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Glossary
Except where otherwise stated, the definitions included here are derived from the European Lifelong
Guidance Policy Network (ELGPN) Glossary: http://www.elgpn.eu/glossary.
Terms in English
Adult basic skills

Definition
Basic skills may include competences in literacy (reading and
writing), numeracy/everyday mathematics, Digital
competence/ICT skills, and oral communication. Adults basic
skills courses/programmes are literacy and numeracy
education for adults who for some reason did not acquire
these skills or a level sufficient for everyday adult life when
they were at school.
Source: Project GOAL definition.

Basic skills assessment

An assessment tool that measures skills in reading and/or
writing and/or Maths and/or digital skills.
Source: Project GOAL definition.

Career

The interaction of work roles and other life roles over a
person’s lifespan, including how they balance paid and
unpaid work, and their involvement in learning and
education.

Career guidance

A range of activities that enable citizens of any age, and at
any point in their lives, to identify their capacities,
competences and interests; to make meaningful
educational, training and occupational decisions; and to
manage their individual life paths in learning, work and
other settings in which these capacities and competences
are learned and/or used.

Counselling

The interaction between a professional and an individual
helping them to resolve a specific problem or issue.

Early school leaver

See Early leaver from education and training.

Early leaver from education and
training

A person aged 18 to 24 who has completed at most
lower secondary education and is not involved in
further education or training.
Source: Eurostat, http://ec.europa.eu/eurostat/statisticsexplained/index.php/Category:Glossary

Employment counselling/guidance

Counselling or guidance that addresses one or more of the
following domains: career/ occupational decision-making,
skill enhancement, job search and employment
maintenance. Activities include assessment, development
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and implementation of an action plan, follow-up and
evaluation.
Educational counselling/guidance

Helping an individual to reflect on personal educational
issues and experiences and to make appropriate educational
choices.

Examination Commission

Examinations to take a diploma of secondary education,
organized by the Ministry of Education and Training in
Flanders for people who aren’t at school-age or who receive
‘home education’.

Guidance

Help for individuals to make choices about education,
training and employment.

Guidance counsellor

A trained individual delivering guidance as defined above.
Guidance counsellors assist people to explore, pursue and
attain their career goals.

Guidance services

The range of services offered by a particular guidance
provider. These might be services designed for different
client groups or the different ways that guidance might be
delivered (e.g. face-to-face, online, telephone, etc.).

Interest inventory

An interest inventory is a career guidance tool that assesses
an individual’s interests in order to identify the employment
or educational opportunities that are most appropriate for
those interests.
Source: GOAL Project Definition

Lifelong guidance

A range of activities that enables citizens of any age and at
any point in their lives to identify their capacities,
competences and interests, to make educational, training
and occupational decisions and to manage their individual
life paths in learning, work and other settings in which these
capacities and competences are learned and/or used.

Lifelong learning

All learning activity undertaken throughout life, which
results in improving knowledge, know-how, skills,
competences and/or qualifications for personal, social
and/or professional reasons.

Low-educated adult

An adult without upper secondary education

One step up

A priority of the 2007 Action Plan on Adult Learning is to
“Increase the possibilities for adults to go one step up and
achieve at least one level higher qualification”.
Source: http://eur-lex.europa.eu/legalcontent/EN/TXT/?uri=CELEX%3A52007DC0558
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Outcome (quality)

Positive or negative longer-term socio-economic change or
impact that occurs directly or indirectly from an
intervention’s input, activities and output

Self-knowledge

Knowledge that an individual has about him/herself.
Developing self-knowledge/awareness is considered an
important activity in career counselling: many career
interventions are designed to increase self-knowledge.

Validation of non-formal and
informal learning/ validation of
prior learning (VPL)

A process of confirmation by an authorised body that an
individual has acquired learning outcomes against a relevant
standard. It consists of four distinct phases: (1) identification
– through dialogue – of particular experiences made by an
individual; (2) documentation – to make visible the
individual experiences; (3) a formal assessment of these
experiences; and (4) recognition leading to a certification,
e.g. a partial or full qualification.

Vocational rehabilitation

A process which enables persons with functional,
psychological, developmental, cognitive and emotional
impairments or health disabilities to overcome barriers to
accessing, maintaining or returning to employment or other
useful occupation.
Source: http://www.vra-uk.org/

8

Abbreviations
Abbreviation
CBE

Term in full
Centrum voor Basiseducatie — Centre or Basic Education

CLB

Centrum voor Leerlingenbegeleiding — Pupil Guidance Centre

CVO

Centrum voor Volwassenenonderwijs – Centre for Adult Education

deSOM

Agency of Integration in the Province of West Flanders

HBO5-opleiding

Hogere Beroepsopleiding niveau 5 – higher vocational education training,
situated at level 5 in the Flemish Qualification Framework

INGent

Integration Office Ghent

ISCED

International Standard Classification of Education

EQF

European Qualification Framework

OCMW

Openbare Commissie voor Maatschappelijk Welzijn — Public Centre for
Welfare

OKAN

Onthaalklassen Anderstalige Nieuwkomers – Reception Classes for
Foreign Language Speaking Newcomers

Syntra

Centres for enterpreneurial education

VDAB

Vlaamse Dienst voor Arbeidsbemiddeling en Beroepsopleiding —
Public Employment Service in Flanders

VKS

Vlaamse kwalificatiestructuur – Flemish Qualification Framework
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Executive Summary
This report presents the Flemish findings from the evaluation of the “Guidance and Orientation for
Adult Learners” (GOAL) project. Project GOAL sought to develop or expand existing models of
guidance and orientation for low-educated adults in six countries: Belgium (Flanders), Czech
Republic, Iceland, the Netherlands, Lithuania, and Slovenia. GOAL was a three-year project, running
from February 2015 to January 2018, and was coordinated by the Flemish Government’s Department
of Education and Training. The evaluation was carried out by the UCL Institute of Education (IOE),
London, in partnership with local evaluation teams in each country.

GOAL Activities
The hypothesis underpinning GOAL was that an independent one-stop guidance service putting the
specific needs of low-educated adult learners at its centre could help to increase the participation of
this target group in education and training. To this end, each of the six partner countries piloted new
guidance models to specific target groups within the low-educated adult population. Five
intervention strategies are being implemented:
1. Networks and partnerships with relevant organisations were established or improved.
2. High-quality tools were developed to facilitate the delivery of guidance specifically to loweducated adults.
3. The competences which counsellors require to enable them to address the specific needs of
low-educated adults were defined.
4. Outreach activities designed to bring guidance services to specific target groups within the
low-educated population were developed.
5. High-quality guidance services were provided with the aim of optimising individuals’ learning
and/or employment outcomes.

Research questions
Five research questions underpinned the evaluation:
1. What programme processes and resources were developed? To what degree did
programmes achieve their implementation aims across the five intervention strategies, and
what factors at programme and policy level appeared to influence this?
2. What service user outcomes are achieved, for what groups, and to what degree?
3. What was the Return on Expectations? That is, to what degree were programme
expectations met?
4. What programme-level factors were associated with the achievement of high service quality
and/or positive service user outcomes?
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5. What policy-level factors were associated with the achievement of high service quality
and/or positive service user outcomes?

Evaluation data
Data were gathered via:
•

Client monitoring data (to establish baseline, on-going and exit data)

•

Client satisfaction and outcome data (user survey, follow-up survey and qualitative
interviews)

•

Programme and policy data (literature review; needs and strengths analysis)

•

Case studies of programme sites (qualitative interviews, document analysis, analysis of
quantitative data)

•

Qualitative interviews with stakeholders and policy actors.

Project GOAL in Flanders
In Flanders, various guidance services focus on careers or employment, but none of these services
focus explicitly on educational guidance. However, there seems to be a need for educational
guidance, especially as adult education in Flanders is very fragmented and falls under different policy
domains and various ministries. As a consequence of this fragmentation, it is difficult for adult
learners, and especially the low educated, to find the course that best suits their needs. The aim of
the GOAL project was to map different criteria, processes and conditions that contribute to the
implementation of effective educational guidance services in order to deliver evidence for further
policy development towards structural services for educational guidance in Flanders.
Project GOAL focused more specifically on unqualified school leavers, that is adults without upper
secondary education (ISCED 3). The policy experimentations were carried out by de Stap (the Step) in
Ghent, through its specific service called ‘Word Wijs!’ (Get Smart!), and de Leerwinkel (The Learning
Shop) in West Flanders. Both organisations built on existing services and expertise to further develop
the educational guidance service. De Stap, ‘Word Wijs!’ concentrates on young adults (18-25), while
de Leerwinkel supports unqualified school leavers of all ages.

Dataset
The dataset for Flanders was collected from fieldwork undertaken between 1 October 2015 and 7
April 2017.
The quantitative dataset is comprised of:
•
•

Monitoring data for 418 clients
241 client satisfaction surveys
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•
•

42 client follow-up surveys
7 programme staff surveys

The qualitative dataset is comprised of interviews and focus group discussions with 16 clients, 7
programme staff, 32 programme partners and 12 policy makers.

Data challenges
Both de Stap and de Leerwinkel started registration in a preliminary version of the monitoring
database which did not include all the variables that were included in the full GOAL dataset. This
means that a more limited set of monitoring data are available for an early group of 85 clients: these
data concern client background and information on the sessions. As a consequence there is wide
variation between the missing numbers for the different variables.
For the interviews with adult learners, the evaluators struggled to interview clients who do not speak
Dutch well. Numerous clients of de Leerwinkel were newcomers who haven’t yet mastered the
Dutch language very well, which made it difficult at times to perform an in-depth interview.

Findings
Programme participants and staff
Socio-demographic characteristics
In Flanders, 218 (52%) adults of the GOAL client sample had guidance sessions at de Leerwinkel and
200 (48%) at de Stap. The majority of these clients were young adults: 73% of clients were younger
than 26. There was an equal balance between male and female clients. All 418 clients were
registered as early school leavers, as they had not acquired a diploma of higher secondary education.
Although most clients (77%) had the Belgian nationality, their recorded native languages are
testament to their diversity. 26 different home languages were recorded for clients from de Stap and
de Leerwinkel. Besides Dutch, no other language dominates.
Education and employment characteristics
Only a small minority (12%) of all service users was employed. The majority (56%) was officially
registered as unemployed jobseekers. For 54% of all GOAL users, GOAL was their first experience of
guidance.
According to the self-efficacy scale, most service users did not really believe in their capacity to
produce a given attainment. This probably relates with the multi-problem situation many of the
clients were facing. Clients frequently had a background of financial, emotional and personal
problems. After several failures, many of them had quit school without a diploma. At least 67% of the
GOAL clients experienced one or more barriers that prevented them from participating in education.
Nonetheless, the service users of de Stap and de Leerwinkel displayed a positive attitude towards
learning and 99% had further learning ambitions. The majority, however, had no concrete career
perspective in mind.
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Programme staff
At de Stap, three counsellors (two full time equivalent) guided the GOAL service users. At de
Leerwinkel, four counsellors worked on GOAL, although none full-time. The counsellors differ in their
experience of adult guidance, ranging from no experience to over five years. As in Flanders there are
no degrees or study programmes that relate directly to educational or career guidance, the
counsellors have different educational backgrounds. Most of them have a degree in the field of
pedagogy, psychology or social work.

GOAL Guidance service
A total of 925 face-to-face guidance sessions took place under the GOAL project at de Stap and de
Leerwinkel, for an average of 2.2 guidance sessions per client during the monitoring period. A
substantial percentage of the clients (44%) participated in one guidance session only, while 56%
started a guidance process of multiple sessions. Clients who did not have Dutch as their home
language more often opted for a single guidance session.
On average, a guidance sessions took about an hour, although sessions at de Stap were often
longer. The duration of the first guidance session was generally longer than that of later sessions.
Besides investing time in face-to-face sessions, counsellors also engaged in following-up on clients by
use of micro-contacts such as text messages or social media, as these means of communication make
it easier to follow up with (and motivate) clients. On average, a client received 7 emails, 8 text
messages and 5 phone calls, bringing the total number of contacts (both face-to-face and other)
during the guidance process to an average of 22.
The premise for each guidance process was that clients take the lead, in every case and every
session. A custom-fit approach was applied where the clients’ interests, personal background and
contextual factors were taken into account. As the guidance was highly individualized, there was no
such thing as a standard approach for educational guidance under the GOAL project. Nonetheless,
the guidance can be differentiated into three different phases: intake & information mediation;
guidance; choice and follow-up.
The main reason why clients sought guidance was to explore educational opportunities. However,
analysis showed that the GOAL guidance was more complex than only informing clients about
different educational possibilities. GOAL encompassed all aspects of identifying a suitable course or
training programme and enrolling in this programme.
While guidance sessions focused primarily on learning, issues like employment or validation of prior
learning were also discussed, though not as the primary focus. During the majority of the sessions
clients received information about formal education courses (59%) and qualifications (56%). The
sessions of de Leerwinkel resulted more often in information on non-formal learning and short time
vocational courses. This could be explained by de fact that de Stap has a more explicit focus on
obtaining a diploma of secondary education for their clients and providing extensive information on
all possibilities to do so, while de Leerwinkel more often provides specific information on other types
of courses, depending on the learning demand or need of the client.
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Ideally, the counselling of GOAL clients is taken over by student mentors within educational
institutes from the moment the GOAL client has enrolled in a course. De Stap, however, continues
follow-up of its clients after enrolment, stressing that student mentors have to follow-up on too
many students to be able to provide the intensive guidance that more vulnerable learners need.

Partnerships & Networks
Both de Stap and de Leerwinkel have a broad network with partnerships situated in five domains:
•

•

•

•
•

Education: Pupil Guidance Centres (CLB) provide guidance and orientation to pupils in
secondary schools. CLB is an important referral partner for de Stap to avoid school drop-outs
disappearing from the radar (as well as secondary schools). Providers of Adult Education
(formal and non-formal) are natural partners of both de Stap and de Leerwinkel (with
referrals in both directions)
Local policy: The local policy partners of de Stap are the Provincial Government of EastFlanders and the city of Ghent. The local policy partner of de Leerwinkel is the Provincial
Government of West-Flanders.
Welfare: The Public Centre for Social Welfare (OCMW) is a municipal-organised service that
strives towards social integration of the most vulnerable citizens of a city. For some OCMW
clients, training and education can help their social integration.
Employment: The Public Employment Service (VDAB) facilitates job searching. It is the most
important referral partner for de Leerwinkel and the 2nd most important for de Stap.
Migration and Civic Integration: The reception office for foreign language newcomers
(deSOM) refers foreign language newcomers with an interest in further training or education
to de Leerwinkel. IN-Gent, the Ghent integration office, refers newcomers with educational
questions to de Stap.

Staff members of the two organisations invested a large amount of time and effort in developing and
strengthening collaborations with partner organisations. Partner networks have contributed to the
fact that, at the end of the GOAL project, the organisations were considered valuable players in the
field of social services, by other organisations, as was reflected in the strong rise of referrals. In order
to establish and maintain these partnerships, significant time should be invested in networking. Even
when such structures are in place, continued investment is necessary.
Most GOAL clients found their way to the service through partner organisations, indicating that the
existing partnerships worked well for the referral of clients to the GOAL services. The most
important referral partners were the Public Employment Service (VDAB, 26%), Social Welfare
Services (OCMW, 16%) educational support services (CLB, 14%) and integration offices (13%). To
date, there is no collaboration between GOAL services and trade unions or employer organisations as
it was not part of the interventions.
Partnerships are essential to the Flemish GOAL services not only for client referral but also for
financial support, the exchange of knowledge and knowhow, and client-specific information. With
regard to the latter, reciprocal partnerships are vital to guarantee a ‘warm transfer’ of clients from
one service to another. During this so called ‘warm transfer’ relevant client information is shared
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between services, preventing clients from having to explain their personal situation over and over
again, as this constitutes an additional barrier to some clients for entering the guidance service.
However, potential partner organisations did not always agree about the relevance, quality and
added value of the GOAL service. Some network partners seemed to doubt whether training and
educational guidance was necessary to realise their organisation’s goal for the client (e.g.
employment), while some felt that they could provide GOAL-type services themselves.
Both de Stap and de Leerwinkel have been developed as local ‘unique’ organisations funded by
different local partners, though not in a structural way. Lack of structural embeddedness in existing
policy systems, coupled with the need for temporary funding provided by different local
stakeholders, has led to dependency on these stakeholders (for funding) and has contributed to
dependency on the (political) policy priorities of these stakeholders. Moreover, the temporary
character of the GOAL service hampered structural collaborations with other organisations as they
were not always perceived as a sustainable partner. As such, the lack of structural embedment was
the biggest challenge and threat for the GOAL service providers.
While the success of the referral process has demonstrated the need for and complementarity of the
GOAL service, the structural embedment of the service is a political decision that requires agreement
across different policy domains. All stakeholders agreed that sustainable partnerships require the
structural embedding of the GOAL service on the Flemish level in the policy domain of Education,
in close collaboration with other policy domains such as, inter alia, Employment, Welfare and
Migration and Civic Integration. Establishment of a collaboration at the central policy level would in
its turn enhance and facilitate the development of structural partnerships at local level.
During the term of the GOAL project, however, there has been no evolution in political
commitment towards GOAL services. GOAL gave an impulse though to develop a policy paper,
within the advisory committee, that lays down a blueprint for the implementation of GOAL
services in Flanders. This policy paper was spread at different relevant policy levels, autumn 2017,
for feedback and will be published and politically promoted as of January 2018. The aim is to engage
as many stakeholders and political parties as possible to subscribe the content of the policy paper
and to find political will to include the GOAL service in parties’ political programs for the regional
elections in 2019. It is hoped that this will lead to concrete policy commitments in the next Flemish
government agreement.

Counsellor Competences
The core competences that have been defined for GOAL counsellors are:
•
•
•
•

Keeping up with knowledge about education and social welfare
The ability to work independently
Networking skills
Interpersonal skills:
o Motivational approach
o Custom-fit approach
o (Right degree of) proximity
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The evaluation showed that educational counselling is a demanding job that requires a broad range
of competences. Next to a profound knowledge of the educational field, social and interpersonal
skills were very important, as counsellors work with clients who have diverse backgrounds and face
different personal obstacles. This is why a tailor-made guidance approach was essential. At the same
time, staff members acknowledged that the frequent need to deal with complex multi-problem
situations gave rise to an unclear demarcation between counselling and social work, and between
educational counselling and personal counselling.
The caseload of counsellors could not be reduced to face-to face contacts. GOAL counsellors
allocated their time between the actual counselling sessions and a variation of additional tasks
such as client follow-up, registration, contacting partner organisations, networking, administrative
tasks, etc. When structurally developing a GOAL service, these additional tasks should be taken into
account. A part of them should be taken up by a central back office.
Budget limits and scarcity of time made (further) development of counselling skills difficult. As a
result, in-service training stayed mostly limited to informal learning and peer learning which took
place through informal exchanges amongst counsellors and on-the-job training. Informal learning
was all the more important as there were no specific educational programs or training for career or
educational counsellors in place in Flanders.
Recently, the career guidance sector has developed a formal competence profile for career
counsellors, in collaboration with the Ministry of Education. Many of the competences in this profile
were applicable to the GOAL counsellors. This profile could serve as the basis for a formal
competence profile for educational counsellors, in case the service could be structurally established.

Guidance tools
Generally, tools help counsellors to improve the service provided to clients. The evaluation showed
that, in serving this purpose, tools must be as user-friendly as possible, the prescriptions of their use
must not be too rigid and they must be kept complete and up to date (in the case of information
tools).
Not every tool proved to be as useful for every counsellor with every client. Much depended on the
profile and needs of the client. The counsellor’s profile also influenced the usefulness of the tool.
Moreover, staff members explained that the more their experience grew, the less likely they were to
use certain tools as, over time, these tools had become internalized.
Counsellors used a wide range of different tools, which were not necessarily developed to provide
educational guidance to low educated adults. New tools were also developed under the GOAL
project such as an overview identifying suitable tools for each phase of the guidance process and a
flowchart reflecting general steps and phases in the guidance process. Both tools proved to be
especially valuable for less experienced counsellors.
The use of social media was one of the newest and strongest tools of both organisations. Together
with other forms of micro-contacts, such as text messages, social media was a very useful tool for the
follow-up of clients and counselling at micro-level. Counsellors, however, did not always perceive
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micro-contacts as a tool, but rather thought of them simply as a means of communication. The
introduction, at de Leerwinkel, of a shared online platform allowing partner organisations to directly
schedule appointments, was evaluated as effective and useful in facilitating a warm transfer of
clients.
A registration system was used by both sites, allowing for the registration of monitoring data
required for the evaluation. Even though the registration required a large investment of time and
was perceived as burdensome at times, GOAL counsellors highlighted the importance of the
registration system as a tool for saving background information about the client, his or her previous
guidance sessions, and follow-up activities. Counsellors are very dependent on the information in
their registration system as there is currently no exchange of data between the own registration
system and other systems (Ministry of Education, PES, Integration Service, etc.), as a result of privacy
regulations and the lack of structural embedment. Further improvements to the registration system
will be needed, though, in the future as the existing system is not user-friendly and does not support
the easy extraction of data, which makes it difficult to analyse data at organisational level for the
purpose of improving guidance processes.
Overall, a diversity of tools was used by the counsellors. Structural embedment and the development
of a professional back office could improve systemisation in the use of tools, support the
development of specific tools and allow monitoring and analysis on a macro level of data registered
by counsellors.

Outreach
Referral by partners seemed to be the most efficient way to reach clients. As a result, networking
was the most important outreach strategy for the GOAL services. Due to intense efforts from the
counsellors to invest in building a professional network and the consequent development of strong
partner collaborations, an increase in client referrals was observed.
Strengthened networks have also contributed to direct contact with the target group by facilitating
the organisation of information sessions about the GOAL service directed at clients of partner
organisations. The provision of guidance sessions at outreach locations, i.e. at the facilities of partner
organisations, has also proven to be a very effective strategy to reach the target group. However,
staff members confirmed that they are not always perceived as an independent organisation by the
clients visiting them inside the location of the partner.
According to the monitoring data, the GOAL services have succeeded in reaching the target group
that was defined at the beginning of the project. Young adults were mostly reached. The most
vulnerable adults, though, who are the least connected with society, have been more difficult to
recruit, despite collaborations with partner organisations. This category includes, for instance, low
educated workers or young adults who left school, but are not officially registered as jobseekers
(known as NEETs, Not in Employment, Education or Training). These vulnerable adults often stay
under the radar as they are unknown to other social services such as welfare, migration or
unemployment services. This makes it difficult to develop efficient strategies for reaching them.
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The lack of structural embedment, and the consequent lack of resources, puts limitations on the
programmes’ efforts to reach out to more clients. Further development of outreach strategies to
reach the target group requires an expansion of counselling capacities. If more clients are reached
and enter a guidance programme, more counsellors will need to be made available in order to keep
providing high quality guidance. As the targeted group of clients requires intensive guidance and
close follow-up, future programmes should provide sufficient resources.

Service user outcomes
GOAL clients showed a high rate of satisfaction with the GOAL service as was confirmed by data
from the monitoring database, the client satisfaction survey and qualitative client interviews.
Nearly all clients had set educational goals before starting the guidance. Only a minority had also set
an employment goal. Of the clients, for whom data on this topic was collected, 84% said to have
achieved their objectives fully or in part. 62% of these clients achieved their goals by entering into
education or training. When only looking at clients who fully achieved their objectives, this
percentage (entering into education or training) rises to 75%. Nearly all of the clients with partially
achieved objectives (88%) gained information about training or education opportunities. Different
barriers were registered for those who had not fully achieved their guidance objectives, the most
frequently mentioned barrier being lack of motivation.
The follow-up survey showed that 78% of the clients are enrolled in a course and most of them is
working towards a qualification. Data analysis from additional sources shows that 49% of the clients
who granted consent to be tracked in the database of the Ministry of Education, have enrolled in
an educational programme at a Centre for Adult Education (formal education) and that 76% of
them obtained at least one modular certificate. Follow-up data collected by de Stap on the
enrolment of its clients shows that 74% of their GOAL clients who were in a guidance programme
(i.e. who had more than one session) enrolled in a course (formal or non-formal education).
For 43% of clients with fully and partially achieved objectives increased self-confidence resulted as a
unexpected outcome. The follow-up survey confirms this additional ‘soft’ outcome for the clients.
88% of clients who took the survey said to have developed (a bit or a lot) more confidence in
achieving their educational goals thanks to the guidance they received. Even though soft outcomes
are hard to measure, numbers seem to confirm that growth in self-reliance and self-awareness is an
additional benefit of GOAL. This finding, however, is not reflected in the self-efficacy data. According
to the counsellors who asked the self-efficacy scale’s questions, this might indicate that the
questions were too difficult to answer for the target group. Moreover, this aspect is extremely hard
to measure and, in terms of policy outcomes, it is an ineffective indicators to measure progress and
results as the political level attaches more importance to measurable outcomes such as enrolment in
a course or obtainment of a diploma.
Of the clients, for whom reasons for ending the GOAL guidance were registered, 52% said they ended
the guidance as they started or completed a course, or because they found a job.
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In terms of measuring the impact of GOAL, it may seem logical to focus on the number of clients who
enrol in a course or (looking more long term) who eventually obtain a diploma or qualification.
However, these outcome measures do have limitations:
•

•
•

•

The number of clients that obtain a diploma or qualification is difficult to monitor, mainly
due to privacy issues that make it difficult to track clients over time. It is even more difficult
to monitor outcomes such as moving into sustainable employment.
Non-GOAL related factors may interfere with educational plans, so that GOAL clients quit the
educational program before they have obtained their diploma or qualification.
Not all clients should enrol in a course or a training programme after GOAL: the guidance
may lead a client to the discovery that this route is not the best solution for him or her, at
least not at this particular time.
Increased self-reliance and self-confidence are important outcomes of GOAL, as they help
the client progress in their personal and professional development. Nonetheless, those
aspects can be difficult to measure.

Whereas policy makers in Flanders emphasise the importance of the achievement of qualifications
and/or moving into sustainable employment, they also acknowledge the serious challenges
associated with these outcome measures. One key questions is: which organisation(s) should be held
accountable/take credit for client outcomes? Obtaining a qualification is a successful outcome of a
process to which many actors, partner organisations and/or circumstances may have contributed:
alongside the adult learner himself, the guidance service and the educational institution play a crucial
role. Furthermore, the client’s ability to continue studying depends on a variety of contextual
conditions facilitated by other services, such as financial support from social welfare, exemption
from job searching requirements, etc. It also depends on personal factors such as health, family
support, etc.
If the effectiveness of the GOAL guidance service is to be assessed on the basis of successful
achievement of qualifications, the service will need to have as much control as possible over the
conditions influencing this achievement. This would imply a collaboration with policy domains, such
as Employment and Welfare, to work together in aligning regulation in order to facilitate clients
paths towards a qualification: e.g. exemption from job seeking, continued social support, feasible
combination work-study, study guidance support, scholarships, etc.).

Service Quality
Clients, staff members, stakeholders and policy makers all agree on the characteristics that
determine the quality of the service:
•

•

De Stap and de Leerwinkel are neutral services that provide independent information and
guidance. They do not have any interest in orienting clients towards a certain educational
institute or field of study.
The non-mandatory character makes GOAL readily accessible. Clients enter the service out of
their own will and are free to exit at any time as no commitments or conditions are linked to
participation.
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•
•
•

With its customised approach, GOAL contributes to the personal empowerment of
vulnerable client groups.
The step-by-step and custom-fit approach reduces client drop-out from the guidance
process.
Counsellors have a comprehensive understanding of the complex domain of education and
are able to locate relevant information and make education and information more accessible
to clients.

Staff members and stakeholders pointed to two levels of difficulties jeopardizing the realisation of
high quality services:
•

Difficulties at the level of structural embedment – The absence of structural embedment of
GOAL is an obstacle to effective collaboration with stakeholders and structural development
of partnerships as network partners are not sure about the continuity of the service.
Moreover, increased referrals, as a result of better collaboration and better visibility of the
service, do not necessarily translate into a rise in manpower. As such an increase in the
number of clients leads to a higher workload, which could negatively impact quality.

•

Difficulties at the client level – For clients facing one or more challenges in their personal lives
or clients with a poor personal network it is more difficult to progress. Despite counselling,
the vulnerability of those clients persists. In such situations the line between educational
counselling and social or even psychological counselling can become very thin.

Both parties agree that quality should not be measured based on results and outcomes alone, but
should take into account all segments and aspects of the service.

Main policy recommendations
Lack of structural embedment of the GOAL services was the most influencing policy factor that
surfaced throughout all aspects of the programme. It was the basis of a number of weaknesses and
challenges, such as:
-

-

Resistance of partners in developing structural partnerships
Development of partnerships at local level only (not at central level)
Lack of a formal competence profile for counsellors
Lack of a professional registration system that serves all needs and allows for the exchange
of data with other systems, enabling structural follow-up on user outcomes, which is not
possible to date
Limits on further outreach and promotion of the service: the increase of clients, leads to an
increased workload which could negatively impact quality.

In order to remediate these challenges, it is recommended that all relevant policy domains
(education, work, social affairs and integration) endorse a long-term policy and political
engagement to develop and support the GOAL service in a structural way. Sufficient financial means
should be made available to enable the development of a multi-levelled service system providing
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tailor-made information and guidance, and to allow for the development of elaborate networks that
reach all low-educated adults.
In order to achieve the quality characteristics for a future guidance service described earlier, an
organisational structure is proposed that is based on the principle of a central back-office at the
Flemish level and locally embedded service points. The central back-office should monitor the
overall quality of the service and provide support to local service points in order to ensure quality.
Local services should be readily accessible and embedded in locally relevant networks.
The quality of the service should be measured based on the quality of inputs and processes such as:
reaching clients; methodologies, tools and competences of counsellors; a guidance process based on
the client’s needs; outputs and outcomes both at organisational and at client level.
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1.

Introduction

The ‘Guidance and Orientation for Adult Learners’ Project (GOAL) was a collaboration between six
partner countries: Belgium (Flanders), the Czech Republic, Iceland, Lithuania, the Netherlands, and
Slovenia1. Project GOAL sought to develop existing models of guidance and orientation for adults in
the six countries in order that these services could reach low-educated adults and address their
needs. GOAL was a three-year project, running from February 2015 to January 2018, and was
coordinated by the Flemish Government’s Department of Education and Training. Project GOAL was
evaluated by the UCL Institute of Education (IOE), London, in partnership with local evaluation teams
in each of the GOAL countries.
This report presents national evaluation findings for Flanders. These findings cover the full evaluation
period, which consisted of two waves: Wave 1 and Wave 2. A Wave 1-only (i.e. interim) report is also
available on the GOAL project website: http://www.projectgoal.eu/index.php/publications. This
evaluation draws on quantitative data on GOAL service users collected between the launch of the
programme in September 2015 and the 7th of April 2017; qualitative data collected from programme
stakeholders and service users in April and May 2016 and March and April 2017, and contextual data
gathered during a local needs and strengths analysis.

1.1 The GOAL project
Funded under ERASMUS+, Project GOAL addresses the European Commission’s priority theme of
reducing the number of low-educated adults through increasing participation rates in adult
education. As well as contributing to the European Agenda for Lifelong Learning
(http://ec.europa.eu/education/policy/adult-learning/adult_en.htm), GOAL will contribute to three
priority areas of the 2008 ‘Council Resolution on better integrating lifelong guidance into lifelong
learning strategies’
(http://www.consilium.europa.eu/uedocs/cms_Data/docs/pressdata/en/educ/104236.pdf), that is,
to facilitate access by all citizens to guidance services, to develop the quality assurance or guidance
processes, and to encourage coordination and cooperation among the various national, regional and
local stakeholders.
Project GOAL was targeted at low-educated adults, that is, at adults without upper secondary
education (ISCED level 32). The context for GOAL is that adult education provision in the six countries
is fragmented and there is currently a lack of coordination between the different providers and
stakeholders that are involved with low-educated adults. Moreover, although the partner countries
have some forms of guidance for adult learners, or have specific policy strategies that focus on
educational guidance and orientation, the existing services, or the structures on which these services
rely, do not reach the adults most in need of education as well as they could or in sufficient numbers.

1

Two members of the Turkish Directorate of Lifelong Learning are participating in GOAL as observers, with the
aim of learning from the project and identifying opportunities to promote lessons in Turkish guidance policies.
2
For more on UNESCO’s International Standard Classification of Education (ISCED) see
http://www.uis.unesco.org/Education/Documents/isced-2011-en.pdf
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The hypothesis underpinning GOAL was that an independent one-stop guidance service that puts the
specific needs of low-educated adult learners at its centre could help to increase the participation of
this target group in adult education. To this end, each of the six countries piloted new guidance models,
in two locations within each country, to specific target groups within the low-educated adult
population. Five intervention strategies were implemented by the GOAL partners, although not all
strategies were implemented in all countries:
1. Networks and partnerships with relevant organisations were established or improved.
2. Tools were developed to facilitate the delivery of guidance specifically to low-educated
adults.
3. The competences which counsellors require to enable them to address the specific needs of
low-educated adults were defined.
4. Outreach activities designed to bring guidance services to specific target groups within the
low-educated population were developed.
5. Each country sought to provide high-quality guidance services with the aim of optimizing
individuals’ learning and/or employment outcomes.
The aim of the GOAL project was that, through developing, piloting and evaluating these
interventions:
1. The processes to implement effective guidance services and supporting networks that
improve service user outcomes would be mapped.
2. The criteria, success factors and conditions on implementation (processes) that contribute to
outcomes of guidance users would be identified.
3. Potential generalizable case studies would be made available to be analysed by policymakers
to understand and analyse challenges and success factors in establishing ‘joined-up’
programmes in complex policy fields.
4. The policy processes that play a role in influencing programmes success would be identified
and described.

1.2 The GOAL evaluation
The GOAL evaluation has two aims. Its primary aim is to understand, assess and improve GOAL across
the six participating countries. The evaluation also aims to provide country-specific case studies that
can be analysed by policymakers seeking to understand challenges and success factors in establishing
‘joined-up’ programmes in complex policy fields.
The evaluation focuses on processes and outcomes, thereby enabling the identification of success
factors across different programme contexts. This evidence can potentially be used to develop a
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structural support basis amongst decision makers and relevant stakeholders for scaling up the pilot
learning guidance and orientation models in partner or other countries.
Five research questions underpinned the GOAL evaluation:
1. What programme processes and resources were developed? To what degree did
programmes achieve their implementation aims across the five intervention strategies, and
what factors at programme and policy level appeared to influence this?
2. What service user outcomes were achieved, for what groups, and to what degree?
3. What was the Return on Expectations? That is, to what degree were programme
expectations met?
4. What programme-level factors were associated with the achievement of high service quality
and/or positive service user outcomes?
5. What policy-level factors were associated with the achievement of high service quality
and/or positive service user outcomes?
The evaluation unfolded in a series of stages:
1. Pre-implementation stage (February 2015 - October 2015): activities centred on needs and
strengths analyses in each of the six countries; on reporting the results of these analyses, and
generating data collection tools.
2. Ongoing (cross-wave) data collection (October 2015 - 7 April 2017)
a. Client satisfaction survey
b. Monitoring data
3. Wave 1 data collection (with national reporting completed in October 2016)
4. Wave 2 data collection (with national reporting completed in October 2017), including a
longitudinal follow-up survey in each country
5. Data analysis and final reporting
Section 2.2 of this report outlines the evaluation methodology in greater details.
The Flemish Government’s Department of Education and Training engaged Tempera as the local
evaluator for the two Flemish GOAL pilot projects. Tempera is an independent research office,
specialising in themes concerning education, labour and social policy. In the GOAL project, Tempera
is responsible for the qualitative data collection, the analysis of both qualitative and quantitative
data, and reporting.

1.3 Project GOAL in Flanders
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Context
In Flanders, high rates of unemployment among young people with low levels of education, and
wider concerns about the need for a more highly qualified and skilled workforce, have led to a shift
towards proactive and bespoke support for all job seekers which aims to prevent long-term
unemployment. The Public Employment Service (VDAB, Flemish Employment Agency) offers
employment guidance through service contact points called ‘Werkwinkels’ (employment shops) and
services carried out by tender partners. Low-educated job seekers are one of the most important
target groups for intensive and tailor-made programmes for guidance towards a job.
VDAB is also responsible for career counselling for employed people. Career guidance supports active
professionals in taking career choices and decisions. This professional support focuses on identifying,
strengthening and developing the competences individuals need to manage their own career and
strengthen their position on the labour market. Although this service is available to all professionally
active people, low-educated workers are more difficult to reach within this type of guidance, possibly
because they face greater dispositional barriers to requesting external assistance. Only 7.2% of
clients in career guidance are low educated. Both the guidance services towards a job and career
counselling are institutionalised and well-structured.
Furthermore, adult guidance and counselling takes place within the civic integration programme for
recent immigrants to Belgium who have taken up residence in Flanders. A large part of this target
group is low educated. From the very start of the civic integration programme, each person who
integrates is assigned a programme counsellor who guides him or her through the civic integration
programme. The primary civic integration programme is organised by the ‘Onthaalbureau’ (Welcome
Office). The programme followed by a person who integrates is established in his personal civic
integration contract. The latter contains the courses he or she will attend and where and when they
will take place. The Welcome Office takes full account of the person’s work and family situation, and
their educational needs and questions. The Onthaalbureau also seeks the advice of the ’Huis van het
Nederlands’ (Dutch Language House) and, if necessary, of the VDAB.
None of these services focus explicitly on educational guidance. However, there seems to be a need
for educational guidance, especially as adult education in Flanders is very fragmented and falls under
different policy domains and various ministries. As a consequence, it is difficult for adult learners,
and especially the low educated, to find the course that best suits their needs. Educational guidance
is not yet structurally offered in Flanders. In 2007, Consortia for Adult Education were established to
coordinate and align educational provisions regionally. Some of these consortia have set up points
for educational guidance services for adults. The establishment of these local initiatives based on
project based funding (e.g. EIF-projects Leerwinkels or ‘Learning Shops’) have demonstrated the
need for a specialised service focusing on educational guidance to guide adults towards an
educational programme that fits their interests and needs. However, in 2014 the new Flemish
government decided to stop funding the consortia as part of its austerity measures. Some of the
initiatives for educational guidance survive through other funding, for example De Leerwinkel (the
Learning Shop) in West Flanders.
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De Stap (the Step) on the other hand is a collaborative initiative between different centres for pupil
guidance in Ghent and supported by the City of Ghent, that has led to service delivery (information
and educational counselling to adults). Both initiatives (De Stap and De Leerwinkel) are the basis for
the policy experimentation within the GOAL project in Flanders, in order to further develop an
educational guidance model that complements other existing services (employment guidance, career
guidance, integration guidance) and meets the need for educational guidance services for low
educated adults. In the case of de Stap, the policy experimentation builds on a specific service called
‘Word Wijs!’ (Get Smart!), initiated by the City of Ghent, to guide young adults between 18-25 to a
qualification or a diploma of secondary education3.

GOAL programme
Aims
As explained above, in Flanders, different guidance services focus on careers and employment.
However, a need has been identified to extend these services to educational guidance, mainly for
low educated adults. The adult education landscape in Flanders is very fragmented and falls under
different policy domains and various ministries, including those for Education, Employment, Culture
and even Agriculture. Furthermore, a growing number of private institutions provide educational
programmes for adults as well. It is difficult for individuals, and especially those with low levels of
education, to identify appropriate ways to obtain a formal degree in secondary education, to know
the value of diplomas and certificates, and to find appropriate courses and training programmes.
Therefore an independent service for guidance towards an educational choice is needed. The aim of
the GOAL project is to map and to carry out different aspects of educational guidance services in
different contexts (urban and rural), with different types of target groups and within different
collaboration structures. This information should deliver evidence to policy makers of the potential
value of educational guidance and about its complementarity with established guidance services. The
GOAL project is expected to deliver information and recommendations for further policy
development towards structural services for educational guidance in Flanders.
Activities
In Flanders, the educational guidance service was further developed and tested by two partner
organisations, de Stap and de Leerwinkel. Both organisations built on the existing services and
expertise to:
•
•
•
•

further develop and improve guidance services, especially for low educated adults
improve the collaboration with network partners and extend the collaboration network
map the use of tools for guidance and adapt them to the needs of low-educated adults
identified during the experiment and
identify the competences professionals need to deliver educational guidance to the specific
target groups of the project.

3

When this report refers to the service of de Stap, it refers to the Word Wijs! service which was in place before
the experimentation started: only the clients of this service are subject to the GOAL policy experimentation and
its evaluation. Other clients of de Stap are beyond the scope of the GOAL project.
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The programme was developed and carried out based on the five intervention strategies.
1) Improving local networks
Both de Stap and de Leerwinkel carried out activities to raise awareness and inform network partners
on the educational guidance services they offer. Partner organisations are often unaware of the
service and do not recognise the value it could add to their own service. Counsellors from network
partners were informed about the complexity of the structure of educational degrees, diplomas and
the adult education provision. Furthermore the referral system was improved and the profile of
clients that need to be referred to de Stap or de Leerwinkel is discussed with the network partners.
A number of specific activities to inform network partners have been carried out:
•
•

•

De Stap has developed an information tool (presentation) to explain their service and to raise
awareness among both existing and new network partners of the importance of the service.
A strong focus of the GOAL project is the development and testing of referral and
collaboration tools in order to structure referral and follow up of clients by different network
partners. Different tools have been developed, and are being implemented and tested within
the GOAL programme such as an appointment tool that referring partners can use to directly
make appointments for their clients at de Leerwinkel; a referral reminder tool to support
counsellors in selecting clients for referral; a flyer for referred clients and an referral
information sheet.
Another focus of this intervention strategy is the establishment of more structural
collaboration between de Leerwinkel and the Werkwinkels (service points for job seekers) in
order to obtain more structural referrals from the Werkwinkels to de Leerwinkel.

2) Development and improvement of tools
A framework has been developed to map the existing tools that are used both in de Stap and de
Leerwinkel. This framework is based on different theoretical frameworks on student guidance.
Within it, different steps in the guidance process are identified, such as:
•
•
•

exploring the self (competences, interests, values and beliefs, self-confidence, studying skills)
exploring the environment (information on education and training, information on sectors
and professions, conditions and obstacles, personal network
crystallising, choosing and binding.

Both de Leerwinkel and de Stap carried out a mapping process of all tools they use throughout the
guidance process to identify suitable tools for each phase in the guidance process.
The existing registration system of de Leerwinkel has been adapted to the needs of the GOAL
project, allowing for the registration of the monitoring data required for the evaluation and also for
the registration of steps taken in the guidance process. The aim here is to improve the quality of the
process and to better follow up on the results of the sessions and the agreements made with the
client. As part of the GOAL project, de Stap has started to use this registration system and to train
counsellors in its use.
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Within the GOAL project different tools on adult education provision were developed and improved,
to support the counsellors in providing information about adult education and courses. For example,
de Stap has developed a chart to explain the structure of adult education during the guidance
sessions, as well as an overview of the educational provision in the city of Ghent. These tools are also
integrated in the website of de Stap. Additionally within the GOAL project, a structure has been
developed and put into practice to keep information for adult education on a Flemish educational
portal website (www.onderwijskiezer.be) more up to date.
Both de Stap and de Leerwinkel used a guidance agreement, developed within the GOAL context, to
inform clients:
•
•
•
•
•
•

on the GOAL project
about the guidance process
about the expectations of them
to request for their agreement to participate in the evaluation of the project and to be
contacted by an evaluator
to give their approval to be tracked in the database of the Ministry of Education in order to
follow up on their results
to allow counsellors to contact referral organisations for better follow up.

