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The Origins

PES to PES 
Dialogue

Context ChallengesConsensus
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Shaping change

• Significant and fundamental changes require doing more with less
• Digitization
• Economic conditions
• Political directions

• Shaping such changes (and not just reacting to them) 
requires deeper learning
• Not just new skills
• Coping with conflicting demands and new pressures
• Reinventing good & promising practices

• How can we support the individuals and
organisations in these processes
in a holistic and comprehensive way?
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Project Objectives
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The team 

How can professional identity 
transformation be facilitated by introducing 
technology enhanced social learning 
(methods, tools, and content) into 
Public Employment Services?

CASES AND INTERVENTIONS
• Enhancing horizontal and vertical collaboration
• Strengthening professional networks and peer support
• Building resourceful learner capability

Reflective
Community

Peer Coaching

MOOC

LMI
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Multi-disciplinary collaboration
for sound & sustainable outcomes

Research partners from 
employment research, 
vocational pedagogy & 

computer science

Core PES
partners:

Croatia, Slovenia, 
UK

Associate
partners

& networks

+ additional consultations

Expertise
Consultations

Training
Deployment KEY FACTS

• European research project (5.5 M €)
7 Framework Programme

• 4 years (Feb 2014 – Apr 2018)
• 11 partners, amongst them 3 PES 

(UK, Slovenia, Croatia)
• 32 associate partners

Sustainability partners
Pontydysgu Ltd.

ENZYME Advising 
Group

Agile project
management

approach
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Employment Service of Slovenia
(ESS)

Enhancing collaboration and 
peer learning through 
Community of Practice
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Motivation and Activities

Stronger cross-regional 
cooperation 

The ESS need Identified Challenge Set Goal 

A contextualised tool -
Reflective Community 
of Practice titled the 
Learning Platform 

Solution

4 months pilot 
Feb. – June, 2016 

Pilot evaluation 
October 2016 

Implementation 

Workshops
Work-shadowing

Interviews
Mock-ups 

Developed hand in hand 
with end users

Implementation supported by F2F activities , mostly 
trainings and meetings

Peer-coaching
online course, Jan 
– Feb 2017

Labour Market 
Information

Future plans

How to develop an expertise 
exchange in high caseload 
environment to facilitate swift 
adaptation and resilience to 
changes in the labour market?

Enhanced vertical and 
horizontal communication 

Extension of users
group, May 2016

Weekly 
follow up



www.employid.eu

Groups:
• Topic of the month
• Youth unemployment
• Long term unemployment
• Older job searchers
• Mentors and mentorees
• Job searching workshops
• Internal group while 

implementing new service of 
the Contact centre

• Off topic

The Community Platform 
threads within one of the groups and all groups
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The Community Platform
case study, key words

Starting question
• How to answer to clients argument: “There are no jobs”? I ask them to think about 

3 people who found job. How do you approach this issue? 

Counsellor’s experience
• I told a client there may not be jobs, but there is work (short time that can lead to 

the longer one)… More examples of confrontations. 

Moderator’s input
• Couple of coaching questions to reflect the client’s benefits from expressing  these 

convictions.

Confirmation and encouraging
• Agree, our work is based on bringing these convictions to awareness and try to 

change them… Actions will follow.
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Successes
• Number of participants

• Provided answers show 
reflection of daily work

• Platform has been used to 
support the new service 
(Q&A)

• Counsellors enjoyed the 
learning platform as a 
voluntary tool, without being 
forced to write something

Challenges
• Participants mostly took the 

role of readers, while 
moderators participated the 
content

• Fear from not writing a 
perfect post + lack of time

• Low engagement of 
management and some 
colleagues from Central 
office

• Difficulties to orient 
themselves in the platform

Lessons learnt

18Start 263Now
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• Heads of Local Offices were at several occasions introduced to the 
platform in order to allow a dedicated time and motivate counsellors 
to participate voluntarily

• Face to face trainings and peer coaching sessions

• Peer Coaching Online course

• Posting a documentary film about young early school leavers  
supported by regional trainings

• Chat with the expert about drug related employment issues, dealing 
with difficult clients, home violence, psychiatrict problems

• Hints and tips for newly employed  who need to pass two obligatory 
exams

• Labour market information tool 

Efforts to enhance the use of platform 
and future plans
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Croatian Employment Service
(HZZ)

Strengthening professional 
networks and peer support
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What do practitioners need? 

13

Complex context and challenging work

High case load
Variety of

clients and
needs

Multiple
obstacles to 

LM

Changing 
environment

Time pressure Inadequate
resources

• Peer support
• Exchange of challenges, 

ideas and good practices 
between colleagues,

• Constructive ways of
adressing daily work
challenges

• Counselling and reflection
skills

PEER COACHING
COMMUNITIES 
OF PRACTICE
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Peer coaching
colleagial learning

Problem solving method/process which is carried out in group of coworkers 
with the goal of helping individual to solve a certain problem.

Set of skills
• powerful questioning
• active listening
• growth mindset,
• emotional awareness 
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Peer coaching
How it was introduced

Workshops
management/practitioners

Online course for 
employees Train the trainer events
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What we have accomplished

 3 weeks online course (83 participants, 2-3h of learning per week)

4% 5%
15%

28%

57% 45%

68%

38% 40%

0%
10%
20%
30%
40%
50%
60%
70%
80%
90%

100%

I could already apply
"active listening" in my

daily work

I could already apply
"powerful questioning"

in my daily work

I feel motivated to
participate in a peer

coaching group.

