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Issues for Discussion

1. What conclusions, in relation to the development of guidance policy
and/or practice can we make out of what we just heard?

2. Why is it important to offer "Thuman” guidance in relation to digital
self-help tools?

3. What is unique about eGuidance compared to physical guidance?

6 euro | guidance

4. What competences do eGuidance practitioners need?
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E-Guidance in Denmark
Ilse Jensen,
e-Guidance Counsellor



Why e-Guidance?

- 2010: New legislation of career guidance.
All young people schould be in education
or activity, and only those who were not
ready for that, should get guidance at the
schools (20%). The e-Guidance was
established to guide the rest (80%).

At first it was a 3 year-project, and
afterwards it became permanent.

In 2014 the portal “"Uddannelsesguiden”
moved from a private firm to the Ministry
of Education.

In 2017 e-Guidance became the entrance
for all adults and companies who want to
improve their skills or the companies who
want to lift their employers skills by
education.
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UddannelsesGuiden

d:} BORNE- OG
LY UNDERVISNINGSMINISTERIET

UDDANNELSER TIL UNGE VIDEREGAENDE UDDANNELSER VOKSEN- OG EFTERUDDANNELSER JOB OG KARRIERE | VAERKTBJER

OEEE

Uddannelser til unge Videregaende Voksen- og Job og karriere
uddannelser efteruddannelser

10. klasse, erhvervsuddannelse,
gymnasial uddannelse eller anden : Kurser, akademiuddannelser,
aktivitet. professionsbachelor. diplomuddannelser,

erhvervsakademi-, ku'nstne riske eller masteruddﬂnnelser'ag enkeltfag.

Erhvervsuddannelseskortet

Inspiration fil valg af job og kamriere
via jobbeskrivelser og interview.

Efter ansegningen er sendt Sporg en vejleder
Se, hvor du kan tage bade grundforlab og ho- Laes om optagelsesprocessen, nar dit bam har eVejledning vejleder om uddannelsesvalg via
vedforlsb. segt gymnasium eller erhvervsuddannelse. chat, mail og telefon.

UddannelsesGuiden idenscenter English

Kontakt Ammangementskalender Videnscenter for About ug.dk
Nyhedsbreve Fa inspiration Vejledning Programmes in English
Om ug.dk un; Job og arbejdsmarked

Teknisk information Uddanneiser

Persondatapolitik og Uddannelsessteder

cookies Uddannelsessystemet

Tilgeengelighedserklzring




Guidance Counselling— 63 hours a Week s

\ 9/
Monday — Thursday: 9 — 21 MINISTRY OF CHILDREN
Friday: 9 — 16 AND EDUCATION
Saturday — Sunday: 12 -16

e [ eVejledning

Abningstider
Mandag - torsdag: Ki. 9- 21

Fredag: kl. 9 - 16
Lardag og sendag: kl. 12 - 16

eVejledning

s O X B

|
Chat med en Ring 70 22 22 07 Send en mail Book et video- Digitale oplag Sociale medier

eVejleder mede




Who are we? 20 full-time guidance counsellors and 7 part time oy
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Where are we
situated?

Vesterhavet

14. juni 2023



What are we and what do we do:

In e-Guidance we counsel everybody in all kinds of education
over the whole education system.

- Easy to access with extended opening hours.
- Addresses anonymously and only on digital media.

« We make counselling on digital media, we don’t do digital
counselling®

« During our working hours we communicate in an intern chat-
function.

- 10 times a year we work in a group with supervision to
ensure our quality

- We do not depend on a specific place, and work 50% from
home

- We are not an authority and we don "t make decisions

9 14. juni 2023
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How the target groups destributes from 2021-2022 &
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January - December 2021 January - December 2022

companies
companies y%t;/ng
3% o
s

adults
4 37%

Ladults
39%

professionals
professionals 3%
3%
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januar - december 2022

Mail; 11% video; 1%

januar - december 2021

video; 1%

Mail; 11%

Chat; 35%

Telefon; 54%

Chat; 33%

Telefon;
56%
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https://www.ug.dk/evejledning/eguidance- <. . ...
denmark

2 [ eVejledning / eGuidance in Denmark

eGuidance in Denmark

Read articles on eGuidance, find relevant links for more information in English and see examples of
eGuidance chats.