Different information and referral tools for stakeholder partners have been developed and/or
improved by de Leerwinkel (cf. above). Tools meant for the target group were screened on ‘clear
language for low educated’ by a specialised organisation.
New communication tools (What’s App and Facebook) were tested by de Stap as part of their
communication strategy with clients, to keep in touch more easily as well as to follow up on their
progress and motivation.
Within the GOAL project a guidance manual was developed based on the experiences of the GOAL
counsellors throughout the project. The has been developed based on a theoretical framework
(same as the framework for the tools inventory) that was adjusted and completed, based on the
practical experiences of the counsellors. The development of this manual includes reflection on the
guidance process in order to improve the different steps.
3) Development of a competence profile
Competence profiles that were used by de Stap and de Leerwinkel have been analysed (job
description used for job advertisements). A Flemish competence profile is currently being developed
by the sector of career counsellors. Most of the competences are relevant for educational
counsellors as well. Throughout the project, additional competences needed to provide educational
guidance to the target group were identified and the existing competence profile for career
counselling was adapted as a suggestion for further policy development.
4) Outreach
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At de Leerwinkel there has traditionally been a strong focus on reaching out to clients by linking their
own service to that of their different network partners: they make use of the accommodation of the
Werkwinkels (service points for job seekers) and the ‘Social Houses’ of the OCMW, where clients can
directly contact them. This practice was evaluated and improved within the GOAL project. Other
outreach locations were identified throughout the project (new Social Houses and Werkwinkels in
the country side) and a pop-up hub of de Leerwinkel was tested at an event attended by the target
group. The visibility of de Leerwinkel was be increased at these outreach locations.
De Stap organised promotion stands on educational and job fairs of network partnersto inform
potential clients on the service of de Stap offer the opportunity to make an appointment with a
counsellor. Moreover, de Stap approached secondary schools in collaboration with the CLBs (pupil
guidance centres), provided information sessions to OCMW employees and set up a collaboration
with SBS Skill Builders, a service counselling young unemployed adults toward a job.
5) Quality Guidance Sessions
De Stap and de Leerwinkel provide guidance sessions to low educated adults (including following-up
contacts by phone and SMS) with different contact moments per client. Both partners expected to
guide at least hundred low educated adults each within the GOAL project. Unlike some of the other
participating countries, the guidance services within the GOAL experimentation are not new: the
approaches and tools were already in place. The focus of this intervention strategy in Flanders was
therefore laid on improving the quality of the service mainly through reflection and exchange (on
client cases, approaches and methods) between teams and between organisations, and the
monitoring of clients and processes. The purpose was to map all the criteria and processes that are
needed to provide quality educational guidance to the specific target group.
Sites
De Stap, in the City of Ghent, is one of the initiatives of Topunt vzw (official partner of the GOAL
project). Topunt vzw is a collaboration structure of different Centres for Pupil Guidance which
provides independent guidance and counselling services to adults. De Stap is financially supported by
the City of Ghent, the Province of East Flanders, the Flemish Employment Agency, and Syntra Midden
Vlaanderen. Word Wijs! (Get Smart!) is a service of de Stap in which unqualified young adults
between 18 and 25 years old are being coached in order to obtain their diploma of secondary
education or another qualification. The policy experimentation under the GOAL project is based on
this service. In the GOAL project this existing service was optimised and extended (extra counsellors,
more clients) to reach young adults with the most urgent qualification need. In order to realise this,
collaboration structures were improved and different guidance methods were improved and tested,
linking them to the outcomes of service users.
De Leerwinkel, situated in a semi-rural setting in West Flanders, was established under the
Consortium for Adult Education Comenes. When the funding of the consortia for adult education
stopped as part of the austerity measures in 2015, the continuity of de Leerwinkel was guaranteed
by the Provincial government of West Flanders, as part of the GOAL project. Also, the Minister of
Education engaged herself to support the continuation of de Leerwinkel as a policy experiment to
further develop educational guidance to low educated adults under the GOAL project. At the end of
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2015, de Leerwinkel as a service was placed under the non-profit organisation Huis van het
Nederlands. This organisation, which recently changed her name to Huis van het Leren (House of
Learning), hosts different kinds of projects related to adult education, under the support and
presidency of the provincial government.
De Leerwinkel started as an impartial and professional educational guidance service for adults to
help them find their way in the very diverse offer of adult education. De Leerwinkel tries to make
adult education accessible and transparent for each social group. With the GOAL project, the
provincial Government wants to optimise the existing adult educational guidance service, in order to
reach and guide lower educated adults. Based on this previous experience, de Leerwinkel already has
a good framework, but wants to know more about the possible pitfalls and thresholds in delivering
educational guidance to this particular group.
Target group
The target group of de Stap is unqualified school leavers between 18 and 25 years old. Some of this
group have specific questions on how to obtain a diploma or even have specific ideas about how they
want to obtain a diploma; others have not the slightest idea. Some of the clients come to de Stap on
their own initiative, others are referred by network partners.
The rationale for selecting this group is the increased need for a diploma of secondary education on
the labour market and the increase of unqualified school leavers in the Flemish cities. The Flemish
government is investing heavily in reducing the number of unqualified school leavers, but with the
GOAL project we want to show how remedial action can be undertaken once the target group has
dropped out. Currently there is no structural educational guidance service to support a target group
with specific educational needs or questions. De Stap offers information and guidance to a broader
group of adults (every adult with an information question on adult education) but for the GOAL pilot
study, the target group of young adults between 18 and 25 years old was selected, as this group
requires a specific approach that can be tested and improved within GOAL. However, the target
group was already part of the expertise of de Stap before the GOAL project started.
The target group of de Leerwinkel is very broad. All adults without a degree of secondary education
that have an educational question or need for guidance to make an educational choice, are part of
their GOAL target group and are guided and followed up accordingly. As a result of the focus on
intensifying the collaboration with the Werkwinkels, OCMW’s and civic integration offices within
GOAL, most GOAL clients are migrants, unemployed job seekers and/or under guidance of the
OCMW.
The rationale for the choice for this broad target group is to identify policy measures to be taken to
support this broad and diverse group of low educated adults and to find out the best approaches to
reach them and to guide them. As a part of the pilot phase, it is also interesting to map whether the
approaches for the target group for 18 to 25 years old guidance seekers strongly differ or not from
those for a broad target group of all ages.
Both partners expect to guide at least hundred low educated adults each within the GOAL project.
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Table 1.1. summarises the main similarities and differences between de Stap and de Leerwinkel.
Other significant similarities and differences will be described in the following chapters.
Table 1.1 Summary of the Main Similarities and Differences Between the Two Flemish Goal
Pilot Projects
de Stap
de Leerwinkel
Objectives

Guidance and orientation for adult
learners

Guidance and orientation for adult
learners

Target group

Low educated adults (without diploma Low educated adults (without diploma
of secondary education)
of secondary education)
Aged between 18 and 25 years
No age restrictions

Methodology

Individual guidance sessions to make
educational choices and to coach
towards a concrete educational
programme based on the needs and
interests of the client (ranging from
information provision to intensive
counselling). Continuous counselling
(related to motivation and planning)
during the educational programme
(face-to-face sessions, sms [and to a
lesser extent] phone and e-mail)

Individual guidance sessions based
on the needs and interests of the
client (ranging from information
provision, information session to
intensive counselling). Counselling
usually stops at the moment of
enrolment to an educational
programme (or decision for
enrolment).

Funding

No structural funding
Different co-financiers

No structural funding
One main financier (Province of West
Flanders)

1.4 About this report
This is the final GOAL evaluation report for Flanders. An interim report, published in 2016, can be
found on the GOAL project website: http://www.projectgoal.eu/. This website also includes final and
interim reports for the five other countries participating in GOAL. In addition, the project website
includes the final and interim GOAL cross-country report, which synthesise data and findings from all
six GOAL countries. Key aims of the cross-country reports are to enable participating countries to
learn from one another’s programme development experiences, and to draw lessons that can
support national-level programme improvement.
The current national report is comprised of 11 chapters including this Introduction. This report is
structured as follows.
•

Chapter 2 describes the methodological design of the evaluation.

•

Chapter 3 provides an overview of the GOAL programme participants and stakeholders in
Flanders.

Chapters 4-10 report on programme processes and findings, covering the following topics:
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•

Chapter 4 describes the GOAL service in Flanders.

•

Chapter 5 discusses GOAL partnerships and networks.

•

Chapter 6 discusses GOAL counsellor competences.

•

Chapter 7 focuses on guidance tools used in the provision of GOAL services.

•

Chapter 8 looks at GOAL outreach strategies.

•

Chapter 9 presents and analyses programme outcomes.

•

Chapter 10 discusses the quality of the GOAL programme.

•

Chapter 11, the Conclusion, addresses the five overarching evaluation questions, as well as
the potential implications of this project for future programmes and policy.

The reporting template on which this national report is based was designed by IOE to be used across
all six countries. IOE also contributed generic text to the six national reports, including the material
on the GOAL project background and the evaluation methodology. All reporting on national and site
level findings is authored by the local evaluation team, with editorial input from IOE.
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2.

Methodology

This chapter summarises the evaluation methodology for the GOAL project, discussing: the
overarching evaluation design; quantitative and qualitative methods of data collection and analysis;
and methodological challenges within Flanders and across the six-country project as a whole.

2.1 Evaluation design and methods
Evaluation design
The methodological approach for this evaluation is shaped by the complexities of the project design,
namely the facts that:
•

GOAL was multi-site (12 ‘sites’ or locations, that is, two in each of six countries) and multiorganisational.

•

GOAL had multiple objectives.

•

GOAL was predicated on cross-organisational collaboration.

•

Each partner country had its own unique context and target groups (and target numbers to
achieve).

•

Programme resources were finite, and should be primarily focused on the interventions
rather than the evaluation.

For these reasons, it was neither feasible nor advisable to conduct an experimental or quasiexperimental evaluation involving comparison groups. Instead the evaluation has positioned itself
within the broad ‘Theory of Change’4 approach. Evaluations adopting this approach5,6 typically seek
to address two levels of theory: 1) Implementation theory and 2) Programme theory.
Implementation theory focuses on how programmes are implemented, e.g. the intervention
strategies that underpin programme activities. Programme theory focuses on programme
mechanisms, by which we refer not to programme activities but to the changes within participants
that those activities facilitate. These changes, in turn, may lead to the desired programme outcomes.
For example, in a counselling programme such as GOAL, counselling is not a mechanism, it is a
programme activity. Programme activities will ideally trigger mechanisms (i.e. responses) within
programme participants – such mechanisms may include greater knowledge, increased confidence

4

Weitzman, B. C., Silver, D., & Dillman, K. N. (2002). Integrating a comparison group design into a theory of
change evaluation: The case of the Urban Health Initiative. American Journal of Evaluation, 23(4), 371-385.
5
Rogers, P. J., & Weiss, C. H. (2007). Theory-based evaluation: Reflections ten years on: Theory-based
evaluation: Past, present, and future. New Directions for Evaluation, 2007(114), 63–81.
6
Weiss, C. (1997). How can theory-based evaluation make greater headway? Evaluation Review, 21, 501–524.
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or motivation, and/or heightened ambition. These mechanisms, in turn, may then contribute to
client actions and outcomes, such as enrolling on a course.
While drawing on Theory of Change approaches in general, the GOAL evaluation also draws on a
specific type of Theory of Change evaluation: Realist Evaluation7. The Realist approach emphasises
the central importance of the interplay between programme contexts and mechanisms. A central
tenet of Realist Evaluation is that programmes do not themselves produce outcomes in a direct
causal fashion: programmes are not catapults with which we metaphorically launch clients into a
better future. Unlike balls launched by catapults, clients have agency. Furthermore, they live their
lives within structural contexts; these contexts produce constraints and opportunities within which
agency may flourish (or not) to greater or less degrees. Causality (in terms of the intervention
producing the desired effects) is thus contingent rather than deterministic: in the appropriate
context and for the people, programmes (through their activities) may facilitate the triggering of
mechanisms which may in turn lead to desired outcomes. Realist Evaluation, as with Theory of
Change evaluation more generally, seeks to develop and test hypotheses about which interventions
(or aspects of those interventions) work for whom in what contexts. As a corollary of this objective,
Realist Evaluation rejects the assertion that to be considered successful, programmes must be
context-independent, in terms of their ability to produce desired outcomes through the same
intervention strategies for all target groups across all contexts. Whereas such context-independence
and broad-scale generalisability may potentially be achieved with simpler interventions, it is unlikely
to be feasible with complex interventions such as GOAL. A key objective of Realist Evaluation (and
Theory of Change evaluation more generally) is thus to produce theoretical generalisations which
future programme developers and policymakers can draw on when developing interventions in
their own particular contexts and for particular target groups. This means measuring not only the
degree to which a programme does or does not work, i.e. the degree to which it produces the
desired outcomes, but also generating knowledge about how programmes work, for whom, in what
contexts, and why. This requires in-depth understanding of intervention strategies and activities, and
their relationship to programme contexts, mechanisms and outcomes.
In generating knowledge not just about whether programmes work but also how and why they do so,
evaluators seek to go beyond merely providing a summative assessment of a specific programme.
Summative evaluation is necessary but not sufficient. A broader goal is to contribute to the
cumulation of knowledge in a field. Such cumulation, and the theory development it implies, is
particularly essential in underdeveloped fields such as that investigated by GOAL: guidance and
counselling for low educated adults. This objective is important not just because of the limited
amount of credible evidence in this nascent field, but also because of the inherently complex
nature of interventions such as GOAL. Evaluations which seek to understand and assess complex
interventions must take account of a range of complicating factors within the programme8, including:
1) multi-agency governance and/or implementation; 2) simultaneous causal strands leading to

7

Pawson, R., & Tilley, N. (1997). Realistic Evaluation. SAGE.
8 Rogers, P. J. (2008). Using Programme Theory to Evaluate Complicated and Complex Aspects of Interventions.
Evaluation, 14(1), 29–48. https://doi.org/10.1177/1356389007084674
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desired outcomes; 3) alternative causal strands leading to desired outcomes; and 4) recursive
causality. These four factors are discussed in the following paragraphs.
The importance of multiple agencies will be apparent throughout this report, particularly in
discussions of partnerships and networks. As these agencies exist at programme and policy levels,
the evaluation takes a multilevel approach: an important element of the evaluation is the description
and assessment of the policy factors that play a role in influencing programme success. It is hoped
that this dual focus on programme-level and policy-level processes, and their interaction, will
provide useful evidence for a range of policymakers working in complex fields.
The notion of simultaneous causal strands refers to the presence of two or more causal strands that
are required in order for desired outcomes to be achieved – e.g. for programme participants to enrol
on a course, they may need to improve their motivation (causal strand 1), but viable courses also
need to be made available to them (causal strand 2). ‘Alternative causal strands’ refers to the
likelihood that one aspect of the programme may work for one client (in terms of producing a
desired outcome), whereas another aspect may work for another client. For example, one GOAL
client may take the ‘next step up’ into education as a result of increasing their previously low selfconfidence or self-belief. Another client may take the same step for a different reason, e.g. perhaps
she was already motivated but simply lacked information about relevant courses.
Finally, the notion of recursive causality refers to the non-linearity of many causal pathways. A linear
model of programme theory might, for example, show a client moving in a direct, linear fashion
across the following stages:
1.
2.
3.
4.
5.

Improved self-esteem, which leads to
Increased ambition, which leads to
Desire for knowledge about further education courses, which leads to
Enrolment on a course, which leads to
Successful completion of the course.

A more realistic (particularly for disadvantaged target groups), recursive model of causality might
include all five of these stages, but would take account of the tried and tested maxim that humans
often need to take one step back in order to take two steps forward. Thus, a recursive model of
causality might be:
1. Improved self-esteem, which leads to
2. Increased ambition, which leads to
3. A crisis of confidence: the client had never seen herself as an ambitious person, and is
uncomfortable or even threatened by this new identity. This could lead to
4. Additional focus on self-esteem and identity, which leads to
5. Desire for knowledge about further education courses, which leads to
6. Enrolment on a course, which leads to
7. Another crisis of confidence, which leads to
8. Renewed focus on self-esteem and identity, plus a focus on study skills and resilience, which
lead to
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9. A new, expanded identity or self-concept as a capable learner, which leads to
10. Successful completion of the course.
A central objective of the GOAL evaluation is to develop and present a rich understanding of the
range and types of causal pathways to be found in the programme, and the relationship of these
pathways to specific national and local contexts.
In summary, this evaluation has sought to achieve three overarching objectives9: 1) to measure the
effects of GOAL, with regard to client outcomes; 2) to understand how, why, for whom and in what
contexts outcomes are (or are not) achieved; and 3) to contribute to joint learning and knowledge
cumulation – both (a) within the GOAL programme itself (e.g. by sharing process evaluation evidence
with programme developers and other key stakeholders), and (b) in terms of the broader field of
adult guidance and counselling (by providing credible and relevant programme theory and evidence
that future programme developers and policymakers can draw upon in their own endeavours). In
working towards these objectives, evaluation evidence has been gathered via:
•

client monitoring data (to establish baseline, ongoing and exit data)

•

client satisfaction and outcome data (user survey and qualitative interviews)

•

programme and policy data (literature review; needs and strengths analysis)

•

case studies of programme sites (qualitative interviews, document analysis, analysis of
quantitative data)

•

qualitative interviews with policy actors.

The evaluation includes: a) ongoing data collection (throughout the life of the project) and b) wavespecific data collection.

Interim reporting
An interim national evaluation report for each GOAL country was published in November 2016.
These reports, along with an interim cross-country report synthesising findings and key messages
from all six countries, are available at http://www.projectgoal.eu/index.php/publications under the
heading ‘Wave 1 Evaluation Reports’. A key aim of this interim reporting stage, which drew on data
collected through April 2015 and May 2016 was to analyse and share early messages in order to
facilitate service adaptation and improvement.
The findings from the interim reporting stage are included in the current (i.e. final) report.

2.2 Sample

9 Berriet-Solliec, M., Labarthe, P., & Laurent, C. (2014). Goals of evaluation and types of evidence. Evaluation,
20(2), 195–213. https://doi.org/10.1177/1356389014529836.
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In Flanders the quantitative evaluation is based on data from:
•

418 adult learners that received guidance on at least one occasion from one of the two pilot
projects between 1 October 2015 and 7 April 2017 (see Table 2.1.). Those 418 clients (218
from de Leerwinkel and 200 from de Stap) are the total combined population for the first
wave and second wave of the evaluation of the GOAL pilot projects. However, information
on all the variables in the monitoring dataset were not captured for all 418 clients. Different
reasons form the basis for this incomplete data set:
o
o
o

o

•
•

A number of clients (85 clients) in the sample started their guidance programme
before the GOAL data monitoring template had been developed (see Section 2.3.).
A part of the sample (182 clients) had only one guidance session as a result of which
no follow up-data could be collected.
Some clients left the guidance programme unannounced. However, for those clients
who could be reached afterwards, exit data have been collected over the phone. For
77 of these clients no exit data were collected.
Some variables for some clients weren’t collected and/or registered for unknown
reasons (registration burden for counsellor, sensitivity of question, etc.).

30 clients that participated in the follow up survey, interviewed by phone.
241 of the total number of clients completed the client satisfaction survey.

The qualitative evaluation was done in two phases: wave 1 (spring 2016) and wave 2 (spring 2017)
The qualitative evaluation of wave 1 was based on interviews with clients and with project
stakeholders:
•

•

•

Clients – Four clients, two from de Stap and two from de Leerwinkel were interviewed
(three face-to-face, one by telephone). Each client started their guidance four to eight
months before the interview. They all had several counselling sessions (between four and
ten sessions) and, at the time of interview, the counselling process was still ongoing. All four
are male clients, aged between 18 and 25. They all left school without a diploma of upper
secondary education.
Staff members – Three staff members of de Stap and three of de Leerwinkel discussed
GOAL in one joint focus group discussion. Five of the staff members are counsellors, the
sixth participant is the coordinator of de Stap. The professional experience of the staff
members in adult guidance differs from a few months up to more than ten years of
experience. Both organisations employ more experienced counsellors and counsellors with
more limited professional experience.
Local stakeholders – Two separate focus group discussions gathered the local stakeholders
of de Stap and de Leerwinkel. In each discussion, twelve representatives of local partner
organisations participated. They represented organisations related to education,
employment, welfare or migration, and included field workers as well as local policy
makers.
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•

Policy makers – Another focus group discussion was organised with five high-level policy
makers. Three participants represented the Flemish policy level: the head of the Flemish
department of Education, the chairman of the Public Employment Service in Flanders, and
the director of the Flemish Agency of Integration. The two other participants were local
policy makers: the head of the Department of Education and Youth from the city of Ghent,
and a staff member of the Department of Education from the province West Flanders.

The qualitative evaluation of wave 2 was based on interviews with clients and with mixed group of
project stakeholders:
•

•

•

Clients – 12 Interviewees were randomly selected from a list of clients who had given their
permission to be contacted by Tempera. The interviews were taken on the basis of a topic
list developed by IOE and consisted of a closed questionnaire usable in an individual
interview context. This topic list was revised and edited by the local evaluators to a countryspecific questionnaire and supplemented with additional open questions. This qualitative
survey gave the 30 quantitative follow-up surveys more depth (see above).
Staff members – Three staff members of de Stap and two of de Leerwinkel discussed GOAL
in two group interviews (one discussion per organisation). For de Stap two counsellors and
one coordinator participated in the discussions, for de Leerwinkel one counsellor and one
coordinator participated. The professional experience of the staff members in adult
guidance differs from a few months up to more than ten years of experience. Both
organisations employ more experienced counsellors and counsellors with more limited
professional experience. The topic list was elaborated by IOE. Additional questions were
added by a representative of the Flemish Department of Education to get an answer on
relevant policy questions. Two coordinators and one counsellor also participated in mixed
focus group discussions.
Local and supralocal stakeholders, (representatives of) policy makers & staff members –
Three separate focus group discussions gathered the local and supralocal stakeholders,
policy makers or representatives of policy makers, and staff members of de Stap and de
Leerwinkel. In each discussion, five to six participants (total N=14) discussed several topics
regarding adult guidance. The participants belonged to organisations as VDAB, I&I, OCMW,
CLB, Department of Education (Ghent). The topic list was elaborated by IOE, and adapted by
the local evaluators. The participants were summoned and selected on their field of work.
The participants represented organisations related to the field of education (group 1),
employment (group 2), welfare or migration (group 3), and included field workers as well as
local policy makers. Policy makers or their representatives were selected by the Flemish
Department of Education, the (supra)local stakeholders were selected in consultation with
the coordinators of De Stap and De Leerwinkel.

2.3 Data collection
Quantitative data
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Quantitative client data were collected throughout the life of the programme via: 1) a data
monitoring instrument and 2) client satisfaction surveys and 3) follow-up survey. The data
monitoring instrument gathered detailed information about the clients on the GOAL programmes,
thus enabling evaluators to measure target numbers and track a range of programme processes and
service user outcomes. This instrument included a question asking clients if they could be contacted
later as part of the evaluation study.
The data monitoring instrument was used each time a client had a guidance session, although not all
fields were completed at every session: some fields were relevant for the first session only (entrance
data) whereas other fields focused on exit data. Each client was assigned a unique identifier by the
counsellor, allowing evaluators to link data for clients who participated in multiple sessions. The
monitoring data were gathered by counsellors and summarise client information, personal evolution
and guidance outcomes. De Stap and de Leerwinkel registered these data in their local data
registration systems (extra fields were added in the existing systems and counsellors received
instructions on how to complete these extra fields in the GOAL monitoring data).
However, not all variables were collected from all 418 clients. At both project sites, the
experimentation period had already started before the complete set of monitoring variables was
finalised by IOE. As a consequence, for the first group of clients (85) data were only collected on the
variables that were already part of the existing system. A part of the sample (182 clients) had only
one guidance session as a result of which no follow up-data could be collected. For another part of
the sample only intake data were collected as they quit the guidance unannounced, before the exitsession took place. In an effort to gather more and complete data, counsellors tried to contact clients
afterwards over the phone. For those clients who could be reached, this resulted in the collection of
additional exit-data. For 77 of these clients, however, no exit data could be collected. As a
consequence the available data for the different variables vary markedly.
In April 2017, after the cut-off date for the Wave 2 data collection, the local databases (Access) of de
Stap and de Leerwinkel were transferred to the database developed by the IOE for analyses of the
client monitoring data.
In order to get a better view on the service user outcomes, additional analysis was done on existing
data collected outside of the GOAL evaluation:
-

-

The DAVINCI database for Adult Education of the Ministry of Education registers data on the
enrolment of students in educational programmes at Centres for Adult Education. Enrolment
in an educational programme was analysed for 183 clients who consented to be tracked in
this database for the purpose of the GOAL evaluation. As clients were matched based on
names, spelling errors may have potentially led to not being able to track certain clients in
the database. The DAVINCI database was consulted on July 17th 2017. The database only
contains information on enrolment in formal adult education.
For internal monitoring purposes, de Stap follows up on the enrolment of its clients either
through direct feedback of the clients and/or by contacting educational institutions to follow
up on clients. This information is registered in a field of the registration system which was
not designed for the GOAL evaluation. The data collected by de Stap provides information on
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the GOAL clients who started guidance (i.e. who had more than one session, N=114)
regarding their enrolment in all types of educational programmes, including Secondary,
Higher and both formal and non-formal Adult Education. De Leerwinkel does not consistently
register this type of information as they do not follow up on clients after they decide to enrol
in a course.
The Client Satisfaction Survey was designed to gather data from service users about their
experiences of counselling services. The instrument was a short, two-page, self-completion survey
offered in either paper or online formats. It contained eight questions: two gather demographic
information on the client (age, gender); five focusing on the counselling session, and one question
asking clients to record if they received assistance in completing the survey10. There were small
differences between the surveys offered in the six countries, reflecting the different contexts in
which the guidance was offered and the different objectives of various programmes.
The client satisfaction survey, which was offered online in Flanders or if requested on paper, was
completed anonymously by 241 clients out of 418 clients that visited de Stap or de Leerwinkel
between 8 December 2015 and 4 April 2017. The counsellors of de Stap and de Leerwinkel asked
every client that visited for a first session to fill in the survey, immediately after this first session. The
response rate was 64% for de Leerwinkel (140/218) and 51% for de Stap (101/200). Around one-third
(30%) of all clients needed help from their counsellor to complete the survey, mainly because of
language problems (see also 3.1. Service users).
Beginning in March 2017, a follow-up survey was conducted with 42 clients. This survey sought to
collect longitudinal outcome data from clients, in order to provide evidence on programme effects.
The survey also collected quantitative and qualitative data on clients’ perspectives on the
programme and its impact on their lives.
Though the follow-up survey was conducted in as rigorous a manner as possible, any conclusions
drawn from it must be considered tentative: the limited time period of the evaluation means that
only short-term outcomes could be assessed. Furthermore, participation in the follow-up survey was
voluntary and thus non-representative; thus it is not possible to generalise from the survey findings
to the broader group of GOAL clients. That being said, the survey may provide valuable insights into
the experiences and outcomes of particular clients or subgroups of clients. As discussed in Section
2.1, this evidence may thus contribute to programme theory regarding how to meet the needs of
such clients.
For the follow-up survey, interviewees were randomly selected from a list of clients who had given
their permission to be contacted by Tempera. Thirty quantitative interviews were taken by telephone
during the month of March and April 2017. This telephonic follow-up survey was structured and
based on a closed questionnaire provided by the IOE. The interviewees differed in time since their
last consultation from 1-18 months (mean= 6 months). One of the 30 interviewees had another
appointment planned in the near future.

10

It was anticipated that low literacy levels, or migrants’ low skills in the national language, might prevent
some clients from completing the survey without assistance.
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All instruments were developed by IOE in close collaboration with the country partners in order that
the instruments were sufficiently sensitive to the target groups involved and to national data
protection regulations and concerns.

Qualitative data
Qualitative data was collected at two different stages over the life of the programme. The first stage
(Wave 1) of qualitative data collection took place in April and May 2016. The second stage of
qualitative data collection (Wave 2) took place in March and April 2017. By collecting such data in
two waves rather than only one, the evaluation is able to provide a longitudinal focus on issues
explored through the qualitative analysis.
During each data collection wave, semi-structured qualitative interviews and/or focus groups were
conducted with a range of programme stakeholders. In the first stage of qualitative data collection,
four topic guides were developed by IOE to assist local evaluators in Wave 1 data gathering and to
ensure consistency across the programme locations: 1) Programme Staff; 2) Programme Partners; 3)
Policy Actors; and 4) Service Users. A fifth Topic Guide, used in Iceland only, combined questions for
Programme Partners and Policy Actors.
Similar topic guides were developed for the second wave of qualitative data collection. However,
the development of these later topic guides was led primarily by local evaluators in each country, in
consultation with IOE. The second wave of topic guides was somewhat more targeted in terms of the
issues that were focused on: after qualitative data from Wave 1 had been analysed, key issues
requiring further exploration or understanding were highlighted. These issues then formed the basis
for Wave 2 topic guide development.
During wave 1 different qualitative approaches were used to gather data.
•

•

•

Interviews with four adult learners. Interviewees were randomly selected from a list of clients
who had given their permission to be contacted by Tempera. The topic list developed by IOE
was elaborated to a semi-structured, open questionnaire usable in an individual interview
context. In consultation with the Flemish department of Education and the staff members of
the GOAL pilot projects, Tempera preferred face-to-face interviews, as many of the client
group (low-educated young adults) struggle with a background of personal failures and a low
socio-economic profile. Face-to-face interviews are viewed as less threatening. However, one
clients could not be interviewed face-to-face and a telephone interview was used instead.
A focus group discussion with six staff members of de Stap and de Leerwinkel. During a group
conversation of two hours, three staff members of de Stap and three of de Leerwinkel
discussed the service provided by their organisation, their strengths and weaknesses, the
sustainability of their service. The discussion was based on a topic list provided by the IOE.
The national evaluator preferred a focus group discussion. The choice for a group
conversation with a mixed group constellation made it possible to confront differences in
vision and experience.
A programme staff survey. Every counsellor completed a short, written questionnaire –
provided by the IOE – with questions about their job, job experience and professional
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•

•

competences. The information gathered by this questionnaire completed the input from the
focus group discussion with the staff members of de Stap and de Leerwinkel. All seven
coaches completed the questionnaire.
Two focus group discussions with programme partners of the pilot projects. One discussion
was organised with the stakeholders of de Stap (12 participants), another one with
stakeholders of de Leerwinkel (12 participants). All stakeholders represent organisations
from the domains of education, labour and migration.
A focus group discussions with five policy makers. The heads of the Flemish department of
Education and Training (Departement Onderwijs en Vorming), of the Public Employment
Service (VDAB) in Flanders and of the Flemish Agency of Civic Integration (EVA Inburgering en
Integratie) discussed – guided by a topic list, provided by the IOE – the possibilities for a
broader structured, sustainable guidance service towards low educated adult learners in
Flanders. Two local civil servants (the head of the department of Education in Ghent, where
de Stap is located, and a policy advisor of the Provincial Government of West Flanders, the
region in which de Leerwinkel operates) participated in the discussion, so that experiences
from the pilot projects were included.

In Wave 1, a short quantitative survey was administered to all GOAL programme staff members (not
only those participating in qualitative interviews and focus groups) to gather some basic data on their
educational background, their current employment, and their professional development and
training.
An overview of the qualitative approach for Wave 2 is provided down below:
•

•

•

12 out of 42 clients who cooperated to the follow-up survey were selected for a more
extended face-to-face interview: Interviewees were randomly selected from a list of clients
who had given their permission to be contacted by Tempera. The topic list developed by IOE
was elaborated to a semi-structured, closed questionnaire usable in an individual interview
context. This topic list was revised and edited by the local evaluators to a country-specific
questionnaire. In the context of the telephonic interviews there were only a few closed
questionnaires added. For the face-to-face interviews the same questionnaire was used with
addition of a few open questions for gathering in-depth insights. 30 clients were interviewed
over the phone, another 12 were requested to participate in a face-to face interview.
Triangle conversations with different local stakeholders, staff members of de Stap and de
Leerwinkel and supra-local actors: 3 groups were compiled of policy makers, stakeholders
and staff members of de Stap and of de Leerwinkel based on their background and domain:
(1) Education, (2) Wellbeing & Integration and (3) Work, with 6-7 representatives per group.
The conversations were based on a topic list provided by the IOE. The choice for a group
conversation with a mixed group constellation at different levels (staff, local stakeholders
and Flemish policy makers) made it possible to confront differences in vision and experience.
Interviews with staff members of De Stap and De Leerwinkel: Two group interviews about
GOAL with the staff members of de Stap and de Leerwinkel were conducted by a
representative of the Flemish department of Education with 2-3 persons per group. One
interview per organisation was carried out. The interview with de Stap consisted of two
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counsellors and one coordinator. For de Leerwinkel the interviews were conducted with one
counsellor and one coordinator. The questionnaire, based on the topic list of the IOE, was
drafted by the same representative of the Flemish department of Education. The
questionnaire was delivered to the staff members before the actual interviews were
conducted. This was done so that they could prepare some questions already. The interviews
took about three to four hours. The interviews focused on guidance processes, stakeholder
and network activities and staff competences.
Table 2.1 Quantitative and Qualitative Data Collection, Flanders: numbers of correspondents
involved
Quantitative Approach
Wave 1 Wave 2
Monitoring data
91
327
Questionnaire client satisfaction survey
79
162
Questionnaire follow-up survey service users
0
30
Programme staff survey
7
0
Qualitative Approach
Face-to-face questionnaire follow-up survey service users
Focus group policy makers11
Focus group staff members
2 Focus groups with programme partners12
Interview staff members
3 Triangle discussions with local stakeholders, staff members
and supralocal stakeholders

4
5
6
24
0
0

12
0
0
0
5
19

During the first wave of qualitative evaluation each interview and discussion was led by the same
Tempera researcher who also led the triangle conversations during the second wave. A different
Tempera researcher conducted the client interviews in the second wave of the quantitative and
qualitative evaluation. A representative of the Flemish Department of Education led the interviews
with the staff members of De Stap and De Leerwinkel. During the interviews and discussions, the
researchers made notes. Each client interview and discussion was audiotaped and transcribed, so
that eventual gaps in the notes of the researcher could be completed. Due to technological issues,
one audiotape of the triangle conversations has been lost. For the group discussions (wave 1) and for
the triangle conversations (Wave 2), the researcher could also use the notes of a representative of
the Flemish Department of Education13, who assisted in each conversation. After each interview and
discussion, notes were elaborated thematically, in ‘work reports’, as a basis for the qualitative data
analysis.

Evaluation manual
To ensure the collection of robust data and the consistency of instrument administration across the
six countries, IOE created an evaluation manual containing guidelines for the use of the data
11

to be interpreted as amount of participants
12 stakeholders of de Stap and 12 stakeholders of de Leerwinkel
13
Every group discussion and triangle conversation for the GOAL evaluation was followed by Nadia Reynders,
representative of the Flemish department of Education and coordinator of the GOAL project (on both national
and international level).
12
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collection tools. Version 1 of the manual (November 2015) included protocols for two quantitative
instruments used in ongoing data collection. Version 2 (March 2016) added guidelines for the
administration of the Wave 1 Topic Guides and other instruments, as well as guidance for completing
the interim national reports. Version 3 (February 2017) provided guidance on the development and
use of all Wave 2 data collection instruments, and guidelines for completing the final national
reports.

2.4 Data analysis
In this mixed methods evaluation, a number of analytical approaches were used. Quantitative data
were analysed using mainly descriptive statistics, e.g. frequencies, averages, group comparisons and
cross-tabulations. Qualitative data from focus groups and interviews were analysed using mainly
thematic analysis around the topic guides that were explicitly linked to the main aims and objectives
of the project. Qualitative data was mainly used for in-depths information about the GOAL-service. In
addition some typology analysis and group comparison analysis was also used.
The analyses compared the outcomes of de Stap with those of de Leerwinkel, both for the
quantitative as the qualitative evaluation. This report describes both differences and similarities
between the two pilots.
Illustrative quotes are used throughout the report in support of the data analysis. Quotes were taken
from the transcriptions of focus group discussions and client interviews. All translation from Dutch
into English was done by the authors of this report.

2.5 Methodological challenges
Challenges for counsellors
Staff members mentioned that they needed some time to build up experience and familiarity with
the data monitoring system to collect information for the required variables. As the Flemish
experience was that the data registration system required too much time to complete the fields
during the session, both de Stap and de Leerwinkel developed their own forms to make notes during
the sessions and enter the data in the electronic system after the session. After all GOAL variables
were available (January 2016), we prepared a checklist for all counsellors to use during the session to
ensure that all the required information was collected.
During the first wave the main restriction counsellors mentioned was that the data registration put
an extra burden on their work. This burden was solved by the extra supportive tools that they use
and the experience they have built up in registering in the new database. During the second wave
these restrictions were no longer a big issue.

Quantitative data challenges
As explained above both de Stap and de Leerwinkel started registration in a preliminary version of
the monitoring database which did not include all the variables that were included in the GOAL
dataset collection. This means a more limited set of monitoring data are available for a group of 85
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clients: these data concern client background and information on the sessions. As a consequence
there is a wide variation between the missing numbers for the different variables.

Qualitative data challenges
In wave 1, for the qualitative questioning of the projects staff members, the IOE provided a
profoundly elaborated topic list. The high number of questions on the list made it difficult to gather
all the information in one focus group discussion. Therefore, not all topics were discussed with the
complete group. The evaluators used different types of questioning techniques, such as:
•
•
•

statement discussions
small individual questionnaires
table rounds, in which every participant gave his personal opinion, without reacting to the
vision of other participants.

These methodological alterations meant that:
•
•
•

all questions were handled during a group conversation of two hours
all participants were just as much involved in the discussion
the discussion was lively for whole two hours.

In wave 2, the topic list for questioning the staff members was also profoundly elaborated. To make
sure all relevant topics could be discussed, this topic list was send in advance to the staff members,
who made a written preparation.
For the triangle conversations in wave 2, the initial idea was to organize four focus group discussions
with different local stakeholders, staff members of de Stap and de Leerwinkel and supra-local actors.
In preparing the group setup, the evaluators experienced difficulties in gathering enough participants
due to their availability. Therefore the evaluators decided to fuse two groups as there were too few
participants for four separate focus group discussions.
For the interviews with adult learners, the evaluators struggled with questioning clients with a
language barrier. Numerous clients of de Leerwinkel are referred by the Integration Office. These
newcomers haven’t yet mastered the Dutch language very well, which made it difficult at times to
perform an in-depth interview over the phone and face-to-face. This was reflected in two ways:
-

Uncertainty about whether the client had fully understood the question.
A limited answer from the clients because s/he tends to give up when s/he can’t express
him/herself fluently.

Data analysis challenges
The face-to-face interviews delivered information that gives more profundity to the statistical
information. However due to a language barrier, some interviewees did not know how to express
themselves adequately. Therefore the transcriptions of those interviews do not allow themselves to
be analysed in an elaborated way.
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2.6 Key methodological findings
Between 1 October 2015 and 7 April 2017 the counsellors of de Stap and de Leerwinkel registered
418 clients, meaning that the Flemish GOAL programmes smoothly reached the operating speed.
Evaluators found the evaluation requirements in terms of data collection and methodology more
onerous and burdensome – a reflection perhaps both of the larger client sample, and the number of
people included in their focus groups.
Evaluators struggled with a language barrier during the follow-up survey which withheld the
evaluators of getting in-depth responses.
In Flanders the GOAL project reached all quantitative targets. Also for the qualitative part, the
evaluators gathered a broad range of in-depth information by conducting face-to-face interviews,
interviews by telephone and group discussions with different stakeholders of the guidance
programme, staff members, policy makers and programme partners.
Table 2.2 Summary of Predetermined Sample and Reached Sample, Flanders
Predetermined
Monitoring data
200
Questionnaire client satisfaction survey
100
Questionnaire follow-up survey service users
30
Programme staff survey
7
Face-to-face questionnaire follow-up survey service users
6-8
Focus group policy makers
2
Interview staff members
2-4
Interview stakeholders
0

Reached
418
241
30
7
12
5
5
19

46

3.

Programme Participants and Stakeholders

This chapter provides descriptive findings on the GOAL programme participants and stakeholders in
Flanders. These findings are drawn from quantitative and qualitative data gathered during Wave 1
and Wave 2. The intention in this chapter is to develop a picture of: a) the target client group in
Flanders, and b) GOAL staff. In doing so, we seek to provide context for the programme’s objectives,
successes and challenges. Programme partners are discussed in Chapter 5.
In Flanders, GOAL seeks to provide guidance services to low educated adults with no or low
qualifications. The benchmark of low qualified is defined at ‘no degree of higher secondary
education’ (ISCED 3).
De Stap focuses in particular on young unqualified school leavers, aged 18-2514. Therefore, a specific
focus has been developed on collaboration with secondary schools and centres for student guidance
in order to identify young adults who are 18 years or older and still in secondary school but at high
risk of dropping out without a diploma. Specific approaches are being developed to reach these
youngsters and to find ways of getting them back on track to achieve a diploma of higher secondary
education or other qualifications.
De Leerwinkel also uses the benchmark of ‘no qualification at ISCED 4 level (higher secondary
education)’ to guide adults within the GOAL project. There is no particular focus on one specific
group. The target group are unqualified school leavers of different ages. A wide range of
stakeholders are referring potential clients to de Leerwinkel but the closest partners are the Public
Employment service (VDAB) and the Public Social Welfare Service (OCMW), which means that the
widest part of the target group is unemployed and unqualified.
There is no particular focus on migrants, however youngsters with a migration background are often
part of the target group as they are more often at risk of dropping out due to socio-economic factors
and language background. Both services also have a collaboration with the local Integration Office.

3.1 Service users
Demographic characteristics
For Flanders, the GOAL client monitoring system followed 418 adults: 218 of whom (52%) are clients
at de Leerwinkel and 200 (48%) at de Stap.
Target group
All 418 clients are registered as early school leavers as none had acquired a diploma of higher
secondary education. However, table 3.5. shows a small proportion of clients with a degree of

14

Concerning the youngest part of this population, a specific focus has been developed on collaboration with
secondary schools and centres for pupil guidance in order to identify young adults who are 18 years or older
and still in secondary school but at high risk of dropping out without diploma. Specific approaches are being
developed to reach these youngsters and to find a ways of getting them back on track to achieve a diploma of
higher secondary education or other qualification.
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secondary or tertiary education. At least half of these (9 out of 17) clients have obtained their degree
abroad (outside the EU), as they are refugees or asylum seekers. It is most likely that these diplomas
have not been acknowledged in Flanders or they are still in the diploma recognition process. . To be
noted is that (a very small number of) 6 of the GOAL clients do possess a diploma of higher secondary
education originating within the EU (and 2 clients lacking information on their residential status).
Gender
Table 3.1 Gender Profile of Service Users

Female

N
210

All
%
50

de Leerwinkel
N
%
118
54

N
92

de Stap
%
46

Male

208

50

100

46

108

54

Total

418

100

218

100

200

100

As table 3.1. shows, the distribution of gender is largely equal. De Leerwinkel has a slightly more
feminine population (54% female, 46% male). De Stap’s male clients slightly outnumber female
clients in the sample (54% male, 46% female).
Age
The majority of the GOAL clients are young adults: 73% of clients were younger than 26. In case of
de Stap, 95% of the service users are younger than 26 as their focus within the GOAL project was
specifically on young adults aged between 18 and 25 years old. De Leerwinkel has a broader focus
and their service is directed to all adults. Nevertheless, 52% of their clients are younger than 26.
Table 3.2 Demographic Characteristic of The GOAL Clients - Age
All
De Leerwinkel
N

%

N

%

De Stap
N

%

18 and under

15

4

2

1

13

7

19 to 25

263

69

99

51

164

88

26 to 35

71

18

61

31

10

5

36 to 45

34

9

34

17

0

0

100

196

100

187

100

Total
383
Missing values N=35

Although the majority of the clients in the GOAL target group are young adults, staff, stakeholders
and policymakers emphasize that it is not only youngsters who need the service. For example, people
in their thirties have often struggled for a certain period – as young adults – to get their lives on
track. During that difficult period, they did not manage to achieve a diploma (e.g. because of lack of
money, lack of a supportive personal network). Now that they have it all better sorted out, they have
the personal capacity to re-invest in education and training. During the follow-up survey a man in his
thirties said:
“I wasn’t aware of all the options I had. Thanks to the service of the counselling organisation I was
able to start a training that can be combined with my work and my family. GOAL was helpful for me
to find the right track.”
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This witness shows that GOAL can be worthwhile to a larger group than only young adults.
Residence and home language
Table 3.3 Demographic Characteristic Of The GOAL Clients - Residence
All De Leerwinkel

De Stap

N

%

N

National/citizen

291

77

133

EU national
Non-EU national with residence
permit

19

5

11

6

8

4

4

1

3

2

1

1

Asylum seeker

22

6

16

8

6

3

Refugee

42

11

34

17

8

5

378 100

197

100 181

100

Total

%

N

%

67 158

87

Missing values N=40

Although most clients (77%) have Belgian nationality, their recorded native languages are testament
to their diversity. Combining data from de Stap and de Leerwinkel, GOAL clients had 26 different
home languages. Besides Dutch, no other language dominates.
Table 3.4 Demographic Characteristic of The GOAL Clients – Home language
Missing values N=120
All

De Leerwinkel

De Stap

N

%

N

%

N

%

Albanian

3

1

2

2

1

1

Arabic

28

9

16

13

12

7

Bulgarian

5

2

1

1

4

2

Dari

7

2

5

4

2

1

Dutch

165

55

62

50

103

59

English

12

4

4

3

8

5

Farsi

2

1

1

1

1

1

French

17

6

11

9

6

3

Other

15

5

9

7

6

3

Pashto

2

1

1

1

1

1

Persian

3

1

2

2

1

1

Polish

6

2

1

1

5

3

Portuguese

4

1

2

2

2

1

Serbo-Croatian

2

1

0

0

2

1

Somali

3

1

2

2

1

1

Spanish

4

1

3

2

1

1

Turkish

17

6

0

0

17

10

Urdu

3

1

0

0

3

2

Total

298

100

123

100

175

100
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Education and employment characteristics
Highest educational level
As Table 3.5. shows, 96% percent of all registered service users are low educated, with a diploma of
lower secondary education or less. Seventeen clients (4%) have a diploma of upper secondary
education or tertiary education. These clients have obtained their degree abroad but their diploma
has not been fully recognized in Flanders or their application for diploma recognition is still in
process.
Table 3.5 Highest Educational Level Of GOAL Clients
All

De Leerwinkel

De Stap

N

%

N

%

N

%

Not completed primary education
Primary education

18
14

5
4

18
10

9
5

0
4

0
2

Lower secondary education
General upper secondary education (gymnasium)
Tertiary education (bachelors, masters and doctoral
degrees)15

337
13

87
3

165
13

79
6

172
0

98
0

4

1

4

2

0

0

Total

386

100

210

100

176

100

Missing values N=32

Current education and learning
The data monitoring system registers that a minority of the clients (N=127, 30%) were involved in
education or learning at the end of the data collection period. The data registration does not clarify
whether it concerns formal or informal education or training. However, the database registers that
84 of those 121 clients (66%) are working towards a formal qualification. The follow-up survey shows
that 32 out of 42 clients are enrolled in a course and 94% of them are working toward a formal
qualification. It should be noted that a large percentage appear to have enrolled in a course as a
result of GOAL. 78 out of 127 clients (44 from De Stap, 34 from De Leerwinkel) who are enrolled in a
course, began the course during or after receiving guidance.
Employment status
Only a small minority (12%) of all service users are employed. Most are officially registered as
unemployed (N=220, 56%) being ‘unemployed’ jobseeker, receiving ‘material support’, ‘sickness and
disability benefits’ or ‘social welfare benefits’. This can be linked to the fact that the most important
referral partners are the Public Employment Service and the Social Welfare service.

