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Methodological note
The current report captures the response to the pandemic of the 
information, advice and guidance services in UK, Italy, France, Germany and 
Greece. 
There were responses both from the public and the private sector.

It forsaw a a desk reasearch and a qualitative inquiry: a qualitative research 
composed by 1) Interviews addressed IAG service managers, 2) Focus-
groups targeted IAG practitioners, 3) Focus-group andinterviews targeted 
IAG beneficiary, in order to grasp different perceptions, impressions and 
points of view from several voices on the offer of IAG services and the 
changes in progress or necessary in the future.

The target was composed by:
1) At least 5 IAG service managers to be interviewed in each Country
2) 7-10 IAG practitioners to be involved in focus-group in each Country



Background: digitalization and Covid-19 crisis

The English scientific journal The Lancet through its director Richard Horton, 
doctor, and honorary lecturer in various educational institutions, support the need 
to use the term "syndemia" to represent all the causes and effects of this health, 
social and economic. Because, if in a pandemic the contagion affects all people 
indistinctly and manifests itself with equal danger, in a "syndemia" the contagion 
seriously affects especially vulnerable people and who is in precarious socio-
economic conditions, not having easy access to care and prevention.

In this regards, Covid-19 crisis not only affected the health of its citizens, but also 
had considerable economic and social repercussions. For part of the population, 
the health crisis has also led to greater financial and professional vulnerability: 
job loss, telework, massive recourse to partial or technical unemployment have 
meant for many a worsening of their economic situation. 

In particular, the health crisis has accentuated youth precariousness: the crisis 
has taken a heavy toll on young people's psychological health, on their education, 
with one young person in six dropping out of school, and on their economic 
situation, with an increase in the number of young people aged between 18 and 
25 who are unemployed or NEETs.

Youth Young people dropping out school



The pandemic, in any case, has changed our reality and our lifestyles so 
intensely that neither training nor employment will be able to be as before. 
And if that is true, it is equally certain that a change is needed in the 
orientation and range of supports to be offered to those who may find 
difficulties in projecting and choosing their educational and professional 
future.

The issue, as acutely proposed by a fine Italian scholar of Orientation 
Psychology, stands on no longer asking “What do you want to do when you 
grow up?”, but rather “What emergencies do you intend to worry about ?”; 
“Which 2030 mission do you intend to participate in?”; “What would you 
like to specialise yourself in, so that your work, even in times of crisis, can 
be recognized as important, indispensable, prestigious?” (Soresi, 2021).



The effects of the pandemic are everywhere, so also the Vocational, 
Education and Training (VET) and labour system inevitably have 
repercussions on information and advice guidance services (IAG services), 
since it is a strategic connector between the two areas. The digitalisation of 
the activities has strongly influenced the teaching and training 
methodologies as well as the working methods and has also affected the 
guidance methods and practices. During the pandemic, digitalisation has 
passed from being an innovative and at times ancillary resource, to a basic 
requirement for daily occupations. 
However, the massive and crucial use of digital technology (in school, 
training courses, work), if on the one hand it has perhaps accelerated some 
processes already underway, on the other hand, by increasing the weight of 
pre-existing digital divide, especially as regards access to infrastructures 
and basic tools, it has remarked even more the pre-existing inequalities of 
geographical, socio-economic, gender nature, just to name a few. 

This digital divide particularly affects older people, those with less 
education and lower incomes, increasing inequalities because they often 
forego certain digital services due to a lack of appropriate skills and tools, 
with the risk of exclusion from the enjoyment of certain rights. It is also 
important to underline that, despite being considered 'digital natives', many 
young people also face difficulties related to the digital gap: many young 
digital users who are familiar with social media and video games, but at the 
same time many of them do not have an email address

% Young users needing help to manage their online job search



Youth with no qualification

Youth with a degree level qualification

The impact of the Covid-19 crisis exacerbates some of the pre-existing 
inequalities, related to socio-economic status, education, age, gender, 
ethnicity, and geography. It seems likely that the current crisis will leave 
legacies that will impact inequalities in the longer term

black young people

white young people

The decline in working hours for young people as Covid-19 pandemic’s 
impact on Youth pre-existing inequalities:



13.1% The under 25s were more likely to be furloughed than any other group. 
They were also the age group most likely to lose their job, with youth 
unemployment rising to 13.1% compared with 4.1% for the whole UK

-50%

10%

Young people left the workplace first

The Office for Budget Responsibility estimates unemployment will hit 10% 
by the end of 2020

Young people’s pay could be lower for 3 years after  pandemic

Apprenticeships have stalled
Companies have taken on fewer apprenticeships over lockdown. From 23 
March to 30 June, apprenticeship starts halved compared with the previous 
year, but this fall was not evenly split between age groups