15 14. juni 2023



Communication model:

https://www.ug.dk/sites/default/files/4k_model_uk_final 3.pdf w

M cContact M Toolbox (Phone)
+ Personalizing the conversation: “You spaak with™ name*, “Helio Per”, “Per, lst me re-coliect”,
M Goal “Hello Pes, somy for the wait”
+ Building the ralationship + Inquiring widely and deeply: “What grade are you In?". “What are you training?”, "What makes you
+ Establishing the reasan for contacting apply for the medicine programme?”,"Where in the country do you come fram™
a counselor + Listening signals: “Yes™. “OK". “Hmm" “Aha". “Laugh”, “Pause”. “Your tun”

B Counselor's positions
+ Showing sympathy
+ Mirmoring verbally
+ Maating st aye level
+ Listening actively
+ Giving room for reflactions

B Toolbox (Chat)
+ Pergonalizing the conversation: “Hello Per”, “ Per, let me re-collect”. “Hello Per, sorry for the wait”
inquiring widely and deeply: “What grade are you in?”, “What are you training”, "What makes you
‘=pply for the medicine programme?”,” Where in the country do you come from 7
- Listening signals: “Yes”, “OK", “Hmm", “Aha,”, “Your tum"

M Toolbox (Mail
+ Personalizing the conversation: “Hella Per / Dear Per.” “Thank you for your email”, “Your plans
sound exciting”, “Its good that you are persistent regarding education”
+ When taking aver and continuing email replies: “| will answer you now, since my calleague
s busy right now”
+ “Besides what my colleague has mentioned. you should know that "
(Eicborate if misunderstandings have accured or the counselee has been mis-informed)

M conclusion

M Geoal
+ Evaluating the contract
+ Stimulating the counselee's readiness to act
call 1o action)

[ Counselor's positions
+ Reflecting on the process
+ Making conclusions aperative for
the counesslee
+ Giving room for reflections

Toolbox (Phone)
- Wrapping up: “Goad luck,” “Do you know what to praceed with?”, “Da you have enough to go an
with?*_ “¥ou are reslly wall on the way*, "You are welcome 10 use eGuidance again®_ "Should we
conchude on what we talked about?, "ls there anything you are unsure about?*, *You're welcome
o come back when you have looked at it*

Toolbox (Chat)
+ Wrapping up: “Good luck”, *Do you know what to proceed with?”, “Do yeu have enough to go on
with?". “You are really well on the way*, "You are welcome 1o use eGuidance again®

Toolbox (Mail)
+ Wrapping up: * would recommend that you proceed to find more information about the courses
I've mentioned, including an the schools’ website?, "With that information you may the cholce
easier”, “You are welcome to contact us BIAIN if you naed sdditional help during the course of
your wark, “" | hope the above mentioned has given you some ideas for your further search”,
“¥ou're walcoma to come hack to us with more questiona® and “Good luck”

eVejledning
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M Contract
{Can be renewed if the subject of the dialog changes)

W Toolbox (Phone)
+ Find the core of the conversation and create structure” “Maybe it will be a good dea to take notes,
while we talk? *, “What do you think of that?”, “Is this what we should start cut talking about? *,*
M Goal What do you want from the conversation? *," What do you wish you had answers to right now?
+ Estabiishing the mutual focus “ “'m not sure, but to me it sounds like " “I think that what you need s .. “In your own words,
« Clarifying the expectations of both participants what would you like assistance with?™

1 Toclbox (Chat)
« Find the core of the conversation and create structure: “Maybe it will be 3 goed idea to take notes,
while we talk? *, “What do you think of that?”, “Is this what we should start cut talking about? *,*
What do you want from the conversation? *