Table 3.6 Employment Situation Of GOAL Clients

Employed full-time
Employed part-time
Unemployed
Inactive
15

N
37
10
70
128

All
%
9
3
18
32

De Leerwinkel
N
%
25
12
7
3
42
20
37
18

De Stap
N
%
12
6
3
2
28
15
91
48

Degree was obtained abroad and was not fully acknowledged in Flanders

50

Material support
Sickness and disability benefits
Social welfare benefits
Total

4
26
120

1
7
30

3
24
70

1
12
34

1
2
50

1
1
27

395 100

208

100

187

100

Missing values N=23

Previous guidance
About as many service users already received other career or educational guidance during their
adulthood (not as a part of higher education) as there are clients that did not have earlier career or
educational guidance. For 54% of all GOAL users, GOAL is their first experience of guidance. As a
result it cannot be concluded that clients evolve from one guidance to another. However clients who
have been referred by the Public Employment Service (VDAB) have already received career guidance
as part of that service. Compared with de Leerwinkel, more service users of de Stap received earlier
career or educational guidance (40% of clients from De Leerwinkel, versus 52% of clients from de
Stap).
Table 3.7 GOAL Clients and Previously Received Guidance (Career Or Educational)
All
De Leerwinkel
De Stap
N

%

N

%

N

%

no earlier guidance

226

54

130

60

96

48

earlier guidance

192

46

88

40

104

52

Total

418

100

218

100

200

100

Previous barriers to improving education or career
Table 3.8 GOAL Clients and Amount of Barriers to Improving Education Or Career
All GOAL clients
N

%

1 barrier

114

41

2 barriers

86

31

3 barriers

49

18

4 barriers

26

9

5 barriers

3

1

6 barriers

1

0

7 barriers

1

0

Valid N=280

100

Missing values N=138

Table 3.9 GOAL Clients and Previous Barriers to Improving Education Or Career
All
De Leerwinkel
N
%
N %
Insufficient basic skills
Limited proficiency in country’s main language
Lack of prerequisites

39
46
18

14
16
6

20
17
7

18
15
6

De Stap
N
%
19
29
11

11
17
7
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Too busy at work
Too busy taking care of family
Cost of education or training was too expensive
No suitable courses available
Courses offered at an inconvenient time/place
Negative prior experience with schooling
Learning disabilities
Age
Health problems (mental and physical health)
Lack of confidence
Lack of motivation
Lack of support of family
Lack of support from employer
Lack of transport or mobility
Cultural or religious obstacles
Other personal reasons

22
28
96
6
10
47
23
2
63
35
33
35
1
31
3
19

8
10
34
2
4
17
8
1
22
12
12
12
1
11
1
7

12
17
44
0
4
6
8
0
23
5
1
9
1
18
2
8

11
15
39
0
3
3
5
0
20
4
1
8
1
16
2
7

10
11
52
6
6
41
15
2
40
30
32
26
0
13
1
11

6
7
31
4
4
25
9
1
24
18
19
16
0
8
1
7

Valid N = 280

At least 67% of the GOAL clients experience one or more barriers that prevent them from
participating in education. (For 138 missing values, the monitoring data does not allow to identify
between clients whose barriers where not registered and clients who experienced no barriers.
Nonetheless, the percentage of clients experiencing barriers is most likely an underestimation,
assuming that most clients who did not obtain a secondary education qualification will have
experienced barrier(s) in their educational past.) Table 3.8. shows that the majority (59%) of clients
struggles with more than one barrier. About 41% of the clients were registered to deal with only one
barrier to improve education or career. At least 23% of the clients struggles with the cost of
education (table 3.9). The monitoring data didn’t register if clients who struggled with this barrier
were having issues with the actual cost of education and/or the fact that they might lose their
unemployment benefit when subscribing to a course. It is also possible that clients are afraid of the
costs, but that they were not well informed about the possibility to be entitled to exemption
conditions, free registration for courses etc. However, the financial barrier is the biggest difficulty
for clients to improve their education or career. Counsellors explained that the financial barrier is
often linked to a general financial situation of a client. For example, not being entitled to
unemployment benefits or not being exempted from job search requirements when receiving
benefits, are important criteria that hinder the clients’ focus on obtaining an educational degree.
Therefore, the GOAL service focuses strongly on eliminating this barrier by explaining the
registration fee system to the client and exploring the financial benefit options with PES (Public
Employment Services) and Public Social Welfare Services.
A client explained how he’s dealing with this barrier during the follow-up survey.
‘My job makes it difficult to focus on education. I can’t resign, because if I do, I will not get
unemployment benefit. If I could just focus on my education and get unemployment benefits I would
do so, without any doubt!’

52

A second barrier are health problems. About 15% of the GOAL clients struggled with mental and/or
physical health problems.
‘I started a course in the sector of disabled care. It was interesting, but I felt I had to deal with some
mental issues myself. So, I stopped my education.’
Other strong barriers are: negative prior experiences with schooling, limited proficiency in the main
language, lack of confidence, lack of motivation, and lack of family support. The following quotation
illustrates a combination of barriers:
‘ Having a child while being a single mom and while going to school is not easy. I’m alone so nobody
can take care of my child. I have to bring her to school and have to make sure I’m on time. My child
has asthma and has been in the hospital two times. But the counsellors do really try to help me, even
though the most difficult thing for me is the language.’
Self-efficacy
In the initial guidance session clients were asked to answer three questions concerning their own
judgment about their self-efficacy, i.e. their self-perceived ability to achieve desired outcomes in life.
Each question was made up of two statements, one presenting a more positive view and the other a
more negative view. The positive statement gave the client a score of 1 point for that question and
the negative one gave them a score of 0 points; thus the scores for the whole scale could range from
0-3 points, with 3 representing a client who chose the positive statement for all three questions and
who thus had the highest possible score on the self-efficacy scale. The lowest possible score was 0.
The data for this index is summarized in Table 3.10. The table provides the sum scores for the
parameters described above. Based on this data, it can be concluded that most service users do not
or not really believe in their capacity to produce a given attainment (146 clients or 74% with selfefficacy score = 0 or 1). About a fifth of the clients believes more or less in their capacities (45 clients
or 23% with self-efficacy=2). A minority believes to have the capacity to succeed in a specific
situation or to accomplish a task (6 clients or 3% with self-efficacy score = 3). These clients do not
believe they can succeed in a specific situation or accomplish a task.
Table 3.10 Self-Efficacy Rate for GOAL Clients
All

De Leerwinkel

De Stap

Degree of selfefficacy

N

%

N

%

N

%

0
1
2
3
Total

19
127
45
6
197

10
64
23
3
100

12
82
24
2
120

10
68
20
2
100

7
45
21
4
77

9
59
27
5
100

Missing values N=221

Attitudes to learning
It seems that the service users of De Stap and De Leerwinkel do not only have the ambition to follow
further training and education, but also display a positive attitude towards learning. The majority
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(60%) of the clients who answered this question indicated that they like learning new things a lot and
37% like learning new things a bit. This indicates that 97% of the GOAL clients have shown a positive
attitude towards learning. This figure is consistent with the qualitative description of the profile of
clients that have been referred to the GOAL service. Both partners and counsellors said that most of
the referred clients had shown interest in learning or obtaining a secondary education degree, they
had a (concrete) learning question and/or had exhibited a learning need, which explains their
positive learning attitude.
Table 3.11 Number Of GOAL Clients That Like To Learn New Things (As A Needed Basic
Attitude)
All

De Leerwinkel

De Stap

N
7

%
3

N
5

%
3

N
2

%
2

Like learning new things a bit

86

37

61

42

25

30

Like learning new things a lot
Total
Missing values N=188

137
230

60
100

80
146

55
100

57
84

68
100

Do not like learning new things

Learning goals
Despite the low level of education, nearly all of the GOAL clients have further learning ambitions. Of
course, this is not surprising, since the GOAL service is about further learning and clients enrol
voluntarily into guidance. Nevertheless, the motivation and reasons for clients to get guidance to find
a suitable education, differ. Table 3.12 summarizes the different motivations of the clients. The data
monitoring system registered the motivation of more than half of all GOAL clients (N=232) for the
reasons outlined above. Every client could indicate multiple learning objectives. The majority of the
GOAL clients (56%) feel that learning is needed to find a job. Almost half of the clients (46%) want to
achieve a specific qualification. 37% feel the need to obtain a qualification of any sort. Other
arguments are wanting to improve their skills in general or in a specific area. There are only a few
service users (1%) who do not have any specific learning objectives.
Table 3.12 Learning Objectives Of GOAL Clients
All

De
Leerwinkel

N (yes) % (yes)
Yes, I want to achieve a qualification of any sort
Yes, I want to achieve a specific qualification
Yes, I want to improve my skills in general
Yes, I want to improve my skills in a specific area
Yes, I need this training for my current job
Yes, I need this learning to find a job
No, I do not have any specific objectives

Total

120
107
46
49
2
131
3

232

37
46
20
21
1
56
1

De
Stap

N

%

N

%

65
68
15
23
1
97
2

44
46
10
16
1
66
1

55
39
31
26
1
34
1

65
46
36
31
1
40
1

147

85

54

Missing values N=18616

Career goals
For 231 clients, the data monitoring system registered information on their career goals. It seems
that about a quarter (26%) have clear career ambitions, with a specific job in mind. The majority has
a less concrete perspective in mind (48%) or even no specific career or job in mind (26%).
Table 3.13 Number Of GOAL Clients With Clear Career Goals
All
De Leerwinkel
N
%
N
%
No specific job or career area in mind
59 26
39
27
Specific job in mind
60 26
39
27
Certain industry or type of work in mind 112 48
69
46
Total

231 100

147

100

De Stap
N
%
20
24
21
25
43
51
84

100

Missing values N=187

3.2 Programme staff
All staff working on GOAL were asked to complete a pro forma which gathered information on some
demographic characteristics, on their job role, and on their qualifications and training. This pro forma
was completed during wave 1. Since then, there have been a few staff changes. New counsellors
were employed in the services, who did not complete the pro forma. Additional information about
them has been requested from the organisations. In this chapter, we report on programme staff’s
demographic and employment characteristics. Chapter 6, which focuses on counsellor competences,
reports on staff’s experience, education and training.

De Stap
At de Stap, three counsellors (2 full time equivalent (FTE)) guided the GOAL service users. All three
counsellors are female. Two started working as GOAL counsellors at the start of the GOAL project
and neither of these women had previous counselling experience. The third counsellor has worked at
de Stap for almost four years and has twelve years of experience in adult counselling.
In Flanders there are no degrees or study programmes that directly relate to educational or career
guidance17. Therefore counsellors were asked to judge for themselves if their qualification is
counselling-related or not. Two of the three counsellors indicated that their degree is not guidance
related (respectively a bachelor’s degree in the domain of social work and a master in African
languages). The third counsellor has a bachelor’s degree in teaching and a master’s degree in
pedagogical sciences. She indicated that her degree is guidance related.

16

Missing values are high because this question has only been asked to clients that have started the guidance
after January 2016.
17
A formal career guidance competence profile has been being developed and possibly will be adapted
towards educational counsellors. Once the competence profile is formalized, this could be the bases for the
development of a specific study programme in the future.

55

GOAL counsellors can get limited administrative support at de Stap, although they are responsible
for all administrative tasks related to their client dossiers (e.g. data monitoring, appointments).

De Leerwinkel
At De Leerwinkel, four counsellors worked as GOAL counsellors. Three of them are female and one
male. One of the previous counsellors is now working as coordinator of the guidance service.
Three of them completed the staff members pro forma. The fourth counsellor started her job at de
Leerwinkel during the second year of the GOAL project and didn’t complete the pro forma. All
counsellors work full-time, though none of them work full time on guiding GOAL service users. The
proportion of their work devoted to GOAL-specific guidance ranges from a quarter up to half of the
total time which they spend on counselling adults. On average, the counsellors spend two and a half
days a week on face-to-face appointments with clients.
The counsellors differ in their experience of adult guidance, ranging from no experience to over five
years. Two of them had no earlier experience with adult counselling prior to working at de
Leerwinkel. However, their colleagues judge that due to their previous working experience in the
social sector and strong support by the other counsellors during their first weeks (duo-counselling),
they quickly picked up the main competences needed for the job and established a good interaction
with the target group.
The three counsellors that completed the pro forma mentioned to have a (more or less) guidancerelated diploma (bachelor’s degree in social work, a bachelor’s degree in teaching and a master’s
degree in pedagogical sciences).
At de Leerwinkel there are no staff members for administrative support or human resources
related tasks. This is one of the reasons why none of the coaches can spend a hundred percent of
their time on counselling.18

3.3 Key findings
In Flanders, GOAL focused on unqualified school leavers (ISCED 3). At de Stap, the service ‘Word
Wijs!’ concentrates specifically on young adults (18-25). At de Leerwinkel, GOAL focused on
unqualified school leavers of all ages. In this target group, there is a lot of diversity, concerning:
•
•
•

Gender – 50% male versus 50% female clients.
Age – clients are aged between 18 and 45 years old.
Native language – there are 26 different native languages for all clients in the data
monitoring system.

However there are also remarkable similarities between clients of the GOAL project:

18

De Leerwinkel does not only provide service to GOAL clients, so all staff members have to divide time
between GOAL and other clients. The wave one evaluation did not identify the proportion of working time
spent on GOAL and that spent on other clients.
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•
•

Only 13% of the group is employed.
A majority of all clients (73%) is aged under 26.

For 54% of all GOAL-clients, it is the first time they enrol in guidance. Thus it cannot be stated that
clients run from one guidance service or system to another.
97% of all clients reported a positive attitude towards learning. However 67% of them experience
one or more barriers that have previously prevented them from participating in education.
74% of all clients do not or not really believe in his or her capacity to attain a specific outcome (low
self-efficacy scores).
At the start of educational guidance, only a quarter of all clients had clear ambitions regarding their
career.
At de Stap, all of the GOAL counsellors are employed on a part time basis. At de Leerwinkel, all of the
counsellors work full time, although none of them work full time on GOAL. More experienced
counsellors are working in the same team with counsellors with less experience. The experience of
the staff members differs from several months up to several years. Since there is no specific diploma
in Flanders that relates to educational or career guidance, counsellors have different educational
backgrounds, though most of them have a (more or less) guidance-related diploma.
Both at de Stap and de Leerwinkel, administrative support for GOAL counsellors is limited.

3.4 Key Implications
Implications for future programme development
Although there are certain similarities among the GOAL clients (age, employment status), counsellors
face a diverse group of people that require a tailor made approach. There is a strong diversity in
terms of language, cultural and social background as well as learning barriers faced by clients. The
multiple barriers make clear that educational guidance is more complex than only bringing different
educational possibilities under the attention of clients and that a client-centred, solution-focused
approach is necessary.
Since the data show that many clients deal with a low level of self-efficacy and that many of them
indicate that negative prior experiences constitute a barrier for restarting education, a special focus
during the guidance should be laid on developing self-awareness, confidence and self-efficacy. A
focus on these qualities should be perceived as fundamental to succeed in an educational track.
Most clients, however, demonstrate a positive learning attitude and a high level of learning
objectives. This can be explained by the fact that the clients who are referred to the service have
demonstrated a learning need and learning interest in previous services based on which they have
been referred. It is important that referral partners focus systematically on recognizing this learning
need and interest, and developing a habit to refer persons with a learning need to the GOAL service.
The counsellor can further explore the learning need, further develop the learning intention and
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finally translate them into a learning demand which leads to an educational choice and active
participation in education or learning19.
Although the majority of the clients in the GOAL target group are young adults, staff members,
stakeholders and policymakers emphasize that it is not only young people who need the service. The
intervention did not have a particular focus to bring older clients to de Leerwinkel, where people of
all ages were targeted. As a result only 17% of the target group of de Leerwinkel is older than 36.
Given that low educated older job seekers and employees are especially vulnerable on the labour
market and have needs to be re-educated or get a higher degree, future programme development
should focus on developing partnerships that can reach older low-educated adults, both
unemployed as employed.
The current guidance service is mainly reaching low-educated unemployed adults. This is a sensible
focus as 1 in 2 unemployed or inactive persons in Flanders is low-educated. Nonetheless, there is also
a considerable number of employed adults who are low-educated, with 1 out of 5 employees lacking
a diploma of higher secondary education. They are in a precarious situation as they often work in
economically sensitive sectors (for example, sectors in competition with low-salary countries) or are
pushed out of the labour market by the higher educated. Therefore, a future service should also
develop strategies to reach low-educated adults in the labour market through relevant
partnerships such as for example sector and employer organisations, trade unions and companies. It
should however be taken into account that adults who want to combine studying with a job and a
family might often face even more barriers than young unemployed adults.

19

The development from educational need to educational participation is based on a model from
Herman Baert as explained in following article: Towards the conceptualization of ‘learning Climate’,
Baert H., De Rick K., Van Valckenborgh K. In: Adult education: new routes in a new landscape / De
Castro, R.V.; Sancho, A.V.; Guimaraes, P.P. (Eds.). - Braga: University do Minho (pp. 87-111). Braga:
University of Minho.
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4.

The GOAL guidance service

This chapter provides an overview of descriptive information on the GOAL guidance service. Looking
across Europe as a whole, the culture of adult guidance is underdeveloped, especially among adults
who are traditionally less likely to engage in work-related and other forms of learning, such as those
with low literacy and numeracy skills. There is a perception – which to some extent is still borne out
by practice – that guidance is almost exclusively a careers-focused service offered in schools at or
near the point where students are completing their compulsory education.
According to the ELGPN20, guidance within adult education typically takes three forms:
•
•

•

Pre-entry guidance which supports adults to consider whether to participate in adult learning
and what programmes might be right for them.
Guidance as an integral part of adult education programmes. Some adult education
programmes are strongly focused on career planning or on the development of employability
and career management skills: in these cases lifelong guidance is often built into the core of
the programme.
Exit guidance which supports graduates of adult education programmes to consider how
they can use what they have learned to support their progress in further learning and work.

In Flanders, structural career and employment guidance is available and organized by the Public
Employment service. Educational guidance for adults is not yet structurally offered. In 2007
consortia for adult education had been established to coordinate and align the educational provision
regionally. Some of these consortia have set up educational guidance services for adults. In 2014 the
new Flemish government decided to stop funding the consortia. Some of the initiatives for
educational guidance have however survived through other funding, such as de Leerwinkel (Learning
Shop) in West Flanders. In the City of Ghent another collaboration initiative (between different
providers of student guidance) has led to service delivery (information and counselling) to adults
called 'de Stap', with a specific focus on unqualified young school leavers within the project 'Word
Wijs!'. Some other small scale local initiatives regarding educational guidance are existing.
The rest of Flanders provides no educational guidance services for adult learners. Despite the
benefits underlined by policy makers and stakeholders, existing services receive temporary funding
without being structural embedded. Long term engagements towards the organisations and their
staff members are lacking.
During secondary education, education guidance is offered by the CLBs. These pupil guidance centres
are not independent as they are linked to school networks. The CLB service is available to youngsters
until the age of 18 and thus to students who are enrolled in compulsory education.

20

Hooley, T. (2014) The evidence base on lifelong guidance: A guide to key findings for effective policy and
practice. European Lifelong Guidance Policy Network.
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In higher and adult education, student counselling and guidance exist. However, the individual
service is limited (due to capacity constraints) and focuses solely on the course or education program
where the student is enrolled in.

4.1 Guidance activities and processes: Quantitative findings
Reasons for seeking guidance
Information on the reasons why clients sought guidance are registered for 232 out of 418 clients (De
Stap and De Leerwinkel combined).21 For those clients, the main reason is to explore educational
possibilities (90%) (table 4.2.). This result was confirmed during the client interviews. In each of the
42 interviews, the client indicated that he or she sought guidance to explore his or her educational
options.
‘I wanted to study something with biology. My counsellor gave me the suggestion to go study
nursing. He also told me that I would easily find a job with that diploma’
Besides exploring educational opportunities, few other main reasons were mentioned:
•
•
•
•
•

to find links between personal interest and occupational/ educational opportunities (Interest
assessment) (5%)
to get information about different institutions and their roles (3%)
to get assistance with learning technique/strategies (1%)
to get assistance with job seeking (1%)
other (not specified) (1%)

Table 4.1 Reasons for Seeking Guidance

To explore educational opportunities
To find links between personal
interest and occupational/ educational
opportunities (Interest assessment)
To get assistance with learning
technique/strategies
To get assistance with job seeking
To get information about different
institutions and their roles
Other (not defined)

N
221

All
%
95

De Leerwinkel
N
%
144
98

De Stap
N
%
77
91

120

52

60

41

60

71

7
19

3
8

3
13

2
9

4
6

5
7

152
6

66
3

90
6

61
4

62
0

73
0

Valid N= 232
Table 4.2 Main Reason for Seeking Guidance

To explore educational opportunities
To find links between personal interest and
occupational/ educational opportunities
(Interest assessment)
21

N
209

All
%
90

11

5

De Leerwinkel
N
%
141
96

1

1

De Stap
N
%
68
80

10

12

This is the group that has started guidance as of January 2016.
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To get assistance with learning
technique/strategies
To get assistance with job seeking
To get information about different
institutions and their roles
Other (not defined)
Total

1
1

1
1

0
1

0
1

1
0

1
0

7
3

3
1

1
3

1
2

6
0

7
0

232 100

147

100

85

100

Missing values N=18622

Socio-demographic characteristics of the clients, like gender, residence status or target group, do not
have any impact on the main reason to seek guidance (see appendix 1). A cross-tabulation with age
reveals that clients from the youngest age group (18-22 years old) are looking more for links between
personal interests and occupational opportunities. Actually, all 11 people detailing this answer as
their main reason for seeking guidance, belong to the youngest age group (18-22 years). It could be
explained by the fact that this age group is most recently confronted with wrong study choices in
their secondary education which are often the basis of their failure in completion of secondary
education. It can be assumed that they are seeking more than older clients for the link between their
personal interests and educational opportunities in order to make better study choices and choices
on the labour market.

Contact type23
Face-to-face sessions are the most important contact type in the GOAL service. In total, de Stap and
de Leerwinkel recorded 925 face-to-face guidance sessions (459 at de Leerwinkel and 466 at de
Stap). On average, a client had 2.2 guidance sessions between 1 October 2015 and 7 April 2017
(arithmetic mean). The average number of sessions at de Stap and de Leerwinkel does not differ
much: 2.3 sessions per client at de Stap and 2.1 sessions per client at de Leerwinkel.
While the majority of clients started a guidance process of multiple sessions, 183 clients (44%)
sought guidance with a one-time session. All clients receive a quite similar first session (cf. Section
4.2.) in which an intake interview takes place and the educational system is explained, in particular
the ways to achieve a diploma of secondary education, together with to the pros and cons related to
the personal situation of a client. For a substantial part of the clients (44%), in particular those who
turned to the service with a specific learning question, this single intake/information session proved
to be sufficient and they received enough information to make their choice. Others (56%) decided to
continue with follow-up sessions to get more information on their options, to identify their personal
interests and their abilities and/or to overcome learning barriers, etc.
Besides face-to-face sessions, the counsellor keeps in contact with the client through micro-contacts
(sms, email, phone, What’s App, Facebook/Messenger). These micro-contacts are used to follow-up
on clients’ personal action plans and the results of these actions, to communicate about the face-to-

22

From this point onwards in this chapter, there is a high variety in the amount of missing values as the data of
following variables were only collected for clients that started the guidance as of January 2016.
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face appointments, to ask for information, to send reminders for action plans or appointments, etc.
On average a client received 7 emails, 8 text messages and 5 phone calls.
Table 4.3 Average Number of Micro-Contacts With Goal Clients
Average emails per client
Total emails per client

7

Total emails per client Leerwinkel

11

Total emails per client De Stap

4

Average Text Message (SMS, What’sApp,
Messenger,…) per client
Total text messages per client

8

Total text messages per client Leerwinkel

Total text messages per client de Stap

1
16

Average Phone calls per client
Total calls per client

5

Total calls per client Leerwinkel

3

Total calls per client De Stap

7
Valid N=417

Table 4.3. illustrates the amount of micro-contacts per partner organisation. The table shows some
differences between both sites. On average, de Leerwinkel sends more emails to clients than de Stap
(eleven emails per client compared to four emails). De Stap makes more phone calls than de
Leerwinkel (an average of seven per client compared to three). The biggest difference in microcontacts between de Stap and de Leerwinkel concerns the amount of text messages. De Stap has
registered an average of sixteen text messages per client while de Leerwinkel sent only one SMS per
client on average. The counsellors of de Leerwinkel, however, stated to find it a huge burden to
register every messenger message as a result of which the amount of text messages for de
Leerwinkel is underestimated. Nonetheless, de Stap uses this type of communication more than de
Leerwinkel, which reflects the different approaches in guidance of both intervention partners, as is
explained below in the qualitative section of this chapter.
Staff members emphasize that social media made it easier to follow-up with clients. The use of
social media is part of the clients’ — often youngsters — daily world. Each counsellor of de Stap and
de Leerwinkel has his/her own counsellor account on Facebook (not a personal account). During the
session the counsellor asks for the clients consent to connect with him/her on Facebook. This
account is mainly used for staying in contact with the client through Messenger. Maintaining contact
through social media is less time-consuming than trying to contact the client by phone or email.
Many clients have also stated that Messenger gives them the option to stay in contact with their
counsellor and to get a quick response to questions.

Length of session
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Table 4.4 Mean Length of GOAL Guidance Sessions
Mean length (in min)

Std. D. (in min)

N

De Leerwinkel

44

24

449

De Stap

70

33

464

Total

57

32

913

As shown in the Tables 4.3 and 4.4., counsellors, on average, spend almost one hour on each
contact session (based on the registered length of 913 guidance sessions for 418 clients). Compared
to de Leerwinkel, a guidance session at de Stap takes on average 25 minutes longer. Different
reasons, explained in interviews with counsellors, lie at the basis of this difference in duration. De
Leerwinkel concentrates its guidance sessions on two-and-a-half days per week (see chapter 6). They
schedule up to 6 or 7 clients a day and plan one hour per client., meaning that they usually can’t
exceed 60 minutes. In addition, counsellors explained that in de Leerwinkel they focus more on
information on education and training that is relevant for the person, while counsellors of de Stap
explain the whole system of adult education including options such as Examination Commission but
also consider other options such as. Furthermore, de Stap assigns more time to discussing personal
barriers and overcoming these barriers, while de Leerwinkel focuses more on learning barriers as
such and encourages clients to take own initiative to overcome barriers (while providing useful
information to do so).
Based on the qualitative interviews we can conclude that the average length of the sessions is closely
interlinked with vision of both the organisations on guidance. The intensity of guidance sessions
(both in terms of duration and frequency) at de Stap is closely related to the organisation’s policy to
closely follow-up clients, given de specific character of the clients (young school drop outs in multiproblem situations) and focus on personal context and barriers as explained in the qualitative
description of the guidance and processes further in this chapter. The data however do not allow us
to analyse whether this approach is more effective or not.
Although a comparison could only be made based on a subsample of clients, it seems that the
duration of the first guidance sessions is longer than the duration of later sessions (table 4.5.),
when the counselling is reaching its ‘cruising speed’. However it should be noted that the mean
length of the sessions are considerably longer for clients of de Stap as explained above.
Table 4.5 Mean length of consecutive guidance sessions
De Leerwinkel

De Stap

N

session 1

52 minutes

77 minutes

418

session 2

36 minutes

69 minutes

235

session 3

36 minutes

62 minutes

118

session 4+

34 minutes

59 minutes

142

Focus of the sessions
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Based on the data from the client survey, it is clear that all the guidance sessions of both de Stap and
de Leerwinkel focus primarily on learning. This is not very surprising since de Stap and de Leerwinkel
are specialized services focusing on guidance towards education. It should be noted that staff
members do discuss other issues like employment or validation of prior learning, albeit not as the
primary focus.
Table 4.6 Results of GOAL Guidance Sessions
All GOAL
sessions
N
%
Being informed about what can study and
where 495
59

Sessions at De
Leerwinkel
N
%

Sessions at De
Stap
N
%

218

56

277

63

Information about formal qualifications
Information about formal education
courses

468

56

195

50

273

62

491

59

222

57

269

61

Information about non-formal learning

82

10

57

15

25

6

Information on short time courses

110

13

79

20

31

7

Information on retraining courses

16

2

14

4

2

1

Development of a personal action plan

348

42

124

32

224

51

Career plan/portfolio

5

1

3

1

2

1

Interest inventory
Given information on how to overcome
barriers
Given information on how to find financial
resources for study course
Help in preparing documentation for
validation

174

21

74

19

100

27

241

29

85

22

156

35

209

25

113

29

96

22

22

3

20

5

2

1

Referral to other professionals

81

10

56

14

25

6

Assessment of key competences

15

2

11

3

4

1

Assessment of study skills/study habits

28

3

10

3

18

4

Other

30

4

13

3

17

4

Total

832

389

443

Table 4.6. shows an overview of the results of the GOAL guidance sessions, with the possibility of
multiple results per session. During the majority of the sessions clients received information about
formal education courses (59%) and about formal qualifications (56%). 62% of the sessions of de Stap
and half of de sessions of de Leerwinkel resulted in being informed about formal qualifications.
There’s a difference of 12 percentage points between the two services. The sessions of de Leerwinkel
resulted more often in information on non-formal learning (15% of sessions vs. 6% at the Stap) and
information on short time courses (20% of sessions vs. 7% at de Stap). These findings could be
explained by de fact that de Stap has a more explicit focus on obtaining a diploma of secondary
education for their clients and providing extensive information on all the possibilities in doing so
while de Leerwinkel more often provides specific information on other types of courses (non-formal,
short vocational courses…) depending on the learning demand or need of the client.
Almost 42% of the session was focused on the development of a personal action plan or resulted in
clients being informed about what they can study and where. Between both organisations, a
remarkable difference in development of a personal action plan is noted. De Stap focuses more on
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this aspect (in 51% of the sessions) than de Leerwinkel (in 32% of the sessions). It can however be
explained by the fact that de Leerwinkel lies more initiative at the side of the client to develop a
personal action plan (they use a form (‘de Keuzefiche’ or translated ‘choice making form’) which
clients can use by themselves to support their own steps to be taken. It is assumable that counsellors
don’t consider the use of this supporting form as a result of a session .
Furthermore we can note that de Stap more often gives information regarding how to overcome
barriers (35%), in comparison to de Leerwinkel (22%). It is also obvious that de Leerwinkel (14%)
refers clients more often to other organisations than de Stap (6%), which could be linked to the result
of ‘overcoming barriers’: de Stap takes more of its own initiative to help the client overcome barriers
while de Leerwinkel refers more often to other professionals to do so. The latter aspect is also linked
to the length of the session (cf. above). This finding is consistent with de guidance approach of both
organisations as explained above (under ‘Length of Session’). It is one of the reasons why guidance
sessions at de Stap are longer than the ones at de Leerwinkel.
However de Leerwinkel gives information more frequently about what and where clients can study
(44% vs. 38%). The evaluation did not focus on why these differences occur.

Route to guidance: type of referring organisation
The data collected in the client monitoring system show that the existing partnerships work well for
referring clients to the GOAL service providers. More than half of all service users were referred to
the GOAL services by the Public Employment Service (VDAB, 26%), social (welfare) services (OCMW,
16%) and educational support services (CLB, 14%).
In terms of referral, not all partners are as important to de Stap as to de Leerwinkel:
•

•

•

•

Referral by social (welfare) services seems to be more than twice as important to de
Leerwinkel as to de Stap (referral of 22% of all clients from de Leerwinkel versus 9% of the
clients from de Stap).
The CLBs (educational support services for pupils) are very important for the referral of
clients to de Stap (28% of all their clients are referred to them by the CLBs), but much less to
de Leerwinkel. Only 2% of the clients at de Leerwinkel were referred by CLBs. A very logical
explanation of this is that de Stap has emerged from CLBs from the City of Ghent, in order to
fill the gap in educational support services for adults. Furthermore, de Stap focuses proactively on young adults still in secondary education but in problematic school situations
(regular truancy, demotivation, high risk of dropping out,etc.)
De Leerwinkel also collaborates with the Integration Office in West Flanders. 20% of all its
clients are referred by this integration service. The collaboration of de Stap with the local
Integration Office is much more limited (5% of referrals by integration/migration services at
De Stap). This difference can be explained historically, since De Leerwinkel focused on 3rd
country citizens in the past through EIF-projects. As a result they have a stronger
collaboration with this referral partner.
Both de Stap and de Leerwinkel try to collaborate with educational institutions. However,
those partnerships do not result in many GOAL referrals. Only 6% of all service users were
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•

referred by an educational institute to de Stap or de Leerwinkel (see Table 4.7.)24. This can be
explained by the fact that educational institutions in Flanders typically try to keep students
within their own institution or network of institutions: students with learning needs or
questions seeking guidance at their current educational institutions will not necessarily
receive independent information (as they would from the GOAL service). Instead they will
most often be informed only about the services and offers within their current institution or
institutions within that institution’s official network. Even though, under the GOAL project,
effort was put in informing and sensitizing educational institutions on the relevance of an
independent guidance service and in recommending them to refer students to the service,
the increase of referrals from these institutions during the project was rather limited. A slight
increase was noted from 6% to 9% of referrals by educational institutes to de Stap (mainly
from secondary schools) while there was a small decrease from 5% to 3% for referrals at de
Leerwinkel.
In addition to referral by partners, self-referral is an important route, especially to de
Leerwinkel, where 16% of the clients arrived on their own initiative (versus 3% of self-referral
at de Stap).

Table 4.7 The Referral of Clients to the GOAL Service Providers
All GOAL clients
De Leerwinkel

Self-referral
(Un)employment services
Employer
Social (welfare) services
Educational institutions
Educational support services
Human rights office
Integration/migration services
Agency for social inclusion
Trade union
Consultant agency
Youth services
Local governments
NGOs
Socio-cultural institutions
(National) prison institution
Rehabilitation institutions
Front desk de Stap
Other
Total

N
40
109
0
65
25
59
0
53
1
0
0
6
1
0
0
0
4
41
9
413

%
10
26
0
16
6
14
0
13
0
0
0
1
0
0
0
0
1
10
2
100

N
34
68
0
47
7
4
0
44
1
0
0
1
1
0
0
0
0
1
7
215

%
16
32
0
22
3
2
0
20
0
0
0
0
0
0
0
0
0
0
3
100

De Stap

N
6
41
0
18
18
55
0
9
0
0
0
5
0
0
0
0
4
40
2
198

%
3
21
0
9
9
28
0
5
0
0
0
3
0
0
0
0
2
20
1
100
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Although the number of referrals might be limited, the educational institutes are important stakeholders to
both de Stap and de Leerwinkel, as the GOAL services refer clients to them for in-depth information on specific
study programmes or enrolment onto courses.
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As table 4.7. shows, 41 clients were referred by the front desk of de Stap. Clients can just step in at
the front desk without an appointment to ask for information about education (all levels). A part of
the clients who turn to the front desk of the Stap have also been referred to the service by external
organisations. Unfortunately, we have no data on this type of referral, as there is no registration of
client data at the front desk (part of the organisation’s policy). If clients were referred to the GOAL
service by the front desk of de Stap, this referral has been registered.

Clients’ counselling needs
Clients’ counselling needs can be classified in a typology of three types of clients. These three types
are:
i.

Clients who need only 1 session (44%): these clients often have a concrete formulated
learning question or have a clear idea of the sector or profession they want to prepare for.
For these clients it can be sufficient to give an overview of the different options related to
their question and to their situation.

ii.

Those who need 2-3 sessions (40%): many clients have only a vague learning need (for
example: they experienced a need for a qualification or a diploma of secondary education on
the labour market). These clients are informed broadly about the options in adult education.
Their learning need is further defined and analysed in relation to their personal context and
background and their interests are explored. Based on the interest inventory, the possible
options are crystallised and further examined.

iii.

Some clients need more than 3 sessions (16%): some need more sessions to make their
choice, others are facing different types of barriers that need to be overcome. It has to be
noted that clients of de Stap are also often returning to the service during their study
programme in order to discuss study-related or motivational issues, other barriers, or to be
reoriented in case they made a wrong choice, etc. As a result, there is a remarkable
difference between the amount of clients who have more than 4 sessions at de Stap and at
de Leerwinkel.

Table 4.8 Amount of GOAL Guidance Sessions
All GOAL clients

De Leerwinkel

De Stap

N

%

N

%

N

%

1 session

183

44

97

44

86

43

2 or 3 sessions

168

40

93

43

75

38

4 to 8 sessions

64

15

27

12

37

19

8+ sessions

3

1

1

1

2

1

Total

418

100

218

100

200

100

Table 4.9 The Amount of Sessions Relating to Home Language
Dutch
Other
N

%

N

%

67

1 session

59

36

124

49

2 or 3 sessions

80

48

88

35

4 to 8 sessions

25

15

39

15

8+ sessions

1

1

2

1

Total

165

100

253

100

Table 4.9 shows that clients who do not have Dutch as their home language more often opt for a
single guidance session at the organisations. Almost half of this group chose not to follow a guidance
route. Clients who speak Dutch at home chose more frequently for a guidance route of two or more
sessions. This could be explained by the fact that some clients with another mother tongue might
have learning needs regarding Dutch as second language acquisition before being able to start
another study programme. The counsellor informs foreign language speakers about the minimum
language requirements for a specific course or programme and if the client doesn’t meet this
requirement, he refers the client to the integration office, where a specific guidance service towards
Dutch as 2nd language is being provided.
Appendix 2 presents a quantitative profile of the clients belonging to each type: gender, age,
residence status, educational level and number of barriers. The numbers demonstrate that young
clients often are helped within one session (50% of the 18-22 years age group), hinting to a welldefined and contained problem, while other age groups often opt for 2-3 sessions. One other
noteworthy result is a strong correlation between the number of sessions and the number of
barriers. Clients confronted with only one barrier are helped within one session half of the time. The
more barriers a client experiences, the more sessions are needed. There seems to be no correlation
between the learning objectives and the amount of sessions.

4.2 Guidance activities and processes: Qualitative findings
Seeking to meet client needs: The guidance process
1. The premise for each guidance process, both at de Stap and de Leerwinkel, is that clients
take the lead, in every case and every session. The counsellor analyses clients’ learning
demands and guides them towards the preferred education, while keeping their personal
and contextual factors in mind. Both organisations deliver an individualized service towards
their clients. This implies that there is no such thing as:
•
•
•
•
•

a typical guidance route
a fixed amount of sessions
with a typical session
a standard duration for a session
standard frequencies for appointments.

Below we provide a general description of the guidance process including small differences in the
process at de Stap and de Leerwinkel.
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Referral, “warm transfer” and appointment
Clients are referred to the GOAL service by one of the network partners (cf. above) or they come on
their own initiative. In the last case, they might have heard from the service through promotion or
from someone in their personal network.
An appointment is made by the client himself or by the referral partner. De Leerwinkel has
introduced an online appointment system in which both client and referral partner can make an
appointment with a counsellor. In this phase, both de Stap and de Leerwinkel focus on what they call
a ‘warm transfer’ (warme overdracht). Network partners who refer clients are encouraged to provide
some basic information (contact data of the referral person, reason of referral), in written (in a small
referral form) or by phone. The sharing of this information is also encouraged in the online
appointment system of de Leerwinkel. De Stap encourages the ‘dispatcher’ (person who has the first
contact with the client/referral partners and books the face-to-face appointment) to ask for more
information about the client and transfers this information to the counsellor (by phone or
personally).
In gathering information prior to the first guidance session, the focus lies on the client’s educational
need or interest, the guidance or service the person receives from the referral partner, the
employment or social service statute, etc.). The person who registers the appointment at the GOAL
service tries to collect this information and adds it to the appointment information. In some cases
the counsellor contacts the referral partner in advance of the first session to get additional
information. Quite often the referral partner is contacted after a first session (intake and information
mediation) in order to provide feedback on the client’s decision or on the guidance route that will be
taken. However, feedback is only given with the client’s consent.
The biggest benefit of a warm transfer is that the client does not have to explain his or her situation
all over again at the new guidance service. The counsellors has a general idea of the client’s guidance
background, which helps to create an environment of trust. If GOAL counsellors refer clients to
another service, they also do so by means of a warm transfer.
Guidance route
Although the approach is individually customised, the guidance can be differentiated into different
phases:
1. Intake and information mediation – During the first session, the counsellor tries to get a
clear view on the learning needs or demands of the client and tries to develop a clear picture
of the client: his learning past, interests and personal context.
Clients with a simple and clear learning demand will be guided through an intake
conversation in order to verify whether the learning question fits the personal needs,
educational past and situation. Opening the learning demand to the personal context is done
to verify whether the client has taken into account his personal interests, possibilities and
(practical) context in defining his learning demand.
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In the same session, the counsellor gives an overview of the complete educational landscape
of adult education, with a focus on ways to obtain a diploma of secondary education (which
is mainly the case for de Stap) and/or with a focus on relevant information about educational
options for the client (de Leerwinkel). A significant percentage of the clients (44%), had a
one-time guidance session. The percentage of clients with 1 session only is similar for both
organisations (44% at de Leerwinkel and 43% at de Stap).
Guidance – If the client decides that he or she needs more time to make an educational
choice, one or more sessions are planned. In this trajectory, the client, with support from the
counsellor, tries to find out which training or educational program fits best with his interests,
needs and expectations. Therefore, the personal situation of the client and his interests are
more deeply analysed as well as the personal context of the client, his supporting network,
practical barriers or conditions and options in the educational offer that fit these needs and
context. Step by step, the client is brought to his choice by crystallizing different options
based on the elements above. Additionally he or she also gets support to develop a personal
action plan and to carry out necessary steps to make a choice (e.g. attending information
sessions in educational institutions, talking with someone in his personal network,
developing a competence portfolio, etc.). Throughout this process de Stap and de Leerwinkel
use different approaches in involving the personal life and context of a client: De Stap
focuses explicitly on the complete context of a client (including the personal network) not
only to support the guidance process but also to build a relationship of trust. They also have
a deeper discussion on client’s barriers, especially the current barriers that could prevent
them from learning, starting and completing a course. Therefore, counsellors of de Stap ask
questions related the personal context of a client.
On the contrary at de Leerwinkel personal issues or barriers of the client are only discussed
by counsellors if the client takes the initiative by bringing them up, and only if relevant in the
guidance process and explicitly linked to study choice and learning (e.g. mobility, child care,
financial situation,…). De Leerwinkel focuses more explicitly on developing the self-reliance
of the client.
Choice and follow-up – Eventually, an educational choice is made and the counsellor checks
if the client is comfortable with it. The client is ready to arrange his or her enrolment in a
program or training. Particularly for clients with a difficult educational past and/or clients
with a weak personal network, further follow-up after the choice making process is
considered necessary. For the counsellor from de Leerwinkel this means that he keeps in
contact at least until the client has enrolled in a programme. De Stap continues follow-up
even after enrolment and during the study programme in order to identify motivational
issues or other issues timely. The micro-contacts play an important role in this phase. Clients,
however, can also make face-to-face appointments at any time to discuss issues with their
counsellor. De Leerwinkel doesn’t actively follow-up on clients anymore after enrolment but
clients are invited to return to the service if they need support.
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During the GOAL project, de Leerwinkel and de Stap together have developed a common flow chart
based on their experiences of the guidance processes in GOAL.
Figure 4.1: Guidance flow chart in Flanders

Below we provide some more detailed information on the steps that are taken in the 3 main phases.
This information has been extracted from the qualitative analysis of counsellors’ descriptions of the
activities (in the registration system) during each face-to-face guidance session. Not each client goes
through all these steps, but all guidance activities can be classified under one of the steps ‘Intake’,
‘Guidance session’ or ‘Follow up session’.
Intake and information mediation
• Acquaintance
• Mapping the client’s competences, general interests and achieved qualifications, including
an overview of the school past.
• Listening to the client’s learning demand or learning need and analysing it
• General information on obtaining a diploma of secondary education and/or the general
landscape of adult education (presenting different systems and possibilities)
• Information on a particular field of study and/or about specific courses and/or a particular
educational institute.
Guidance sessions
• Testing and analysing personal and/or and vocational interests (often clients are asked to
complete an online test at home after the first or second session) and discussing the results
of the test
• Discussing competences
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•
•
•
•

•
•
•
•
•

Information on a particular field of study and/or about specific courses and/or a particular
educational institute
Analysing different educational programmes or courses based on specific interests
Making a selection of study programmes that fit individual expectations and needs
(‘crystallising phase’)
Developing a personal action plan: making agreements on different steps (e.g. searching for
and reading through information, doing an online interest test at home, visiting information
days or sessions in educational institutes, making a study plan)
Discussing state of affairs (following up on action plan, feedback on ‘homework’ done or
other steps in action plan)
Information about and/or preparing for the intake of a particular study programme
Discussing obstacles and identifying possible solutions
Referring to resolve obstacles: (mental) health problems, addiction problems, financial
problems, language problems
Information about recognition of foreign diplomas

Choice and follow-up sessions
• Making an educational choice
• Providing information on enrolment procedures
• In some cases, supporting clients with their application for enrolment (e.g. training in care
sector for foreign language speakers)
• Follow-up on enrolment (in some cases and with approval of the client, the counsellor
contacts the educational institution to guarantee the ‘warm transfer’.)
• After enrolment: study planning (planning of modules, planning study programme, discussing
and resolving obstacles faced, etc.).
• Follow-up of the client by use of micro-contacts
Client case studies
The following case studies, based on qualitative data in the registration system (the counsellor’s
description of actions during the sessions), show what a custom-fit guidance path looks like and how
guidance paths may differ, depending on client needs.
Client 1: this client needed little guidance and support, has found his interests easily and took
initiative (on his own) to start the educational programme.
•

Session 1: the client talks about his background situation. He has lived with his father for the
past three years. Before that, he lived in a difficult situation and moved a lot. He and his
sisters were responsible for the household and childcare which meant that he often skipped
school. The counsellor explained all options towards obtaining a diploma of secondary
education. Further on in the session, the options and their feasibility are discussed. To the
client, the most interesting option seems to be secondary adult education. His interests
seems to lie in the ICT sector. The counsellor gives him homework: he will do the online test
‘I-Prefer’ at home to find out more about his interests.
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•

•

Session 2: the client himself took a considerable initiative: he contacted an educational
institute that offers web design. He is creative and has an interest in ICT, it is the best option
for him to get a diploma of secondary education in adult education. He is very enthusiastic
and motivated. The counsellor checked when he can start with the programme, which is in
about five months. Meanwhile the client wants to work. The counsellor advises him to go to
the employment agency to be registered.
Session 3: the client went to an information session in the school. He already knew a lot of
the information provided, but was informed on practical matters such as enrolment and the
dates to take a test for the recognition of acquired competences. In the meantime, he has
completed the tests. He will enrol and will know which subjects he is exempted from next
week, based on the tests. The client needs no further support from the counsellor.