It is becoming increasingly 

obvious that the Covid-19 

pandemic has required us all to 

think differently about jobs – 

whether this requires working 

from home or a complete re-

think about job prospects, we’ve 

needed to think outside of the box



Links providing framework/guidance for 
IAG Practitioners/Service Providers as 
effective practice e-service provision:

https://www.thecdi.net/write/Documents
/CDI_PSC_Meeting_10-06-21_-AI_Digital_Assistants-FAQS.pdf

https://www.thecdi.net/write/CDI-Position-Paper_on_safe_and_ethical_virtual_meetings_V4.0.pdf

https://www.thecdi.net/write/Documents/CDI_PSC_Meeting_10-06-21_-AI_Digital_Assistants-FAQS.pdf
https://www.thecdi.net/write/CDI-Position-Paper_on_safe_and_ethical_virtual_meetings_V4.0.pdf


Guidance services during the pandemic

In the last years a marked and gradual digital transformation has taken place 
in the fields of Education and Training and labor, mainly led by an increasingly 
developed connectivity and the massive widespread use of technological 
devices and digital applications. This change has been affected by the 
growing demand/supply of digital skills too and, at the same time, by the 
greater individual needs for flexibility and tailored services. The health 
emergency resulting from the spread of Covid-19 has deeply affected this 
evolution, speeding up its transformation in a technological sense and 
providing new and unexpected learning opportunities.
This is true, specularly, also for the Guidance services. The pandemic has 
been impacting significantly the guidance systems. The critical situation to 
which we’ve been forced to move forward, has brought about sudden and 
large-scale changes that in other circumstances would have required very 
different temporal, economic and cultural conditions.

IAG services are very digital oriented: 70% of public administration services are 
already digitized and the government has set the objective to make them 
completely digital by 2022

The PNRR foresees a Reform of the IAG, and introduces training guidance modules 
targeted 4th and 5th grades of secondary school to support students in making 
choice on their studies or further vocational training, preparatory to the insertion 
into the world of work

Several e-learning courses in the field of career guidance, offered by the Lifelong 
Learning Centres of the Universities in the field of education, social work and even 
medicine. Many guidance centres established telephone helplines, online request 
forms or teleconference services for provision of career counseling, career information 
services and psychosocial support



In 2016 the job centre in Düsseldorf, was the first job centre 
in Germany to offer online scheduling. Via the job centre's 
website or app, customers can also check the current waiting 
times at the job centre and the current processing status of 
their application. In addition, videos on the jobcentre's own 
YouTube channel provide information and success stories.
QR codes are also an important digital component for the job 
centre. They can be found, for example, on printouts of job 
offers. If you scan the code, additional information about the 
job is displayed. They are also used for applications. The job 
centre offers interested people the possibility to load 
applications onto customer cards in chip card format, which 
can then be read out via the QR code.
Some institutions had already developed 3D films, which 
give young people an insight into various professions via VR 
glasses



Most of the counselling institutions had converted their counselling services 
to digital formats. In addition to counselling by telephone and email, video 
counselling was used.
Many people seeking advice reacted positively to digital offers. 

Reasons given for a negative attitude 

Lack of technical equipment1
Lack of knowledge and insecurity in 
dealing with technology, technical 
problems

2

Mistrust regarding data 
protection3

70%

60%

30%

Phone

Mail

Video

During the lockdown counselling was initially provided by



New IAG target groups during pandemic

People who had lost their jobs during the pandemic or who 
wanted to reorient them-selves due to the uncertain times (e.g. 
people from the gastronomy and hotel sector, flight attendants)

Whereas previously people with little education were more likely 
to come for coun-selling, during the pandemic more people with 
vocational training and university degrees asked for information, 
advice, and guidance

 Young EU foreigners who had previously often worked in the  
 gastronomic sector and were now looking for orientation

Who find it difficult to access face-to-face counselling due to 
time constraints (e.g. single parents) or because of where they 
live (rural population), digital counselling services make it 
easier to get in touch

Online counselling can offer advantages especially for people 
with limited mobility, for people who cannot/would not leave the 
house (for example due to mental or physical illnesses)



After the COVID emergency, what changes could or should 
affect career guidance services? 
And specifically, what about the e-guidance ones?