M counselor's positions
+ Summarizing
+ Considering if eGiuidence is the agency for helping
+ Structuring and delineating the problem
+ Giving room for refiections Toolbox (Mail
+ Find the core of the conversation and create structure: “First | will answer your questions about ...
and ... then | will give you some suggestions for education. which | would recommend you to lack
at from the thoughts and wishes, you mention in your email *
“I will first give you some suggestions for educatian. and then | will give you some good advice for
you to continue with”

B Toolbox (Phone)
+ Look for the counssles’s experiences and resources: “What do you do in your spare time?”,
“What do your parents say 10 your plans? “." Have you spokan 1o others about your plans?*,
“Have you been in similar situations before, and how did you manage?*, "What are you good at?
+ Inquire into the future: “What if 2", “What are you daing in 10 years time?”. “Have you considerad?”
= Give and ask for room for reflactions: *| will think sbout it*, “Do you have time to think aboat 7%,
“Is it fine that | ask a colleague?”, "Can | call you later™, "One moment, | will look into that™
» Giving tasks: “Try to make & positive and negative list”, “Try thesa inspiration tools,” Encourage the
counselee to take notes.

M Toolbox (Chat)

« Delibesata use of links and inspiration tools: “l will sand you a link, look &t the bottom of page _*,
“Can you handie one more link?”

+ Evaluate during the session: “Is it understandable what we have been talking about?”, “What does it
mean in relations to your chaice?”, "How would you feel about .7

« Look for the counsalea’s experiences and resources: “What do you do in your spare time?”, “What do
your parents say to your plans?,” Have yau spoken to others about your plang?”, "Have you been in
similar situations before, and how did you manage? *.” What are you good at?™

M communication + Inquire into the future: “What if 7", “What are you doing in 10 years tme?”, “Have you cansiderad?”
» Give and ask for room for reflections: *| will think about it", “Do you have time to think about
M Goal 117, "Iz it fine that | ask a colleague?,” Can | call you later?”, "One moment, | will leok into that”
+ Counselor and counselee work with the question, » Gilving tasks: “Try to make & positive and negative list™, “Try these inspiration tools.” Encourage the
that was established in the Contract phase by processing counseles to take notes.
and perspectivating
7 Toolbox (Maif)

M Counselor's positions
« Investigating and challenging
+ Setting infarmation in context and thus creating
knowledge for the counselee
« Testing conclusions during the session
« Meta communicating
« Giving room for reflections

- Disposition of the text: message / conclusion first, then details
1} Introciuction / conclusion: Answer the who, what, whers
2) Background: answers ta when, how. Provide information that expiains and expands)

3) Perspectives in response 1o the why and the what if
4) Bonus Information (Check the guidelines)

+ Guiding in the use of the Intemet: “The link here ta ... you can use to .

+ Look for the counsslee’s experiences and resources: “What do you do in your spara tima?”, “What do
your parents say to your plans?, "Have yau spoken 1o others about your plans?”, "Have you been in
similar situations before, and how did you manage?”, “What are you good at?*

+ Inguire into the future: “What i %, “What are you daing in 10 years” time?”, “Have you considered...7"

+ Give and ask for room for refiections: “l will think sbout it”, *Do you have time to think about
117, "I It fine that | ask a colleague?, "Can | call you later ™, "One moment, | wil look into that”

+ Giving tasks: “Try 1o make & positive and negative list”, “Try thes Inspiration tools™
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H Contact H Toolbox (Phomne)
+ Parsonalizing the conversation: “You speak with® name®, “Hello Per®, “Per, lst me re-collect”,
M Goal “Hello Per, somy for the wait”
+ Building the relationship + Inquiring widaly and deeply: “What grade are you in?", “What are you training?”, "What makes you
+ Establishing the reason for contacting apply for the medicine programme?”,"Where in the country do you come from?
a counssdor « Listening signals: “Yes", “OK". “Hmm" “Aha”, “Laugh®, “Pause", “Your turn™
M cCounsslor's positions B Toolbax (Chat)
+ Showing sympathy + Personalizing the conversation: “Hello Per”, “ Per, let me re-collect”, “Hello Per, sorry for the wait”
+ Mirrosing verbally Inquiring widely and deeply: “What grade are you in?", “What are you training?”, *What makes you
+ Meeting at eye level apply for the medicine programme?”,” Where in the country do you come from?*
+ Listening actively « Listening signals: “Yes". “OK". “Hmm", “Aha,”. “Your turn”