Client 2: the client has a clear learning demand; she wants to become a nurse and wants to know
what her options are. She wants to be guided towards an educational programme to become a
nurse.
•

•

•

•

Session 1: the client turned to the guidance service by herself when the service had an
outreach location at the Public Employment Service. She wants to become a nurse. She is in a
special support programme of the social welfare agency and follows an intensive course in
Dutch as a second language. She wants to improve her Dutch as fast as possible and start a
nurse training programme as fast as possible. The best option for her is to follow the
preparatory training programme for non-native speakers prior to the nurse study
programme, but she needs to further improve her Dutch first. She requested support to
navigate this trajectory.
Session 2: Two months later, her mastery of the Dutch language still needs to be improved.
The counsellor has called several centres for adult education to check if she can enrol in an
even more intensiveL2 programme, but all courses are fully booked. The counsellor gives the
client tips to practice on her own using an interactive new website (online exercises) for L2
learners. Meanwhile she wants to find a job. A new appointment is made for a few months
later to check if she is ready to apply for the preparatory training programme for nurses.
Session 3: Three months later, the client is in an employment programme at the employment
service. She seems to be ready to start the application process for the preparatory
programme. The counsellor provides her with all documents that she has to complete. The
counsellor explained the programme in detail and provided extra information, but
meanwhile the client has doubts if she want to continue with the programme. The client will
reflect about the issue and makes a new appointment in two weeks’ time.
Session 4: The client has read through all the information on the programme that the
counsellor provided and has decided that she wants to apply for enrolment. The counsellor
supports the client with completing the application form on the website and prepares the
application interview with her. They have discussed the answers the client could give on
motivational questions. The counsellor has asked the client to keep her informed about the
results of the interview.
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•

Session 5: the client took the entrance exam for the study ‘poly-lingual secretary’ at level 5
(EQF 5) and was successful. She is very motivated to start studying in this programme. She
even got further approval from the social welfare service to continue studying while
maintaining social support, but she should look out for a job at the same time. The counsellor
explains the different possibilities to find a job and gives advice on how to improve her CV.
The counsellor gave a motivational talk, which she needed.

Client 3: this client has no idea what to study. An interest test has shown a strong interest in
languages. He will inform himself further on two specific study programmes to make a final choice.
•

•

Session 1: the counsellor discusses the background and past studies (in secondary school)
with the client. The client quit in the 3rd grade (of 6) of general education and changed to
technical education. His mother died when he was 16 and he had to live with his grandfather. He is very ‘addicted’ to fantasy and science fiction (both gaming and watching series)
which has had an influence on his school career. Now he wants to get a diploma of secondary
education. The counsellor has provided an overview of all options. The client doesn’t seem
very enthusiastic about any options and has no idea what subjects he is interested in. The
counsellor gives him the task to do the ‘I-Prefer’ test at home and to discuss the results in the
next session.
Session 2 (Two weeks later): evaluation of the results of the interest test: study motivation is
very low, his preference goes out to languages and nothing else. Two study programmes
could meet his interests; both programmes were further analysed (content of the modules).
The client could combine the modules in two different centres for adult education. He is
mostly interested in travel agency operator as this programme contains many languages. He
does not want to start until six months later (wants to work for a while before he starts to
study). He also wants to discuss the options with his grandfather. The counsellor advises him
to participate in different information sessions on the programmes he is interested in,
organised by the centres for adult education. The counsellor refers him to SBS (a special
employment programme for young adults), and they agree that the counsellor will contact
the client after the info sessions to discuss further process.

The approaches of counsellors at de Stap and de Leerwinkel are roughly the same. The main
difference between both organisations is that guidance routes at de Stap are more fragmented than
those at de Leerwinkel:
•

•

At de Stap the intake is divided into two contact moments. In an ‘informatiebemiddelingsgesprek’ (information mediation session), the counsellor tries to get the question and
starting situation of the client clear. During this first session, counsellors at de Stap also focus
on the explanation of the different possible ways to obtain a diploma of upper secondary
education. In a second session, they discuss a step-by-step plan with the client. At de
Leerwinkel, the clarification of the client’s questions and the step-by-step plan are both
discussed during the first session.
In comparison to de Leerwinkel, the follow up at de Stap is divided in more intermediate
steps. Even though both organisations use a variation of contact types between the sessions
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(phone calls, emails and SMS), the amount of micro-contacts per organisation (and the
average per client as presented above) shows that the intensity of micro-contacts is much
higher at de Stap. This finding fits within an approach that counsellors of de Stap call
‘friendly stalking’. In their opinion it is important to stay in close contact with the client in
order to keep him or her motivated throughout the guidance process and to intervene
quickly if clients face certain barriers or demotivation. Also the continuation of the service of
de Stap after enrolment in a course (see below) explains the higher average per client of
micro-contacts. The client interviews have also shown that a high percentage (21 out of 26)
of those who were enrolled in education appreciate the micro-contacts with the counsellor.
‘I enjoyed the text messages my counsellor sent me. Even if she was just asking how I was
doing and how things are going at school and at work. Her messages were definitely a source
of motivation’
•

It is difficult to estimate the average number of sessions a client will need as this depends
on the specific question of the client and his personal situation. The interviewed clients and
staff members agree that the personal background and situation of a client must be taken
into account for GOAL, since they determine the potential options someone has. For
example, an adult living alone with one or more children and a limited personal network,
may have fewer possibilities compared to someone else.

Yet, the staff members agree that the gathering of personal background information must be
limited to what is useful in the context of guidance and orientation. When the sessions focus too
much on the personal situation and problems of a client there is a risk that the service becomes
therapeutic instead of focused on educational guidance and that clients become dependent on
their counsellor. During the focus group discussions, staff members shared views that the line
between educational guidance and social work is often blurry. For example, one client asked a
counsellor to accompany her to a meeting with social services (OCMW and CAW) as she felt the
meeting would go better with support from her counsellor. The counsellor agreed to join her as it
was a conversation about education. However clients have issues that are not always related to the
field of education. According to a staff member of de Stap, listening and making time for the clients is
a step one cannot skip. Many young adults facing multiple -problems need someone who thinks with
them to find solutions to remove existing barriers. However, it is crucial to keep a kind of distance
and not to make clients think that the counsellor can solve all other issues.
“One of my clients told me on Messenger that he needed to move out but that he had not arranged a
moving van. For a second I thought to help him with my own car. But then I realized that would not
be the right way to handle the situation, although it was an obvious solution’
‘You can’t ignore their issues. We need to make sure they are strong enough to go back to education.
When they look for guidance, it’s because they are already interested in learning.‘
‘It is important to coach them, yet to remain at the sideline. We do not advise them in doing
something, but provide them with information and support their decision.’
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During a guidance trajectory, the period between two sessions differs. In some cases a new
appointment is made shortly after a previous one (one week or even a few days later), but
sometimes weeks or even months elapse. Counsellors meet with their clients more frequently during
the first stages. After a while, fewer appointments are needed. The precise frequency and number of
appointments depends on the client’s needs. This approach fits in a strategy that focuses on selfreliance: stimulating the self-reliance and self-consciousness of clients helps them to choose a course
or educational programme. Although clients rarely feel an explicit need for personal growth
concerning self-reliance and self-consciousness, the client interviews show that they also experience
this as an important, unexpected outcome of the guidance. It is noteworthy that although growth in
self-reliance might be an important goal, this aspect is not captured at the policy level, which
focuses solely on the measurable outcomes of GOAL: educational guidance must lead to a quickly
measurable increase in adults that follow training and education.
Guidance and orientation of adult learners into educational programmes is not the final goal. The
final objective is to elevate the number of people who successfully complete an educational track.
Therefore, de Stap chooses to continue the follow-up on their clients once they get started with an
educational programme (while de Leerwinkel stops the guidance when clients enter a particular
education or training course). The staff members of de Stap mention three reasons why they prefer a
continued service:
1. Student mentors of the educational institutes do not have sufficient time to provide more
intense guidance to (vulnerable) learners;
2. During GOAL guidance, clients established a confidential relation with their counsellor. Few
of them are willing to start over with another counsellor at an educational institute;
3. If a client quits the educational programme before obtaining a qualification, the counsellor
can anticipate and prevent the client from losing track completely. According to the staff
members, it happens quite often that their clients enter a course or training programme
without completing it. Possessing a history of failing and dropping out, many clients never
learned how to succeed. Counsellors of both organisations as well as some policy makers and
stakeholders stated, during the triangle conversations, that close follow-up during guidance
is important because clients rarely follow a linear track. Some clients find themselves in a
precarious position and need a central point/person where they are not held accountable for
failure.

Stakeholders and policy makers do not all agree with this extended follow up of de Stap. They are
convinced that from the moment an adult enrols in a course or training programme, counselling is
the responsibility of the student mentors of the educational institutes. They are also more reserved
about the approach of de Stap as it could potentially make clients too dependent on their counsellor.
One of the stakeholders stated that some clients might be enrolled in different modules or courses at
different educational organisations, e.g. newcomers who follow Dutch lessons at one organisation,
but are also enrolled in a formal education scheme. In such specific cases, it will be important that
adult guidance services provide some additional support during the educational programme.
However, if a client is enrolled in only one educational institution, it should be the responsibility of
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that institution to support the client. Policy makers and stakeholders understand the arguments put
forwards by to de Stap with regard to continued guidance after enrolment. Nevertheless, they all
agreed that guidance during the educational trajectory (as support of study programmes) is the
responsibility of student mentors within the educational institutions and should be strengthened
within the institutions, if necessary. In case the student needs to be re-oriented towards another
educational programme, the institutions should refer the person back to the independent guidance
service.

4.3 Key findings
Guidance activities and processes: quantitative findings
GOAL is only available to adults living in the province of West Flanders (de Leerwinkel) or the city of
Ghent (de Stap). In other parts of Flanders, very few similar services exist, and only on a small scale.
Based on our analysis of data from the client monitoring system, it is clear that GOAL is more than
informing clients about different possibilities and different educational institutes. GOAL encompasses
all different aspects of identifying a suitable course or training programme and enrolling in this
programme. Yet, the main reason for seeking guidance is to explore educational opportunities. Sociodemographic characteristics of the clients, like gender, residence status or target group, do not have
any impact on the main reason to seek guidance. Age however, does: the youngest age group (18-22
years) are looking more for links between personal interests and occupational opportunities,
probably linked to their recent experience of demotivation and failure in education, often due to lack
of interest or wrong study choice.
An average guidance session takes about an hour, although guidance sessions at de Stap are almost a
half-hour longer (26 minutes). The difference in the average length of the session can be linked to
both organisation’s vision on the guidance approach: de Stap addresses personal issues and/or
barriers related to guidance in a more active way, while de Leerwinkel only focuses on personal
context factors if they are directly linked to participating in education and if the client takes the
initiative to bring an issue up.
A substantial part (44% of clients) participated in one session only. Another large part of the clients
ends up coming back for a second or third session (39%), while a smaller portion needs four or more
sessions. The first session is considerably longer (especially at de Leerwinkel) than the other sessions
as this session includes an intake interview and description of the educational landscape or
educational opportunities.
The majority of the sessions result in being informed about formal qualifications or formal education
courses.
Results of the sessions reflect the different approaches and emphases of both organisations. It can
be stated that the vision of both the organisations have a strong influence on what happens in the
sessions and on the length of the session. There is however no quantitative evidence that one
approach is more effective in terms of client outcomes than the other.
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The most important contact type in the guidance is face-to-face but to support the guidance process,
the counsellor uses different kind of communication means such as e-mail, phone, What’s App,
Facebook/Messenger, in particular at de Stap. These contacts are used to follow-up on the client’s
progress or barriers. The use of social media has been assessed by the counsellors of de Stap as
extremely useful to stay in touch with the client and it fits in with their approach of close followingup of clients to keep them motivated.
Most of the clients find their way to the service by referral. The referral stems primarily from the
(un)employment services, social (welfare) services, educational support services and integration
services. Not all partners are however as important to de Stap as they are to de Leerwinkel, and vice
versa. This is mainly linked to the historical evolution of both organisation’s and the network that
they have built before the project.

Guidance activities and processes: qualitative findings
Both de Stap and de Leerwinkel base their approach on the premise that clients should take the lead
in decision making, in every case and every session. Both organisations deliver a custom-fit service.
One cannot conclude that a standard approach for educational guidance surfaces from the GOAL
project. Yet, the guidance process is roughly divided into three phases: intake & information
mediation, guidance, choice and follow-up These phases have been identified throughout the GOALproject and have been described in a flow chart to provide extra support to counsellors in the
process.
A major difference in approach between the two services is that de Stap follows up on its clients
after they enrol in education. De Leerwinkel chooses to transfer this responsibility to the educational
organisation where the client enrolled. Staff members of de Leerwinkel say that limited resources do
not allow for an extensive follow-up. However, they are convinced that a follow-up approach is
beneficial in preventing a total drop-out in case the student has made a wrong choice or experiences
(new) learning barriers. Ideally, the counselling of GOAL clients is taken over by student mentors
within educational institutes from the moment the GOAL client has enrolled in a course. However,
staff members of de Stap stress that those student mentors have to follow-up on too many
students to be able to provide the intensive guidance more vulnerable learners need.
Although GOAL seeks to help low educated adults to enter into appropriate educational
programmes, the guidance is also directed towards self-reliance.

4.4 Key implications
Implications for future programme development
Since the services provided by de Leerwinkel and de Stap are only available to adults living in West
Flanders or in the city of Ghent, there is a huge opportunity to expand the service to the rest of
Flanders. An analysis of the population could be helpful in deciding how many adult guidance
services are needed in each region.
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The strong focus on customising the approach to the client, which implies the absence of a strict
structure within a guidance session or the guidance trajectory, makes it difficult to outline guidelines
or instructions for new counsellors on how to provide guidance.
The custom-fit approach also implies that counsellors need to be highly flexible and able to adapt to
each client’s needs. Strong interpersonal skills are therefore required.
During the focus group discussions, many to all of the participants emphasized the importance of an
readily accessible service for adult educational guidance. A representative of VDAB thinks that such
an organisation should ideally be embedded on a location with other (social) services, which will
most likely improve a warm transfer between services. Such a location would ensure an
approachable adult educational guidance and would make the services more visible and accessible
to disadvantaged groups. One of the staff members of de Leerwinkel claimed that when one is
physically present, other organisations will be more inclined to refer to the service.
Participation in the guidance sessions is voluntary. One consequence of this is that it is difficult to
predict the number of sessions a client will attend and to identify when the ‘last’ session takes
place. In terms of the evaluation, this has implications for the collection of exit data. Often, clients
enter one or two sessions and afterwards do not reply anymore to messages from the counsellors.

Policy implications
Implications of policy
Because of the lack of structural funding, an extensive follow-up is not an option for de Leerwinkel.
More resources and, as a result, more counsellors could make this possible. While policy makers
stress that education is favourable to a sustainable labour market position, this view did not
materialize in the form of more political support from central policy makers.
The fact that educational guidance services are currently limited to Ghent and the province of West
Flanders, is the result of a political decision by the current government. The institutions (called
consortia for adult education) which were originally intended to be transformed into educational
guidance points, were dissolved at the beginning of this governmental term, together with the
structural funds that were provided for these institutions. This decision has increased the insecurity
of the existing services, which were made dependent on funding from the GOAL project (especially
de Leerwinkel) and other local funders to continue their existence.
The reasons for seeking guidance and the focus of the guidance are (for both de Stap and der
Leerwinkel) education related. Neither guidance services focuses on labour market or employment
outcomes. Guidance towards employment is the exclusive domain of the PES and is already
structurally embedded in Flanders. Although the target groups are very similar and GOAL focuses
mainly on unemployed low educated adults, the GOAL service had to distinguish itself very clearly
from the structural employment guidance and had to avoid any form of overlap. A strict separation
of the services also has its advantages. It allows the focus of educational guidance to be exclusively
on learning and obtaining a diploma or degree, instead of on moving directly into (potentially
unsustainable and/or unsuitable) employment. For sustainable employment, a degree of secondary
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education remains crucial. Focusing on obtaining this degree in combination with a vocational
training in the field of someone’s interest (instead of focusing solely on job availability in the labour
market) can increase clients’ chances of long-term employment success. The educational guidance
and employment guidance services should however work closely together in order to refer clients to
each other and to support each other’s service. This also has implications for policy (see below).
Implications for policy
The intensity of follow-up and continuous support (even after enrolment in a course, as de Stap
does) makes the service quite expensive. It will be a challenge to demonstrate the added value of
this approach to policy makers in order to justify the elevated investments needed for each client.
Developing the service might entail compromises such as handling over the guidance to the student
counsellors in the institution after enrolment in an educational programme (as de Leerwinkel does).
Guidance is broader than steering towards an appropriate educational course: increased self-reliance
is an important side-effect of the guidance – one which may pay dividends (at individual and social
levels) throughout the client’s life. This is, however, extremely hard to measure and therefore, in
terms of policy outcomes, not (at this time) a feasible indicator for measuring progress and results.
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5.

Partnerships and Networks

This chapter provides description and analysis of the partnerships and networks that have been
developed to support the work under the GOAL project. This analysis includes an assessment of the
strengths, achievements and challenges involved in developing and maintaining these partnerships
and networks.

5.1 Developing partnerships and networks: programme aims
In Flanders, a wide range of structurally organised public services are available for the target group of
GOAL: unemployed low educated adults are being supported by the PES, newcomers (i.e. recent
immigrants) are supported by civic integration services, adults with financial problems (without any
income or unemployment support) are supported by Public Social Welfare Services, etc. Furthermore
there are specialised services for social welfare, mental healthcare, rehabilitation, and other needs.
In addition, there is a wide range of educational providers, from formal to non-formal, public and
private. In this complex educational landscape, adults with learning needs or demands should be
directed to the GOAL service as it is difficult for individuals, especially low(er) educated, to find a way
in this tangle of educational options in formal and non-formal institutions and organised by different
networks and sectors. Counsellors in the existing services do not have the expertise neither a
complete overview of the existing educational provision and the value of qualifications of
programmes. If the client encounters other needs than educational ones, the GOAL-counsellor refers
the client to one of the above mentioned services.
Guidance services for low-educated adults are not yet structurally developed in Flanders: they have
not been rolled out and implemented on a systemic scale, nor have they been systemically
integrated with other services, such as those detailed above. Therefore the GOAL pilot project aims
to provide evidence on how such a guidance service may be complementary to the existing services
and how this complementarity could be further developed in policy and practice, for the benefit of
low-educated adults.
In this regard, the aims of developing partnerships and networks under the GOAL project in
Flanders were two-fold: 1) During the GOAL experimentation, the existing partnerships had to be
improved in order to involve more partners and more people within partner organisations in the
collaboration, in order to increase the amount of referrals of low educated adults from these partner
organisations. 2) Secondly, the GOAL project aimed at collecting evidence, learning lessons and
inferring messages for policy and practice, in order to facilitate further development of structural
partnerships.
In order to achieve these aims, both de Stap and de Leerwinkel have been carrying out activities to
raise awareness and inform network partners on the educational guidance services they offer.
Partner organisations are often unaware of the service and do not recognise the value it could add
to their own service. Counsellors of network partners were informed of the complex structure of
educational degrees, diplomas and the adult educational provisions. Furthermore, the referral

81

system has been improved and the profile of clients that need to be referred to de Stap or de
Leerwinkel has been discussed with the network partners.
A number of specific activities to inform network partners have been carried out.
•

•

De Stap has developed an information tool (presentation) to explain their service and to
raise awareness among both existing and new network partners of the importance of the
service.
A strong focus of the GOAL project is the development and testing of referral and
collaboration tools in order to embed referral and follow-up of clients into the organisational
structures and activities of network partners. Different tools have been developed,
implemented and tested within the GOAL programme, such as an appointment tool allowing
referring partners to make direct appointments for their clients at de Leerwinkel; an
information tool to support counsellors from partner organisations in selecting clients for
referral; a flyer for referred clients and a referral information sheet.
Another focus of this intervention strategy was the establishment of a more structural
collaboration between de Leerwinkel and the Werkwinkels (service points for job seekers
organised by the PES) in order to obtain more structural referrals. The counsellors confirmed
that there has been an increase of referrals resulting from this intervention. However, under
the current conditions, as the service has a temporal character, partner organisations refrain
from long-term commitment.

5.2 Existence and scope of partnerships and networks
Both Flemish GOAL services have a broad network. Table 5.1. gives an overview.
Table 5.1 Partnerships and Networks of De Stap and De Leerwinkel
Partners

De Stap

De Leerwinkel

Local policy makers

City of Ghent

Provincial Government of West
Flanders

Partners from the
domain welfare

OCMW of the city of Ghent

OCMW’s in the province of West
Flanders

Partners from the
Educational providers within the
domain of education formal adult education system:
• Centres for Basic Adult
Education
• Centres for Secondary Adult
Education
• Secondary schools in Ghent
• Centres for pupil guidance
linked to the secondary schools
Educational providers within nonformal adult education:
• VDAB
• Syntra

Educational providers within the
formal adult education system:
• Centres for Basic Adult
Education
• Centres for Secondary Adult
Education
• Higher Education Institutes
• Centres for pupil guidance
linked to the secondary schools
Educational providers within nonformal adult education:
• VDAB
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Partners from the
domain of
employment

VDAB East Flanders
SBS Skill Builders

VDAB West Flanders
(Werkwinkels)

Partners from the
domain of
integration

INGent

Integration Office (EVA I&I)

Although both organisations have a broad network, they each emphasize that it is quite hard to
develop and maintain partnerships. This is mainly caused by the fact that both De Stap and De
Leerwinkel are not structurally embedded. Furthermore, networking and establishing partnerships
requires significant time investment and, after providing guidance, staff members have little time left
for such tasks. Staff members stress the importance of informal contacts as they contribute to the
strengthening of partnerships.
Partnerships and networks of De Stap and De Leerwinkel are situated in five domains:
1.
2.
3.
4.
5.

Education
Local policy
Welfare
Employment
Migration and Civic Integration

Table 4.7 of the previous chapter provides a full overview of the amount of referrals per partner
organisation. The most important numbers will be incorporated in the text below.

Educational partners
Pupil Guidance Centres (CLBs)
The CLBs provide guidance and orientation to pupils in secondary schools. When pupils leave school,
with or without a diploma, CLBs are not authorized to provide them with further guidance. In these
situations, GOAL is a complementary service that can provide guidance and orientation to this
particular segment of the target group. Local CLBs are partners of both de Stap and de Leerwinkel,
although de Stap has more referrals from CLBs than de Leerwinkel, mainly due to their historical
linkage (cf. above).
In collaboration with the CLBs, de Stap approached secondary schools in Ghent as part of the GOAL
experimentation. Nineteen secondary schools were contacted with the aim of preventing the ‘loss’ of
school drop outs. Some pupils are close to dropping out and could be served by educational
guidance for adults before they leave school and disappear off the radar. In collaboration with
educational counsellors of secondary schools and the CLBs linked to these schools, pupils can be
approached in order to discuss their opportunities to obtain a secondary education diploma through
adult education or by the Flemish Examination Commission. The added value of GOAL is that all
educational options are considered, whereas CLBs mainly focus on bringing pupils back into the
secondary educational system. Offering all options, including adult education, can help pupils who
have lost motivation at school to keep working towards a qualification. As such the service can help
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prevent youngsters from becoming NEET (not in employment, education or training) and
disappearing completely off the radar. Moreover CLB guidance is linked to a specific educational
network which may hamper their objectivity in providing all possible options.
Thanks to this intervention there was a small increase of clients from this target group. However,
activities to approach these schools, provide information sessions and maintain contacts with
student counsellors in schools was very labour-intensive, especially to arrange meetings. It was
evaluated by de Stap that referrals from schools depend much more on the degree to which a
teacher is convinced of the value of GOAL and more specifically on their willingness to consider
options outside the secondary school system. Nonetheless, the pupil guidance centres are the most
important referral partner of de Stap, representing 28% of referrals. De Leerwinkel counts only 2% of
referrals from pupil guidance centres.
Institutions providing training and education to adult learners (training centres of VDAB,
Syntra, CVOs, CBE)
These institutions are ‘natural partners’ for both GOAL pilot projects, as many of the GOAL clients are
guided towards courses provided by these institutions.
In West Flanders, the GOAL interventions focused more than before on Centres for Adult Education
as they are the institutions that receive many questions from adults regarding education
programmes and courses. It is thus essential to make teachers and other staff of these centres aware
of the importance of independent advice (and not promotional advice for their own centre). In this
regard, information sessions on GOAL were organised for educational counsellors of Centres for
Adult Education in order to encourage referrals to the GOAL service if they receive educational
questions. It has however been evaluated that referrals from Centres for Adult Education have not
increased through this intervention. This finding corresponds with the findings from qualitative
interviews in which representatives of these centres stated that they will promote their own
provision before referring to the GOAL service. In total, only 6% of all clients reached the GOAL
services by referral from educational institutions. For de Stap, this groups represent 9% of referrals.
For de Leerwinkel, this is a mere 3%.

Local policy partners
Both de Stap and de Leerwinkel count local policy makers as their partners. The GOAL service is an
instrument that contributes to the realisation of local training and education policy for the most
vulnerable learners. The local policy partners of de Stap are the Provincial Government of East
Flanders and the city of Ghent. The local policy partner of de Leerwinkel is the Provincial Government
of West Flanders.

Welfare (Social Services) partners
The Public Centre for Social Welfare (OCMW) is a public institution that exists in each of the 589
Belgian municipalities. Every Belgian citizen has the right to social assistance and social integration
provided by the OCMW, which includes financial help, medical help, housing, and legal advice.
OCMW is a municipal-organised service that strives towards social integration of the most vulnerable
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citizens. For some of the OCMW clients, training and education can be helpful to realise this goal.
GOAL works to put those clients on track. The OCMW is partner of both de Stap and de Leerwinkel.
There was already a structural collaboration between de Stap and the Ghent OCMW prior to GOAL.
The OCMW is also part of the Steering Committee of de Stap. There is a close collaboration with the
counsellors of the OCMW who occasionally refer clients to de Stap. Within the GOAL project,
referral is being extended by giving information to the collaborators of the OCMW about the
service of de Stap (through newsletters and meetings). Overall, 9% of the GOAL clients were referred
to de Stap by the OCMW.
In West Flanders, under the GOAL project, almost 30 new OCMWs received an information session
on the guidance service of de Leerwinkel in order to persuade them to refer low educated clients
with educational needs or questions. OCMW professionals were introduced to the service of de
Leerwinkel as well as to the referral tools described in this report.
The improved collaboration with OCMW and the efforts to approach new centres have resulted in a
high amount of referrals. Contacts with these new centres in West Flanders have made OCMW the
second most important referral partner of de Leerwinkel (after Werkwinkels, see below),
representing 22% of its referrals. This partner is important to reach the target group, as many people
receiving social benefits are low educated.

Employment partners
The Public Employment Service, VDAB, facilitates job searching. It prepares job seekers for
participation in the labour market. When it is not clear if or which training or education is needed to
prepare a job seeker to labour market participation, guidance and orientation can be useful. VDAB is
partner of both de Stap and de Leerwinkel.
In Ghent, VDAB recently started collaborating with SBS Skill Builders. SBS coaches young unemployed
adults (18-25) towards a job. Upon request of the City of Ghent, within their strategies to tackle
youth unemployment, de Stap has approached SBS to identify complementarity in offering custom
made guidance to the target group of unqualified and unemployed 18-25 year olds. SBS refers
young adults with educational needs within their employment programme to de Stap and vice versa
for clients of de Stap that want to get employed.
In West Flanders, some counsellors of VDAB’s Werkwinkels were referring clients with a learning
need to de Leerwinkel before the start of the GOAL project, but this was not embedded at a
structural level and depended on personal commitment of staff members. De Leerwinkel also refers
clients to vocational training programmes of VDAB. Some Werkwinkels also offer a desk to de
Leerwinkel where they can provide guidance to their clients. Within the GOAL project, the focus was
on informing all Werkwinkels in the province about the service provided by de Leerwinkel, in order to
obtain more structural referrals of low-educated clients with general or specific educational needs.
Professionals of the Werkwinkels were also made aware of the complexity of the educational
structure in order to help them understand the value of referring clients with an explicit or implicit
educational needs or questions. Werkwinkels in 10 cities and municipalities were approached in the
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project to get informed and sensitized about the guidance service of de Leerwinkel. These actions
made the PES the most important referral partner of de Leerwinkel, representing 32% of the
referrals. The PES also evaluated the collaboration with de Leerwinkel as very positive, including the
new online referral system. Furthermore the Public Employment Service of West Flanders has
decided to contribute financially for the service delivered by de Leerwinkel to the clients that they
have referred, which is a very important step in the acknowledgment of the complementarity of the
GOAL service to their own service. For de Stap the PES is with 17% of referrals the second most
important referral partner, after CLBs.

Migration and Integration partners
The reception office for foreign language newcomers (deSOM) refers foreign language newcomers
with an interest in further training or education to de Leerwinkel. In Ghent, the integration office,
called IN-Gent, refers newcomers with educational questions to De Stap. Based on the monitoring
data, integration services represent 20% of GOAL referrals for de Leerwinkel and 5% for de Stap.
The high amount of referrals from the reception office deSOM is mainly linked to previous projects
funded by the European Integration Fund (EIF) in which guidance focused on third country citizens
who were mainly referred by the reception office. De Leerwinkel was also temporarily part of the
organisational structure of the House of Dutch (Huis van het Nederlands) West-Flanders that is
responsible for guiding foreign language speakers to language courses. Both historical linkages
explain the good collaboration with the integration services and the high amount of referrals.
Additionally, de Leerwinkel also supports immigrants and asylum seekers in the recognition
processes of foreign diploma’s within a tendered assignment by the PES .
IN-Gent is responsible for carrying out the Flemish policy for civic integration in Ghent. The Service
focuses on citizens, institutions and policy. Structural collaboration with IN-Gent was already in place
before the GOAL project, with a focus on guiding higher educated foreign language speakers towards
an educational programme. This structural collaboration has been translated in a permanent parttime staff member of the integration office in the front-desk of de Stap to support newcomers with
educational needs or question, which means that referrals from the front-desk also include
immigrants who want to obtain a diploma of secondary education. The number of 5% referrals from
IN-Gent gives therefore a distorted picture on referrals from integration sector in Ghent.
Within GOAL, IN-Gent has been approached to promote the GOAL service to coaches of OKANclasses in secondary schools (reception classes for foreign language speaking newcomers). The GOAL
counsellors can support students in continuing education when they are over 18 (secondary
education, adult education, higher education). De Stap supported IN-Gent by providing their coaches
with information on the service of de Stap (promoting the service) and the role they can play in the
continuation programme of these newcomers with regards to referral. They also provided
information about the possibilities for obtaining a diploma of secondary education.
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Multi-lateral collaboration platforms
De Stap in Ghent had two different groups of network partners in place. The advisory group
(consisting of financial contributors of de Stap) focuses on information on the different services of de
Stap and feedback. The other group is the ‘Steering group of Word Wijs!’ which has been established
for the specific service of guidance of young adults towards a qualification (the GOAL service). This
group exchanges mainly on collaboration issues and strategies related to the target group.
De Leerwinkel in West Flanders had no formal collaboration platform at the start of GOAL, therefore
a platform was established to support the GOAL intervention and to exchange expertise on guidance
of the target group, to discuss approaches for referrals and follow-up of clients, and to discuss
approaches to improve cooperation. The platform was established with the Centre for Civic
Integration (deSOM), two Centres for Basic Education, seven Centres for Adult Education, the
provincial government, institutions for higher education (vocational higher education), the Centre for
Social Welfare (OCMW), the Public Employment Service (VDAB West Flanders) and the Centre for
Pupil guidance (CLB). This platform was evaluated as very effective and will be continued after the
GOAL project.

5.3 Developing and sustaining partnerships and networks: programme
challenges and barriers
Potential partner organisations do not always agree about the relevance, quality and added value
of the GOAL service:
•

•

Some organisations seem to doubt whether guidance towards training and education is
necessary to realise the goal their clients want to achieve. For example: is training or
education relevant for those who need to find a job? Would it not be better to guide them as
soon as possible towards a job?
Other organisations feel that they can provide GOAL-type services as well. For example:
when an adult learner addresses himself directly to an institute that provides training or
education, this institute does not always feel a need to refer this adult first to a GOAL service
provider, even when the adult has only vague ambitions for further training and education
and does not have a clear idea about the field of study that might suit him. The institution
primarily tends to orient the adult straight to a field of study that the own institution
provides or, otherwise, that is provided by another education institution within their
network. Referral to an independent service provider with a broader view on all kind of
training and education possibilities is not brought into view.

Partners and policy makers do not only recognize the same added value of collaboration that GOAL
staff members mention, they also experience the same barriers. During the focus group discussion
with policy makers, the chairman of the Public Employment Service in Flanders mentioned a possible
key role for trade unions to refer employees towards (career and educational) guidance. Yet, trade
unions (and employers) are not referring clients to de Stap or de Leerwinkel (see Table 5.1) as they
have not yet been approached to promote the GOAL service and the service remains unknown to
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them. In Flanders there is little or no existing tradition of collaboration between public services
(e.g. formal education, social and employment services) and trade unions or employer
organisations. It would be an interesting opportunity to explore collaboration in this area. The scope
of the GOAL project however did not have the capacity to start-up these kind of collaboration
structures from scratch.
Through the GOAL project there has been debate on the importance of the ‘warm transfer’, this is
the act of referring clients from one service to another service. In order to refer clients systematically
to other services, the partnerships have to be mature enough for all partners to have a profound
knowledge of all existing services. Up till now, not all potential partners are as well informed about
the existing GOAL services. GOAL staff members have invested in partnerships by providing partners
with information about their service. Furthermore, they have tried to sensitize partners about the
complexity of the field of education. When clients are referred from one organisation to another, it is
necessary that the involved services can share all relevant information, so that:
•
•

There is no loss of efficiency and crucial information because of the transfer between two
services.
Clients do not have to explain their personal situation over and over again to different
service providers.

The last point can be an additional barrier to some clients, preventing them from making use of the
GOAL-service. Creating a shared folder between organisations with the most important
information could be helpful in overcoming this barrier. Staff members plead for an electronic file
with accessibility for all the relevant services (OCMW, VDAB, I&I). In this way information can be
shared and kept up to date without calling or emailing other services. Of course, a common system
for client information can only exist with the approval of the clients concerned. As an example, the
counsellors of de Leerwinkel have access to the personal file of clients who are registered at the
VDAB. However, certain kinds of information are protected. In a more formal developed service in
the future, these kind privacy issues regarding information sharing should be addressed.
De Leerwinkel is sharing locations with the local offices of the Public Employment Services
(Werkwinkels), Social Welfare Centres (OCMW) and Integration Offices from the beginning of the
GOAL project. These shared locations have been evaluated as very positive, by clients, counsellors
and network partners, as a shared location breaks down extra barriers that clients are often facing
when being referred to another service. A downside, however, of sharing these locations is that de
GOAL service may be less likely to be seen as an individual service that is independent from the
service of the partner where the guidance takes place.
During the focus group discussions many participants advocated not only for a curative approach, but
also for a preventive one, by collaborating with secondary schools and consequently the CLBs.
Schools should intervene when they feel students will disappear under the radar and refer them to
services like de Stap and de Leerwinkel. De Stap already has a partnership with the CLBs, while de
Leerwinkel also has an open attitude towards a collaboration with the CLBs. However, this
collaboration is not always as practical as it sounds. Questions could be asked about who’s
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responsible for the clients. In addition, the CLBs could feel threated as the services could be poaching
on their territory.
Although most partners refer clients towards the GOAL services, the lack of structural embedment
produces a serious threat for the GOAL pilot projects, as it hinders a long-term perspective. Both de
Stap and de Leerwinkel are developed as local ‘unique’ organisations funded by different local
partners, though not in a structural way. Funding opportunities have to be sought and renegotiated
every year and are not very sustainable. Furthermore, de Stap and de Leerwinkel are not embedded
in existing structures like the schools, the VDAB (Public Employment Service) or the OCMW (Public
Social Welfare Service) are, making it hard for de Stap and de Leerwinkel to be recognized as
valuable and relevant partners. Not only the staff members of both pilot projects mention the
absence of structural embedment as a barrier to develop partnerships and networks, their (potential)
partners share this point of view and policy makers also recognize the need of structural
embedment. During the term of the GOAL project, there has been no evolution in political
commitment towards GOAL services. However, GOAL gave an impulse to develop a policy paper
that lays down a blueprint for the implementation of GOAL services in Flanders25. This policy paper
will be spread at different relevant policy levels, autumn 2017, for feedback and will be published
and politically promoted as of January 2018. The aim is to engage as many stakeholders and political
parties as possible to subscribe the content of the policy paper and to find political will to include the
GOAL service in parties’ political programs for the regional elections in June 2019.
Between all stakeholders, there is a consensus that a GOAL service should be embedded in the policy
domain of education. This seems logical, as GOAL is about participation in education. However,
ownership by the Department of Education does not imply that there should not be an intense
collaboration with partners from other policy domains, such as Welfare, Migration and Employment.
Although one department will have to carry final responsibility, other departments do have to
share the mission and vision of a GOAL service and are jointly responsible for the promotion and
effectiveness of the service.
There is not only consensus about the responsible policy domain, but also about the fact that the
provision of GOAL is a supra-local responsibility or, more correctly, a shared local and supra-local
responsibility. Only in this way can GOAL services be available to all adult learners (and not only to
those who live in the city of Ghent or the province of West Flanders). However, this requires a
political commitment at the level of the Flemish government. Up to now there is no such
commitment as the structural embedment of the GOAL service is not a political priority.

5.4 Strengths and achievements

25

Department of Education and Training, Flemish Government, August 2017. Unpublished draft ‘Een
blauwdruk voor Leerwinkels: conceptnota’
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Partnerships and an elaborated professional network are elementary to GOAL service providers.
Therefore, both de Stap and de Leerwinkel constantly invest to extend and maintain their network.
One necessary and important aspect of partnerships is financial support. Without financial
contributions de Stap and de Leerwinkel cannot provide their service. Although, up till now, neither
de Stap nor de Leerwinkel are structurally supported, they both receive means on temporary basis
from their different partner organisations.
A second, and equally important, reason why partnerships and networks are essential to de Stap and
de Leerwinkel is the value of the interaction with other organisations in the field of welfare,
education, employment and migration:
•
•

They can refer clients to each other.
They can exchange knowhow, knowledge and sometimes also client-specific information.
Exchange delivers benefits for all partners, as it creates possibilities for all partners to
improve their service.

Staff members stated that partners who know the complexity of the educational field tend to refer
their clients to adult education guidance. Based on the focus group discussions there was a general
consensus about the uniqueness of the organisations. A partner from the integration office
emphasized the importance of adult education guidance as the first intermediating institution. To
give newcomers a future perspective, de Leerwinkel is an important partner as is demonstrated by
the quote below :
‘Before I left my home country, I had plans to go to law school. Migrating to Flanders put an end to
that dreams. But then I was referred to De Leerwinkel. Thanks to the counselling, I dare to be
ambitious again.’
The complementarity of the service with other services like the VDAB and the Werkwinkel has been
frequently highlighted during the focus group discussions. One of the staff members of VDAB made
an analogy referring to a tandem. The different services should enforce each other. Therefore,
services must exist next to each other, in cooperation with each other, exchanging between services,
though they should definitely not be interchangeable. Partners acknowledged that the information
sessions provided as part of the GOAL project contributed to a better understanding of the GOALservice and its boundaries.
Staff members of the two organisations have invested a large amount of time and effort in
developing strong collaborations with partner organisations. These partnerships have not only been
developed at the level of education but also with local authorities, labour market actors and
important social services. At the end of the GOAL project these partner networks have contributed to
the fact that the organisations are considered valuable players in the field of social services, by other
organisations. This is reflected in the strong rise of referrals. The year report 2016 of de Leerwinkel
shows an increase in referrals of 33% in 2016 compared to 2015. This is a result of improved
collaboration with partner organisations26.

26

Leerwinkel Jaarverslag (Year Report) 2016.
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The public employment service (VDAB) stated that there is a growing awareness of the added value
within their organisation, both at the local level and supra-local level. The public employment service
(VDAB) in West Flanders has committed itself to contribute an amount of money for each client
referred to de Leerwinkel.

5.5 Key findings
Developing partnerships and networks: programme aims
The aim of strengthening local partnerships in Flanders was to more firmly embed the GOAL-service
within the existing services and to show the usefulness of GOAL to these other services, by further
developing GOAL’s complementarity with these existing services. Furthermore, the project aimed to
create stronger recognition of the GOAL-service as added value to the other services at all levels of
the local partner organisations in order to increase referrals and to build a basis for further structural
development of the collaboration.
Different types of activities have been carried out to reach these aims such as meetings with and
presentations to staff members of the partner organisations at different level to raise awareness
about the GOAL-service and to create more structural collaboration. Also an online appointment
system has been implemented and the use of it promoted to the partners organisations for making
appointments with a GOAL-counsellor.