Agree

N/N

Disagree

 more than 1000 comments
 very positive experience of

learning
 sustained changes in behaviours

Higher individual
reflexivity in

work

I actively seek
opportunities to 

improve my practice

I learn from thinking
about past 

experiences

I adopt changes to 
work practices
when the need

arises

More 
collaborative

reflection

I directly ask my
colleagues for 

feedback to my
work

I discuss with my
colleagues possible
solutions to work
related challenges

Sustainable impact 4 months later
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What do practitioners say?

„Solutions to problems are 
sometimes very simple. All we 
need is help from colleagues to 
become aware”

“Recently I had a client who is basically 
interested in everything, but in the end always 
finds some problem which disables him to 
accomplish his idea. I followed peer coaching 
concept and in the end faced him with his real 
possibilities and options.”

“I mostly learned to ask better 
questions to my clients so they 
can come to the solutions of 
their problems by themselves 
instead of proposing solutions 
to them.”
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Work in progress 
and overcoming challenges…

• Increasing practitioners’ PC skills using CoP
• Additional online courses on PC for employees
• Introducing PC skills into existing training system
• Sustainability planning in progress…

• Dedicated time for peer coaching
• A location and infrastructure to conduct PC
• Managerial support
• Human resources
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Department for Work & Pensions, UK
(DWP)

Identity Transformation using ICT:
Building resourceful learner 
capability 
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No longer an option to 
expect our staff to learn and 

retain everything 

Higher focus on 
transforming the way we 

design, develop and deliver 
learning

Rapidly changing world of 
work, job roles evolving 

with technology

Change from an advisory 
role to a coaching role

Change of culture, focus on 
how we support and interact 

with our customers

DWP:
Project Motivation 

Identity Transformation in DWP is how we transform and support our staff to build 
their capability to be resourceful learner, and in turn support our customers, in an 

ever changing world of work. 
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DWP:
EmployID Activities in the Project

LMI App – Coach Central 1
2015 - Developed in partnership with Pontydysgu

- Piloted within MOOCs  - 83 staff

2nd MOOC  pilot–
Nov 2015 (6 weeks)

68 Work Coaches

1st MOOC  pilot–
Feb 2015 (6 weeks)

15 Employer Advisers

Coach Central 2
2016 – Piloted within 4 areas Sept – Oct 2016  -150 plus staff

(Tested within the business)

Coach Central 3
02.05.17 National rollout – Up to 15,000 staff

Data sourced from LMI for All and NOMIS

Massive Open Online Course (MOOC) – ‘Changing World of Work’

Ye
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EmployID MOOC
March 2017 (6 weeks)

International enrollment
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DWP: 
Challenges

Security

DWP Platform 
Infrastructure

IT Restrictions
Time & 

Competing 
Business Priorities

Local 
Management 

Buy In
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DWP: 
Experience

87% agree gained 
strategies to reduce, 

prevent stress

83% agree increased 
confidence in using 

digital methods

98% agree gained 
knowledge on how to 

enable the customers to 
assess/improve the 

quality of work search

93% agree gained 
knowledge of coaching 

methods to gain customer 
commitment to look for 

work effectively.



www.employid.eu

Coach Central 3
https://cc3.pontycloud.com/ 

DWP Coach Central 3 
– Labour Market 
Information App

Search for information 
about occupations or 

postcodes

look for vacancies 
within Universal 

Jobmatch

Find out about labour 
market information in a 

particular area

Provides General 
Information and 

Qualifications about 
occupations

Average weekly pay 
by area

Whether it’s a 
growth area 

top 10 abilities and 
skills needed

how hard it may 
normally be to fill 

vacancies

Searching by postcode 
provides information 

at Ward and Local 
Authority levels

Jobs Density (jobs per 
resident aged 16-64) and 
the key industries in the 

area

Coach Central 3 is a web-based tool that has been developed to help Work Coaches improve their labour 
market knowledge and help them with their conversations with customers about their job search
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DWP:
Sustainability - Shaping Change in DWP

LMI Tools to 
support Staff 

with Customers

Increase 
Digital 

Capability

Changing Culture –
Resourceful 

Learners 

Transforming 
Learning

Constant Liaison 
with Business and 

Change 
Programme

Test and 
Learning new  

ways of 
learning

Increase digital 
methods of 

learning
More learning 
can at point of 

need

More 
experiential 

learning

More links 
with guidance

More skills and 
consolidation with 

Line Manager 
support
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Reaching out for sustainable 
impact
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International MOOC: 
The Changing World of Work

27https://mooc.employid.eu/the-changing-world-of-work/
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EmployID Consultancy Network
https://consultancy.employid.eu
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People

Deirdre Hughes
Pontydysgu Ltd.
deirdre.hughes3@binternet.com

Andreas P. Schmidt
Karlsruhe University 
of Applied Sciences
as@ilin.eu

Katarina Ćurković
HZZ
katarina.curkovic@hzz.hr

Barbara Gogala
ESS
barbara.gogala@ess.gov.si

Jenny Bimrose
University of Warwick
Jenny.Bimrose@warwick.ac.uk

Zoe Wareing
DWP
zoe.wareing1@dwp.gsi.gov.uk
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More information

https://employid.eu/tallinn2017
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