+ Giving room for reflections
M Toolbox (Mail)

+ Parzsonalizing the conversation: “Hello Per / Dear Per,” “Thank you for your email®. “Your plans
sound exciting”, “It's good that you are persistent regarding education”™

+ When taking over and continuing email replies: | will answer you now, since my colleague
s busy right mow™

+ “Besides what my colleague has mentioned, you should know that _._"
{Elaborate if misunderstandings have occwred or the counselee has been mis-informed)
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M Contract
(Can be renewed if the subject of the dinioeg changes)

M coal
+ Estabilishing the mutual focus
+ Clarifying the expectations of both participants

M counselors positions
+ Summarizing
+ Considering if eGuidance is the agency for helping
+ Structuring and delineating the problem
+ Giving room for reflections

19 14. juni 2023

[ Toolbox (Phone)

* Find the core of the conversation and create structure: “Maybe it will b2 a good Idea to take notes,
while we talk? “, “What do you think of that?®, “Is this what we should start out talking about? °°
What do you want from the conversation? " What do you wish you had anawers to right now?
““I'm mot sure, but to me it sounds like .._" °| think that what you need s _.." “In your own words,
what would you like assistance with 7™

W Toolbox (Chat)

* Find the core of the conversation and create structure: “Maybe it will be a good idea to take notes,
while we talk? “, “What do you think of that?*, “Is this what we should start out talking about? “*
What do you want from the conversation?

[ Toolbox (Mall)

* Find the core of the conversation and create structure: “First | will answer your questions about ...
and ... then | will give you some suggestions for education, which | would recommend you to look
at from the thoughts and wishes, you mention in your email *

“| weill first give you some suggestions for education, and then | will give you some good advice for
you to continue with™
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M conclusion

B Geal
+ Ewaluating the contract
+ Stimulating the counseles's readiness to act
fcall to action)

¥ Counselor's positions
+ Reflecting on the process
+ Making conclusions operative for
the couneseles
+ Giving room for reflactions

[ Toolbox (Phone)

* Wrapping up: “Good luck," “Do you know what to proceed with?*, “Do you have enough to go on
with?”, “¥ou are really well on the way“, "You are welcome to use efuidance again®, "Should we
conclude on what we talked about?*, "ls there anything you are unsure about?, *You're welcome
to come back when you have looked at it*

I Toolbox (Chat)
* Wrapping up: “Good luck”, “Do you know what to proceed with?®, “Do you have enough to go on
with?”, “¥ou are really well on the way®, "You are welcome to use eGuidance again®

Toolbox (Mail)

* Wrapping up: “| would recommend that you proceed to find more information about the courses
I've: mentioned, including on the schools' website®, "With that information you may the choice
easier”, “You are welcome o contact us again if you need additional help during the course of
your work, “" | hope the above mentioned has given you some ideas for your further search®,
“¥ou're welcome to come back to us with more questions® and “Good luck”

eVejledning
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M communication
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B Toolbox (Phone)
* Look for the counsalee’s experiences and resources: “What do you do in youwr spare time?",

“What do youwr parents say to your plans? “." Have you spoken to others about your plans?®,
"Have you been in similar situations before, and how did you manage?”, "What are you good at?™

* Inguire into the future: “What if ...7?", “What are you doing in 10 years time?", “Have you considered?”
» Give and ask for room for reflections: “| will think about it*, “Do you hawe time to think about /174,

"Iz it fine that | ask a colleague?”. "Can | call you later?™, "One moment, | will look into that”

* Giiving tasks: “Try to make a positive and negative list®, “Try thess inspiration tools," Encourage the

counsales to take notes

B Toolbox (Chat)
* Deliberate use of links and inspiration tools: “l will send you a link. look &t the bottom of page ..",

“Can you handle one more link?*

= Evaluate during the session: “|s it understandable what we have been talking about?”, “What does it

mean in relations to your cholce?, "How would you feel about ... 7%

Look for the counselee’s experiences and resources: “What do you do in your spare time?”, “What do
your parents say to your plans?** Have you spoken to others about your plans?, "Have you been in
similar situations before, and how did you manage? “_* What are you good at?*

* Inquire into the future: “What if ...7?", “What are you doing in 10 years time?”, “Have you considered?”