Existence and scope of partnerships and networks
Partnerships and networks of De Stap and De Leerwinkel are situated in five domains:
1.
2.
3.
4.
5.

Education
Local Policy
Welfare
Employment
Migration and Civic Integration

Partnerships are essential to the Flemish GOAL services. These partnerships are necessary for
financial support, the referral of clients, and the exchange of knowledge and knowhow. Stakeholders
all agree that GOAL should be structurally embedded in the policy domain of Education, on a supralocal level, if the GOAL service wants to be acknowledged as a relevant partner. However it’s noted
that there should be collaborations with other policy domains such as Employment, Welfare and
Migration.

Challenges and barriers
There’s no overall consensus between potential organisations about the relevance, quality and
added value of the GOAL service: some organisations seem to doubt whether guidance to training
and education is necessary, while others believe that they can provide GOAL-type services as well.
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Up till now, there is no collaboration between GOAL services and trade unions or employer
organisations. It would be an interesting opportunity to explore collaboration in this area. The scope
of the GOAL project however did not have the capacity to start-up these kind of collaboration
structures from scratch.
Reciprocal partnerships are essential for ‘warm transfers’. Such partnerships reduce the likelihood
that clients have to explain their situation completely again, by facilitating the sharing of crucial
information such as the client’s employment or social support status. Intensive collaborations should
make this happen, while embedding different services at one location could also potentially promote
warm transfer.
When referring clients to one another, exchange of client information would be useful. However, this
requires:
-

A shared client registration system that could be accessed by different counsellors from
different organisations
Approval by clients to share this kind of personal information.

The biggest challenge and threat for the GOAL project is the lack of structural embedment. This
absence hinders a long term perspective and makes it difficult for organisations to establish
themselves as sustainable partners. Moreover, lack of structural embedment hampers GOAL services
in gaining funding, in providing sustainable guidance, and in maintaining and developing
partnerships.
Although one department (Education) will have to carry final responsibility, other departments
(Welfare, Migration, Work) do have to share the mission and vision of a GOAL service and are
jointly responsible for the promotion and effectiveness of the service.
GOAL is a shared supra-local and local responsibility. Only in this way can GOAL services be available
to all adult learners (and not only to those who live in the city of Ghent or the province of West
Flanders). However, this requires a political commitment at the level of the Flemish government. Up
to now, this commitment appears to be lacking.

Strengths and achievements
Partnerships and an elaborated professional network are elementary to GOAL service providers, for:
-

financial support
interaction with organisations in the field of welfare, education, employment and migration
for referring clients, and for exchanging knowhow and knowledge.
Growing awareness within the partner organisations of the importance of GOAL at local and
at Flemish level and increase of referrals (especially PES).

During the GOAL project term, both de Stap and de Leerwinkel succeeded in strengthening their
partnerships further. This resulted in increased referrals.

92

More and more partner organisations seem to be convinced of the complementarity and uniqueness
of the service provided by GOAL.
Although during the term of the GOAL project, there has been no evolution in the political
commitment towards GOAL-services, the project gave an impulse to develop a policy paper that lays
down a blueprint for the implementation of GOAL services in Flanders. This policy paper is being
discussed with all members of the GOAL advisory committee (with the involvement of
representatives of different policy domains at Flemish level) and an endorsement of these members
will be sought in order to stimulate political support.

5.6 Key implications
Implications for future programme development
GOAL has shown a number of strengths with regard to building partnerships, but also faces a number
of hurdles. GOAL would be strengthened if more organisations saw the value of GOAL-type guidance
for their clients, e.g. in the process of finding a sustainable job. Strong partnerships will remain
essential, even if structural embeddedness is successfully established (see Policy Implications below).
Working with strict framework agreements and protocols to exchange client information could make
collaboration between partner organisations easier.

Policy implications
Implications of policy
Lack of structural embeddedness in existing structures and the system of temporary funding by
different local stakeholders leads to dependency on these stakeholders (for funding). Furthermore, it
contributes to dependency on (political) policy priorities of these stakeholders (especially with regard
to the funding of local governments).
Moreover, the lack of structural embeddedness hampers close collaborations with other
organisations as the GOAL service has a temporal character and is not always perceived as a
sustainable partner. As a result, the referral of clients is less systematic than it should be, and is
heavily dependent on the goodwill and knowledge of partner organisations.
The lack of structural embedment also demands significant commitment on the part of staff
members, who must stay motivated while being in an uncertain position.

Implications for policy
The current success of the referral process (most clients are referred by different partner
organisations) demonstrates the need for and complementarity of the GOAL service.
Structural embedment of the GOAL service is a political decision which requires an agreement from
different policy domains (education, work, social affairs, migration and civic integration). The GOAL
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project aims to contribute to this decision making and to show ways that the service can be
structurally embedded.
Partnerships in different policy domains require collaboration with these policy domains at Flemish
level to develop and sustain complementary services for the target group and to develop structural
collaborations at different levels within the organisations.
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6. Counsellor competences
This chapter focuses on guidance counsellors, providing an overview of counselling activities and the
competences required to meet the needs of the GOAL target groups. The chapter also focuses on
challenges for high quality counselling, and how those challenges may be overcome.

6.1 The job of the counsellor
Background
Programme staff experience, education and training prior to GOAL
As already described in chapter 3, at de Stap, three counsellors (2 FTE) guided the GOAL service
users. All three counsellors are female. Two started working as GOAL counsellors at the start of the
GOAL project; neither of these had previous counselling experience. The third counsellor has worked
at de Stap for almost four years and has twelve years of experience in adult counselling. All of the
counsellors at de Stap are employed on a part time basis, although the most experienced works
more hours per week (30 hours) than her younger colleagues who initially both worked 18 hours and
were employed as 0.5 FTE on GOAL. During the project lifetime one of the younger counsellors left,
leading to an increase in working hours for the remaining counsellor (28hours per week) GOAL
counsellors can get limited administrative support at de Stap, although they are responsible for all
administrative tasks related to their client dossiers (e.g. data monitoring, appointments).
At de Leerwinkel, four counsellors work as GOAL counsellors. Three of them are female and one
male. One of the previous counsellors is now working as a coordinator for the GOAL project. All
counsellors work full-time, although none of them do full time counselling of GOAL service users. The
rate of GOAL-specific guidance ranges from a quarter up to half of the total time which they spend
on counselling adults. On average, the counsellors spend two and a half days a week on face-to-face
appointments with clients. The counsellors differ in their experience of adult guidance, ranging from
no previous experience to over five years.
In Flanders there are no degrees or study programmes that directly relate to educational or career
guidance. Therefore counsellors were asked to judge for themselves if their qualification is
counselling-related or not. At de Stap, two of the three counsellors indicated that their degree is not
guidance related (respectively a bachelor’s degree in the domain of social work and a master in
African languages). The third counsellor has a bachelor’s degree in teaching and a master’s degree in
pedagogical sciences. She indicated that her degree is guidance related. At de Leerwinkel, the three
counsellors that made the self-judgement, said they each had a (more or less) guidance-related
degree (a bachelor’s degree in social work, a bachelor’s degree in teaching and a master’s degree in
pedagogical sciences).
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Counselling activities
De Stap
During an average day at de Stap, counsellors divide their time between counselling sessions and
back office tasks. Per day, counsellors try to limit themselves to three guidance sessions (each of
about 1 to 1.5 hour). The rest of the day is filled with:
-

-

Micro-contacts with clients (by mail, SMS, WhatsApp, etc.): e.g. sending reminder texts to
clients who have an appointment planned that day.
Internal meetings about general arrangements or client-related questions.
Client administration: e.g. registration of contact sessions into the database
Consulting with partner organisations concerning client-related questions that are not
directly linked to education but which can have an influence on their educational pathways
(e.g. housing problems, financial concerns, etc.).
Follow-up activities for client files: things the counsellor should look into for the guidance
route of the client e.g. researching their possibilities, calling educational organisations, etc.
Reporting this information back to the client.

Client administration and registrations in the monitoring system demand a lot of time from the
counsellors, but they all stress that this kind of registrations are useful for the progress of the
guidance route.
Micro-contacts and client follow-up happen through regular mediums, but more recently also by use
of newer social media. Staff members of the de Stap are logged into Messenger all day. A staff
member shared that throughout the day about eight conversations boxes are active on Facebook
Messenger. Micro-contacts ask a lot of time and implies extra work, while they can’t replace face-toface contact moments. Nevertheless, they are perceived as a worthwhile time-investment, both by
clients and staff members.
‘The fact that she would text me just to wish me luck or to tell me that I could always come to de Stap
if I felt like it, is amazing. She’s not my friend, but she still cares’
‘There were moments that my counsellor messaged me to ask me how it’s going. This wasn’t a very
long conversation, but just listening and asking about the current situation meant a lot to me.
Because I felt supported, listened to and got the feeling that someone cares about my process. This
gave me courage to continue.’
Beside the above mentioned quotidian tasks, counsellors also invest time in networking activities
(such as presentation of their services to staff members of partner organisations and potential client
groups). During these information sessions the counsellors explain the functioning of de Stap.
As counsellors can only rely on limited back office support for human resource-related tasks, logistic
support, etc. staff members also spend time on not-client related tasks. To get a better
understanding of the full range of tasks, we asked Ine, a counsellor at de Stap, to share with us an
average working day.
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A day of Counsellor Ine
The counsellor starts the day with a cup of coffee while reading through emails. Incoming emails can
roughly be classified into newsletters (seminars, update from network partners,…), internal emails
(registration of new client appointments), emails from professionals (answers from network partners
on questions related to clients’ cases) and direct emails from clients. The inbox remains opened for
the rest of the day to follow-up on incoming messages.
The counsellor checks the agenda for the day and sends a short text message to clients visiting later
that day reminding them of the appointment in order to avoid no shows (which are common to the
target group). She quickly checks status updates of the clients on Facebook as she can get some
information from it that could be useful during the sessions or for follow-up. Then she opens
Messenger to see if there are any messages from clients. On an average day about 8 chat sessions
are active.
Then she starts preparing her sessions for that day (on average 3 per day): checking the client
background, steps taken, things discussed, etc.
If she has time left before the first client arrives, she opens her follow-up document in which she has
a to-do list of information she has to look up for clients and professionals she has to call to give
feedback on sessions or to ask for information needed. She works through this document until the
first client arrives.
Each client session takes about an hour to an hour and half. In between the sessions, the counsellor
registers necessary information (based on his own notes and/or a fill-in form to take these personal
notes) in the database system. She tries to register all information as soon as possible after the
session, when everything is still fresh in her memory. All collected information, agreements made
and steps taken during the session, are written down in the registration system. Even names are
registered of persons clients have been talking about (counsellors from other organisations,
important persons in the personal network) in order to remember the whole communication line
with the client and, more importantly, to avoid the client having to say things twice. Messages from
What’s App, SMS or messenger and emails are also copy-pasted in the data-system. It is important to
register all this information as it creates a sense of trust from the client. Each counsellor has about
30-40 clients that are followed up that way. For more complex client cases, informal consultation
takes places between the counsellors in order to discuss the case and exchange point of views and
expertise.
From the counsellors’ perspective, one of the most annoying aspects of the working day is the
business in the office. Quite a lot of people work in the same room and many phone calls are made
which can be very disturbing. Also, the fact that the counsellor is multitasking all the time, makes it
difficult to concentrate. Especially when a client or someone from the professional network calls, she
has to drop all other work to listen to that person.
Moreover, counsellors regularly provide information sessions, be it about the service or about the
educational system, both to professionals and directly to the target group. Even though this is a time-
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consuming activity, on top of an already packed working schedule, counsellors acknowledge the
value of such activities for building and strengthening their networks and for reaching out to the
target group.
De Leerwinkel
At de Leerwinkel, counsellors concentrate their counselling activities on 2 or 2.5 days per week, at
the beginning of the week. During this time, they organize their counselling sessions at different
locations, spread over the province of West Flanders, focused on five main cities. For these
consultations, they use one of the accommodations of partner organisations (offices of the public
employment service, Social Houses and integration centres). During these ‘counselling days’, the
counsellors plan a maximum of seven appointments, each of about one hour. On average, 20% of the
clients that they see are GOAL clients. The counsellors guide a quite diverse target group, including
highly educated newcomers in the preparatory phase of tertiary education or in the process of
diploma equivalence.
During and between the counselling sessions, the counsellors contact schools and partner
organisations to ask questions and make arrangements for the clients who came to the counselling
sessions.
While the counselling sessions are organised at sites of partner organisations, staff members of those
partner organisations frequently ask questions concerning adult learning or, the other way around,
staff members of de Leerwinkel consult the staff members of partner organisation to exchange
information concerning particular clients. This way of informal professional communication is
considered by the counsellors to be very valuable to the quality of their collaboration. They notice
that they get more referrals from persons with whom they have regular personal contact during
the ‘counselling days’.
In between appointments the counsellors have to make sure to register all relevant information in
the client monitoring system. However staff members mentioned that finishing this task in between
appointments, while taking the other tasks into account, is quite unachievable. Therefore, this task is
done or continued during one of the working days without counselling appointments.
One day a week (on Thursday), all staff members work in the office of de Leerwinkel in Kortrijk.
Before noon, they hold their team meetings, where general agreements or client-related problems
can be discussed. In the afternoon, counsellors concentrate on their administration, arrange
appointments with clients, prepare for the next counselling sessions or finish the registration in the
monitoring system.
The fifth day of the week is used for administrative tasks and preparations for the consultations with
the clients. In-service trainings, network activities, information sessions to partner organisations or
meetings with partners are also planned on Fridays (or Thursdays) to make sure the other days are
devoted to consultations with the clients.
There are no staff members for administrative support or human resources related tasks. This
‘back office’ work demands quite a lot of time from counsellors (and needs to be done on Thursday
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and Friday). This is one of the reasons why none of the coaches can spend a hundred percent of their
time on counselling.27
Both at de Stap and at de Leerwinkel, staff members invest a substantial part of their time in internal
meetings. This results from the fact that counselling is a ‘lonesome’ job: during counselling sessions,
counsellors work solo and have to be able to make decisions and answer questions on their own.
However, all staff members experience that they are regularly confronted with complex situations.
Therefore, informal exchange meetings with colleagues are needed. During such meetings,
counsellors exchange experience and knowledge and jointly search for solutions for particular
complex cases. Confidentiality is taken into account as client information is used anonymously. The
counsellors of the Leerwinkel only meet once a week, as they are counselling at different locations
within the Province. Skype is therefore an important means to keep each other informed or to ask
colleagues for advice.

Defining competences
In the pre-evaluation (Needs and Strengths Analysis) phase of the GOAL project, the staff members
of the Flemish pilots described a list of needed competences for counsellors. The focus group
discussions with the six staff members (wave 1 evaluation) highlighted aspects of this set of
competences:
•
•

every staff member was asked to score individually exactly three competences that s/he
finds to be the most important for counsellors;
every staff member was asked to score individually exactly three competences that s/he
finds to be the less important for counsellors.

Table 6.1. shows the competences that the counsellors consider as the most important for their job.
With exception of the networking capability, there seems to be little debate about the most and least
important competences.
Table 6.1 Most and Less Important Counsellors Competences, Quoted by Six Staff Members of
De Stap and De Leerwinkel
# most

# less

important

important

… has general knowledge of the educational landscape and specialized
knowledge of the field of adult education

6

0

… can work independently

3

0

… is an excellent networker, in particular in the field of education, welfare
and employment

3

2

… is easily able to make social contact, in particular with (young) adults

1

0

27

De Leerwinkel does not only provides service to GOAL clients, so all staff members have to divide time
between GOAL and other clients. The wave one evaluation did not identify the proportion of working time
spent on GOAL and that spent on other clients. The estimation by the counsellors themselves is about 20% on
GOAL clients
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… handles ask for help adequately

1

0

… has a passion for counselling

1

0

…is a team player

1

0

… is easily able to empathise

1

1

… has experience in counselling and dissemination of information
(concerning training and education)

1

3

… can take hold off clients

0

0

… delivers precise work, with the eye on registration and reporting

0

4

… is able to judge human nature

0

5

Both at de Stap and de Leerwinkel each counsellor has his or her own clients to follow up. To the
counsellors, it is a necessity to establish a relation of trust with the client. The personal relationship
between client and counsellor makes it easier to make progress. The client has to explain his
personal situation only once, at the start of his guidance, and every guidance session can continue
where the previous one stopped.
As counselling is a matter of interpersonal contacts, the counselling approach is influenced by:
•

•

The personality and background of clients – In this context, it has to be mentioned that for
GOAL, the target group of de Leerwinkel is more diverse. De Leerwinkel also guides high
educated adults, newcomers who are enrolled in a preparatory phase for a tertiary education
and clients who are trying to get their foreign diploma recognized. De Stap (Word Wijs!) has
a more defined target group.
The personality and background of the coach – Some of the counsellors have a more
supportive style than others. Some of the counsellors are more focused on providing an
educational service, while others tend to provide broader social care support. The
educational background and previous work experiences of counsellors influence the personal
approach.

Besides personal influences, the overarching counselling approach shows differences at de Stap and
de Leerwinkel. De Leerwinkel puts the focus on increasing self-reliance of the clients, while De Stap
offers more assistance and takes other conditions into account. Furthermore counsellors of de Stap
often accompany clients in taking steps (e.g. accompanying clients to social welfare services, helping
them to solve housing problems, …) as explained in 6.1.. Despite the differences in the focus of both
the services, all staff members remark that there is a thin line between a counselling service
(supporting and guiding clients in undertaking actions towards the enrolment in a certain course or
training) and social work. Also, it is difficult for counsellors to limit their service to educational
questions, while barrier in other fields are interfering with educational ambitions (e.g. ‘Who can
take care of my children when I go to the course?’; ‘Will I lose my welfare or unemployment benefits
when I enrol in that course?’, …).
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Concerning their professional competences, GOAL counsellors themselves identify three particular
types of challenges:
1) Keeping up with knowledge about education and social welfare/social support – Clients need
up-to-date information about training and education and when they need to be referred to
another service or help providing organisation, it is important that they are immediately
guided towards the right service. However, this requires that counsellors are fully informed
and keep up with developments in two complex domains: the field of education and the field
of welfare and social support.
2) Interpersonal skills and complex client cases – Especially with clients in multi-problem
situations, it is not always easy to make the right judgement of the situation. Which aspects
have to be taken into account and which are irrelevant for training and education? Their call
for guidance can also be broader than a call for guidance in the field of training and
education. As a GOAL counsellor it can sometimes be difficult to guard the difference
between GOAL and a broader personal counselling.
3) Scarcity of time and means – Educational counsellors have to divide their time between all
kind of activities: client contacts, networking, exchange meetings (discussing client cases
with colleague-counsellors), administration, etc. Especially concerning the development of
professional competences, counselling is a relatively demanding job:
• Counsellors have to keep up with knowledge about the complex fields of education and
social welfare.
• They have to acquire knowledge about different counselling methodologies and keep this
knowledge up to date.
• They have to develop their personal counselling skills.
• They have to develop and maintain a broad professional network in the domains of
education, work, welfare and migration.
• The don’t have a back office or administrate tasks to support them in non-counselling
related tasks
The client interviews confirmed many of the above-mentioned competences. One of the clients
mentioned that her counsellor provided her with a list of all the courses she could follow.
“Although I was interested in going back to school, I didn’t find a course that I was really interested in
at the beginning of the guidance. In the end we did found a course but I didn’t finish it because of
personal and familial issues. My counsellor then asked me if I was interested in having a job and then
referred me to a temporary employment agency. I’ve worked for a while and now I have started
another course.”
In the context of the recently developed competence profile of career counsellors28 (cf. below
‘Aims’), it is interesting to compare competences between the two different types of counsellors. The
job of education counsellors certainly has things in common with the job of career counsellors.
28

Recently, the sector of Career counsellors has developed a Competence profile of the profession of Career
Counsellor. This competence profile is ready for validation and classification in the National Qualification
Framework.
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Therefore, we have asked the educational counsellors of GOAL to assess the career counsellor profile
and to adjust the competences according to their experiences as educational counsellor. Also during
one of the triangle interviews, the common ground and the difference between two types of
counsellors was discussed. According to a former career counsellor (who participated in the triangle
conversations, he currently works for the Department of Education of Ghent) the key requirement to
be a counsellor is the ability to focus on the growth of the client and to motivate him/her. This is
what education counsellors and career counsellors have in common. All counsellors should be able
to use methodological knowledge in motivating their clients. On the other hand, educational
counselling and career counselling differ from each other in that:
-

-

-

They have different aims. Career counselling aims at labour market participation. Therefore,
following a certain educational course can be a mean, but not an end. In educational
counselling, the main goal is to enrol in a course and to obtain a diploma or qualification
both to develop the career (reorientation of career, sustainable employment) and for
personal development. The final aim is to strengthen clients in their attempts to fully
participate in society. Social participation does not necessarily imply labour market
participation.
Educational counsellors need to have knowledge about the complex field of education. Not
only does it require a profound knowledge of the wide range of courses and all the possible
ways of obtaining a formal qualification, but also knowing the value of certain qualifications,
in particular and which qualifications could lead to what kind of diploma.
The target groups for career and educational counsellors differ. Career counselling focusses
on employed people who are considering a career switch, while educational guidance
focusses mostly on guidance of unemployed, although it might be particularly useful for low
skilled employed people (see chapter 3).

A counsellor of de Stap stated:
‘Knowledge about the labour market is equally important as knowledge about the field of
education. But knowledge about conditions of different services such as OCMW, VDAB etc. are
also important. The knowledge I have is not necessarily the knowledge of other counsellors.’
As interpersonal skills and complex client cases have a significant influence on counselling activities,
the question was asked whether it would be possible to define a certain typology of clients and to
focus per counsellor on a certain type of clients. Staff members of both de Stap and de Leerwinkel do
not see this kind of approach as a added value for educational counselling of adults:
-

They don’t think it’s realistic to define a client typology. Types are almost as diverse as there
are clients.
Specializing in one kind of client would make the counsellor’s focus too narrow. The
guidance is a custom-fit one, this implies that counsellors adapt themselves in function of
the client. It wouldn’t be right for the counsellor to focus on their own particular
specialization, since thinking outside of the box is an import dimension of guidance,
according to staff members. Saff members of de Stap, however, think it’s important to have
thematic experts, as a counsellor cannot build expertise on all different themes and fields.
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‘ If you focus on one specific specialization, there’s a risk in going along with the suggestions of
the clients. While questioning certain learning questions or suggestions from clients is of very
much importance.’

Aims
Adapted competence profile for educational counsellors
One aim of the GOAL project was to get a clearer view on the specific competences needed to
work as an educational counsellor as well as on counsellors’ development needs mainly in order to
show the complementarity with counsellors of other services such as career counsellors,
employment counsellors, social service counsellors, etc. This goes hand in hand with the aim of
identification of the complementarity between different services and networks.
As the sector of career counsellors in Flanders has developed a formal competence profile for career
counsellors (yet to be validated, classified in NQF (National Qualifications Framework) and
approved), the Flemish GOAL team decided to review this profile at the end of the project and adapt
it based on the experiences resulting from the experimentation. It can be concluded that the
available profile for career counsellors is quite applicable to the required competences of an
educational counsellor. However, some adaptations and additions must be made, which are in most
part linked to knowledge, competences and tasks related to the educational field (from legislation to
provision). The integration of social media in the guidance process has also been added. Additionally,
it was decided that the educational counsellor needs some knowledge about and experience with
learning disabilities such as dyslexia, ADHD, fear of failure,… The counsellors also included
competences that help to recognize and discuss vulnerable and/or complex (personal) situations of
the client such as addiction, financial problems, health problems and context of refugees.
Educational background and training
There are no specific educational requirements for being an educational counsellor in Flanders.
However a few elements should be taken into account for assuring a certain quality of the service.
-

A degree on a bachelor-or master level, or work experience in the field of pedagogy,
psychology, social sciences or social work.
Regular ongoing training is necessary. Counsellors should continuously invest in keeping
their knowledge up to date and further development of their counselling skills.

Improving competences through peer learning and in networks
As the service of educational guidance has not been structurally developed in Flanders, there is not a
formal professional profile of educational counsellor - nor are there educational programmes or
courses. Consequently peer learning and learning in networks is crucial. New counsellors were
trained on the job by their colleagues. In the beginning, they joined the counselling sessions of more
experienced counselors to learn by observing and after a few sessions they carried out duocounselling sessions with more experienced counsellors. The new counsellor took the lead in the
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session; the experienced counsellor observed, intervened when relevant or necessary and the
session was discussed afterwards. Also the preparation and the follow-up of the sessions was done
together in order to support the new counsellor optimally. In the beginning of the project, new
counsellors indicated that a kind of manual or script as support during the guidance process would
be useful in order to have a complete overview of the process and its different steps. Therefore it
was decided to develop the guidance flow chart (see figure 4.1) with the description of the different
steps to support (new) counsellors. Also the overview of guidance tools produced as a result of the
tool mapping exercise was perceived as useful by less experienced counsellors.
Throughout the experimentation de Leerwinkel has developed more structural ‘exchange meetings
and discussions on client cases. The counsellors all agreed that peer-learning (both within their
organisations as well as between counsellors of the two Flemish service providers) is important to
develop their specific knowledge on the education, social and employment sector as well as to
discuss client cases. Counsellors of de Leerwinkel, who do not work in the same office for most of the
time (only 1 to 2 days a week), chat a lot with each other through Skype throughout the day to ask
each other’s advice on client situations. Individual counsellors often also have some specific expertise
that is consulted on a daily basis by the others colleagues (for example on the education provision in
a particular region, on social welfare regulations or on education in a specific sector, on diploma
recognition etc.). Complementarity in the team and knowing each other’s expertise is therefore
crucial. The exchange workshops and meetings that took place as part of the GOAL interventions, on
particular topic such as the registration system, tools used in the guidance process, competences and
the development of a common guidance flow, has contributed to new ideas and visions on
counselling. For example, the use of social media to follow-up on client’s progress and motivation
was introduced at De Leerwinkel based on successful experiences of de Stap. Vice versa, de Stap
learnt from de Leerwinkel about using and integrating the registration system in the guidance
process.
The improvement of local networks and collaboration activities with local partners have also
contributed to better information exchange on legislation or conditions in relation to social security,
social services and employment services. The contacts with educational institutes provide
counsellors with up-to-date information on the educational provision in the project regions.
The network, exchange of client cases and information between colleagues are both crucial in
competence development of counsellors and fit within the existing workload. Furthermore,
counsellors participated in network events and seminars, most of them organised by network
partners, to increase their knowledge.
Although counsellors learned a lot through this rather informal competence development or through
participation in events, they indicated that more additional training is necessary, mainly in the field
of counselling and conversation or interviewing techniques. However, due to the lack of time (high
client case load within GOAL) and finances (external training should be tailor-made and bought in by
external training consultants), no additional training was organised.

6.2 Achieving high standards of counsellor competence
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Service user perceptions
Based on the client satisfaction survey, a vast majority of the clients of both de Stap and de
Leerwinkel are highly positive about the professional competency of their counsellors. 97% of the
clients said they were ‘very satisfied’ with the counselling sessions, whereas only 3% said they were
‘a bit satisfied’. Overall, at least 94% of clients are satisfied about the counsellors’ competences (that
is, gave a ‘yes’ answers to the different questions about counsellors’ professional competency). See
6.3
Table 6.2 Professional Competency of Counsellors - Evaluation by Clients (Client Satisfaction
Survey)
Some
Yes
what
No
Total
N
%
N
%
N
%
N
Did the counsellor explain things
clearly?

236

100

1

0

0

0

237

Was the counsellor encouraging?

211

91

17

7

4

2

232

Did the counsellor seem to
understand your needs?

227

97

7

3

1

0

235

Did the counsellor give you helpful
information?

226

97

6

3

0

0

232

Did the counsellor answer your
questions?

229

97

6

3

0

0

235

Did the counsellor respect your
choices and interests?

232

100

1

0

0

0

233

The questionnaire also gave clients the chance to add extra information about the guidance. 164
clients filled in this open question, and all of these clients stressed the positive experience they had
with their counsellor.
•
•
•
•
•

Clients stressed that they appreciate how their counsellor explained things clearly.
Clients emphasized the friendly and motivating approach of their counsellor.
Clients underlined the custom-fit service they got.
Client stressed how the conversation was helpful.
Clients stressed how the counsellors were kind and empathetic.

A same, positive evaluation is made by the interviewed clients. They praised counsellors in the first
place because of the custom-fit service they deliver. The clients stressed that the counsellor let them
take the lead and acted like a real coach, without forcing them or putting pressure on them. Derived
from the face-to-face interviews for the second evaluation wave only 1 (out of 12) person said that
after counselling they did not feel motivated to start education; the same client claimed not to have
been informed about the value of a qualification. Most of the clients stated during the interview that
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the counsellor was stimulating, but not pushy or overbearing with regards to educational
participation.
‘I didn’t know what I wanted to do and what I could do. Because of the guidance I now really know
what I want and how to do it step by step.’
‘My counsellor helped me with giving me information and planning ahead. I’m very motivated
because of her. Now I have an overview of what I want and which courses I can follow.’
98% of the clients that filled in the client satisfaction survey experienced the counsellor as (at least
‘somewhat’) encouraging. One client, interviewed for the qualitative evaluation, agreed and testified
that this encouraging aspect was very important to him. During the counselling sessions, his coach
stimulated him to proceed by showing confidence (for example: ‘I am sure you can manage this’).
From time to time, between two counselling sessions, he received text messages from his coach to
ask whether everything was fine and going as planned. These kind of contacts with his coach were
also encouraging him to proceed.
The client interviews made clear that the counsellors are seen as making the right judgement about
their clients and choosing the appropriate degree of involvement towards a particular service user.
One of the clients stated that he appreciated it that the counsellor at de Stap checked up on him
regularly. Moreover for another client, her counsellor made clear that she could always rely on her if
she had a learning problem or needed any help. Another client appreciated that her counsellor made
sure to take her other problems into account, like having a sick child and going through a divorce.
One client appreciated that his coach showed engagement, for example, by sending him text
messages between two counselling sessions, while another client, in contrast, appreciated that his
coach kept some distance and did not contact him between two appointments.

Staff and other stakeholders’ perspectives
Stakeholders from de Stap and de Leerwinkel who participated to the qualitative interviews praised
the counsellors for their elaborated knowledge of the complex field of education. The counsellors do
not only inform about and orientate towards a broad spectrum of possible courses or training
programmes, they also guide their clients through application processes, inform them about
enrolment fees and exemptions, make them aware of possible barriers (e.g. child care, difficult
accessibility of a certain campus, …), etc. During the triangle conversations one of the representatives
for Integration complimented the staff members of de Leerwinkel because of their competences to
work with newcomers, i.e. immigrants. Clients integrating with an educational perspective are
coached and motivated on their way towards further education.

Summary of strengths and achievements
GOAL counsellors are managing a set of diverse skills and competences. They need to have a
profound knowledge about the complex field of education, but also have strong social and
interpersonal skills. Their in-depth knowledge of the education system helps them to take all the
educational options for a client into account, with a particular focus on considering educational
options in relation to the personal context of the client. The interpersonal skills are important as
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clients are often confronted with multi-problem situations. These skills allow counsellors to judge a
situation and to assess which aspects of a client’s context should be taken into account when
considering the educational pathway. At the same time, interpersonal skills should also prevent the
counsellor from becoming a client’s personal coach. A certain level of distance should be kept under
all circumstances and referral to other professionals should be done at the right time. However, this
is not always easy (cf. below ‘challenges’). The tailor-made approach that counsellors apply, is
considered as very valuable in achieving small steps of success throughout the guidance pathway. It
is encouraging to clients and appears to contribute to self-confidence and self-reliance. Both de Stap
and de Leerwinkel let clients take the lead in the decision making progress. They provide clients with
information and support, but the clients retain ‘ownership’ about the counselling and its results. This
leads to a high level of client satisfaction concerning the counsellors’ qualities.
The stronger focus throughout the GOAL process on peer-learning and informal meeting sessions
between counsellors helped them to achieve better and more specialized knowledge on certain
domains of adult education as well as on regulation in the field of social security, welfare services,
etc. It also helped to open up their vision on guidance processes and allowed them to question their
own approaches. Their knowledge about regulations in the social field (social welfare, OCMW, VDAB,
…) allows them to link up with other organisations and to refer clients to counsellors of other social
services, when clients experience other problems and barriers that are not immediately related to
education.
The GOAL counsellors are also strong networkers. This is important as counsellors rely on other
services for referral and the exchange of technical and practical information with partner
organisations.
GOAL counsellors are punctual, concerning job- and client-related administrative tasks and- are
aware of the limits of their working context. Since they work in a one-to-one relation with clients,
there is little to no space for consultation between colleagues during the guidance sessions.
Therefore, both at de Stap and at de Leerwinkel, the staff members invest a substantial part of their
time in team meetings during which they can discuss questions and problems linked to individual
clients.
According to the staff members, the GOAL project helped to improve their services, especially
concerning:
-

an increased attention to peer-learning;

-

the development of new ideas and visions on counselling

-

increased collaboration with local partners.

6.3 Challenges and barriers
Counselling is a demanding job:
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-

Educational counsellors have to keep up with the knowledge of the field of education while
also keeping up to date on social regulations.

-

Educational counsellors have to keep their counselling skills up to date and make sure to
develop new counselling tools and skills.

-

Counsellors have to be sort of a ‘social chameleon’ to be able to adapt themselves to all kind
of clients and to all kinds of learning questions. The asset of providing a custom-fit service is
also a challenge as this method is time consuming. On top of this, there is a lack of time to
invest in further training to develop competences.

-

In Flanders, GOAL-counselling takes place as a one-on-one relationship between client and
counsellor. This characteristic does not always make it easy for the counsellor as it implies a
high level of autonomy.

GOAL counsellors can invest only a limited part of their working time in appointments with clients as
guidance and orientation towards adult learning implies more than only consultation sessions.
Counsellors are responsible for all administrative tasks related to their client dossiers (e.g. data
monitoring, appointments); they have to invest in networking and communicating with other
services and in their own professional development. Furthermore, between contact sessions with
each client, GOAL counsellors gather information for their clients and organize micro-contact
moments with their clients (text messages, WhatsApp, Facebook, …) in order to keep in touch and
reduce the likelihood that clients would lose contact and not persist in realizing their educational
goals. All those ‘back office’-tasks must be taken into account when organizing or evaluating GOAL
guidance. As a result, counsellors have little time left to work on their own professional development
by further training to keep up with developments in counselling, new tools, …
Dealing with complex cases of clients experiencing multi-problem situations, it is not always easy to
make the right judgement about the situation. Especially in those more complex client cases, there is
an unclear demarcation between being an educational counsellor and being a social/welfare worker.
As one of the staff members stated:
‘In my job as a counsellor, finding a balance between pampering and empowering is not always easy.’

6.4 Key findings
Background
In Flanders there are no degrees or study programmes that directly relate to educational or career
guidance. Most counsellors have a degree in the field of pedagogy, psychology or social work.
The job of counsellors demands a high level of autonomy as the service is custom-fit and based on a
one-on-one relationship between client and counsellor.
Educational guidance involves more than face to face guidance sessions. Counsellors have to spend
time on client-related research, administration and networking, The counsellors differ in their
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experience of adult guidance; it is however difficult to correlate the guidance experience and quality
of the guidance. Based on client feedback, for example, there is no particular positive or negative
feedback that could be linked to the counsellors’ background and experience.

Counselling activities
Both the organisations allocate their time between the actual counselling and additional tasks such
as registration, communication with clients (micro-contacts), contacting stakeholders and
participating in network meetings and events, research and collecting information, planning &
monitoring, and administrative tasks. Counsellors can rely only on limited back-office support such as
IT, administration, HR and logistics. Furthermore, counsellors have to keep up with knowledge about
education and social welfare, the developments in counselling tools and methods, etc.
The average day of a counsellor from de Stap and de Leerwinkel can differ as the amount of guidance
sessions per day varies strongly between the two programmes. De Stap has a maximum of 3 sessions
per day and uses the rest of the day for the above described tasks. De Leerwinkel concentrates all
the sessions per week in 2.5-3 days and has an average of 6-7 sessions on these counselling days.
These sessions are organised at the sites of the local partner organisations (outreach locations). The
informal professional contacts that consellors have during these days (with staff of the partner
organisations) stimulates referral and collaboration. The other 2 days, counsellors of de Leerwinkel
spend on administration, registration, staff meetings (including exchange meetings on client cases),
networking, information sessions, etc.

Defining competences
Core competences for GOAL counsellors are:
•
•
•
•

Keeping up with knowledge about the complex field of education and social welfare
The ability to work independently
Networking skills
Interpersonal skills:
o Motivational approach
o Custom-fit approach
o (Right degree of) proximity

Counselling is mainly a matter of interpersonal contacts and is therefore also strongly influenced by
(one one hand) the personality and background of the client but (on the other) the personality and
background of the counsellor. Additionally, the approach to the client is also very much dependent
on the focus and vision of the organisation (stimulating clients to take own initiative (de Leerwinkel)
vs. guiding clients in every step (de Stap). However in both approaches, there is a thin line between
social work and educational guidance.

Achieving high standards of counselling competence
The services focus on a custom-fit guidance process with attention to the background of the client. A
background in social work and services is favourable as clients deal with many other problems.
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In GOAL guidance, counsellors keep in mind that the client needs to be in the driver’s seat:
-

Clients voluntarily follow a guidance route at De Stap or at De Leerwinkel

-

Clients indicate the direction and the speed of the guidance.

This approach helps to strengthen clients in taking decisions and guarantees that clients feel
‘ownership’ of the final decision made.
Counsellors keep up with the progress of their clients by following-up through phone, Messenger,
WhatsApp etc. This approach appears to reduce the likelihood of clients dropping out of GOALservices before the aim of subscribing to a course or training is reached.
For both organisations peer learning is the basis for professional development. Both de Stap and de
Leerwinkel have regular exchange meetings (weekly or every two weeks) between counsellors. These
are crucial to discuss complex client cases and to improve knowledge on education, social regulation
and other issues. The counsellors of de Leerwinkel only meet physically once a week, as they are
counselling at different locations within the Province; therefore they have a lot of Skype contact to
ask each other’s advice or to ask for information.

Challenges and barriers
Counsellors identified 3 particular types of challenges:
1. To keep updated with all information on education and social welfare regulation:
Counsellors need to keep up with changes in the educational provision and in different types
of legislation and regulation in the social welfare sector (for example to know if a person is
entitled to social support while studying).
2. Guarding the line between social welfare or personal counselling and educational
guidance:
The frequent need to deal with complex multi-problem situations gives rise to an unclear
demarcation between counselling and social work, and between educational counsellingand
personal counselling.
3. Scarcity of times and means which forces counsellors into not-counselling related tasks:
Budget limits and scarcity of time make (further) development of counselling skills more
difficult. However, informal learning does take place through informal exchanges amongst
counsellors and on-the-job training.

6.5 Key implications
Implications for future programme development
If GOAL services will be offered or further developed/extended in the future, following key elements
should be taken into account:
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-

-

-

-

For counselling, a broad range of competences is needed. Currently the career guidance
sector, in collaboration with the Ministry of Education, has developed a formal competence
profile for career counsellors. Many of the competences in this profile are applicable to the
GOAL counsellors. This profile could be the basis for a formal competence profile for
educational counsellors in the future, in case the service will be structurally established,
taking into account the formal processes of competence profile development in Flanders.
As counsellors have a different educational background (no specific educational programs for
career or educational counsellors are in place in Flanders) and as clients all have different
backgrounds and personal problems (more or less related to educational issues), the role of
informal learning and peer learning has proved to be very important to the counsellors.
There are no training institutions that provide adapted training based on the specific training
needs of the counsellors.
In case of the structural development of the GOAL service, a back office should take up the
task of facilitating exchange between counsellors in a more structural way but also to
encourage informal learning and exchange on daily basis as was done during the GOAL
experimentation. Furthermore, a structural service with a back office could support more
structural staff development plans and organize tailor-made training (by own experts or
external trainer trainers).
GOAL-counselling implies a lot more than individual contact sessions with clients. In case of
the structural development of the GOAL service, those back office tasks (client registration,
networking, interaction with colleagues and professionals of partner organisations, …) must
be taken into account.

Policy implications
Implications of policy
Concerning counsellors’ competences, the biggest implications of policy are:
-

-

The non-existence of a detailed competence profile as an orientation point for job
descriptions, staff evaluations etc. However, following the development of a competence
profile for career counsellors, there is an opportunity to start working on this basis in order
present a competence profile for educational counsellors.
The lack of educational programs for further training and development of skills focused on
providing educational guidance to adults.

Implications for policy
In case of the structural development of the GOAL service, policy makers should have in mind that
the caseload of counsellors cannot be reduced to face-to face contacts. Client related administration,
follow-up contacts (micro-contacts), but also general administration, human recourses related tasks,
networking and communicating with other services and in service training are part of the workload of
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the counsellors. Policy must pay attention to the broad spectrum of educational guidance related
tasks and provide sufficient resources to complete these tasks.
If a GOAL service is structurally developed in the future, an adaptation of the competence profile for
career guidance counsellors can be a supportive instrument for HR-management (basis for job
profiles, staff evaluations, …).
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7. Guidance tools for low educated adults
This chapter discusses the tools used by counsellors of the GOAL programme in Flanders in their
GOAL guidance programmes. It offers an analysis of the strengths and weaknesses of these tools in
terms of impact and quality, as well as the challenges associated with tool development and/or use.
The range of tools that support staff and clients in adult guidance is broad and can include:
•
•
•
•
•
•

•
•
•
•

Traditional, paper-based resources and newer online and digital tools.
Tools to diagnose and assess levels of skills, including basic skills.
Tools to support the validation of prior learning (VPL) processes.
Tools for evaluation and self-evaluation (such as interest inventories, tools for making action
plans, goal-setting pro forma).
Tools that help counsellors to reflect; professional development tools for counsellors.
Information tools (internal and external sources), including both those which inform the
counsellor and those which can be used to disseminate information to clients (such as jobsearch tools, college websites).
Data monitoring tools and registrations systems, where analysis of the variables can be used
to develop the programme and track outcomes.
Tools that help to structure the guidance session such as scripts for interview. Data
monitoring templates can also support this aspect of the counselling.
Tools that help clients with job-search, such as tools to assist with CV writing.
Tools for following up on clients such as WhatsApp, Messenger, etc.

From this range, GOAL services sought to develop a toolbox of resources that could support
guidance services for low-educated adults.
Both de Stap and de Leerwinkel have developed a flowchart which could function as a roadmap for
the counsellors.

7.1 Context and aims
Mapping of existing tools
The existing guidance initiatives in Flanders were already using a wide range of tools before the start
of the project. These tools were however not specifically developed to provide educational guidance
to low educated adults. The existing tools include: preference and interest tests (developed by the
CLB, pupil guidance centres), websites with information about education, information tools from
third organisations, information videos on professions (PES), information tools from de Stap and de
Leerwinkel (brochures, overview courses,…).
During the needs analysis phase of the GOAL project, needs regarding tools were also identified. It
appeared that the use of tools was usually dependent on the personal preferences of counsellors
and their experience; there was no structure or guidelines on using tools in guidance sessions. Along
with the need to develop a offset of guidelines for guidance for (new) counsellors, counsellors also
expressed the need to develop an overview of all tools that are being used and in which stage of the
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process. Therefore, a framework has been developed to map the existing tools that are used both in
de Stap and de Leerwinkel. This framework is based on different theoretical frameworks on student
guidance. Within it, different steps in the guidance process are being identified, such as:
•
•
•

exploring the self (competences, interests, values and beliefs, self-confidence, studying skills)
exploring the environment (information on education and training, information on sectors
and professions, conditions and obstacles, personal network)
crystallising (selection of possible choices; what fits with me and my personal situation),
choosing and binding (identification of choice and taking steps to carry out what has been
chosen).

