officer for JCP is answerable directly to Parliament on the stated performance indicators for the 
organisation. 


Lean management 
Lean tools are adopted within JCP and delivered by the Continuous Improvement Team. At local level ‘Lean 
Champions’ lead on all lean activity in a particular region or district. Success stories include in the 
streamlining of benefit processing. Lean Champions have worked across local offices and benefit centres to 
help staff create Value Stream Maps (visually represent every step of a particular process) in order to 
remove unnecessary work (wastage) and create more efficient processes. Where waste is identified and a 
process changed, this is communicated across all benefit centres and reflected in the new guidance directed 
at staff. 


 