* Give and ask for room for reflections: “ will think about it*, “Do you have time to think about

M Goal
+ Counselor and counsales work with the question,
that was established in the Contract phase by processing

and perspectivating

17, "ls it fine that | ask a colleague?," Can | call you later?”, "One moment, | will look info that®

* Giving tasks: “Try to make a positive and negative list®, “Try thess inspiration tools,” Encourage the

counssles to take notes

[ Toolbox (Mail)

B counssior's positions .

+ Investigating and challenging

+ Setting information in context and thus creating
knowladge for the counselee

+ Testing conclusions during the session

+ Meta communicating -
+ Giving room for reflections -

Dizposition of the text: message / conclusion first, then details

1} Introduction # conclusion: Answer the who, what, where

2) Bachkground: answers to when, how. Provide information that explains and expands)

3) Perspectives in response to the why and the what if

4} Bonus Information (Check the guidelines)

Guiding in the use of the Internat: “The link here to _.. you can use fo ...°

Look for the counselee’s experiences and resources: “What do you do in your spare time?”, “What do
your parents say to your plans?®, "Have you spoken to others about your plans?”, "Have you been in
similar situations before, and how did you manage?”, "What are you good at?

Inquire into the future: “What if ...7", “What are you doing in 10 years” time?", “Have you considersd._._ 7"

* Give and ask for room for reflectionsa: “ will think about it*, “Do youw have time to think about

21 14. juni 2023

17, " Is it fine that | sk a colleague?”, "Can | call you later?, "One moment, | will look into that”
Giving tasks: “Try to make a positive and negative list®, “Try thesa inspiration tools™



New projects: meetings on video and "Check = .. ..
your work life”

AND EDUCATION

A process where we meet the

S person seeking counselling; an
A rciim T.. adult 25+, up to three times with
comace the same counsellor. We then have
( } : the opportunity to follow up on
smygost jre— their process.They choose which

media they prefer; telephone or
video

22 14. juni 2023



The decisive factor 1s the counsellor’s attitude @
towards using digital media as a platform

—_— - - —_—

Jaana Kettunen 2013
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* Be open-minded and curious
- Be prepared for spontanous reactions

 Be aware of the different media and how
to use them

- Be able to switch between the different
roles depending on the media and the
situation:

- expert\informator, communicator
partner, counsellor\proces facilitator,
moderator\inspirator

24 14. juni 2023



Supervision og sharring knowledge =

25

14. juni 2023
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We are working in groups on
specific themes from our
practice, we use our
communication model to give the
oportunity for each counsellor to
reflect on how to develop our
practice and ensure the quality.

During the sharing part of our
meeting, we discuss anything
new. It might be new reforms or
legislation in our field, new tools
on our information portal, new
research.



Al
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Thank you for listening ey o catone

AND EDUCATION

Ilse.jensen@stil.dk
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Karriereveiledning.no

KARRIEREVEILEDNING.NO
OFFENTLIG 0G GRATIS

Verktoy for deg som skal
spke jobb eller ta utdanning

Hvilket av disse utsagnene kjenner du deg mest igjen i?

+ Jeg vil jobbe + Jeg vil ta utdanning

Snakk med en
karriereveileder

@ Vi er ikke palogget




‘ Selfhelp tools
KARRIEREVEILEDNING.NOC

OFFENTLIG OG GRATIS




KARRIEREVEILEDNING.NO
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* Launched in September 2020
* 19 career counsellors
* Financed by the Ministry of knowledge

* Monday — thursday 09:00 — 17:00
(- 15.04,09-20.00)







What topics do the users want guidance on?