Better quality e resources and digital provision for service users

More interactive IAG online provision for youth

More funded training opportunities and support for IAG workers

More agencies should be involved in digital inclusion pledge 
supporting service users in all aspects of their digital needs including 
IT skills update and provision of devices for connection

Mindfulness of the impact of the disruption some young people have 
experienced on their learning and mental health

How to deal with virtual interviewsis isomething to be discussed 
with young people, as these can and are used by employers in 
recruitment



"It’s not so much about special requests but a 

holistic approach that is needed and more time 

and resources for 1-1 interventions. 

Services are often limited to how many times 

they can see someone or how much time they 

have to see someone in a session. There also 

needs to be better referral links between 

services and follow-up, someone who has 

substance misuse issues or health issues is not 

going to be able to focus on job hunting if the’ 

elephant in the room’ is being ignored"...

How has the career guidance demand changed in terms of 

special requests from users?

"We need to make a distinction between 

employability support and careers 

guidance"

"More awareness of disability in 
general"

"The Covid emergency has 
highlighted even more the 
inability or unwillingness of a 
large number of users to use IT 
tools.  The need has emerged to 
support them in all online 
procedures"

"There was an increase in participation in 
training programmes, due to the fact that they 
were performed online. This gave the opportunity 
to people from isolated geographical areas to 
participate in online programmes, which they 
would never attend should that required them to 
move to the institutions area. More people are 
exploring the availability of online programmes 
to begin with or continue their education..."



How are the career (e-)guidance services facing the syndemic? 

"For some young people to a have a series of 

shorter interventions rather than a longer 

guidance sessions"

"Advisers home-based"

"There are challenges in accessing young people 

most in need as some have become disengaged, 

here partnership working is vital for 

engagement and follow up"

"Integrating social networks in the educational process. Social networks like Facebook play an important role in what we learn and in the way we communicate and share our knowledge.Social learning and continuous learning are linked"

Video curriculum, online 
interviews, LinkedIn profile, 

distance learning opportunities, 
remote professions,

 new social channel, Twitter 
joining the Facebook page to 

communicate news and updates 
in real time

150 free remunerated digital 

trainings to offer part of the 

training remotely, providing 

fundamental knowledge and then 

putting into practice what has 

been learned during an in-

company internship once 

possible. 

Platform to collect useful 
digital tools for job research 

and training, containing links 
to e-learning courses, MOOC, 
tips and tools for CVs and 
motivation letters, virtual 

simulations for job interviews



#MissionEmploi : TikTok et Pôle emploi créent un espace dédié à
l'emploi et à la formation

Du 4 au 11 juin 2021, TikTok et Pôle emploi accompagnent les utilisateurs de la

plateforme dans leur projet professionnel et créent un espace entièrement

dédié à l'emploi et la formation, directement

https://www.pole-emploi.org/files/live/sites/peorg/files/documents/Statistiques-et-
analyses/E%26S/es_60_accompagner_les_demandeurs_d%27emploi_et_les-
entreprises pendant le confinement pdf

La fracture numérique n'épargne pas les jeunes

Repères. Non, les jeunes ne sont pas intuitivement à l’aise avec les technologies

numériques, et le confinement a encore permis de le mesurer. Manque

d’équipements, de compétences… État des lieux sur une réalité souvent

méconnue du grand public.

https://www.pole-emploi.org/files/live/sites/peorg/files/documents/Statistiques-et-analyses/E%26S/es_60_accompagner_les_demandeurs_d%27emploi_et_les-entreprises_pendant_le_confinement.pdf


Many people at risk of social exclusion have more difficulties in accessing 

digital career guidance services. How do you deal with this problem?

Free access to webinars to 

develop basic information 

technology skills

Computer rooms 

Telephone guidance

Whatsapp to provide 
information and 

assistance in the use of 
platforms and 

applications on PC

Notre action - Emmaüs
Connect

Toute personne orientée par

une structure sociale peut être

prise en charge par Emmaüs

Connect. A son arrivée dans l'un

de nos points d'accueil, elle

sera

Bringing good 

broadband, via wireless 

technologies to 

households not covered 

by wired networks



How do you think e-guidance can face a further 
gender gap? 

Providing IAG to culturally 

diverse families 

IAG workers should be fully 

aware of cultural differences and 

other multipolar barriers to work 

families are experiencing

"Digital guidance services are 
much more flexible than face-to-
face services, in terms of access 

times and methods, however 
always bearing in mind that there 

must be minimum conditions 
such as the presence of 
adequate technological 

equipment and the possession of 
minimum digital skills"

Provide specifically for 

migrant women with 

recorded material in their 

own language or in another 

language with the support 

of a cultural mediator, in
 

order to assist them with 

the material



Lack of understanding of changing 
labour market and inability to predict 
changes to do with digital etc.