Both de Leerwinkel and de Stap have carried out the mapping process of all tools they are using
throughout the guidance process to identify suitable tools for each phase in the guidance process. In
that process, counsellors have learnt from each other which tools they use and some of them were
introduced to new tools. Especially for the new counsellors (hired for the GOAL project), the
overview of tools was of great value in their development process as a counsellor.
Improving existing tools
Before the start of the project, de Leerwinkel had a registration system in Access, in which data of
clients were collected as well as information on the guidance sessions, to be used by counsellors for
follow-up. De Stap didn’t have such a registration system in place and it decided to use the system of
de Leerwinkel to fill that need. The existing registration system of de Leerwinkel was adapted to the
needs of the GOAL project, allowing for the registration of the monitoring data required for the
evaluation and also for the registration of steps taken in the guidance process. The aim was to
improve the quality of the process and to better follow up on the results of the sessions and the
steps taken with the client. As part of the GOAL project, de Stap started to use this registration
system and trained counsellors in its use.
Another existing tool that is very commonly used is a website called ‘Onderwijskiezer’ (‘Education
Chooser’). It is a website with all educational provision at all levels (compulsory education, adult
education (formal and non-formal) and higher education). Concerning adult education, the
counsellors indicated that the website didn’t provide up-to-date information. It was further
examined how this could be improved and actions for improvement were undertaken.
Developing new tools
In the needs analysis phase, all existing tools were assessed. Counsellors identified needs that the
existing tools could not meet:
-

Counsellors indicated that a better system for online appointments for counselling sessions
was needed in order to stimulate referrals and to lower the threshold for making an
appointment. An online reservation or booking system was needed in which partner
organisations could directly make an appointment with their client (de Leerwinkel).
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-

The registration system was new for the counsellors of de Stap. A manual was required as
well as clear instructions on how to record the GOAL evaluation data in the registration
system.

-

A guidance flow: guidelines for counsellors on the main steps to be taken in the guidance
process (de Stap and de Leerwinkel): Although counsellors agreed that a guidance script
would limit the tailor made approach, they came to a consensus that a guidance flow in
which different steps are explained would be useful especially for new counsellors. The
partners decided to develop an organisation specific tool as they preferred to include their
own accents and vision on guidance. However, the aim was set to develop a general chart
that can serve as basis for future guidance services.

-

Agreement form for clients: to give their consent to be contacted for interviews, to exchange
data for following-up, to allow use of data for research, etc.

-

Facebook accounts for counsellors: this aim was included during the course of the project.
De Stap decided to make more use of social media and text messages in following up on
clients.

-

Information charts on adult education and provision to use during sessions (de Stap and de
Leerwinkel).

7.2 Guidance tools for low educated adults
Tool selection, development and use
Table 7.1. lists the tools that the counsellors of de Stap and de Leerwinkel use for guidance. It
contains a mix of instruments:
Table 7.1 Overview of The Tools of GOAL Providers in Flanders
• Websites, leaflets and folders about educational and career possibilities – It concerns websites
from institutes of education, the Flemish departments of Education, the Flemish public
Employment Service; sites and brochures that contains information on scholarships, the working
of the examination commission.
• Videos of professions
• Onderwijskiezer (website with educational provision in Flanders)
• Online tests from other organisations (I-Lik: to test to map general interests, I-study: a test to
map study attitude, I-Prefer: a test to educational interests)
• Websites, leaflets and folders of the own organisation (de Stap and de Leerwinkel)
• The client data monitoring tool
• Individual action plans for clients
• Choice & information form (form that is completed during the guidance process with all important
aspects discussed and choices made)
• Scripts for guidance (e.g. flow)
• Counselling methodologies, developed by third parties
• Appointy: online agenda for appointments (to be used by clients to make an appointment
themselves, and by partners when referring clients and making an appointment for them)
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•

Tools to facilitate the monitoring contacts with clients – It concerns the possibility to contact
clients by text messages, e-mail, phone, …

Different tools are used for different purposes. There are, for example, tools to inform clients while
others are useful to the GOAL staff members to develop their own professionalism as a counsellor.
Some of the available instruments are not specific to GOAL and were developed by third
organisations (for example, existing information websites, videos of professions, online interest
tests,…). Others were particularly developed for GOAL, for example, the client monitoring tool, the
action plan and choice form for clients.
In the qualitative interviews with the counsellors they were asked which tools they use most
frequently: Counsellors of de Stap cited a few tools that they use with every client: a list with all
educational programmes in Ghent that lead to a diploma of Secondary Education, the website
‘Onderwijskiezer’ and brochures of de Stap with information on adult education.
Counsellors of de Leerwinkel also use the website Onderwijskiezer frequently together with a chart
of the educational structure, the action plan form for clients and a form with steps taken to support
the client. The ‘I-Like’ and ‘I-Prefer’ tests, that are developed by the centres for pupil guidance (CLB),
are also used, especially with clients who have no idea yet about their interests.
Not every tool is as useful for every counsellor with every client. Much depends on the profile and
needs of the client. For example:
•

•

A client with a poor personal network is, in general, better helped with more regular
contacts by phone or text messages than a client with a strongly developed personal
network.
For a client with a clear question about training and education possibilities, online interest
tests will be less important than for a client with only a vague interest in training and
education.

But not only the clients, with their particular profiles and needs, influence the usability of tools; the
counsellor’s profile is also relevant. A staff member stated that as he gained more experience, he
was less likely to use tools. As his experience increased, he was more able to draw the most relevant
information from regular conversations with the clients. This was also confirmed by other staff
members. During the GOAL project both the organisations developed a new tool: a flow chart of
their organisational guidance process. Staff members understand that this tool could be supportive
for new counsellors. However after a while, the tool will be ‘internalized’.
Table 7.2 Used Tools with GOAL Clients in Flanders
All GOAL clients
Tools

N

%

Websites

12

100

Interest test

0

0

Brochures

4

33
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Exercises

1

8

Online tools

2

17

Paper-based tools

5

42

Emails

4

33

SMS

0

0

Facebook

1

8

WhatsApp

0

0

Other

2

17

N=12

Table 7.2. gives an overview of the tools used in GOAL-guidance, reported by the clients that were
interviewed face-to-face for the follow-up survey (N=shows that the most frequent tool are the use
of extern websites. The overview shows that websites that inform about educational possibilities are
frequently used. Other important tools are paper-based tools, emails and brochures. Even though
clients stated that SMS, Facebook and What’s App are used frequently for follow-up, they didn’t list
them as a tool because they perceived them as communication mediums rather than guidance
‘tools’. Although, those kind of contacts are incontrovertibly appreciated by clients:
‘From time to time, we had contact on Facebook. Then she asked me how I was doing, whether my
plans were progressing, etc. That was nice. It proves she is really involved.’
‘I liked that she didn’t forget about me. She sent me a text message to ask me about it went. Around
the exam period she messaged me to wish me luck. I always liked those messages.’
‘She sent me an email after a while to ask me about the course, if it’s difficult, if I needed anything…
That was around the period my dad died so I was having a hard time. So I appreciated her texts and
emails.’

Strengths and achievements
The mapping exercise that was carried out primarily provided support to new counsellors while they
were settling into the counselling job and growing familiar with the guidance process. More
experienced counsellors confirmed that the exercise was useful to them as well in order to have a full
view on all relevant tools.
The use of social media is one of the strongest and newer tools of the organisations. Not only do
social media tools facilitate the monitoring contacts with clients, they keep the counsellors up to
date regarding the educational progress of their clients. Besides that, the use of social media makes
it possible for the counsellors to ‘counsel’ on a micro-level and to anticipate possible questions.
Meanwhile, clients experience these contacts as a proof of interest and involvement from the
counsellors. Staff members underline the effectiveness of the micro-contacts; however they are time
consuming.
Both de Stap and de Leerwinkel use the data-monitoring system to develop a logical counselling
pathway for every individual client. The data registered in the database makes it possible to keep on

117

track with personal progress and steps that are taken. The data monitoring system also prevent
clients from having to repeat their background and (multiple) problems over and over again. A
counsellor stated:
‘The data monitoring system is a useful instrument as it helps to remember relevant information. In
this way you reduce the chance of losing clients, by staying connected to them.’
The data-monitoring system provides an overview of the client’s profile and the actions which are
already taken. The registration in the data-monitoring system can also be used as a measuring
instrument as it gathers data which can be analysed for a quantitative evaluation of the service.
The manual accompanying the data monitoring system provided additional support to the
counsellors in their registration process, especially in the beginning when they started to use the
system.
Another important tool is the use (predominantly for De Leerwinkel) of a shared online platform for
scheduling appointments (Appointy) that was initiated as part of the GOAL project with partner
organisations as VDAB (Public Employment Service) , I&I (Integration Office) and Social Service Centre
(OCMW). Because of this, these services have direct access to the planner of the counsellors.
Furthermore clients get a reminder of their appointment. A shared agenda tool also facilitates a
‘warm transfer’ between services as partner organisations can – when the client approves –
immediately make an appointment at the educational guidance service. Clients do not have to
undertake extra action themselves. This reduces barriers for clients. The partner who makes an
appointment can also provide brief information on the reason for referral and his contact data, which
allows the counsellor of the GOAL service to contact him/her for more information if necessary.
Counsellors draw up an action plan for every client who has more than one session planned. In this
way the client gets a clear overview of the steps and of the pace to reach his/her goal This will lead to
a successful co-operation between client and counsellor.
The use of external (up-to-date) websites and online tools provide the counsellors and the clients
with accurate information. Besides that, it gives clients an overview of the educational possibilities.
The most important website for this purpose is ‘Onderwijskiezer’, which provides information on the
education provision in Flanders. It is however still a challenge to get this website completely
updated for adult education (cf. 7.3).
Another tool recently developed by both de Stap and de Leerwinkel is the guidance flow chart (cf.
figure 4.1.) This chart is based on the guidance process flows of both organisations and reflects the
general steps and phases in the guidance process that are common to both organisations. The tool
provides the right balance between not being overly prescriptive regarding which exact steps to take
and providing an overview of the minimum level of actions that should be undertaken in each phase
of the guidance process. It is considered extremely useful to less experienced counsellors. The
development of this tool produced interesting discussions between counsellors of de Stap and de
Leerwinkel: each group started from their own counselling approach, and the final map can be seen
as an amalgamation of the key principles shared across both programmes.
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The general flow (can be used to explain the whole process of guidance and all aspects that are of
relevance in this process.
Generally speaking, tools help counsellors to improve the service provided to clients. However, staff
members believe in a balanced use of tools: for example, Individual action plans are useful, but they
should not be too rigid and strict.

7.3 Challenges and barriers
Since the services have freedom in how they operate within their organisation, it’s very logical that
the two services do not use the same tools as often or at all. Besides, using different kind of tools for
different kind of clients and needs is important in the context of a custom-fit service. However, this
makes it challenging for new counsellors. They could struggle with finding the right tools within the
wide range of available tools.
During the first wave of the GOAL project, the counsellors of de Stap struggled with the data
monitoring system as it was a new tool for them. This was no longer a significant problem during the
second wave of GOAL due to the support of a registration manual. However staff members still
mentioned some challenges related to the data monitoring system. The registration of all relevant
information asks a big time investment of the counsellors. After every session, the counsellor needs
to register all information based on notes made during the session. The monitoring system is not
web-based which makes it inaccessible from other computers. Some information is difficult to
register such as history of education etc. This information is filled in an open text field. However the
staff members underline the importance of the data system, as it is a tool for saving background
information about the client. On a macro-level it takes expertise and experience to analyse the most
relevant information from the available data collected in the information system. Coordinators of the
services said they found it difficult to use the data for other purposes than follow-up of the client.
The current system is not user-friendly and too technical to extract data. Therefore it is difficult to
analyse data at organisation level for the purpose of improving guidance processes. Chapter 7.5.
elaborates on suggested improvements of the registration system.
It should also be noted that the information on the educational past of clients, which is one of the
challenges to register at the moment, will be included in an online Education portfolio (including all
enrolments of a person in formal education) that will be available online. Clients will be able to log in
on their personal portfolio (generated by the Ministry of Education) and go through this portfolio
together with the counsellor. It is expected that this tool will be a strong support for educational
counsellors, making it easier to reconstruct the educational past of the client.
Concerning counselling methodologies and – to a lesser extent – the use of available tools to inform
clients about educational possibilities, there are limited options for counsellors to participate in
training courses to keep their knowledge, expertise and counselling skills on point.
Providing up-to-date information online on courses and educational provision at institution level
remains a challenge. Actions have been undertaken to regularly update the most used website
(Onderwijskiezer) with educational provision, i.e. a monthly update on the educational provision of
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all centres of adult education is sent to the host of this website. However, the Ministry is still
depending on the correct and timely registration of their courses by the centres and the there is still
no automatic update of the ‘Onderwijskiezer’ website. Updates are depending on time of the host to
do all updates manually. The website is useful for gaining a general idea of the educational offer of
centres, but counsellors still call educational centres to get a recent update on availability of specific
courses and their start dates.
Despite the added value of follow-up methods, challenges arise from the use of micro-contacts. Not
only does it mean an additional time investment for the counsellors but it also concerns a question of
boundaries. How should counsellors limit these micro-contacts regarding their time but – maybe
even more importantly – their personal boundaries. An ethical framework should be developed to
describe principles and guidelines on the use of social media, the protection of the client’s privacy,
sharing information etc. The content of such a framework was not a focus of the GOAL evaluation.

7.4 Key findings
Context and aims
A framework has been developed to map the existing tools that are used both in de Stap and de
Leerwinkel. Within it, different steps in the guidance process are identified:
•
•
•

exploring the self (competences, interests, values and beliefs, self-confidence, studying skills)
exploring the environment (information on education and training, information on sectors
and professions, conditions and obstacles, personal network)
crystallising, choosing and binding.

Both de Leerwinkel and de Stap have carried out mapping process of all tools they are using
throughout the guidance process to identify suitable tools for each phase in the guidance process.
The existing registration system of de Leerwinkel has been adapted to the needs of the GOAL
project, allowing for the registration of the monitoring data required for the evaluation and also for
the registration of steps taken in the guidance process. The aim here was to improve the quality of
the process and to better follow up on the results of the sessions and the agreements made with the
client.
Different information and referral tools for stakeholder partners have been developed and/or
improved by de Leerwinkel (cf. above).
New communication tools (What’s App and Facebook) were successfully tested and integrated by
de Stap as part of their communication strategy with clients, to keep in touch more easily to follow
up on progress and motivation.
Within the GOAL project a guidance flow chart has been developed based on the experiences of the
GOAL counsellors throughout the project. The development of this flow included reflection on the
guidance process in order to make counsellors aware of the most important steps to be taken in de
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process. It is to be used as a supportive tool rather than a step-by-step instruction manual for a
(new) counsellor.

Tool selection, development and use
GOAL counsellors can use different tools to support guidance and orientation. Not every tool is as
useful for every counsellor with every client. Much depends on the profile and needs of the client.
The counsellor’s profile also influences the usefulness of the tool.
Tools are a means to support the achievement of a certain aim. Therefore:
•
•

•

The prescriptions about the use of tools must not be too rigid or strict.
Tools must be as user-friendly as possible. Especially the currently used data monitoring
system partially fails, because, in gathering data needed for the evaluation of GOAL, it
gathers more information than relevant to guidance and orientation towards adult education
while some data that are relevant for monitoring (such as qualifications) are difficult to
collect in the current system.
Information on websites of other organisations must be kept complete and up to date.

Strengths and achievements
. Generally speaking, tools help counsellors to improve the service provided to clients. However, staff
members believe in a balanced use of tools: scripts for guidance and individual action plans are
useful, but they should not be too rigid and strict.
Some guidance tools, like text messages or certain information on the internet, seem obvious and
therefore they are not always thought of as tools. However, their usefulness to GOAL should not be
underestimated. The use of social media and micro-contacts facilitate the work of counsellors as they
keep the counsellors updated about their clients and provide a way to counsel on a micro-level. It
allows the counsellor to quickly check the motivation or the progress of the client and it gives the
client a great sense of being supported.
The use of tools such as shared agendas and monitoring systems reduces certain barriers for clients
and facilitate the counselling process.

Challenges and barriers
Attention should be paid to the side effects in the use of social media, more, such as boundaries in
terms of time and personal space. Tools which provide data are not always easy for the counsellors
to use. The use and analyzation of data requires additional time investment, supplementary
expertise and knowhow.

7.5 Key implications
Implications for future programme development
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The guidance service is not yet structurally developed and there is no professional back office to
support counsellors in the development of specific tools. This lack of systematization contributes to
diversity of tool used amongst counsellors. This is of course also linked to the custom-fit approach.
However, throughout the GOAL project, the need had been identified (especially by new counsellors)
to have supportive tools throughout the guidance process. A tool such as the flow chart or
description of different steps in the process could support the coherence of the process and its
quality throughout Flanders.
A professional back office could also be useful in analysing data derived from the data-monitoring
system. In the context of the micro-contacts and use of social media it will be necessary to develop
an ethical framework for guarding certain boundaries.
The counsellors have described some minimum criteria for a registration system to be developed in
the future, when the GOAL service will be structurally developed:
-

-

-

Text fields should be avoided and only be used as support for the counsellor. The
quantification of data is difficult in text fields. All information relevant for statistics
should be entered in drop down lists.
There should be a link with the data base of the Ministry related to educational
routes in the past and obtained qualifications by a person.
Ideally there should be a link with other databases (integration, welfare and labour)
in order to have an overview of the statutes of the clients (E.g. integration program,
employment guidance, social welfare support, etc.) and the contact persons in other
guidance programs to exchange information with
The system should be web based and be accessible from every computer
It should be possible to include relevant documents of clients in the system
Alert system should be included to support counsellors in following up on actions.

Policy implications
Implications of policy
Right now both de Stap and de Leerwinkel do not have a structural embedment. Counsellors and
coordinators of the services are responsible for their own data-analysis. As they have limited
knowledge and expertise in data-analysis, it could be helpful to hire an external person. Leaving this
part as one of the responsibilities of the counsellors, may produce distorted results which are not
always accurate or meaningful.
At the moment there is no exchange of data possible between the current registration system and
other systems (Ministry of Education, PES, Integration Service, etc.). Therefore, counsellors are very
dependent on the information that the client provides to get the complete picture of the client’s
context, his educational past, statutes related to unemployment support, etc. Or the information
must be acquired from persons from other organisations, which is time consuming. The lack of
exchange of data is linked to privacy regulations and the lack of structural embedment of the GOAL
service.
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Implications for policy
Structural embedding of an educational guidance service would be helpful in developing a
professional back office that supports the development of specific tools and which is able to monitor
and analyse registered data on a micro-level.
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8. Outreach
This chapter provides analysis of the outreach strategies adopted by the GOAL programme in
Flanders, including a description of the challenges involved and analysis of the strategy’s strengths
and achievements.
By ‘outreach’ the GOAL project refers to strategies for bringing the guidance programmes to the
target group, for example, by setting up drop-in services in locations that are easier for marginalised
clients to access, and strategies for bringing the target group to the guidance programmes, such as
establishing referral structures, or awareness-raising measures. Outreach may occur through
‘reaching out’ to the target group directly, but it also will occur through ‘reaching into’
organisations that serve the target group. At its core, outreach in GOAL aims to identify and attract
those adults who would not normally engage with either counselling services or further education
and training.

8.1 Context and aims
At de Leerwinkel there has traditionally been a strong focus on reaching out to clients by linking the
guidance service to those of their different network partners: de Leerwinkel organise their guidance
sessions in the locations of some of their partner organisations: the Werkwinkels (PES), integration
centres and the ‘Social Houses’ of the OCMW (Welfare), where clients of these organisation can
directly make appointments with de Leerwinkel counsellors or ask educational questions. However, it
was assessed that these clients wouldn’t do so on their own initiative, without referral. Moreover,
counsellors experienced that referral to the service depends on the personal commitment of
individual staff members from the partner organisation rather than on the partner organisation’s
policy (cf. above, chapter 5.1.). One of the aims of the GOAL project was therefore to improve the
collaboration and strengthen these local partnerships in order to better reach out to the target
group and get more referrals to the GOAL service (cf. chapter 5). The possibility of organising
counselling sessions at the partner’s location, was considered as an additional opportunity that
should be further developed and strengthened.
De Stap, in contrary, had no tradition at all of organising counselling sessions at their partners
locations, as they judge that this could potentially jeopardize the independence of the service.
However, they realized that their service is difficult to find for potential clients who might just ‘drop
by’. For this reason, de Stap’s partner organisations have been convinced to organise outreach
sessions to the target groups with support of de Stap. As a result, both SBS Skill Builders (a tender
partner of the PES, which focuses on young vulnerable adults in unemployment) and the Social
Welfare Service (OCMW) have organised group sessions during which the Stap is invited to explain
the GOAL service and the system of adult education directly to the target group, with the aim of
making it easy for them to make an appointment with a counsellor.
To conclude, the biggest difference between both services is that de Stap offers their service only
within their own location and de Leerwinkel only at outreach locations (partner organisations). Both
organisations however provide independent guidance. Even though de Leerwinkel confirmed that
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they are not always perceived as an independent organisation by the clients who visit them inside
the location of the partner, they firmly stated that neutrality is still the core principle in their
guidance. The organisations that provide the outreach location have no influence on the guidance
process. They highly value the neutral character of the GOAL service.
Furthermore, de Stap has organised promotion stands on educational and job fairs of network
partners. Potential clients have been informed about the service of de Stap and given the
opportunity to make an appointment with a counsellor. Another aim of the Stap was to identify a
new location with a front desk that is easy to find. Visibility on a popular spot was considered as a
good promotion strategy. Therefore, the coordinator of de Stap participated in planning of the
development of services at a new library/public location in the centre of Ghent. The result was that
de Stap got the opportunity to organise their front desk in that new building, along with other
organisations that reach out to similar target groups. Counselling sessions are still taking place in the
‘old’ location, but the front desk at the public library is easy accessible and visible for first line
information, dispatching and appointments. The impacts of this new location couldn’t however be
evaluated as part of GOAL as it just opened in March 2017.

8.2 Outreach strategies
Overview
Both de Stap and de Leerwinkel have experience with a variety of outreach strategies. The strategies
can be summarised in three categories:
•

•

•

Networking and partnerships – de Stap and de Leerwinkel developed (and still develop) a
broad network of partner organisations in the domains of welfare, migration and
employment, since those organisations reach an important part of the GOAL target group.
Networking stimulates the referral of clients. These network strategies include both bilateral
contacts with staff of network organisations, as well as meetings and information sessions
for groups of staff at partner organisations (mainly to introduce the GOAL-service and explain
its added value to the work of the network partners).
Outreach locations – Some network partners of de Leerwinkel (Werkwinkels, OCMW and
deSOM) offer space for guidance sessions. At mutually agreed times, the counsellors
organize guidance sessions with their clients in these partner locations. This outreach
strategy makes GOAL easy accessible for clients of the Werkwinkel, OCMW or deSOM that
have an educational question. Recently de Stap has established a Front Desk at a new public
space (de Krook) which as a meeting point for all inhabitants of the City (with a library but
also different kind of services).
Information sessions (group sessions) to target group - De Stap has provided regular
information sessions to clients of their partner organisations. The Social Welfare service visits
de Stap with groups of their clients to introduce them to the service and to explain the
system of adult education with a focus on obtaining a diploma of secondary education.
Sessions are also provided to young adults in intensive guidance towards employment by SBS
Skill Builders, a tender partner of the PES.
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Beside the outreach strategies mentioned above, both organisations have their own website,
leaflets, brochures, and other materials. Those outreach materials are used as tools to support the
outreach strategies rather than being outreach strategies by themselves.

Strengths and achievements
One of the strengths of the outreach strategies of both services is the collaboration with other
partner organisations. These organisations refer their clients to the adult guidance service. To
support that process, de Stap and de Leerwinkel invest a lot of time in the partner organisations. In
the initial stages of the GOAL project, referrals were dependent on the individuals working at the
partner organisations, as there was not a structural collaboration with partner organisations.
Throughout the GOAL project de Stap and de Leerwinkel have invested in:
•
•

providing information sessions for those partner organisations in which they explained the
(complex) educational structures.
providing information about educational possibilities on demand, when they are consulted
by a staff member of a partner organisation with a specific question.

Staff members stated that the investment in a strong professional network has a positive effect on
the referrals by partner organisations Different partner collaborations imply that the services of de
Stap and de Leerwinkel are able to reach a differentiated and broad target group. Consequently,
networking is the most important outreach strategy for the services. The effects of networking are
starting to show themselves. Due to the strong development of partner collaborations, a strong rise
in the referrals was observed. According to the staff members, this is due to the intense investment
in the development of a professional network. While in the past, contacts with partner
organisations were organized in a more ad hoc fashion (depending on personal contacts between
particular staff members of the concerned organisations), during the GOAL project GOAL project
term, both de Stap and de Leerwinkel focused on structural development of those networks. This
was also confirmed by the stakeholders in the qualitative interview, who also stressed the added
value of the guidance sessions taking place within their own premises.
Furthermore, the development of these networks and the improved collaboration led to direct
contact with the target group by de Stap. SBS, who is a new partner organisation organizes
information sessions about the adult education system and the service of de Stap as part of the
employment programme of their target group (low educated and unemployed young adults). The
social welfare services organizes information session at the location of de Stap (‘extra time’) to for
young adults, to make them familiar with the service of de Stap.
Due to the strong collaboration with partners of integration services, newcomers have a direct link
with the service. Due to this partnership, the service has an opportunity to reach a target group
which could be in need of learning opportunities.
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The presence of de Stap and de Leerwinkel at study orientation events and job fairs helps the
programmes reach potential clients directly and increases the general visibility of the organisations
to (potential) network partners.
De Stap has also strongly invested in network meetings to discuss the provision of services in de
Krook, which is a public building including a library, a meeting spot and different types of social and
cultural services in the City Centre in Ghent. Plans to establish a front desk in in de Krook were
already there before the project, however, thanks to GOAL the project coordinator could explicitly
invest in networking and was therefore able to attend all planning meetings of the library. Thanks to
the participation in the planning process of the library, de Stap has been able to achieve a good
location of a front desk and an additional room for counselling for individual sessions since March
2017.
Based on the data from the monitoring system, and confirmed by staff members, the target group
that was defined in the beginning of the project is reached.

8.3 Challenges and barriers
According to staff members, the following characteristics of the target group have been taken into
account when determining outreaching strategies:
•

•

•

Multi-problem situations – As described in Chapter 3, many GOAL service users have a multiproblem background. They do not only have to deal with difficulties in their educational
career, but also with financial obstacles, family related problems and so forth. From time to
time, one or more of those other difficulties dominate and interfere with educational
ambitions.
History of failures – Several of the GOAL clients have a history of educational failures. They
tried different fields of study and different schools. However, they have failed despite the
efforts they made, and they left school without a diploma.
Low self-esteem – A history of failures and multiple problems combine to create feelings of
frustration and low self-esteem. Many GOAL clients have lost courage and, despite their
ambitions, further training or education frightens them.

Those characteristics are determining for outreaching strategies. Even in direct contact with the
target group, whether through promotion of the service (job fairs, information sessions organized by
partner organisations), counsellors are facing the above mentioned target group characteristics as a
barrier to convince them to participation in learning.
Mediation by partners such as the welfare service, the migration office, the public employment
service or a pupil guidance centres is important or even necessary, but not sufficient to reach the
total target group. The most vulnerable adults, those who are the less connected with society, stay
out of the picture, for example, those who left school, but are not officially registered as jobseekers
(known as NEETs, Not in Employment, Education or Training). A part of this group is also unknown to
welfare, migration or other social services. It is not that easy to come up with efficient strategies
about how to reach these people. In this stage, it is also not feasible for staff members of the GOAL
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programmes to focus on the most challenging segments of the target group, as they do not have
the capacity (in terms of means and time). Another challenge is to reach the group of low educated
adults who are employed. It was not an explicit focus of the project to identify or approach partners
that could reach this group (employees organisations or sector federations, etc.) but it appears that a
specific approach to bring this group to the GOAL service is necessary and should be identified in
future programme development.
As a future side effect of the successful development of professional networks, it is possible that this
will lead to such an increased number of clients for de Stap and de Leerwinkel that the caseload for
staff members becomes too high. Note that an increase in the amount of clients over the life of GOAL
was not reflected in an increase of the number of counsellors. Both the organisations lack resources,
time and counsellors to guide a larger number of clients. However, in the client evaluation interviews
only one client testified that she was disappointed because – when she called for an appointment –
there was no counsellor available who could receive her on short notice. The interview could not
clarify whether this client really had to wait – and in that case: for how long – or if she only had the
subjective sense of a long waiting term.

8.4 Key findings
Context and aims
Both De Stap and De Leerwinkel have strong partnerships, which implies a familiarity of the services
by partner organisations. Those partnerships are the result of intense efforts from staff members of
de Stap and de Leerwinkel to promote their organisation and services to different organisations in
the domains of Welfare, Integration, Education and Employment.
The outreach aims of de Leerwinkel were all linked to improvement of this network and partnership
collaboration in order to have more efficient referrals at their outreach locations. De Stap focused on
direct promotion and raising the target group’s awareness of theservice and its value by providing
information sessions to groups of young low educated adults.

Outreach strategies
Both de Stap and de Leerwinkel have experience with a variety of outreach strategies. The strategies
can be summarised in three categories:
•
•
•

Networking and partnerships
Outreach locations
Information sessions to the target group

Strengths and achievements
Both the services put a strong focus on and invest a lot of time in collaborations with partner
organisations and contributed to a higher awareness of the added value of the GOAL service to the
partner organisation’s service. This had a positive effect on the referrals by partner organisations.
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The services have succeeded in reaching their target group. Data show that mainly young adults are
reached.

Challenges and barriers
The services and their counsellors have to take certain characteristics of the target group into
account when determining outreaching strategies:
•
•
•

Multi-problem situations – many GOAL service users have a multi-problem background.
History of failures – Several of the GOAL clients have a history of educational failures.
Low self-esteem – A history of failures and multiple problems combine to create feelings of
frustration and low self-esteem.

Despite the collaborations with partner organisations, the most vulnerable adults, those who are the
less connected with society, stay out of the picture – for example, those who left school, but are not
officially registered as jobseekers. A part of this group is also not known by partner organisations.
Efficient strategies will be necessary to reach this target group. Another challenge in future
programme development is to identify and collaborate with partners to reach employed low
educated adults.
Limited resources, time and counsellors are one of the main reasons why the services is dealing with
a heavy caseload. The better the result of the outreach, the more clients there are to serve, which
has negative influence on the quality if there is a lack of resources to cope with the increased case
load.

8.5 Key implications
Implications for future programme development
It is not guaranteed that the increased referral of clients by partner organisations will continue in the
future. These referrals require persistent, ongoing efforts on the parts of de Stap and der Leerwinkel
in promoting the educational guidance service. However, this requires a lot of energy and time from
staff members.
Focusing on the further development of outreach strategies to reach the target group (and even the
most vulnerable), asks for an expansion of counselling capacities. If more clients are reached and
enrol in a guidance programme, more counsellors will need to be made available. The specific
characteristics of the clients require intensive guidance and close follow-up. Therefore future
programmes should provide sufficient resources.
There is still different types of target groups that haven’t been reached, more in particular ‘NEETs’,
older low educated adults and working low educated adults. Strategies for additional partnerships in
future programme development have to be developed to explicitly focus to reach out to these
groups (cf. 3.4.).

Policy implications
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Implications of policy
Due to a lack of structural embeddedness the organisations deal with limited resources and time.
Structural embeddedness could make the service of adult guidance more familiar with other
organisations and with clients.
The lack of structural financial support and lack of resources, puts limitations on the efforts to reach
out to more clients. More clients means a higher case load; this in turn means that new clients will
not be served with the same level of quality their current clients receive.
Implications for policy
All relevant policy domains (education, work, social affairs and integration) should work together to
endorse a long-term policy strategy to develop and support the GOAL service. In this strategy,
commitments at policy level would include: finances, promotion of the service to reach out to the
target group, collaboration regarding infrastructure and logistics (e.g. to organise outreach locations
following the example of de Leerwinkel), referral of clients, information sharing and follow-up of
clients, etc. These engagements should be made at central (national) level and being concretized at
local level. A central back office of the GOAL service should support these policy engagements,
interact with policy actors at central level and coordinate with networks and stakeholder
collaboration at local level.
Policies related to outreach strategies should, in other words, be part of a wider policy framework
within which the GOAL service should be developed and implemented. This policy framework has
been described in an additional policy paper for further development of the GOAL service in Flanders
(Cf. 5.3.).
As indicated in the section above, a structural embedment of the services could make the referral
system easier. This way partner organisations will be familiar with the organisations and could refer
clients to the service.
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9. Service user outcomes
Over the course of this evaluation, quantitative data have been collected on a broad range of
outcome measures. These include: educational outcomes, such as enrolling in or completing a
course; attitudinal outcomes, e.g. client attitudes to learning and non-cognitive outcomes, e.g. client
self-efficacy. Evaluators have also collected qualitative data on outcomes – for example, client
perspectives on the benefits of the programme. This chapter first summarises key findings across a
broad range of outcome measures, then interprets those findings in the light of key contextual
factors that may influence client outcomes.

9.1 Quantitative findings, by data source
Service User Satisfaction Survey
Table 9.1 Outcomes Of Guidance - Evaluation By Clients (Client Satisfaction Survey)
Some
Yes
what
No
Total
Missing
N
%
N
%
N
%
N
N
Are the next steps clearer after the
counselling session?
205
87 28
12
3
1
236
5
Did the counselling help you to plan
what to do next?
210
91 20
8
8
1
231
10
Are you more aware now of
education & training options?
179
76 47
21
8
3
234
7
Are you motivated to start a course
after the counselling session?
201
86 30
13
3
1
234
7
Do you think you will follow up on
the advice given by the counsellor?
222 100
0
0
0
0
222
19

Immediately after their first guidance session, 241 clients of de Stap and de Leerwinkel completed a
satisfaction survey. As Table 9.1. shows, almost all clients evaluated the outcomes of this session
positively. GOAL guidance leads to an overall high client satisfaction concerning the outcomes. More
than 90% of the clients give an overall positive score29.
It should be noted that the overall positive responses in the client survey can be partly linked to the
moment when the survey was completed (immediately after the first session):
•

•

Clients have visited de Stap or de Leerwinkel on their own initiative, which means that they
are motivated to start a course or get a diploma. During this first visit to de Stap or de
Leerwinkel, they received extra support to realise this ambition.
With their initial visit to de Stap or de Leerwinkel, clients just completed a first step in their
ambition to start a course or get a diploma. This might translate into a positive feeling.

29

Given this generally high satisfaction rate, it is not relevant to make further analyses by sociodemographic
characteristics, types of guidance, …
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•

Even though the survey was anonymous, a certain amount of social desirable answering
might interfere, seen the direct and intense relationship with the counsellor, who provided
the client during an hour with personal and often positive attention.

Nevertheless, the client satisfaction scores are remarkably high.

Programme exit data
As explained in Chapter 4, there is no such thing as a standard guidance trajectory in the Flemish
GOAL projects. Nevertheless, two main phases can be identified in the guidance trajectory: (1) intake
and information mediation or transmission and (2) guidance follow up session(s). These two phases
consist of different categories of activities. The selection of these activities or actions takes place in
the sessions and depends on the specific needs of each client. Not all clients will pass all the steps.
This also means that the completion of a guidance trajectory it is not strictly defined:
•

•

A guidance route at de Leerwinkel is completed when a client subscribes himself to a
course or training. From there onwards, eventual further guidance is expected to be
provided by the student mentor of the educational institution at which the client starts his
education.
At de Stap, the guidance can continue as long as the client feels the need for guidance,
including during the educational programme. The client is followed up as much as needed,
until he or she obtains a diploma or qualification.

No client is obliged to attend a fixed number of sessions. Each client can halt the guidance whenever
he or she wants. Yet, a trajectory often ends in one of three situations:
•
•
•

when s/he obtains the final goals (subscribing to a course or obtaining a diploma)
when s/he feels strong enough to embark on further steps without the help from a coach
when s/he feels that enrolling in a course or training might not the most suitable solution
(according to his/her particular interests or situation).

The general approach on the guidance makes it difficult, or even impossible, for counsellors to
determinate in advance how many sessions a client will need. Even during the guidance process,
the number of sessions cannot be defined, as clients can decide after every session, whether in
consultation with their counsellor or not, to end the guidance. Consequently, for none of the clients
was a specific number of sessions planned.
For the counsellors of de Stap and de Leerwinkel it is not easy to judge whether a client has actually
ended his or her guidance. It could be that a client will not ask for further guidance, but it is also
possible that a client will contact the GOAL service again after some time to make another
appointment with the counsellor. For only four clients (two at de Stap, two at de Leerwinkel) it is
clear that they have not finished the planned guidance sessions (Table 9.2.). But considering that the
total number of needed sessions is not defined, it might very well be that the number of clients that
do not finish the guidance is higher.
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Results of the session
Table 9.2 Completion Of The Planned Guidance Sessions
All
Yes
No
There was no specific
number of sessions
planned
Total

de Leerwinkel
N
%
0
0

de Stap

N
0

%
0

N
0

%
0

4

1

2

1

2

1

414

99

216

99

198

99

418

100

218

100

200

100

145 clients registered their end reasons for stopping with the guidance. Table 9.3. shows an overview
of those reasons. Although the data make it clear that for most clients the guidance ended because
they achieved a certain goal (52% started or completed a course or found a job), for others the
guidance stopped with no particular goal being achieved (e.g. too limited language skills, moved
away, funding ran out, health problems,…). Within this category we also find clients who ended
guidance as they realized that enrolment in a course would not be the best option at the given time,
as the quote below demonstrates:
‘I was struggling with depression because of the diagnosis of a personality disorder. It wasn’t easy to
be confronted with this. I would like to go work in a manufactory so I can save some money. After a
few years I could go back to my studies.’
For 19% of the clients the counsellors registered that reason was ‘ ‘loss of contact’. For this group it
can’t be assessed if they have started a course or if there was a more negative reason of quitting the
guidance.
Table 9.3 End Reasons Of GOAL Clients (more than one reason possible)
All GOAL
clients
N
%
Started course

35

24

De Leerwinkel

De Stap

N

%

N

%

25

32

10

15

Completed course

7

5

0

0

7

10

Got job

33

23

27

35

6

9

Not enough time due to work commitments

8

6

2

3

6

9

Lost contact

27

19

16

21

11

16

Funding ran out

9

6

1

1

8

12

Health problems

5

3

1

1

4

6

Travel too expensive

1

1

0

0

1

1

Language skills too limited

2

1

0

0

2

3

Problem with residence status

1

1

1

1

0

0

Moved away

2

1

0

0

2

3

Other

51
35
Valid N=145

16
Valid N=78

21

35
52
Valid N=67
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The monitoring system registered whether or not the guidance achieved the objectives for 159
clients. This is shown in table 9.4. The objectives are fully achieved for 84 clients (53%) or partially
achieved for 50 clients (31%). There is a remarkable difference between de Stap en de Leerwinkel
regarding the percentage of clients that consider their objectives as fully achieved (62% of de Stap
and 47% of de Leerwinkel). For the 25 other clients, the objectives were not achieved.
Table 9.5. shows that clients with a different home language than Dutch did reach their guidance
objectives a bit more often than Dutch speaking clients. This is quite interesting as we can expect
that clients who do not speak Dutch as their home language could experience this as a barrier. These
data, however, do not confirm this hypothesis.
Table 9.4 Client Guidance Objectives Achieved
All
Yes, fully

N
84

%
53

de Leerwinkel
N
%
46
47

N
38

%
62

Yes, partially

50

31

35

36

15

25

No

25

16

17

17

8

13

159

100

98

100

61

100

Total

de Stap

Table 9.5 Client Guidance Objectives Achieved – Home language
Dutch

Other

Yes, fully

N
38

%
51

N
46

%
55

Yes, partially

27

36

23

27

No

10

13

15

18

74

100

84

100

Total
Missing values N=259

The database also registered what the achievements were of clients that fully or partially reached
their objectives. Table 9.6. gives an overview. 75% of all clients who are registered to have fully
achieved the guidance objectives, achieved the main goal of the programme as they entered
education or training (63 out of 84 clients). 20 out of 50 clients (40%) who were registered to have
only partially achieved their guidance objectives also entered education. When combined, 62% of all
clients whose objectives were fully or partially achieved (i.e. 83 out of 134), entered into education
and training. Almost all of the clients with partially achieved objectives (88%) gained information
about training or education opportunities.
Self-confidence, a relevant secondary goal of the guidance, increased for 43% of the group as a
whole (fully and partially achieved objectives). Those with fully obtained objectives have a more
pronounced improvement in confidence than clients whose objectives were partially achieved (resp.
56% versus 20%).
Given the small absolute numbers, no conclusions can be drawn whether clients at de Stap achieved
significantly more or less guidance goals than clients of de Leerwinkel.
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Table 9.6 Clients Achievement And Changes Over The Duration Of The Counselling
Fully achieved Partially achieved
objectives
objectives
N
%
N
%
Improved confidence
47
56
10
20
Improved job-specific skills
34
41
11
22
Gained information about training/education
opportunities
73
87
44
88
Gained information about employment opportunities
23
27
11
22
Entered education/training
63
75
20
40
Entered employment
7
8
9
18
Found better job
0
0
1
2
Other
0
0
3
6
N= 84
N=50

Table 9.7. shows an overview of the barriers for the 75 clients who registered not to have achieved
the guidance objectives or only to have achieved them in part. The most common barriers are
related to a lack of motivation and health problems. Other barriers mentioned several times include
courses offered at an inconvenient time or place and lack of family support. However, table 9.7.
mainly indicates that no dominant barrier can be deducted.
Table 9.7 GOAL Clients and Barriers To Improving Education Or Career – After Exit (Registered
For 75 Clients)
All GOAL clients who did not achieve the
guidance objectives or achieved them partly
N
Lack of motivation

9

Health problems (mental and physical health)

6

Courses offered at an inconvenient time/place

5

Lack of support of family

5

Could not meet entrance requirements for the course

4

Lack of confidence

4

No suitable courses available

4

Lack of support of employer

3

Lack of transport or mobility

3

Too busy at work

3

Cost of education or training was too expensive

2

Too busy taking care of family

2

Age

1

Insufficient information about the course

1

Learning disabilities

1

Other

3

Table 9.8. shows the change on the self-efficacy scale. For 65% of the clients there was no change in
the self-efficacy score between entry and exit of the guidance. For almost a fifth of the registered
clients we see an increment of one point on the self-efficacy scale. Three clients even had an
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increment of two points on the self-efficacy scale. However, for some clients (13%) the scale
registered a decrement of one or two points.
Table 9.8 Change in Self-Efficacy Score
Change score

N

%

2

3

3

1

21

19

0

72

65

-1

12

11

-2

2

2

110

100

Total
Missing values=37; not

applicable=27130

Table 9.9 Change in Attitudes To Learning

Entry
Do not like learning new things
Like learning new things a bit
Like learning new things a lot
Total

Do not like learning
new things
N
%
0
0
7
12
2
2
9

6

Exit
Like learning
Like learning
new things a bit new things a lot
N
%
N
%
4
80
1
20
30
53
20
35
18
21
67
77
52

35

88

Total

59

N
5
57
87

%
100
100
100

149

100

Table 9.9. shows that most GOAL clients possess a positive approach toward learning new things.
Both at entry (87 out of 149 persons, 58%) and exit (88 out of 149 persons, 59%) of the counselling
process, a majority claims to like learning new things a lot. Tracking their opinions during the
counselling process hints that clients adopt a slightly more positive approach to learning new things.
35% of the clients that claimed at their entry point that they liked learning new things ‘a bit’,
expressed at their exit that they liked learning new things ‘a lot’. Only 12% went through the
opposite move — from ‘a bit’ towards ‘do not like’. The tables in appendix 3 trace evolutions in the
learning objectives of clients during the guidance process. For most clients, the focal point regarding
their learning objectives remain identical during the guidance. When they e.g. enter counselling
aiming to achieve a qualification of any sort, most clients still maintain that learning objective at the
exit point. The data are however hindered by a considerable non-response — close to a third of the
clients answering the entry question did not answer the exit question. Moreover, clients often
answer at the exit point with two learning objectives, hinting at a rather broad focus.
Table 9.10 Change in Career Goals

Entry, career goals

No specific job or
career in mind
N
%

Exit, career goals
Certain industry or
Specific job or
type of work in mind
career in mind
N
%
N
%

N

Total
%

30

The large number for non-applicable is due to the clients who came for a single guidance session (N=185).
For these clients there were no exit data registered.
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No specific job or
career in mind
Certain industry or
type of work in mind
Specific job in mind
Total

18

47

13

34

7

18

38

100

10

16

34

56

17

28

61

100

3

6

16

34

28

60

47

100

31

21

63

43

52

36

146

100

Most clients maintain their initial career goal throughout the guidance process. Table 9.10. shows
that by far the largest group ends the counselling having the same career goal as the one they
started with. People that adjusted their career goal during the counselling, tend to demarcate their
career goal somewhat more. For instance, switching ‘from a certain industry or type of work’
towards ‘a specific job of career’. It has to be noted that this effect is not outspoken.