How do the career counsellors approach
guidance sessions?

Which information sources are used?

How do the users react to the guidance they
receive?




.,




| never thought | could get a feeling of
being seen through a chat ... but | was
wrong

KARRIEREVEILEDNING.NO

OFFENTLIG OG GRATIS




KARRIEREVEILEDNING.NO

OFFENTLIG OG GRATIS

* The team
* Pandemic and lock down
* Training and preparations
 Skill set

* Experiencing digital career guidance in practice

_ KARRIEREVEILEDNING.NO
——OFFENTLIG 06 GRATIS



Work|ng on ensu rlng * Diversity and inclusion
q ua I |ty Focus on the individual

* Learning episodes

Continuously working on providing high quality career guidance through

* The quality framework: Competence standards, Career competence, ethics and

quality assurance
e Sharing knowledge and developing our skill set
* Peer support and shared reflection
* Self evaluation

* Chatlogs

_ KARRIEREVEILEDNING.NO
——OFFENTLIG 06 GRATIS



Structure and support

Our support guide
Veiviser for digital karriereveiledning
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KARRIEREUE“-EDNINGND Chat med karriereveileder [ F
OFFENTLIG OG GRATIS '

Verktgy for a sgke jobb og
velge utdanning

Snakk med en
karriereveileder pa chat
og telefon

Kontakt oss! >

Hva beskriver din situasjon?

~ Jeg vil jobbe + Jeg vil ta utdanning




| want to become a
gamer, but my mom
says no

| have applied to
many positions as an
architect in Oslo.
Unfortunately withou
t any luck...

Male, under 18 years

Male, 20-29 years

_ KARRIEREVEILEDNING.NO
OFFENTLIG OG GRATIS



| am a new councellor. | have
received a question from a pupil: If
the pupil applies for exemption from
Norwegian side language,
which consequences will this have in
regards to general studies diploma?

Councillor

A 3 =~

KARRIEREVEILEDNING.NO

OFFENTLIG 0G GRATIS




«Anonymous, drop in, via chat and phone»

Advantages

Reduces the power bias

Available — drop in. Repeat visits

Free of charge

Anonymous — lowers the threshold

Not dependent on sector or geographical location

Provides knowledge of what career guidance is — shows the

way to other services

Career learning

Challenges
Limited insight in situation
Lack of body language (+ tone of voice in chat)
No follow-up with same councillor
Provided in Norwegian only

Cannot prepare before a session
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The best career guidance in the world! Helped me
with several aspects (...)

Really appreciated how validating Marie was then it
came to feelings. | had insecurities and fear related to
career choices. Got good guidance and felt heard and
seen at the same time

From karriereveiledning.no’s chat log 07.02.2023

KARRIEREVEILEDNING.NO

OFFENTLIG 0G G



.,




| N |t|at|ves a nd * Artificial Intelligence on our chat-logs
fUtu re p I ans * Emphasizing development of personalisi i

* Low educated men sg iong WwWork or

education for vocat

e shared and taken into use by other
chers, employees at the labour office.?

* Addressing green guidance and the UN sustainable development goals

PICTURE. HUMAN: CHEREZOFF/SHUTTERSTOCK; ROBOT: WILLYAM BRADBERRY/SHUTTERSTOCK
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Questions or feedback?

Contact information

eirik.overnes@hkdir.no

margrete.nygaard@hkdir.no

Our website

https://karriereveiledning.no/

YouTube

https://www.youtube.com/@Kkarriereveiledningno

And on facebook: Karriereveiledning.no
Follow us ©



mailto:eirik.overnes@hkdir.no
mailto:margrete.nygaard@hkdir.no
https://karriereveiledning.no/
https://www.youtube.com/@karriereveiledningno

Issues for Discussion

1. What conclusions, in relation to the development of guidance policy
and/or practice can we make out of what we just heard?

2. Why is it important to offer "Thuman” guidance in relation to digital
self-help tools?

3. What is unique about eGuidance compared to physical guidance?

6 euro | guidance

4. What competences do eGuidance practitioners need?



