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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 ”human” guidance in relation to digital 
self-help tools?

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

4. What competences do eGuidance practitioners need?



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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Guidance Counselling– 63 hours a Week
Monday – Thursday: 9 – 21
Friday: 9 – 16
Saturday – Sunday: 12 -16
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Who are we? 20 full-time guidance counsellors and 7 part time



Where are we
situated?
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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
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How the target groups destributes from 2021-2022
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Destribution on different medias
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The number of inquiries to our service per month.
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https://www.ug.dk/evejledning/eguidance-
denmark
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Communication model: 
https://www.ug.dk/sites/default/files/4k_model_uk_final_3.pdf
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New projects: meetings on video and ”Check 
your work life”
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A process where we meet the 
person seeking counselling; an 
adult 25+, up to three times with 
the same counsellor. We then have 
the opportunity to follow up on 
their process.They choose which
media they prefer; telephone or 
video



The decisive factor is the counsellor’s attitude 
towards using digital media as a platform
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E-guidance skills

14. juni 202324

• 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



Supervision og sharring knowledge
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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.



AI
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Thank you for listening

14. juni 202328

Ilse.jensen@stil.dk



Karriereveiledning.no

Eirik Øvernes. Head of department of career services

Margrete Nygaard: Senior adviser/Career counsellor



Selfhelp tools

Chat
Phone

Digitale
arrangements

Target group: 

The Norwegian 
population

Target group: 

The Norwegian 
population



• Launched in September 2020

• 19 career counsellors

• Financed by the Ministry of knowledge

• Monday – thursday 09:00 – 17:00
• ( → 15.04, 09 – 20.00)



Completed guidance sessions: 37 772

Total enquiries: 44 132

80 % chat



Chatlog

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?



Does digital guidance provide the 
target groups with what they need?



I never thought I could get a feeling of 
being seen through a chat … but I was 
wrong



• The team

• Pandemic and lock down

• Training and preparations

• Skill set

• Experiencing digital career guidance in practice



Working on ensuring
quality

• Diversity and inclusion

• 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

• Sharing knowledge and developing our skill set

• Peer support and shared reflection

• Self evaluation

• Chat logs



Structure and support

4K Our support guide





I want to become a 
gamer, but my mom

says no
I have applied to 

many positions as an 
architect in Oslo. 

Unfortunately withou
t any luck...

Male, under 18 years

Male, 20-29 years



I am a new councellor. I 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



«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



The best career guidance in the world! Helped me 
with several aspects (…) 
Really appreciated how validating Marie was then it 
came to feelings. I 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



Initiatives and future plans



Initiatives and 
future plans

• Artificial Intelligence on our chat-logs

• Emphasizing development of personalising content

• Develop content for new target groups:

• Adults seeking further education

• Low educated men seeking/searching for vocational work or 

education for vocational work

• Seniors

• How can the content we develop be shared and taken into use by other 

career counsellors, teachers, employees at the labour office.?

• Addressing green guidance and the UN sustainable development goals

PICTURE. HUMAN: CHEREZOFF/SHUTTERSTOCK; ROBOT: WILLYAM BRADBERRY/SHUTTERSTOCK



Questions or feedback? 

Contact information

eirik.overnes@hkdir.no

margrete.nygaard@hkdir.no

Our website

https://karriereveiledning.no/

YouTube

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

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 ”human” guidance in relation to digital 
self-help tools?

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

4. What competences do eGuidance practitioners need?