Follow-up Survey
Table 9.11 GOAL Clients Answering YES on …
All GOAL clients
N

%

total

Counselling Aims: Job related issues

5

12

42

Counselling Aims: Education/training/learning related issues

42

100

42

Counselling Aims: Other

1

2

42

Setting educational goals

41

98

42

Setting employment goals

8

19

42

Having enrolled in course

32

78

41

Working towards a qualification

30

94

32

Table 9.11 shows that all clients who have been questioned for the follow-up survey sought guidance
for education related issues. Some clients were also following guidance to get help with job related
issues, this represents however a small percentage (N=5; 12%).
Almost all clients (98%) have set educational goals before starting with the guidance. This is not
surprising as all of the clients stated to have followed the guidance for education related issues. A
minority of eight clients (19%) indicated that they had (also) set an employment goal.
During the follow-up survey clients were asked if they were enrolled in a course. We found that 78%
of the questioned clients are indeed enrolled in a course (N=32). Moreover, 30 clients (94%) are
working towards a formal qualification.
The follow-up survey also tried to measure ‘soft’ outcomes for the clients. 88% of the clients
indicated to have gained (a bit or a lot) confidence in achieving their educational goals thanks to
the guidance (table 9.12). Only a small minority of 12% answered that they were not more confident
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to achieve their goals.
Table 9.12 GOAL Clients And Confidence in Achieving Educational Goals
All GOAL clients
More confident

N

%

Yes, a bit

15

37

Yes, a lot

21

51

No

5

12

Valid N=41

During the follow-up survey clients were asked if they were enrolled in a course. We found that 78%
of the questioned clients are indeed enrolled in a course (N=32) (table 9.14). Moreover, 30 clients
(94%) are working towards a formal qualification (table 9.16).

9.2 Qualitative findings: benefits of guidance
Client perspectives
Although Flemish policy makers are convinced that the effects of GOAL should only be measured by
the number of clients that subscribe to a course or training programme or – even better – the
number that finally obtain a diploma or qualification, they do not deny the growth in self-reliance
and self-awareness as an absolute benefit of GOAL. On this point, they agree with the GOAL
counsellors, the clients and other stakeholders. During the interviews, the GOAL clients emphasized
that during the guidance sessions, they received information about different educational
possibilities of which they were previously unaware of. For example, clients at de Leerwinkel
testified:
‘I didn’t know it is possible to enter HBO5-education31 without a diploma of upper secondary
education. Without my coach telling me this, I don’t think I would ever have discovered this.’
‘If I had known that I could obtain a degree this way, I could have already started a tertiary
education. When I was younger these options were not available. Nowadays we use web
school and online testing. I wish I could have known my options earlier. For this reason the
service of de Leerwinkel is indispensable.’
GOAL counsellors do not overwhelm their clients with information and responsibilities. During the
successive sessions the counsellors opt for a rather selective, piecemeal approach. Counsellors
present the information relevant to their clients in a selective way when needed while making sure
not to overwhelm a client with information. In a similar approach, they help clients to decide on
their educational intentions in a practical step by step manner. One of the clients of de Stap testified:
‘I don’t think that my coach gave me too much information. She only told me what was
relevant for me. And when I forgot some of the things she told me or asked me to do, she
repeated those the next time she saw me.’

31

Hoger Beroepsonderwijs: Higher Vocational Education at ISCED level 5.
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‘Every counselling session was important. Every time I came to de Stap I knew it was a new
step towards my goal. If the session was over, I knew the steps I had to take to make
progress.’
GOAL guidance brings extra perspective into view, but it also strengthens clients to undertake steps
towards obtaining a diploma or certificate. The outcomes from the follow-up survey already made
clear that 30 out of the surveyed 32 clients started working towards a qualification. Testimonials
from the qualitative client interviews underline that the GOAL guidance is a valuable and even
necessary driver for clients to be able to undertake action:
‘I grew up in a neighbourhood of public housing. In that kind of environment, nobody thinks
about himself as ‘being smart’. Neither did I. Furthermore, I didn’t succeed in my primary
ambition to develop a professional career as a sportsman. So when I first visited de
Leerwinkel, I hardly had any self-esteem. My counsellor really helped me to develop this selfesteem. He convinced me that I was able to achieve more than I thought I could.’
Based on the information from the interviews and focus group discussions, most clients seem to start
guidance because they are looking for better job opportunities, but find themselves blocked from
these job opportunities because they do not possess a diploma of secondary education. Only low
paid jobs with uncertain working conditions seem to come their way. Most of the clients are referred
to de Stap or de Leerwinkel because a referring service had detected a learning question, need
and/or motivation. Clients definitely aim to inform themselves about different possibilities to obtain
a diploma (after quitting school).
‘The reason why I started the course was because I want to have a good job. I don’t like
working as a temporary employee under short term contracts. I would like to have a job that I
like and in which I can grow. My main concern is to have some kind of stability. Having a good
degree and as a result of that maybe a good job, will help me achieve this goal.’
Despite the overall moderate results for the exit-data of self-efficacy, clients reported growth in
their self-awareness, confidence and self-efficacy.
‘ I feel like I understand the society better. I know my possibilities and that I can play an active role in

changing my life and society. I have always worked in the hospitality industry but that was very hard
for me as I have a child. As a mom, you want to be able to help your kids with their schoolwork, but I
didn’t knew Dutch very well. I was afraid my child would be ashamed of me and the fact that I
couldn’t help her. Because of the counselling and my education I now have a lot more confidence in
doing these things.’
‘I have discovered that I should take responsibility. The counsellor can help, but I’m the one who
should put in work and effort. I’m the pilot of my progress.’

Programme staff perspectives
Staff members of both de Stap and de Leerwinkel are convinced of the value of their services.
During the triangle discussions, the staff members were asked what the value of such a service could
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be. Besides the guidance towards education and possible formal qualifications, the staff members
point to many benefits of the service that can’t be measured through quantitative data. One of
these benefits is related to the complexity of the field of education, state the counsellors. There is
not one particular educational organisation that focusses on adult education. The domain is divided
into different institutions operating under different policy domains. A strong expertise in and
knowledge of this complex field is beneficial in providing and informing clients of their possibilities.
Furthermore, the service needs to be neutral as the field of formal adult education (CVOs) is divided
into education networks who work sometimes in competition with each other.
‘The CVO’s and other schools benefit from each enrolment in their organisation. It may be
that they do not have a suitable course for a particular client, but then they will lead them to
another kind of course. It is important that clients make a right choice as they are already
troubled with a history of failure. Our service is independent as we do not focus on
inscriptions and targets.’
‘ Some of the clients say they have already visited many organisations, but never received a
clear overview of their options.’
During the triangle conversations, staff members stress the benefit of a one-on-one, custom-fit
service. In this approach, the client is in the driver’s seat, so that he/she is the pilot of his/her
progress, at all times: counsellors provide clients with information about their options and
possibilities, explain the advantages and disadvantages of certain courses, help clients in making a
choice, but most importantly do not push towards a certain direction. Clients are being encouraged
to make their own decisions and to solve their own problems.
Clients often arrive at the guidance service with a low self-esteem due to a history of failure. Staff
members point out that clients get to know themselves during the guidance process. They discover
new interests, new possibilities and experience small successes. This contributes to a rise in selfconfidence.
‘The counsellor is present at the sideline. One gives the right information to the client and
lets them decide. You can speak of a ‘victory’ if you can make them think about a plan B in
case plan A doesn’t go as expected. When plan A goes wrong, you should be available to the
client to get them back on the right track.’
Staff members also try to encourage clients in strengthening their networks. During the group
interviews staff members mentioned that a positive outcome might be depending on personal
motivation but also on the network of a client. The support from family and friends is essential.
‘One of our clients decided to watch French movies to get better at learning French. Afterwards, his
father would question him about the movie. Initially, they didn’t really have a good connection. Now
that his father is helping him, their relationship has improved. The client has support from his family.’
Thanks to following up with their clients, staff members of de Stap feel that clients stay motivated
and feel supported. Getting clients motivated to enrol in education, and more important to stay
motivated, is necessary to achieve positive outcomes. Quantitative data or qualitative user data
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outcomes don’t reveal a significant difference between outcomes of clients from de Stap or de
Leerwinkel. No conclusions could be drawn regarding whether the different approaches deliver
different results. It should also be noted that motivational aspects should be measured longitudinally
and based on achievement of qualifications, which was not possible.

Other stakeholders’ perspectives
At first sight, it might be easy to define the parameters on which to evaluate the effects of
counselling:
•
•

The number of clients that subscribe themselves at a school, educational centre
(intermediate measure)
The number of clients that finally obtain a diploma or qualification (long term measure).

For policy makers, the focus on measuring the success of the service is likely to be based on the
number of clients that enrol in a course and finally obtain a degree or diploma as these are the main
objectives of the service. An alternative and more ambitious objective would be to increase the
number of clients who eventually enter a sustainable job. Nevertheless policy makers acknowledge
that some other positive side effects exist that influence the lives of clients. Therefore both
quantitative and qualitative indicators should be pursued, preferably within a long-term longitudinal
evaluation. Staff members and local stakeholders also make some significant objections to the
assessment of outcomes based solely on achievement of diplomas or qualifications:
•

•

•

•

Difficult to monitor – The number of clients that obtains a diploma or qualification is difficult
to monitor. To do so, data exchange with educational institutions is needed, but this is not
possible due to privacy legislation.
NonGOAL related factors might interfere with the educational plans – Not all clients will
succeed and obtain a diploma or qualification following their decision to enter a course or
training programme. Staff members and local stakeholders stress that it would be too easy
to conclude that the GOAL service did not work for those clients. Many other possible
factors might have interfered with the educational track, such as an interesting career
opportunity or personal problems. (It would be difficult to address this challenge via a
Randomised Controlled Trial (RCT), as this would involve denial or delay of counselling to a
control group, something that may be neither fully possible (as individuals would still have
access to alternative, institution-centred services) nor ethical (individuals with complex lives
may have limited opportunities to embark on a counselling/education journey, thus a
waiting list design may introduce ethical issues).
Not all clients will start a course or a training programme – Staff members testify about
clients that come to de Stap or de Leerwinkel with an educational question, while the clientcentred guidance sessions help them to discover that extra training or education is not the
best solution for their personal situation.
Results that are less easy to measure –Counsellors also aim to increase their clients’ selfreliance and self-awareness. The guidance helps clients to make realistic choices and to
establish a foundation for sustainable choices and fulfilling personal and professional
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development. However, growth of self-reliance and self-consciousness are difficult to
measure. It should be noted that the quantitative data show that the majority of clients
didn’t register a rise in self-efficacy after exiting the GOAL guidance.
During the focus group (wave 1) and triangle conversations (wave 2) different stakeholders
underlined the importance of an independent organisation that provides information to everyone. As
mentioned above, the field of formal adult education in Flanders is characterized by providers from
different educational networks, often in competition with each other. When an adult learner
addresses himself directly to an institute that provides training or education, that institute might
stimulate this adult to subscribe for a course provided by this particular institution. Additionally there
is a wide provision of non-formal adult education provided by different sectors (PES,
entrepreneurship education, socio-cultural and private). GOAL services are able to provide
independent information.
‘The CVOs and other schools benefit from each enrolment in their organisation. It may be
that they do not have a suitable course for a particular client, but then they will lead them to
another kind of course. It is important that clients make a right choice as they are already
troubled with a history of failure. Our service is independent as we do not focus on
inscriptions and targets.’
‘ Some of the clients say they have already visited many organisations, but never received a
clear overview of their options.’
During the triangle discussions stakeholders of the Integration Office thought of the guidance as
beneficial to newcomers for which the regular integration pathways do not provide an appropriate
educational offer. Newcomers are often enrolled in a mandatory integration course. In some cases or
in a further stage of the integration course, an educational need might become obvious. The GOAL
service fills a gap in services for new immigrants.
‘By motivating newcomers, one offers a new future perspective. People get the chance to develop
new skills before participating in the labour market.’
‘ A lot of newcomers believe they will need to participate immediately in the labour market, while
there are possibilities to combine courses and work.’

9.3 Key findings
Key outcomes
Educational outcomes - As GOAL is about guidance towards education, the number of clients that
subscribed into a course following the GOAL guidance is an important indicator for measuring
outcomes. From the group of 145 clients for whom reasons to end the guidance were registered, a
quarter (24%) stated to have ended the guidance because they started a course. This rather small
percentage may underrate the effect of GOAL, as at de Stap clients can continue the guidance after
the moment they started a training or course. Furthermore, many clients haven’t started a course yet
when they have their exit-session. Additionally, a part of the clients ended the guidance
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unannounced (a result to the voluntary character of the sessions) without exit data being registered.
The monitoring system also registered whether or not the guidance achieved the objectives. Those
objectives are (at least partially) achieved for 84% of the 159 clients. 62% of those clients achieving
their objectives (fully or partially) did so by entering into education or training. 88% of those with
partially achieved objects, expressed to have achieved their goals by gaining information about
training or education opportunities. The follow-up survey showed that 78% of the clients are
enrolled in a course and most of them is working towards a qualification.
Additional data analysis, based on data from 183 clients who approved to be tracked in the DAVINCI
database of the Ministry of Education, shows that 49% (89 clients) had enrolled in an educational
programme at a Centre for Adult Education (Formal Adult Education financed by the Ministry of
Education) and 74% of them (66 clients) obtained at least one modular certificate.
Furthermore, de Stap follow up on the enrolment of their clients through another registration field
which is filled-in through direct feedback from clients and/or by contacting educational institutions
to follow up on clients. This direct ‘chase’ of data on educational participations provides the
following educational participation rate for clients who started their guidance between October 2015
and April 2017: for de Stap, 84 clients out of 114 clients who were in a guidance programme (more
than 1 session) (74%) have enrolled in a course. Enrolment information was not collected for clients
who had only 1 session, as clients in a single guidance session (information mediation) are not
followed up after that session.
It should be noted that the data of the Ministry of Education contain only enrolment in Formal Adult
Education, while the data of de Stap include all enrolments including in Central Examination
Commission, Secondary Education (normal secondary schools), Non-formal vocational training,
Higher Education and Dual System (Part-time Learning and working). This explains the difference in
enrolment percentage of clients of de Stap in the Ministry of Education database (44%) and their
own enrolment percentage (74%). The wide range of institutions in which clients are enrolled, based
on the data of de Stap, is a good demonstration of the wide range of possibilities for that target
group to achieve a qualification of secondary education. It shows the complexity of the educational
landscape.
The client satisfaction survey indicated that the majority of clients (86%) were motivated to start a
course after the counselling session. Staff members mentioned the importance of motivating clients
and keeping them motivated. The client satisfaction survey confirmed that most of the clients felt
motivated thanks to the guidance.
Attitudinal outcomes – The monitoring data instrument made it possible to compare clients’
attitudes towards learning.. Most clients have shown a positive learning attitude at entry, most
probably because they had already a clearly identified learning need or even a concrete learning
demand on which basis they have been referred to the service. Therefore there was no significant
improvement in learning attitude.
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After GOAL guidance, the number of clients interested in achieving a specific qualification or
improving skills in a certain area has increased significantly. More clients have a more specific
interest.
Non-cognitive outcomes – For a majority of 65%, guidance did not lead towards an evolution in selfefficacy (neither in a positive or a negative way). For 22%, however, we can speak of an increase of
one or two points on the self-efficacy scale.
88% of the clients that participated in the follow-up survey said to have developed more confidence
in achieving educational goals thanks to the guidance they got. Those with fully achieved objectives
have a more pronounced improved confidence than those for which objectives were partially
achieved (56% vs 20%).
Is notable that the increased self-confidence that has been reported in the follow-up survey isn’t
reflected in the quantitative data based on the self-efficacy scale. Combining this finding with the
reported experience from the counsellors on the difficulties of measuring the self-efficacy scale
based on the 3 statements, it could arguably be concluded that the self-efficacy scale was too
complex for the target group.

Strengths and achievements
Counsellors of the service seem to clearly understand the needs of the clients. Their work is
characterized by a strong emphasis on providing clients with the right information, motivation and
strengthening their self-efficacy, confidence and their personal network.
The majority of clients stated to know what their next steps and plans are. This is reflected in the
evolution of learning objectives. Increases in wanting to achieve a specific qualification, wanting to
improve skills in a specific area and having a specific job in mind confirmed this. This is also reflected
in high client-satisfaction rates. Most of the clients also have experienced a growth in confidence
thanks to the guidance.
GOAL counsellors do not overwhelm their clients with information and responsibilities. During the
successive sessions with their clients, the counsellors share the information relevant to their clients
and help them to make their education plans practically and step by step.
Although self-efficacy rates were quite low when entering the guidance (64% with a score of 1), the
GOAL project has succeeded relatively well in increasing the self-efficacy score for some of the
clients. However for the majority of the clients, the self-efficacy rate hasn’t changed throughout the
experimentation.

Challenges and barriers
Despite the overall positive service user outcomes, there is still a part of the target group that didn’t
feel to have achieved their goals. 25 clients stated not to have achieved their goals, while 50 clients
claimed to have partially achieved their goals. Together, this remains a large group with mixed
outcomes who run the risk that certain barriers prevent a substantial improvement in their situation.
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The most common barriers are related to health problems (mental and physical) and a lack of
motivation. An additional group warranting additional attention are clients who could not meet the
entrance requirements for a course (in most cases language requirements) or didn’t find a suitable
course (or it was offered at an inconvenient time and place). These clients are at risk of not achieving
their goals.

9.4 Key implications
Implications for future programme development
Monitoring full exit-data is necessary in understanding the most common barriers that clients
struggle with while trying to achieve their goals, even after guidance. Programme makers should also
keep in mind how to encourage increase of self-efficacy and independence among the clients. The
data show a limited progress in self-efficacy. Perhaps a less intensive follow-up of clients could be
beneficial. Investing in strong guidance techniques through training could also be helpful.
A structural collaboration between different services that support a client, which implies relevant
data exchange and ‘warm transfer’ between different services, is necessary to keep better track of
different types of barriers and motivational issues. However, measuring soft outcomes will stay
challenging, therefore future programme development should include other criteria such as number
of clients reached and type of clients reached (to verify if target groups most in need of education
are reached). Furthermore, quality management systems should be available in a structural service
with a focus on assuring that the counselling methodology ensures tailor made counselling,
ownership of the client and generates empowerment.

Policy implications
Implications of policy
Due to the fact that achieving qualifications and diplomas is a long-term process, the data that show
how many clients have achieved a qualification is likely to be incomplete, and to underestimate
positive outcomes. As policy makers are most interested in hard outcomes, which are in this case
represented by incomplete and likely underestimated numbers, gaining political support for the
realisation of a structural embedded guidance services will not be easy. However, it should be noted
that the importance of the service cannot be measured with quantitative data alone. The importance
of ‘soft’ client outcomes such as increased self-confidence and self-awareness cannot be neglected.

Implications for policy
It became evident from the evaluation that even quite straight forward monitoring data such as
‘enrolment’ as a result of guidance are difficult to measure as there are no connected databases
between guidance services, different adult education providers and central data. For monitoring
purposes, this should be included in future programme development. However, the enrolment as
such shouldn’t be used as the only quality indicator, as non-enrolment can be a positive outcome as
well (starting a course is not the right option for everyone).

145

It was clear that, from the policy makers’ point of view, the success of the service should be
measured based on achievement of qualifications or even getting a sustainable job. Yet, as policy
makers willingly agree, it is obvious that there are some serious challenges linked to this way of
measuring: Who will be held accountable for the outcomes? Obtaining a qualification is a successful
outcome of a process to which many actors and/or circumstances contribute: in first instance, the
adult learner himself, but the guidance service also plays a crucial role together with the educational
institutions. Furthermore, the client’s ability to continue studying depends on a variety of contextual
conditions, which are partly facilitated by other services, such financial support from social welfare
sector, exemption from job searching requirement, health, family support, etc.
If the guidance service will be held accountable for the success indicator of qualifications, they need
to have as much as possible control over these conditions. This would imply a collaboration with
policy domains, such as Employment and Welfare, to work together in aligning regulation in order to
facilitate clients paths towards a qualification: for instance, exemption from job seeking, continued
social support, feasible combination work-study, study guidance support, scholarships, etc.).
The exchange of information and data to follow up on the educational achievements of the clients is
also needed: at this moment no automatic exchange is allowed between guidance services, other
services (employment, social welfare) and educational institutions due to privacy restrictions.
Information management systems to follow up on the progress of a person need to be integrated,
which will involve radical policy reformations as well as a strong collaboration between different
policy domains to align all regulations and implementation systems. This can only be a long term
ambition.
As indicated above, the strong focus on the customised service and intensive guidance (not only faceto-face but also by follow-up micro-contacts) requires a considerable financial investment in the
service. It will be a challenging ambition to find policy support for this investment. The policy
recommendations should also include options for less intensive processes and ‘light’ guidance
services (while focusing on the possible consequences as well).
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10.

Service quality

One of the five intervention strategies piloted in GOAL is the implementation of high-quality
guidance services. This chapter provides findings and analysis on the quality of the guidance service
provided by GOAL in Flanders. It draws on quantitative data from the client satisfaction survey as
well as qualitative data gathered from the range of GOAL stakeholders in interviews and in focus
groups.

10.1 High quality guidance services for low-educated adults: implementation
and aims
Flanders has focused on all 5 intervention strategies throughout the GOAL experimentation. The
counselling services were already established in Flanders before the GOAL project and the
development of the experimentation protocol and activities was based on a needs and strengths
analysis to further develop the services in order to efficiently reach the target group of low educated
adults and improve the quality of the service towards their specific needs. Furthermore, the needs
analysis revealed that existing referrals to the service were rather based on individual motivation
and connection with the service rather than organisational policy and structural collaboration. In
some areas important stakeholders that work with the target group of low educated adults were not
aware of the existence of the service or didn’t know the added value of the service to their own
services.
Therefore it was decided that the interventions should focus on one hand on the improvement of
the service itself for the target group of low-educated adults and at the other hand on promotion
of the service amongst stakeholders to establish more structural collaboration with relevant
stakeholders to reach the target groups.
Although the 5 intervention strategies were analysed separately in the beginning of the project, it
became clear that the activities under these strategies were strongly interrelated and it was even
difficult to categorize an action under either of the strategies.
Both de Stap and de Leerwinkel have carried out activities to raise awareness and inform network
partners of the educational guidance services they offer. Partner organisations were often unaware
of the service and did not recognise the value it could add to their own. Counsellors of network
partners were being informed about the complexity of the structure of educational degrees,
diplomas and the adult education provision. Furthermore the referral system was improved and the
profile of clients that need to be referred to de Stap or de Leerwinkel had been discussed with the
network partners. The main message was that stakeholders who identified a learning need or a
learning demand, should refer the client to the GOAL service. The main quality features of the service
in Flanders (i.e. independency of the information and advice, non-mandatory character, customised
and tailor-fit approach of the sessions and the step-by-step approach that focuses on personal
empowerment of clients, cf. 13.3.), were introduced to the (potential) local partners during meetings
and presentations at these organisations. As described above (see chapter 8. Outreach), this resulted
in more structural referrals, especially from offices from the Public Employment Services
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(‘Werkwinkels’) and Public Services of Social Welfare (OCMW’s). These improved partnerships
contributed to remarkable increase of referrals, especially in the province of West Flanders where
new partners were addressed. The service in West Flanders is only provided from outreach-locations:
counsellors from the Leerwinkel provide their guidance sessions within the premises of their partner
organisations which lowers the threshold for the client.
In the needs analysis it was stated that the quality of the service is very much linked to the
approaches, methods and competences of counsellors and the tools that they use. While further
analysing this, it was however not clear which tools were used (counsellors used them quite
arbitrarily) and what the structure of the guidance approaches were. As new counsellors were
introduced to the work by their colleagues (more experienced counsellors) the need for a more
structured approach while training new staff, became evident. Therefore it was decided to develop a
flowchart that describes different guidance phases and guidance steps together with an overview of
different guidance tools which could support new but even experienced counsellors without
compromising the tailor fit approach in the guidance process.
Finally, when discussing quality criteria of the service and the steps that are taken within the
organisations, the need for a quality plan came to the surface. Therefore it was decided to develop
such a quality plan for de Leerwinkel, based on the experiences of the service so far. The most
important principles that were formulated in this quality plan related to the GOAL service are lined
out below (10.3. ‘Counsellors’ perspectives on quality’).

10.2 Challenges and barriers to high quality services
Due to a lack of structural embedment it’s a challenge to maintain and develop collaborations with
partner organisations. Though developing networks and collaborations is time consuming, it is
important to the services as network partners constitute the main source of referrals. The time
invested by GOAL services in strengthening their networks paid off, as was reflected in the rise in the
referral by partner organisations. However, resulting from limited financial resources and the lack of
structural funding, the increase of referrals will not necessarily translate into a rise in manpower at
the GOAL services. As counsellors already face a high workload and GOAL services have already
reached the limits of their capacity, further increase in referrals could negatively impact the quality
of the service: e.g. it could influence the timing of getting an appointment, the time a counsellors can
spend on a single guidance session, the effort put into client follow-up, etc. In this regard, hiring
more counsellors to keep up with these recent trends might be necessary in order to maintain
service quality and to avoid that the services become a victim of their own success.
Since being a counsellor is a demanding job, it’s important that counsellors get the opportunities to
keep their skills and knowledge up to date and fresh. Due to scarce time and resources extra training
is often a rarity. However, lack of ongoing counsellor training poses a potential threat to the quality
of the service as clients depend on information that is up to date and relevant. Also, seen the multiproblem issues of clients, it’s important that counsellors develop and maintain strong counselling
skills as well as good knowledge on the different domains to which clients’ barriers are linked (social
and financial support/social security, different services regarding social welfare, (mental) health,
family support etc.). During the evaluation these skills were improved through informal meeting
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sessions with other counsellors (colleagues) and through information exchange with partner
organisations. As the competences of the counsellors are one of the most important tools in the
guidance process, there should be a focus on improving such assets.
For clients with a multi-problem background32, counsellors find it difficult to take all the different
influences into account. Furthermore, many of their clients have a poor personal network33, which
makes it more difficult for them to progress. Despite the counselling, the vulnerability of those
clients persists. In such situations the line between educational counselling and social or even
psychological counselling can become very thin. It is important that counsellors are aware of the
difference and watch this line closely. However, from the interviews with counsellors we could learn
that for some counsellors (often counsellors with a background in social work) maintaining
professional boundaries is more difficult and they are eager to help them at different domains.
Another challenge that should be faced is the way the internal service quality is measured. During
the evaluation counsellors were responsible for gathering data which was inserted into a registration
system. The registered data could also be valuable to GOAL service providers in order to monitor the
internal quality of the service. However, the current system is not user-friendly and too technical to
allow analysis by counsellors. Moreover, it would be an added value if data could be analysed on a
macro level, by merging data from different service providers. This type of linked information would
provide more insight in client backgrounds and trajectories, leading to more individual cases that can
be differentiated into subcategories. In the long run, this could lead to more relevant analyses to
improve service quality.
For GOAL it would have been interesting, for example, if the effect on the educational situation could
be compared between clients that only had a single session and those who followed different
guidance sessions. Due to the limited number of clients in these subcategories within GOAL, there
are no reliable conclusions that can be drawn; proper analysis would require more years of data
collection to increase the numbers of such subcategories. Furthermore, the lack of data exchange
possibilities (between course enrolment data and GOAL client data) makes it difficult to follow-up on
the educational situation after clients leave the guidance programme. In function of the GOAL
evaluation, counsellors did follow up on clients that left, but this strategy is neither efficient, nor
feasible in the long-term.
Besides the previously mentioned challenges of de Stap and de Leerwinkel, stakeholders, policy
makers and staff members also recognise the lack of structural embedment as a threat to the
service quality. Staff members report that the lack of structural embedment of GOAL services
obstructs the development of GOAL as a strong brand. According to the staff members of de Stap
and de Leerwinkel, but also according to staff members of partner organisations, this is one of the
32

The evaluation did not focus on the multi-problem background of clients. So it cannot be indicated which
part of the clients struggles with multi-problems and to which degree those problems differ. However the
barriers that have been mapped could give some indication of their personal problems.
33
The evaluation did not further focus on the limited personal networks of clients, so it could not be analyzed
to which degree this aspect has an influence on the chances of success in education or training. It has been
assessed by the counsellors that many clients have a poor social network to rely on for support in both choice
making processes as motivation to learn.
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reasons why not all other service providers and welfare workers acknowledge de Stap and de
Leerwinkel as complementary partners. Concerning the structural embedment, the staff members
ask for political commitment.

10.3 Strengths and achievements
Service user perspectives
227 clients that completed the particular question of the client satisfaction survey were satisfied
about their latest counselling session (see Table 10.1.). Only eight were ‘somewhat’ satisfied rather
than satisfied.
Table 10.1 Satisfaction With The Latest Counselling Session
All
N
%
Satisfied 227
97
Somewhat satisfied
8
3
Not satisfied
0
0
Total 235
100
Missing values N=6

De Leerwinkel
N
%
95
97
3
3
0
0
98
100

De Stap
N
%
132
96
5
4
0
0
137 100

The high satisfaction rate is confirmed by the results of the follow-up survey for the qualitative
strand (face-to-face interviews with clients). As described in Chapter 9, the counselling meets the
expectations and clients get even more than expected. Clients mostly appreciate the customised
approach. Guidance starts from their individual situation, their personal questions and expectations.
For this customised approach, the counsellors gather some back ground information about their
clients and ask them personal questions. None of the clients we interviewed felt uneasy with those
questions about their personal background. One client indicated that he appreciated that he was not
asked for too much personal information and that the questions were limited to what was relevant
for the guidance. Another client (who got guidance from the same counsellor) mentioned that he
was happy that he could discuss his personal issues that might have influence on his educational
path. For both clients, the counsellor took care of a tailor made approach. As a result, they both felt
that the approach helped to optimize the bespoke character of the counselling.
Beside the customised approach, service users also appreciated the step-by-step approach in
guidance. During the sessions, the counsellor endeavours not to overload the client with information.
Counsellors divide the information and tasks to be done into smaller parts, so that it is easier to
manage. The fragmentation reduces the likelihood that clients will get frightened and not find the
courage to prepare themselves for a course or training programme.
The interviewed clients could not think of any weaknesses of the service; they look back on an overall
positive guidance path. The qualitative interviews in the wave 1 evaluation asked the interviewed
clients whether they already recommended the GOAL service to someone else in their personal
network. One of them did. The three others remarked that they had not yet had the opportunity to
recommend the GOAL service to others, as they do not know other people in a similar situation.
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However, they were convinced that they will make this recommendation once they meet someone in
a similar situation.

Programme staff perspectives on guidance quality
Staff members of De Stap and De Leerwinkel mention four main characteristics that embody the
strengths of GOAL:
1. A service that clarifies the complex domain of education – In Flanders, the domain of
education is complex: there is the difference between formal and non-formal education;
education is organised at different educational levels; and education in Flanders is organised
through different networks. This makes it difficult for individuals to develop a clear
understanding of the overall landscape and to find the most suitable course or training
programme. The most vulnerable in society are particularly in need of guidance to become
sufficiently informed to make the right choices.
2. Because de Stap and de Leerwinkel are independent organisations, they do not have any
interest in orienting clients towards a particular educational institution or field of study.
3. Personal empowerment of vulnerable clients – As mentioned in Chapter 4, the GOAL
counselling does not just try to obtain that clients subscribe to a certain course or training
programme. On a more profound level, the counselling must lead to personal
empowerment. In that way, guidance and orientation to education is an aim, but a means as
well.
4. A custom-fit service – To realise personal empowerment, de Stap and de Leerwinkel tailor
their guidance to the individual. There is no such thing as a standard procedure.
De Leerwinkel has developed a Quality Manual34 in which quality of the service has been defined as
follows: The extent to which the organisation develops the most optimal service, by means of a
custom-fit trajectory, in which the needs, preferences, expectations and objectives of the client are
realised to the fullest extent possible, while taking into account the social and personal context of the
client.
According to de Leerwinkel, quality assurance and control should take place in all segments of the
organisation, at all levels. Therefore they use the principles of Total Quality Management. Quality
management is integrated in all levels of the organisations and focuses on increasing quality at all
levels from input (clients, counsellors and staff, financial resources, tools & methodology, and
infrastructure) over process (guidance and counselling, partnerships & networks, promotion and
quality assurance) to output (results at organisation level and effects at client level), supported by
organisational management and administration following an overall organisational mission and
vision. In this model, quality is a shared responsibility of all involved actors. Each staff member is
34

A part time staff member focusing on quality of the organisation was hired with funding from the
Department of Education and Training (apart from the GOAL-funding). One of the tasks within this agreement
was to develop a quality manual. This manual was developed between September 2016 and June 2017.
Experiences, tools and facts from the GOAL-experimentation were integrated. The manual was developed but
not yet implemented and evaluated. Link to manual:
https://drive.google.com/open?id=0B7Md5XMkQpscRUt0R3htTThSa2s
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therefore responsible for the quality of his own functioning as individual but also as a member of the
team. De Leerwinkel decided to focus on internal quality control based on self-evaluation as, up till
now (and due to lack of structural embedment of the service), there is no system or framework for
external quality control for the GOAL-service. Internal quality control and improvement of quality is
a cyclical process. In their quality policy plan they have defined the different steps in self-evaluation
and the following quality criteria have been formulated for this self-assessment:
1) Supporting factors
- Formulation of the mission and vision of the organisation and the way the mission and vision
is understood and used within and outside the service
- A clearly described organisational structure with clear tasks, decision processes, HR policy,
competence profiles, HR development plan, all linked to the mission and vision
- A clear strategic plan (translated into strategic and operational objectives) to achieve mission
and vision
- A clear and sound financial policy plan to ensure the sustainability of the organisation and
the service
2) Input factors:
Clients:
- A ‘recruitment’ policy is in place and is successful
- Collaboration structures with network partners are clearly described
- Potential target groups are well defined
Counselling Staff
- Competence and function profiles are available and regularly updated
- Follow-up conversations on functioning of staff take place regularly
- Personal action and development plans for counsellors are available and followed-up
Financial and material resources and tools
- Infrastructure and financial means are adapted to the needs of counsellors
- Relevant tools are provided to counsellors
3) Process factors:
- A guidance process methodology that is effective, efficient and flexible is available and
implemented by counsellors
- Partnerships are further developed based on the mission, vision, strategic and
operational objectives
- A methodology to develop and maintain partnerships is available with indicators and
objectives
- An information, promotion and outreach strategy direct to clients and to stakeholders is
available and implemented
Output factors
- A method is available to evaluate client satisfaction on the service with SMART-indicators
- Indicators of performance of counsellors are available and used
- Indicators on reaching the target group are available and used
- Indicators and a method are available and used to evaluate the effects at the level of the
clients, measuring participation in adult learning, increased study success and reduced
drop out
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Partner and policy stakeholder perspectives on guidance quality
A customised service, personal empowerment, independent information and guidance, knowledge of
the complex domain of education: policy makers and partners of de Stap and de Leerwinkel
acknowledge the same strengths as clients and staff members. Besides, they add one extra feature:
GOAL guidance is readily accessible as it is non-mandatory: clients can enter and exit the service at
any time, there are no commitments or conditions. None of the adults that come to de Stap or de
Leerwinkel are obliged to do so. Furthermore, after every consultation clients can freely choose
whether they come back for another session or not.
One of the representatives of the Department of Education of the city of Ghent stated that a followup of clients is beneficial for getting a formal qualification.
‘If you stop the guidance when the client is enrolled in education, that could be successful. But for a
specific target group that will not be enough. Persistence in guidance is important for a specific type
of client.’
Besides the recognition of characteristics that define the strengths of the provided services by de
Stap and de Leerwinkel, the stakeholders also recognise the lack of structural embedment as a threat
to the service quality.

10.4 Key findings
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Implementation and aims
In Flanders the GOAL-project focused on all 5 intervention strategies which are closely interrelated to
provide quality guidance services. These interventions were combined in order to improve the
quality of the service on one hand and on the other hand to promote the service amongst relevant
stakeholders to reach the target group of low educated adults.
To increase the service quality, the existing service was assessed to identify specific needs in GOAL
for the target group of low educated adults. Analysis showed that the quality of the service is very
much linked to the approaches, methods and competences of counsellors and the tools that they
use. A good overview of these tools and methods was however lacking. To address this gap, all
guidance tools that are used in sessions were mapped, and additional guidance tools to support the
counsellor were developed. Also the need for a quality assurance framework to assess and monitor
the quality of the service and the organisation was identified at de Leerwinkel and consequently a
quality plan was developed based on the experiences of the GOAL-project.

Strengths and achievements
Clients, staff members, stakeholders and policy makers agree on characteristics that determine the
quality of the service:
•

De Stap and de Leerwinkel are neutral services that provide independent information and
guidance. They do not have any interest in orienting clients towards a particular educational
institute or field of study.
• The non-mandatory character makes GOAL easy accessible. Clients enter the service out of
their own will and are free to exit at any time as no commitments or conditions are linked to
participation.
• With a customised approach, GOAL contributes to the personal empowerment of vulnerable
clients.
• The step by step and custom-fit approach reduces the likelihood of clients dropping out of
the guidance process.
• Counsellors have a comprehensive understanding of the complex domain of education and
are able to locate relevant information and make education and information more accessible
to clients.
Not only do policy makers and stakeholders acknowledge these traits, clients are also generally
satisfied with the provided service.
Quality should not only be measured based on results and outcome, but on all segments and aspects
of the service.

Challenges and barriers
Increased referrals lead to higher work load
Improved partnerships and a better functioning network could have a negative impact on quality. If
an increase of referrals by these partners, as a result of better collaboration and better visibility of
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the service, doesn’t go along with a rise in manpower in order to provide the service to more clients,
the quality can be at stake. Moreover, the lack of time resulting from the heavy workload counsellors
face, leads to limited opportunities to participate in staff training. This might negatively impact
quality as counsellors have to keep themselves up to date with a broad range of information linked
to different domains.
Thin line between educational counselling and social/psychological counselling
Due to the multi-problem background of many clients, the counsellor needs to find a balance
between identifying and solving learning barriers and maintaining professional boundaries.
Educational counselling is not social or psychological counselling.
Lack of structural embedment of GOAL service
No long term commitments or structural collaboration strategies are developed as network partners
are not sure about the continuity of the service.

Baseline and progress across GOAL’s five intervention strategies
Table 10.2 provides a brief evaluative summary of the quality of different aspects of the GOAL
programme in Flanders, comparing quality at the start of the evaluation (baseline) and at the end. In
this table, we provide numerical ratings for each of the five intervention areas, and an explanation of
that rating for each category. These ratings and explanations are provided for the start of the
evaluation and the end, with the aim of briefly summarizing key issues and change over time. In
addition to provide ratings and commentary for the five core GOAL intervention areas, we also
address overall service quality and policy interest/support. The latter is a key factor in determining
future programme sustainability.

Table 10.2 Baseline And Progress Across GOAL’s Five Intervention Strategies
ASPECT OF PROGRAMME
LEVEL OF DEVELOPMENT
OR POLICY
Partnerships
Start of
1 2 3 4 5 6 7 8 9 10
and networks GOAL
There were some relatively longstanding partnerships in place, but many
potential partners didn’t refer clients to the service as they didn’t always know
the service existed.
End of
GOAL

1 2 3 4 5 6 7 8

9

10

The partner organisations acknowledge the importance of the service. The
referrals have increased significantly to the end of GOAL. The quality of
partnerships is however still depending on efforts of the GOAL services to
maintain them and are not yet centrally structuralized.
Counsellor
competences

Start

1 2 3 4

5

6 7 8 9 10

There wasn’t really a clear view of necessary competences. Counsellors mostly
have/had a social background.
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End

1 2 3 4 5 6 7

8

9 10

Through project GOAL staff members formulated and rated the competences
needed for educational counsellors. Meanwhile, a competence profile for career
counsellors was developed. This provides an opportunity to elaborate this profile
and adapt it for education counsellors.
Outreach

Start

1 2 3 4 5

6

7 8 9 10

At the start of GOAL, educational guidance was already provided by existing
organisations. This made it easier to promote the service to partner
organisations and the target group. However, at the beginning of GOAL,
outreach was primarily a matter of individual contacts between staff members of
the educational service providers and staff members of partner organisations.
End

1 2 3 4 5 6 7 8

9

10

Through the GOAL projectGOAL project, both de Stap and de Leerwinkel
increased their efforts to build up a strong network of partnerships, as referral
by partners is the most important outreach strategy for education guidance.
There has been an increase of about 30% in the referrals. Additional outreach
activities have been developed such as regular group sessions to the target
group as part of the programs of partner organisations.
Tools

Start

1 2 3 4 5

6

7 8 9 10

The services use a broad range of tools to provide a high quality service.
However there was little time and too few resources to invest in new tools.
End

1 2 3 4 5 6 7

8

9 10

Both services have developed a flow-chart which guides the counsellors through
the counselling sessions. The services are mainly using already existing tools
which have been mapped. However there’s still space to develop new tools such
as an improved client registration system.
Overall
service quality
(holistic
judgement)

Start

1 2 3 4 5 6 7

8

9 10

The quality of educational guidance is highly rated by staff members, but also by
clients, stakeholders and policy makers. The positive ratings are the result of the
main characteristics of educational guidance:
•
independence of information and advice
•
non-mandatory character
•
customised and tailor-fit approach
•
step by step approach
•
focus on personal empowerment
End

1 2 3 4 5 6 7 8

9

10

As the quality of educational guidance was already highly rated at the start of
GOAL, the GOAL project didn’t influence this rating a lot. Although it can be
stated that GOAL gave more visibility to educational guidance. This resulted in
more referrals and more stakeholders that are convinced of the added value of
GOAL. The focus on quality also resulted in better conscience on quality criteria
at service level, which has led to the development of a quality plan.
Start

1 2 3

4

5 6 7 8 9 10
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Policy interest
and/or
support

None of the GOAL service providers was structurally embedded. The intention of
structurally developing educational guidance services was completely off the
political agenda. The services rely on partner organisations for financial support
and referrals. Support is coming mainly from a local level (province and city).
End

1 2 3 4 5 6 7

8

9 10

The attention for the structural embedment of educational guidance in Flanders
had disappeared at the start of the legislature of the new Flemish Government.
The GOAL project revived discussion on the subject. Throughout the project the
awareness on the relevance of GOAL increased within the Advisory Committee
(Flemish Level). There is even willingness of the members to get support within
their respective organisations to endorse the policy paper that is being
developed with a description of a structural guidance service. Strengthened by
the support of the Advisory Committee, the Department of Education aims to
get the structural development of the service on the political agenda for the
elections in 2019.

10.5 Key implications
Implications for future programme development
The neutral and independent character of the service came out as one of the important quality
criteria: especially in Flanders, where the educational landscape is very much divided into different
educational networks (within the formal system) and additionally providers in the non-formal system
are available, it is difficult to get independent advice on the best study options. Advice that is given
by providers can be in the interest of the provider. The neutrality of the GOAL service is a strong
added value that can be used to convince politicians and policy makers on the necessity of the
service.
Other key characteristics that guarantee high quality guidance are:
•
•
•
•

the non-mandatory character
a customised and tailor-fit approach
a step by step approach
the focus on personal empowerment

A custom-fit approach is time intensive and requires high interpersonal competences of the
counsellors (as mentioned earlier).
In order to achieve the above described quality characteristics for a future guidance service we
propose an organisational structure of the service that is based on the principle of a central backoffice at Flemish level and locally embedded service points, according to the following model:
1) Local embedment of a GOAL service that is readily accessible and approachable for the
target groups of low educated adults:
Networks should be established, developed and maintained in a way that they optimally
support the GOAL service by reaching out to the target groups and systematically lead adults
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with learning demands and/or needs to the GOAL service. Complementarity to existing
services should be clear: the GOAL service distinguishes itself from other services by focusing
on learning demands and learning needs. If clients have other demands such as support to
get employed, counsellors refer them to their partners.
2) Service points are locally available based on the need: Service points should be available at
locations that are easy to be reached by the target groups. The amount of service points
could be based on the actual need based on indicators such as number of unqualified school
leavers in a region, municipality or city and availability of public transport.
3) Locally embedded service points need a back office: a back office plays an important role in
providing support to ensure quality services and monitoring the quality. A back office should
support local offices in:
- Collecting and disclosing the whole educational provision in formal and non-formal
adult education, and keeping this information up-to-date
- Collecting and developing counselling tools and methodologies
- Professional development of counsellors
- Tools development
- Developing and maintaining a client registration system
- Ensuring data exchange with other service providers and education providers
- Promotion of the service both to target groups as stakeholders
- Developing supra-local partnerships between policy makers (different policy
domains) and supra-local institutions of local networks (PES, Agency of Integration,
Umbrella organisations of education providers, …)
- Human Resources Development
- Monitoring and quality assurance (based on clearly defined quality criteria) both for
policy purposes and quality purposes of the local services
4) Local services and back office have a shared responsibility in:
- Developing partnerships: back-office arranges supra-local agreements and formal
partnerships but collaboration has to be developed and established locally
(depending on local needs and context)
- Educational offer: back-office is responsible to map and update the educational
provision and availability of courses, but local service points can play an important
role in signalling gaps in the provision.
- Promotion of the service: local service points should promote the service locally
through their network partners or by direct outreach to target groups. Back-office
can provide promotional tools.