Gender and other stereotypes preventing 
women from taking up careers in STEM

Poor working conditions 
 
Increased numbers of people needing 
support because of the pandemic

What are the current challenges faced by guidance 
councillors?

Students unsuccessful in virtual 
interviews

Some neurodiverse students seem 
to be struggling more when they 
can’t see you face to face or when 
you have to put up physical 
barriers

The socio-psychological aspect of the 

users to whom the work of the 

counselors is addressed: the 

condition of suspension which lasted 

more than a year following the 

emergency led to a large number of 

users to lose more and more 

confidence in the activity of active job 

search and in the possibility of 

relocation. 

It will be necessary to deepen the 
empathic aspect and the 

communicative skills of the 
counselors who will have to 
develop new techniques and 

tools for guidance increasingly 
lowered in an emergency 

condition



What kind of skills are most needed by 
professional career guidance councillors? 

To be as effective on the telephone or video call as you would be face to 
face

Looking at new ways to run sessions remotely whilst still being able to 
be very interactive as you would do in a classroom setting

Synthesizing large amounts of information

Tech virtual drone online browser platform through in a system. 

Being knowledgeable about good online resources and sources of 
information and being able to find sources of FREE virtual work experience

Communication skills in digital environment: through digital means of 
communication, eye contact and sometimes even verbal contact was not 
possible and in cases where you could see the person asking for 
guidance through a screen, it was not the same as in person. Even when 
face to face meetings were feasible, masks prohibited communication, for 
instance you could not understand non-verbal expressions

Networking with other organizations and institutions, even at a transnational 
level, will be increasingly important to ensure a sharing of the best experiences in 
the field of guidance and to make available to users an increasingly wider 
panorama of information and references on the most requested professions in 
the labor market, on training opportunities, on job search techniques



Measures for upskilling career guidance practitioners 

"Most employers are not even 
getting their advisers to gain IAG 

quals let alone doing any additional 
training that will support them in the 
work Advisers do not have the skills 

to support the job seekers, they 
don’t get jobs, advises don’t achieve 
their targets and organizations don’t 
fulfill their contractual agreements in 

outputs. If they invested in their 
staff, then this could all change"

"No measures were applied 
from the Greek Government to 

assist career guidance 
practitioners in upskilling their 

competences. All participants 
mentioned that they had to 

work on their own to acquire 
the digital skills they needed"

"The in-depth measures and 

improvement of the skills of the 

operators are mainly linked to the 

investment in professionalizing 

courses of counselor and human 

resources management as well 

as courses in the ICT field"

"One of the various tasks of the 
counselor is to allow the end 
user to be autonomous in the 

search for work and in accessing 
digital platforms that allow you 
to hold interviews at a distance 

rather than carry out video 
resumes"



What were the main difficulties in using digital 
information and guidance services?

"Technical criticalities are highlighted in the 
use of the platforms used by public and 

private employment services: they are not 
very intuitive (too many steps are required, 

you have to log in too many times ), in some 
cases some incompatibility with the security 

systems of individual computers"

"Connection at home sometimes is 

poor and it is needed to turn own 

camera off in order to save net 

resources"

"Communication through telephone is 

rather difficult when receiving 

information. An online platform would 

be a more direct means of 

communication"

"The platforms should be leaner, more 
intuitive and with important filters to have 
more effective indications in the search for 
the job or information of interest"

"There are many platforms on which to sign 
up to search for work and it would be useful 
and effective to have a platform that acts 
as a sort of “switchboard”, a hub for the 
various platforms"

"It would be desirable to provide 
short video tutorials on the use of 

the Platforms, in this way you would have continuous 
assistance even at times when an 

operator is not available"



Conclusions

The pandemic has accelerated the process of digitization of IAG services and that 
the provision of services will continue online even after the end of the restrictions 
due to the containment measures.
We are aware of the fact that remote IAG services has amplified the inequalities in 
the use of services. 

The digital divide has become a determining factor in job search and career 
development. Those who do not have strong digital skills face a barrier in access 
to services and, even worse, find it harder to find a job and develop their career. 
Furthermore, it is clear how fundamental have become technological and digital 
infrastructures, as well as the availability of technological tools: computers, ablets, 
internet access, the spread of fiber, IT security, etc.

With respect to the organization of services, it emerges that all accredited public 
and private agencies responsible for providing IAG guidance services have 
reorganized the services in order to make them accessible remotely.
In this scenario, the need emerges for IAG Operators to master digital skills in a 
conscious and effective way, to constantly update their guidance skills in order to 
be able to respond effectively to the new guidance needs emerged during the 
pandemic and those relating to continuous regulatory changes and the labor 
market, especially in reference to new professional profiles.