Policy implications
Implications of policy
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The lack of structural embedment is jeopardizing the quality of the service for both the De Stap and
De Leerwinkel as it is an obstacle to:
o
o
o

effective collaboration with stakeholders
structural development of partnerships
increasing the number of clients that can get educational counselling.

Implications for policy
Lack of structural embedment can’t be solved within the GOAL project. That is why, as an extension
to the GOAL project, the Flemish Department of Education developed a policy paper that describes a
model of how a structural service of educational guidance in the whole of Flanders should be
developed. This policy paper draws on the experience and findings of the GOAL project, but is larger
in scope as it envisions educational guidance for all adults, while keeping a focus on the loweducated. Members of the GOAL advisory committee (representatives of all central stakeholders) to
get feedback on this policy paper and have shown willingness try to get it endorsed by the
organisations they are representing. With this support it is aimed to get the note on the political
agendas that will be developed for the elections of 2019.
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11.

Conclusions: answering the evaluation questions

11.1 Answering the evaluation questions
The GOAL evaluation was underpinned by five overarching research questions :
a. What programme processes and resources were developed? To what degree did
programmes achieve their implementation aims across the five intervention strategies, and
what factors at programme and policy level appeared to influence this?
b. What service user outcomes were achieved, for what groups, and to what degree?
c. What was the Return on Expectations? That is, to what degree were programme
expectations met?
d. What programme-level factors were associated with the achievement of high service quality
and/or positive service user outcomes?
e. What policy-level factors were associated with the achievement of high service quality
and/or positive service user outcomes?
In this concluding chapter, we address each of these questions. We then highlight some key
messages for policy and future programmes.

a. What programme processes and resources were developed? To what degree
did programmes achieve their implementation aims across the five
intervention strategies, and what factors at programme and policy level
appeared to influence this?
The programme processes of GOAL focussed on five intervention strategies:
1.

Establishing/improving networks and partnerships with relevant organisations

2.

Developing specific tools facilitating guidance

3.

Defining competences needed for counsellors

4.

Outreaching to specific target groups

5.

Improving quality of guidance service in order to optimize learning outcomes of individuals

The first intervention strategy was to improve the local networks of the organisations. Partnerships
and an elaborated network are crucial to both organisations. At the initial stage both de Stap and de
Leerwinkel already had a broad local network of organisations with whom they collaborated. Those
partner organisations were situated in different domains:
-

welfare
education
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- work
- immigration and integration
Some partners supported the educational guidance service providers financially and – in some cases
– staff members of partner organisations referred clients to de Stap or de Leerwinkel. However,
referral was based on individual contacts of GOAL counsellors with individual staff members of
partner organisations. During the GOAL project, staff members invested a big amount of effort and
time into the establishment of more structural partnerships. Therefore, they organised information
sessions for partner organisations where they presented the aims, added value and methods of
educational guidance. During these sessions, the importance of referring clients with a learning need
or learning demand was made clear. This approach led to a significant increase of the number of
clients that are referred to de Stap or de Leerwinkel by partner organisations.
Although some local partner organisations were and still are co-financing educational guidance at de
Stap and (to a lesser degree) de Leerwinkel, this commitment is not organised on a structural basis.
However, throughout the GOAL project, the PES of West Flanders recognized the added value and
the complementarity of the GOAL service to their own services. This recognition was confirmed in a
more structural way by their commitment to contribute financially to the GOAL service. They have
agreed to contribute a fixed amount per referred client. This recognition of the importance and
complementarity of GOAL at local level, had a positive reflection at central level, based on the
feedback on local GOAL initiatives in the central Advisory Committee (with representatives of
organisations from these different policy domains: PES, Ministry of Work, educational umbrella
organisations and federations of education providers, Social Welfare, Civic Integration, etc.). The
members of the GOAL Advisory Committee supported the development of a policy paper in which
the different aspects of a future structural GOAL service are outlined. This policy paper is being
disseminated at different relevant policy levels autumn 2017 for feedback and will be published and
politically promoted as of January 2018. Processes have started to get this concept paper endorsed
by the member organisations of the Advisory Committee (planned in autumn ’17). The final aim is to
find as many stakeholders and political parties as possible to agree with the policy paper and to find
political will to include the GOAL service in their political programs for the elections in June 2019.
The development of tools was a second intervention strategy. During the GOAL project existing tools
have been summarised and classified. The GOAL organisations also developed and started using new
tools to improve the guidance quality of the organisations. The use of a data-monitoring system gave
counsellors an opportunity to save data of their clients in a database, which facilitates the guidance
sessions. The organisations experimented with the use of social media to keep in touch with their
clients. A new tool that has been developed through the GOAL project is the Guidance Flow Chart.
This schematic overview shows the different phases of a guidance route and could be supportive for
new counsellors, as well as for current counsellors who could use the tool to recognize and interpret
the information clients provide about their situation. Furthermore the tool can be used to inform
partner organisations on the guidance process in order to demonstrate the complementarity to their
own services and inform them about the steps that will be taken with referred clients.
The extra tools that GOAL introduced have shown their relevance to staff members of de Stap and de
Leerwinkel:
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the data-monitoring system made it easier to keep up with the progress of individual clients.
Staff members also see benefits in the possibility to analyse the data on a macro level.
Although, they stress that – being counsellors and not data-analysts – they feel a bit unsure
about how to make relevant analysis. Furthermore, the analysis for the GOAL reports made
clear that a larger amount of data is needed to draw significant conclusions. Therefore, the
merging of long term data from different service providers is desirable or even necessary.
- The development of a guidance flow included reflection on the guidance process in order to
make counsellors aware of the most important steps to be taken in the process. It is a
supportive tool that helps (new) counsellors to keep the overview. It should however not be
too rigid and strict as a custom-fit approach is one of the key characteristics for adult
educational guidance. Strict scripts may obstruct this custom-fit approach.
A Flemish competence profile has been developed by the sector of career counsellors. During GOAL,
this set of competences was checked with the competence set needed for educational counsellors.
Most of the competences are relevant for educational counsellors as well. Throughout the project,
additional competences needed to provide educational guidance were identified. Those specific
competences offer a basis for adapting the profile for career counsellors into one for educational
counsellors. It also clearly shows that, although there are quite some similarities, career counselling
and educational counselling are not the same professions and that specific expertise for educational
counselling is needed. This finding contributes to the evidence that an extra and specialized service
for educational counselling is needed but at the same time that it is complementary to existing
services.
-

Both de Leerwinkel and de Stap had previous experience in reaching out to clients of specific target
groups. The relationships with local partners became however more relevant and effective
throughout the GOAL project. These relationships led to referrals from these partners and a broader
consensus within the partner organisations about the added value of the GOAL service.
The outreach strategies in GOAL can be summarized in 3 categories:
1. Networking and partnerships: information sessions, meetings and more structural contacts
with partner organisations led to more referrals;
2. Outreach locations: guidance sessions are organised at partners’ locations which makes the
service easier to reach or find and more accessible for the target group;
3. Information sessions to the target group: groups of potential clients from social welfare
service and employment guidance get regular information sessions on education and more
specifically on the options to achieve a qualification of secondary education (EQF 4 level) and
the relevance of the GOAL service.
At de Leerwinkel there has traditionally been a strong focus on reaching out to clients by linking their
own service to those of their different network partners: they make use of the accommodation of
the Werkwinkels, the ‘Social Houses’ of the OCMW (Public Social Welfare) and Integration offices,
where clients can directly contact them and where the sessions are taking place after appointment.
In Spring 2017, de Stap moved to a new location, at a more central place in the city of Ghent. This
new building has the ambition to be an easy accessible meeting place where different service
providers can be found.
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Mediation by partners such as the welfare service, the migration office, the public employment
service or pupil guidance centres is important or even necessary, but not sufficient, to reach the total
target group. The most vulnerable adults, those who are the least connected with society, stay out of
the picture; for example, those who left school, but are not officially registered as jobseekers (known
as NEETs, Not in Employment, Education or Training). A part of this group is also unknown to welfare,
migration or other social services. For these people, it is not that easy to come up with efficient
strategies about how to reach them. In this stage, it is also not feasible for staff members of the
GOAL programmes to focus on this part of the target group, as they do not have the capacity (in
terms of means and time).
The quality of guidance has been determined by specific features of the services in Flanders. To
optimize learning outcomes of individuals, de Stap and de Leerwinkel provide guidance sessions to
low educated adults, with different contact moments per client. Beside those face- to- face contact
moments, the counsellors invest their time in ‘micro contacts’ to keep in touch with their clients, in
order to keep them on board. Those micro contacts help clients to feel motivated and to persist in
their ambition to reach an educational goal.
Counsellors of the service seem to clearly understand the needs of the clients. Their work is
characterized by a strong emphasis on providing clients with the right information, motivation and
strengthening their self-efficacy, confidence and personal network.
The majority of clients said they knew what their next steps and plans are. This is reflected in the
evolution of learning objectives. Increases in wanting to achieve a specific qualification, wanting to
improve skills in a specific area and having a specific job in mind confirmed this. This is also reflected
in high client-satisfaction rates. Most of the clients also experienced a growth in confidence thanks to
the guidance.
The specific quality features of the service that have contributed to these outcomes, are defined as
following:
•
•
•
•
•
•

independence of the service
the non-mandatory character
a customised and tailor-fit approach
a step by step approach
the focus on personal empowerment
ability to oversee complex domain of education, locate and retrieve relevant information.

At policy level, the neutral and independent character of the service came out as one of the
important quality criteria: especially in Flanders, where the educational landscape is very much
divided into different educational networks (within the formal system) and additionally providers in
the non-formal system are available, it is difficult to get independent information on the best study
options. Information that is given by education providers can be in the interest of the provider. The
neutrality of the service is a strong added value that can be used to convince political policy makers
of the necessity of the service.
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b. What service user outcomes were achieved, for what groups, and to what
degree?
While every GOAL client has different objectives for the guidance, most of them relied on guidance
to get an answer to a learning need or demand. The most relevant indicator of achievement is
therefore participation in education as a result of the guidance. However, it appeared that this
indicator is also difficult to measure as it has to be deduced from different datasets based on
different questions in the monitoring system. An overview of the outcomes according to the GOAL
variables:
-

-

For 145 clients the data-monitoring showed the reason for ending guidance. 29% of clients
ended the guidance because they started a course or completed a course. 23% because they
got a job. 35% had other reasons why they stopped the guidance (but could also have started
a course). There is a loss of contact with 19%, of which it is not known whether they entered
a course. Therefore, from this dataset, it can’t be concluded that ‘only’ 29% entered
education. This number is most probably an underestimation.
For 159 clients the data-monitoring showed whether they achieved their client objectives.
134 clients (or 84%) have fully or partially achieved their objectives. Of this number 83 clients
or 62% have entered education.

The follow-up survey showed that 30 out of 32 surveyed clients were working towards a
qualification. Additional data from the Ministry of Education has shown that 49% of the clients that
approved to be followed up in the Ministerial database, have enrolled in a course and 74% of them
have achieved at least one certificate. Furthermore, de Stap follows-up on the enrolment of their
clients and enters this in a registration field in their database. This Information is obtained by either
direct contact with clients or from the educational institutes where they are enrolled. This direct
‘chase’ of data of educational participations provides the following participation rate as result of the
guidance for clients who started their guidance between October 2015 and April 2017: out of 114
GOAL clients of de Stap who were in a guidance programme (more than 1 session), 84 clients (74 %)
have enrolled in a course. No such reliable data are available from de Leerwinkel, as they don’t
follow-up on their clients as closely as de Stap after the client opts for enrolment.
Furthermore the evidence from data-registration shows that 84% of clients has fully or partially
achieved their goals. These achievements differ for clients, but the outcomes show that the majority
of these clients gained information about training/education opportunities (87%) or even entered
into education (62%, cf. above). The client satisfaction survey indicated that the majority of surveyed
clients were motivated to take steps based on the information they received from their counsellor.
The client satisfaction survey confirmed that most of the clients felt motivated thanks to the
guidance.
Tracking of their opinions during the counselling process suggests that clients adopted a slightly more
positive approach to learning new things. For most clients, the focal point of their learning objectives
remain unchanged throughout the guidance. However, there was not much room for improvement
as the attitudes to learning were already positive when entering the guidance. This is linked to the
fact that the clients who came to the GOAL service did so on their own initiative or were referred

164

based on an existing learning demand or need. More importantly, clients had a more specific view of
their future perspectives. After GOAL-guidance, the number of clients interested in achieving a
specific qualification or improving skills in a certain area has increased significantly.
A few challenges should be kept in mind, though. Despite the big group of clients that made
achievements thanks to the guidance, a minority of clients (N=75) struggled with barriers to improve
education (or career). Primarily a lack of motivation ,health problems, , not meeting entrance
requirements, not finding a suitable courses or one offered at an inconvenient time/place are
barriers preventing the achievement goals.

c. What was the Return on Expectations? That is, to what degree were
programme expectations met?
For policy makers and stakeholder organisations, the GOAL project gave the opportunity to get a
more detailed view on the service, the aims, goals and methods. During GOAL, staff members
convinced stakeholders (who were not convinced initially) of the quality of the service they provide.
However, it remains difficult to prove concrete effects of GOAL guidance. When only quantitative
data from the GOAL variables are taken into account, the effects of GOAL-guidance might be
interpreted as rather limited, as only about 30-50% of clients for which data were registered during
the project term subscribed for a course. Other data however, collected by de Stap (based on followup of clients and contacts with educational institutes), shows very successful enrolment data: 74%
had enrolled in a course. Additionally, 78% of the clients who were interviewed for the follow-up
survey stated that they were enrolled in an educational program.
However, the limitation to those quantitative data would lead to overly superficial conclusions:
-

-

A part of the clients for whom data were registered started GOAL-guidance late in the
evaluation period. It cannot be expected that all those clients would have enrolled on a
course by the completion of the evaluation. Courses often start only once or twice a year.
As extensively described in this report, a substantial part of the target group lives in a multiproblem situation and/or has a personal history of several educational failures. Therefore, it
is difficult to interpret numbers: is enrolment to be perceived as a success when clients face
multiple barriers for learning? ? Would the effect have been the same without guidance?
Will enrolment lead to successful completion? Therefore, it is of high importance that the
GOAL evaluation does not only reflect on quantitative data only about the number of clients
that subscribed to a course, but takes both qualitative and qualitative client evaluations into
account as well as the quality of the guidance proceses. Staff members of the two
organisations have invested a big amount of time and effort in developing strong
collaborations with partner organisations. These partnerships have not only been developed
at the level of education but also with local authorities, labour market actors and important
social services. At the end of the GOAL project these partner networks have contributed to
the fact that the organisations are considered valuable players in the field of social services,
by other organisations. This is reflected in the strong rise of referrals. De Leerwinkel’s annual
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-

reporting shows an increase in referrals of 33% in 2016 compared to 2015. This is a result of
improved collaboration with partner organisations35.
Stakeholder organisations and local policy makers feel that both de Stap and de Leerwinkel
have proved their importance by doing what they claim to do. The educational guidance
service providers do manage to stay neutral in the field of education and they do provide a
service for people with a learning need by counselling them in the right direction. The
expertise and knowledge of the counsellors is seen as an important asset of the service. This
is also proved by the data monitoring and the numbers of enrolments in a course or
education.

Especially staff members, but also local stakeholders organisations and local policy makers expected
that GOAL would lead to structural embedment of the services at Flemish level. The Department of
Education and Training however was more realistic in this aim as the process of structural
embedment of a service is based on political will to allocate sufficient funding. At political level of the
current government there was no commitment at all to structuralize the service in the current
governmental term. Therefore, the Department of Education and Training aimed at focusing on the
development of a model to convince central stakeholders and decision makers (including political
level) why and how the service should be structurally developed. The return of the GOAL project has
met this aim: the GOAL evaluation has mapped the strengths and weaknesses of the current
services and provided a basis for the development of a model as outlined in a concept note. This
policy paper describes a model of how an educational guidance service for the whole of Flanders
should be developed structurally. The members of the GOAL advisory committee (representatives of
all central stakeholders) have shown their commitment to give feedback on this policy paper and to
try to get it endorsed by the organisations they are representing. With their support the aim is to get
the note on the political agendas that will be developed for the elections of 2019 and eventually to
find commitment in the next government agreement .
It can be concluded that the expectations regarding structuralizing the service of the GOAL partners
and their local stakeholders haven’t been met. However, at policy level both the Ministry of
Education and the stakeholders from the advisory committee are positive on the outcome of GOAL in
terms of paving the way for further political dialogue that will hopefully lead to a structural service in
the future. Without GOAL, there would be no policy interest at all to this type of service as the
service is currently off the political agenda. Moreover, without GOAL there would be no trigger or
motivation for any political party to bring it back in the party programmes for the next elections in
2019.

d. What programme-level factors were associated with the achievement of high
service quality and/or positive service user outcomes?
Clients, staff members, stakeholders and policy makers agree on the features that are determining
the strengths of GOAL services in Flanders:

35

Leerwinkel Jaarverslag (Year Report) 2016.
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•

•
•
•
•

•

De Stap and de Leerwinkel provide independent information. As they are both independent
organisations, they do not have any interest in orienting clients towards a particular
educational institute or field of study.
GOAL guidance not only leads to enrolment in a certain course or training programme, it
also leads towards personal empowerment.
None of the clients that address themselves to de Stap or de Leerwinkel are obliged to do so.
This non-mandatory character makes GOAL readily accessible.
In the approach of de Stap and de Leerwinkel, clients take the lead. Both organisations
provide a customised, step by step service.
Both de Stap and de Leerwinkel developed and are still developing a broad network of
partner organisations. They are cooperating with their partners for the referral of clients and
delivery of complementary services towards each other.
Both clients and local partners stress the competences of the counsellors at de Stap and de
Leerwinkel as an important strength of GOAL in Flanders. Counsellors have a broad and up
to date knowledge about education and educational related topics, but also about social
welfare. They operate independently, have an elaborated network and strongly developed
interpersonal skills.

e. What policy-level factors were associated with the achievement of high service
quality and/or positive service user outcomes?
Education policy

In Flanders, the adult education provision is very well developed both in the formal and in the nonformal education sector. Policy measures have been installed to avoid that there are many financial
obstacles to participate in a course. Furthermore, there is a wide range of formal and non-formal
educational courses available, which are in general of high quality. Especially for low educated adults
there numerous opportunities to achieve a diploma of secondary education or to upskill basic skills
in the locally organised and very accessible centres for basic education. In general, formal adult
education is cheap in Flanders (subsidized) and there are different types of motivating financial
systems (e.g. Basic Education has no course enrolment fee, secondary Adult Education reimburses
the enrolment fee when a diploma has been obtained, etc.) that should support the participation for
especially low skilled. The formal adult education system is currently under reform and additional
stimulating measures to have more low educated adults enrolled will be included.
Despite all these measures, the quality of the education provision and financial stimuli, there is still a
low participation rate of low educated adults. Higher educated adults participate much more in
Flanders (the so called Matthew effect: high(er) educated adults participate more in adult education
than low(er) educated adults, who would need it more). However, we can conclude that the
educational policy context is very stimulating to achieve the main objectives of the GOAL service,
such as participation of low-educated adults in education and obtaining a diploma of secondary
education.
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The downside of the wide availability of educational provision in Flanders is that it is very fragmented
and it is very difficult to find independent and neutral advice on the provision, as most providers are
also promoters of their own courses. Many stakeholders are convinced of the fact that it is very
difficult, especially for low-educated adults, to identify the most suitable course and to know which
educational route leads to which type of qualification. In this context, stakeholders have valued the
GOAL service highly and have confirmed its necessity.
Employment policy

In Flanders the system for career guidance and guidance towards a job is well invested in, well
designed and implemented, generally also for disadvantaged groups. There is evidence that the
educational level and the level of general competences have a very strong influence on the labour
market and on the development of a career. Therefore, in the last years, employment policy in
Flanders is increasingly focusing on the importance of a diploma of secondary education in order to
obtain sustainable employment. Different initiatives have been taken by the main actor for
Employment (VDAB, the Public Employment Service) to increase participation (especially of young
unqualified school leavers) in educational qualifying programmes in combination with a vocational
training (rather than only short vocational training programmes). Due to this policy change within the
PES, more and more employment counsellors are open to education and training, with a focus on
formal qualification instead of trying to get their clients employed as quickly as possible. This context
has positively influenced the increase of structural referrals from the PES to the GOAL service.
Additionally, in the PES policy on guidance and counselling of very vulnerable groups, which is
contracted to specialized organisations, there is a stronger focus on education as leverage to
sustainable employment.
There is however still a strong focus of the employment policy on educational qualifications and
courses that lead to better skilled people in so called ‘shortage professions’ (professions with the
most vacancies due to lack of skilled people available). An important objective of the current
government is to activate more people on the labour market than before. This results of course in
policies in which the unemployed should be directed towards these shortage professions through
education. This could have a negative influence on their motivation as not all persons are interested
in these professions, which mainly involve technical jobs and jobs in the care sector. The GOAL
service focuses mainly on the interests and possibilities of the client, though counsellors have to take
into account the conditions under which clients in an employment programme can study. These
conditions are often linked to employment chances. It happened under the GOAL programme that
clients did not continue the guidance because they were urged to take a job opportunity by the PES
or because they did not get the approval to study what they wanted to study without losing the
unemployment benefit.

11.2 Implications and recommendations for future programme development
Recommendations linked to the target group’s characteristics
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Although there are many similarities amongst the GOAL clients (age, employment status), counsellors
face a diverse group of people that require a tailor made approach. There is a strong diversity in
languages and cultural and social background as well as in learning barriers that clients face. The
multiple barriers make clear that educational guidance is more complex than only bringing different
educational possibilities to the attention of clients and that a client-centred and a solution-focused
approach is necessary.
Clients, however, show a positive learning attitude and a high level of learning objectives as the
clients who are referred to the service have shown a learning need in previous services based on
which they were referred. It is important that referral partners systematically focus on recognizing
this learning need and developing a habit to refer persons with a learning need to the GOAL service.
The counsellor can further explore the learning need, further develop the learning intention and
finally translate this into a learning demand which leads to an educational choice and participation in
education or learning. Future programme development should focus explicitly on older low educated
adults and low educated adults who are employed. The GOAL project has proven that if there is no
explicit focus on this target group (by for example approaching right partners to reach them) they are
hardly reached.
Despite the high percentage of clients who achieved their goals (fully, or partially), there was still a
minority that struggled with certain barriers. It’s important to develop strategies to help clients to
overcome those barriers, so that they can keep up with educational guidance and, after that, achieve
their educational aims.

Recommendations linked to the development of the service and its methodology
When developing high quality service in educational guidance, the following key characteristics of
the service must be guarded:
•
•
•
•
•
•

independency of the service
the non-mandatory character
a customised and tailor-fit approach
a step by step approach
the focus on personal empowerment
ability to oversee complex domain of education, locate and retrieve relevant information

Although the approach is individually customised, the guidance can be differentiated in different
phases. These phases are outlined in the Flow Chart below:

11.1. Guidance Flow Chart in Flanders
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In order to achieve the above described quality characteristics and guidance model for a future
guidance service we propose an organisational structure of the service that is based on the principle
of a central back-office at Flemish level and locally embedded service points, according to following
model:
1.

Local embedment of a GOAL service that is easy accessible and approachable for the
target groups of low educated adults: Networks should be established, developed and
maintained in a way that they optimally support the GOAL service by reaching out to the
target groups and by systematically leading adults with learning demands and/or needs to
the GOAL service. Complementarity with existing services should be clear: the GOAL service
distinguishes itself from other services by focusing on learning demands and learning needs.
If clients have other demands such as support to get employed, counsellors refer them to
their partners.

2. Service points are locally available based on the need: Service points should be available at
locations that are easy to be reached by the target groups. The amount of service points
could be based on the actual need based on indicators such as number of unqualified school
leavers in a region, municipality or city and availability of public transport.
3. Locally embedded service points need a back office: a back office plays an important role in
providing support to ensure quality services and monitoring the quality. A back office should
support local offices in:
- Collecting and disclosing the whole educational provision in formal and non-formal
adult education, and keeping this information up-to-date
- Collecting and developing counselling tools and methodologies
- Developing and maintaining a client registration system
- Ensuring data exchange with other service providers and education providers
- Promotion of the service both to target groups and stakeholders
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-

-

Developing supra-local partnerships between policy makers (different policy
domains) and supra-local institutions of local networks (PES, Agency of Integration,
Umbrella organisations of education providers, …)
Human Resources Development
Monitoring and quality assurance (based on clearly defined quality criteria) both for
policy purposes and quality purposes of the local services

4. Local services and back office have a shared responsibility in:
- Developing partnerships: back-office arranges supra-local agreements and formal
partnerships but collaboration has to be developed and established locally
(depending on local needs and context)
- Educational offer: back-office is responsible for mapping and updating the
educational provision and availability of courses, but local service points can play an
important role in signalling gaps in the provision.
- Promotion of the service: local service points should promote the service locally
through their network partners or by direct outreach to target groups; Back-office
can provide promotional tools.

Recommendations related to Partnerships, networks and outreach
As many clients of de Stap and de Leerwinkel are referred to educational guidance by partner
organisations that operate in different domains (labour market related organisations, educational
partners, organisations from the domain of welfare, integration offices) and as – vice versa –
educational guidance services must be able to refer clients to those partner organisations, it is a
necessity that continuous collaboration between those partner organisations is strictly guarded. A
common shared vision on an educational guidance service must help all possible partners to be
correctly informed about GOAL and to recognize the service as complementary to other forms of
support. GOAL has shown a number of strengths with regard to partnership working, but also faces a
number of hurdles. GOAL would be strengthened if more organisations saw guidance to training and
education as valuable to their clients, e.g. in the process of finding a sustainable job. Strong
partnerships will remain essential, even if structural embeddedness is no longer a problem. Working
with strict framework agreements and protocols to exchange client information could make the
collaboration between partner services easier.
The development of partnerships and networks is predicated on interplay between local and central
processes. The policy and framework agreements have to be developed, monitored and improved at
central level, while the operationalization of partnerships is a responsibility of local GOAL services, in
order to fit the local needs (cf. above: shared responsibility of local services and back office).
Partnerships have to be developed in order to reach all target groups that are in need of education or
further training. Future programme development should therefore focus in particular on reaching
out to groups such as NEETs, older low educated adults and low educated employed people.
3 outreach strategies have proven to be successful in the experience of GOAL Flanders:
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-

Networking and partnerships in order to reach the target group through referrals

-

Outreach locations for guidance sessions within the premises of partner organisations

-

Information sessions (group sessions) directly to target group as part of the programmes of
partner organisations.

Recommendations regarding Tools
The central back office in future programmes should play an important role in mapping existing tools,
evaluating their quality and introduce them to counsellors.
A professional back office could also be useful in analysing data derived from the data-monitoring
system. In the context of the micro-contacts and use of social media it will be necessary to develop
an ethical framework for guarding certain boundaries.
When the GOAL service will be structurally developed, a central database system for both client data
for monitoring purposes as well as support for counsellors to follow up progress and steps taken with
clients should be developed based on following criteria:
-

-

-

Text fields should be avoided and only be used as support for the counsellor, as the
quantification of data is difficult in text fields. All information relevant for statistics should be
entered in drop down lists.
There should be a link with the database of the Ministry related to educational routes in the
past and obtained qualifications by a person.
Ideally there should be a link with other databases (integration, welfare and labour) in order
to have an overview of the statutes of the clients (E.g. integration program, employment
guidance, social welfare support, etc.) and the contact persons in other guidance programs
to exchange information with
The system should be web based and be accessible from every computer
It should be possible to include relevant documents of clients in the system
Alert system should be included to support counsellors in following up on actions

Recommendations regarding Counsellors’ competences
For counselling, a broad range of competences are needed. Currently the career guidance sector, in
collaboration with the Ministry of Education, has developed a formal competence profile for career
counsellors. Many of the competences in this profile are applicable to the GOAL counsellors. This
profile could serve as the basis for a formal competence profile for educational counsellors in the
future, in case the service will be structurally established, taking into account the formal processes of
competence profile development in Flanders.
As counsellors have a different background (no specific educational programs for career or
educational counsellors are in place in Flanders) and as clients have all kinds of different backgrounds
and personal problems more or less related to educational issues, the role of informal learning and
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peer learning has proved to be very important to the counsellors. There are no training institutions
that provide adapted training based on the specific training needs of the counsellors. In case of the
structural development of the GOAL service, a back office should take up the task of facilitating
exchange of client cases between counsellors in a more structural way but also to encourage
informal learning and exchange on daily basis as it is done in the GOAL experimentation.
Furthermore, a structural service with a back office could support more structural staff development
plans and organize tailor made training (by own experts or external trainers).
GOAL-counselling implies a lot more than individual contact sessions with clients. In case of the
structural development of the GOAL service, those back office-tasks (client registration, networking,
interaction with colleagues and professionals of partner organisations, …) must be taken into
account.

Recommendations regarding quality of guidance to improve outcomes
The neutral and independent character of the service came out as one of the important quality
criteria: especially in Flanders, where the educational landscape is very much divided into different
educational networks (within the formal system) and additionally providers in the non-formal system
are available, it is difficult to get independent advice on the best study options. Advice that is given
by providers can be in the interest of the provider. The neutrality of the service is a strong added
value that can be used to convince political policy makers on the necessity of the service.
Other key characteristics that guarantee high standard guidance are:
•
•
•
•

the non-mandatory character
a customised and tailor-fit approach
a step by step approach
the focus on personal empowerment

As mentioned earlier in the report and in this chapter, a back office should play an important role in
ensuring and monitoring the quality of the goal services and the outcomes. Most tasks of such a back
office should be related to quality assurance. The back-office should facilitate quality services by:
-

-

providing a complete and up-to-date overview of the educational offer
providing and developing methodologies and tools for counsellors to improve guidance
sessions
providing relevant training to counsellors and facilitating peer learning
developing and maintaining supra-local partnerships to facilitate the local partnerships
Collecting and analysing research, policy initiatives and other developments related to
Lifelong Learning and educational guidance
Providing quality monitoring tools to local services
Support local services in quality control and improvement plans (quality assurance
methodologies, formulating quality indicators, etc.) focusing on inputs, processes and
outputs/outcomes
Supporting external quality control
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11.3 Policy implications and recommendations
Implications of policy
Guidance processes
In Flanders, educational guidance is not yet structurally offered. The current GOAL providers are
temporarily funded and both counsellors and stakeholders considered this to be an obstacle in the
development of structured and sustainable partnerships. In order to develop these partnerships in a
systemic way (and preferable at a supra-local level), the service should be structurally embedded in
policy and practice.
Another factor in existing policy that influenced the guidance services and processes is the fact that
career and employment guidance is already structurally embedded in Flanders, while educational
guidance isn’t. Although the target groups are very similar (GOAL focuses mainly on unemployed low
educated adults), the GOAL service had to distinguish itself very clearly from the structural
employment guidance and had to avoid any form of overlap. Integrated or holistic services couldn’t
be developed and the focus was on development of complementarity and collaboration (e.g. by
referral). If both types of guidance still had to be structurally developed it would have been
interesting to test if the services should better be integrated or stay separate as is the case now.
Lessons from other countries might be useful in answering this question.
Partnerships and networks
Lack of structural embeddedness in existing structures and the system of temporary funding by
different local stakeholders causes dependency on the funding of these stakeholders and on
(political) policy priorities of these stakeholders (especially in case of funding from local
governments). Moreover, the temporal character restrains close collaborations with other
organisations as the service is not always perceived as a sustainable partner. As a result, referral of
clients is heavily dependent on the goodwill and knowledge of partner organisations.
Counsellors’ competences
Concerning counsellors’ competences, the biggest implications of policy are:
-

The lack of existence of a detailed competence description, as an orientation point for job
descriptions, evaluations etc.
The lack of educational programs in further training and development of skills, specific for
educational guidance.

Outreach
Due to a failure of structural embeddedness the organisations need to deal with limited resources
and time. Structural embeddedness could make the service of adult guidance more familiar with
other organisations and with clients. The lack of structural financial support and lack of resources,
puts limitations on the efforts to reach out to more clients. Successful recruitment of more clients
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leads to a higher case load, which can’t be served in high quality way with the current staffing
resources.
Tools
The most important current restriction regarding to tools is linked to the client monitoring system in
order to follow-up the results of the service. At the moment there is no exchange of data possible
between the current registration system and other systems (Ministry of Education, PES, Integration
Service, etc.). Therefore, counsellors are very dependent on the information that the client provides
to get the complete picture of the client’s context, his educational past, status related to
unemployment support, etc. Or the information must be acquired from persons from other
organisations, which is time consuming. The lack of exchange of data is linked to privacy regulations
and the lack of structural embedment of the GOAL service, which doesn’t allow any solutions for
privacy restrictions.
Service users’ outcomes and quality
The current data-systems don’t allow to follow-up on client’s outcomes regarding enrolment and
qualification and/or employment. This information can only be collected by individually contacting
clients or educational institutes, which is a very time-consuming task for the counsellor. There is no
provision of automatic data-exchange between the GOAL services, educational databases or other
databases such as the one from PES.

Implications and recommendations for policy
Guidance services
The GOAL service focused on more intensive guidance for most clients, however even with the target
group of low educated adults, it became clear that not all adults need multiple guidance session to
achieve their objectives. Therefore, policy should focus on the development of services in a multilevel system: adults with a clear educational questions could be helped by information provision;
others with a less defined learning need or learning demand by an information mediation session
(about 1 hour); and others would need a guidance programme with follow-up until enrolment or
even after. It should be clear for policy makers that not all low educated adults need a very intensive
guidance programme. In this multi-level guidance system, the GOAL-guidance services can also
provide so called ‘second-line’ services in which they support partner organisations in all aspects of
education and learning.
Partnerships and networks
The current success of referrals (most clients are referred by different partner organisations) shows
the need and the complementarity of the GOAL service.
Structural embedment of the GOAL service is a political decision which requires an agreement from
different policy domains (education, work, social affairs, migration and civic integration). Local
partnerships will stay necessary in providing a quality service, in the sense of referrals, warm transfer
etc. However supra-local coordination will be needed. As explained earlier, a back-office should take
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up the task of developing, maintaining and updating framework agreements at central level with all
relevant stakeholders and policy domains in order to facilitate the operational tasks regarding
collaboration with local partners and networks.
Counsellor’s competences
Policy makers should keep in mind that the caseload of counsellors does not just consist of face-to
face contacts. Client-related administration, follow-up contacts (micro-contacts), but also general
administration, human recourses related tasks, networking and communicating with other services,
in service training etc. are part of the workload of the counsellors. Policy must pay attention to the
broad spectrum of educational guidance related tasks and should therefore include budget and
structure for a back-office that can take up all these tasks.
If a GOAL service is structurally developed in the future, an adaptation of the competence profile for
career guidance counsellors can be a supportive instrument for HR-management (basis for function
profiles, function evaluations, …) as well as sufficient funding to allocate to human resources
development (back office). Furthermore, it can be used as basis for further HR-development
strategies and activities.
Outreach
As indicated in the section above, structural embedment of the services could make the referral
system easier. This way partner organisations will be more familiar with the GOAL service and could
refer clients.
Policies on outreach strategies are another part of a wider policy framework in which the GOAL
service should be developed and carried out. In these strategies, policies should ensure that all low
educated adults are reached, not only the most obvious groups such as unemployed or migrants but
also low educated working people and older people who are employed, unemployed or just in need
to be upskilled. Therefore, additional partners to the partners in the GOAL programme need to be
included in the partnership strategies and frameworks.
Tools
Structural embedding of an educational guidance service would be helpful in developing a
professional back office that supports the development of specific tools and to make it possible to
monitor and analyse registered data on a micro-level.
Service users’ outcomes & quality
Policy makers prefer hard data to prove the success of a service and to justify their investment by its
return. Despite attempts to intensively collect and follow up client data both at intake, during the
process and at exit, it remains very difficult to show the short term outcomes such as enrolment and
achievement of certificates. Measuring long term outcomes such as a diploma, a (better) job, etc.
which should prove the return on investment according to policy makers, will be even more difficult.
If policy makers want longitudinal data to measure the impact of the service, various conditions have
to be taken into account when developing a policy for a structural service:

176

-

-

-

-

Data-systems should be connected: educational databases (data about enrolment,
qualifications, etc.), should be connected with database of the guidance service, PES, Social
Service, etc. to see if the qualification has an impact on employment.
If the GOAL service will be held accountable for the outcomes, they should have full control
on all context conditions that influence this outcome. At the time of writing, the
unemployment status or social support system often doesn’t allow a client to start an
educational programme that lasts for example longer than a year; this is in many cases too
short to get a secondary qualification. In these cases, the GOAL-service can’t be held
accountable for the result of the guidance.
It should be taken into account that educational participation is not always the best solution
for a client at a given time and thus not necessarily the most important outcome for all
individuals.
The quality of the service should be measured based on the quality of inputs and processes
such as:
o Reaching clients: are all potential target group reached?
o Methodologies and tools, competences of counsellors: that fit the fundamental
criteria of the guidance such as the non-mandatory character, a customised and
tailor-fit approach, a step by step approach and the focus on personal empowerment
o Guidance process based on client’s needs: multi-level guidance provision is in place
for different needs of adults (information provision, information mediation, guidance
and follow-up)
o Outputs and results are measured at organisational level and at client level, both
quantitatively and qualitatively.

Main Policy Recommendations
Lack of structural embedment of the GOAL services was the most influencing policy factor
throughout the project. This was reflected in all aspects of the programme and was the basis of
weaknesses and challenges such as:
-

Resistance of partners in developing structural partnerships
Development of partnerships at local level only (not at central level)
Lack of a formal competence profile for counsellors
Lack of a professional registration system that serves all needs and allows for the exchange
of data with other systems, which limited the outcome data of clients.
Limits on further outreach and promotion of the service: the increase of clients can’t be
served in a high quality way.

Therefore, all relevant policy domains (education, work, social affairs and integration) should
endorse long-term policy and political engagement to develop and support the GOAL service in a
structural way with sufficient financial means to:
-

Develop networks to reach all low educated adults
Have a multi-levelled service system to provide tailor made information and guidance
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-

Develop a service with a back office that supports local services and is responsible for quality
and policy (including frameworks with partners at central level) and local services that are
readily accessible and embedded in locally relevant networks.
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Appendix 1: Main Reason For Seeking Guidance broken
apart following socio-demographic variables
Main reason for guidance by age
18-22 years 23-32 years 33-42 years

To explore educational opportunities
To find links between personal interest
and occupational opportunities
To get assistance with learning
To get assistance with job seeking
To get information about different
institutions and their roles
Other (specified)
total

43+ years

total

N
91

%
86

N
81

%
95

N
22

%
85

N
9

%
100

N
203

%
90

11
0
0

10
0
0

0
1
0

0
1
0

0
0
1

0
0
4

0
0
0

0
0
0

11
1
1

5
0
0

4
0
106

4
0
100

2
1
85

2
1
100

1
2
26

4
8
100

0
0
9

0
0
100

7
3
226

3
1
100

Main reason for guidance by gender
female

To explore educational opportunities
To find links between personal interest
and occupational opportunities
To get assistance with learning
To get assistance with job seeking
To get information about different
institutions and their roles
Other (specified)
total

male

total

N
110

%
90

N
99

%
90

N
209

%
90

6
0
0

5
0
0

5
1
1

4
1
1

11
1
1

5
0
0

4
2
122

3
2
100

3
1
110

3
1
100

7
3
232

3
1
100

Main reason for guidance by residence status
national EU national

To explore educational opportunities
To find links between personal interest
and occupational opportunities
To get assistance with learning
To get assistance with job seeking
To get information about different
institutions and their roles
Other (specified)
total

non-EU
with perm

asylum
seeker

refugee

N
145

%
88

N
9

%
100

N
2

%
100

N
13

%
93

N
29

%
97

8
1
1

5
1
1

0
0
0

0
0
0

0
0
0

0
0
0

1
0
0

7
0
0

1
0
0

3
0
0

7
3
165

4
2
100

0
0
9

0
0
100

0
0
2

0
0
100

0
0
14

0
0
100

0
0
30

0
0
100
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Appendix 2: Clients’ counselling needs versus sociodemographic variables and guidance objectives
1 session

2-3
sessions

4 or more
sessions

total

N

%

N

%

N

%

N

%

Female
Male

92
91

44
44

78
90

37
43

40
27

19
13

210
208

100
100

total

183

44

168

40

67

16

418

100

National/citizen
EU national
Non-EU national with residence permit
Asylum seeker
Refugee

125
6
3
8
12

43
32
75
36
29

123
10
1
9
17

42
53
25
41
40

43
3
0
5
13

15
16
0
23
31

291
19
4
22
42

100
100
100
100
100

total

154

41

160

42

64

17

378

100

18-22 years
23-32 years
33-42 years
43+ years

102
42
13
8

49
33
35
47

68
62
22
8

33
48
59
47

39
25
2
1

19
19
5
6

209
129
37
17

100
100
100
100

total

165

42

160

41

67

17

392

100

Educational level
Not completed primary education
primary education
Lower secondary education
Upper secondary education
Tertiary education

8
4
149
2
2

44
29
44
15
50

7
8
134
8
1

39
57
40
62
25

3
2
54
3
1

17
14
16
23
25

18
14
337
13
4

100
100
100
100
100

total

165

43

158

41

63

16

386

100

1
2
3
4
5
6

55
28
14
6
0
0

48
33
29
23
0
0

49
44
22
10
0
0

43
51
45
39
0
0

10
14
13
10
3
1

9
16
26
39
100
100

114
86
49
26
3
1

100
100
100
100
100
100

7

0

0

0

0

1

100

1

100

Gender

Residence status

Age

Number of barriers

180

total

103

37

125

45

52

19

280

100

I want to achieve a qualification of any sort
I want to achieve a specific qualification
I want to improve my skills in general
I want to improve my skills in a specific area
I need this training for my current job
I need this learning to find a job
I do not have any specific objectives

26
30
10
14
0
29
1

22
28
22
29
0
22
33

62
49
24
25
2
75
2

52
46
52
51
100
57
67

24
28
12
10
0
27
0

26
26
26
20
0
21
0

112
107
46
49
2
131
3

100

total

110

24

239

53

101

22

450

100

Career goals
No specific job or career area in mind
Specific job in mind
Certain industry or type of work in mind

9
13
35

16
22
31

35
33
49

61
55
44

13
14
28

23
23
25

57
60
112

100
100
100

total

57

25

117

51

55

24

229

100

Learning objectives

100
100
100
100
100
100
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Appendix 3: Change in Learning Objectives
Entering guidance

Exiting Guidance

Yes, I want to achieve a qualification
of any sort
N
%

Yes, I want to achieve a qualification of any sort

43

52

Yes, I want to achieve a specific qualification

40

49

Yes, I want to improve my skills in general

25

30

Yes, I want to improve my skills in a specific area

11

14

Yes, I need this learning to find a job

32

40

total

82 of 120 initial answers

Entering guidance

Exiting Guidance

Yes, I want to achieve a specific
qualification
N
%

Yes, I want to achieve a qualification of any sort

21

32

Yes, I want to achieve a specific qualification

45

69

Yes, I want to improve my skills in general

16

26

Yes, I want to improve my skills in a specific area

33

54

Yes, I need this learning to find a job

35

57

total

65 of 107 initial answers

Entering guidance

Exiting Guidance

Yes, I want to improve my skills in
general
N
%

Yes, I want to achieve a qualification of any sort

17

57

Yes, I want to achieve a specific qualification

13

43

Yes, I want to improve my skills in general

16

53

5

17

Yes, I need this learning to find a job

16

53

total

30 of 46 initial answers

Yes, I want to improve my skills in a specific area
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Entering guidance

Exiting Guidance
Yes, I want to achieve a qualification of any sort

Yes, I want to improve my skills in a
specific area
N
%
9

30

17

57

9

30

Yes, I want to improve my skills in a specific area

16

53

Yes, I need this learning to find a job

16

53

total

30 of 49 initial answers

Yes, I want to achieve a specific qualification
Yes, I want to improve my skills in general

Entering guidance
Yes, I need this learning to find a job
Exiting Guidance

N

%

Yes, I want to achieve a qualification of any sort

28

32

Yes, I want to achieve a specific qualification

39

44

Yes, I want to improve my skills in general

22

25

Yes, I want to improve my skills in a specific area

28

32

Yes, I need this learning to find a job

52

40

total

89 of 131 initial answers
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