EU-funded project for the Promotion and Implementation of the European Framework Agreement for a quality service within central government administrations


Background Document
The European Framework-Agreement on Quality of Public Services in Central Government Administrations, signed in December 2012 by EUPAE, for the employers, and TUNED, for the trade unions, re-states that serving the general interest is the core mission of all public institutions. Through the Framework Agreement, European social partners stress the crucial role public authorities play in providing, funding, implementing and organising public services in a way which meets users’ needs, most of all in these tough times of crisis, when vulnerable people are particularly in need of high quality-tailored services to be guaranteed protection from falling into poverty. The EU-funded project for the Promotion and Implementation of the European Framework Agreement for a quality service within central government administrations specifically focuses on services provided to three vulnerable groups such as asylum seekers, young unemployed, older, and disabled people.
As far as the latter group is concerned, figures from the “Eurostat - Europe 2020 indicators” 2014 dataset reveal that 17% of the population in the 28 EU Member States, were at risk of poverty or social exclusion in 2012 after social security transfers
, the highest levels being reported in Bulgaria (21.2%), Spain (22.2 %), Romania (22.6%) and Greece (23.1%).
 
Regarding young unemployed, according to the 2012 Eurofound report “NEETs – Young people not in employment, education or training: Characteristics, costs and policy responses in Europe”, in 2011 the share of young people in the NEET group (often referred to as NEETs) was 12.9% of the population of those aged 15 - 24 in the EU27, which corresponds approximately to 7.5 million young people. For those aged 25 - 29, this figure stood at almost 20% in 2010, amounting to 6.5 million young people. There is considerable variation in the NEET rate between EU Member States, varying from below 7% (Luxembourg and the Netherlands) to over 17% (Bulgaria, Ireland, Italy and Spain).

Finally, as far as asylum seekers are concerned, according to data on asylum applicants in the EU28 published in the 2014 Eurostat publication “Asylum applicants and first instance decisions on asylum applications: 2013” almost 435.000 asylum applicants were registered in the EU-28 in 2013. About 1 out of 10 asylum applicants in the EU in 2013 lodged their application in Germany. The latter, with France, Sweden, Italy and the UK registered 70% of all applicants submitted in the EU in 2013.

As the first monitoring exercise of the level of divulgation and implementation of the Framework Agreement, this report aims at assessing the existing literature on the Quality Public Services delivered to these three vulnerable groups (mainly comprised of governments, EU institutions, international organisations, NGOs, Trade Unions, academic and research institutions reports). In the majority of the sampled countries - Italy, France, Belgium, Spain, Germany, United Kingdom, Lithuania, Romania, Luxembourg, Greece, Czech Republic, Slovakia, Malta, and Finland – literature shows that all target countries need to find ways to better adapt their systems to contemporary societies. In broad terms, the structural problems affecting the quality of public services delivered to the targeted categories of users, as reported in the majority of bibliographic sources studied, refer to:
· pressure on resources as a consequence of state budget cuts;

· shortages of staff;

· fragmentation of services and offices as well as poor co-ordination among different structures and management levels;

· high complexity in the pensions regulation and national systems red tape;

· scarcity of information and advice about pensions schemes and application procedures.

As far as disabled people, chronically ill, and vulnerable older adults, who live at risk in their own communities are particularly in need of better-tailored services, are concerned, the existing literature mainly focuses on policies on pensions and reform of pension schemes. Among the documents analysed, only few actually take into account the quality of services delivered.
 However, crosschecking information on the policies and the few documents on the quality of services delivered, this analysis extrapolates some critical aspects as listed below. Furthermore, we will list the proposals to improve the quality of services delivered to the users and to increase the quality of life at work for the employees of those services, collected through the literature review, following the values and commitments referred to in the Framework Agreement for a quality service within central government administrations. 
- Accessibility of the services:

· services are often located in parts of the city not easily accessible to elderly, chronically ill, or disabled people;

· services are not always accessible for elderly, chronically ill, or disabled people of foreign origin who are not fluent in country main language(s);

· Another interesting point, crossing information related to the different categories of vulnerable groups assessed, is that pension services lack cultural and linguistic mediators who are  more and more needed by health and social care assistance personnel for elderly, chronically ill, or disabled people;

· Design better equipment of offices and materials provided assessing the needs  (foreign languages, age- or illness-related obstacles, …);
· Suggestion to directly involve elderly and disabled people in service development and planning whenever possible.

- Quality of Information regarding services delivered: 

· Scarcity of specific office desks for disability pension separate from retirement and other categories (including specifically-trained staff) instead of comprehensive desks dealing with different procedures (disability benefits, retirement, …); 
· Services often need to be booked in advance through call centres or Internet pages and this can limit access to elderly, chronically ill, or disabled people.
· Need for provision of targeted and user-friendly information regarding the possibility to access  pension schemes in different moment rather than the expected retirement age (that might occur for various different reason, such as changes in health, personal financial circumstances, and attitudes towards retirement as it draws closer, management discretion over the retirement process, and scarce information on retirement provisions), as highlighted in the “Future of Retirement”, The International Longevity Centre ILC-UK, 2010. 
- Privacy conditions:
· Lack of office facilities ensuring privacy when accessing desks (e.g. older people generally need to receive information loud enough to be well heard/understood);
- Quality of office facilities:

· Scarcity of comfortable waiting rooms and the commitment to be received without excessive waiting times;
· Internet-based delivery of social healthcare related information and services such as booking an appointment in advance presents no benefits to older people as they are generally not used to new technologies;

· Services are often not equipped for deaf, hearing-impaired or speech-impaired persons and the brochures are not always available in Braille;
· Need for provision of administrative support to comply with standard required to access pension schemes for those people whose applications have been refused or who have limited or no resources to afford minimum standard lives (and specifically cover their healthcare needs). 
- Quality of the services delivered:
· Need to design specific on-the-job training programmes for staff involved in direct assistance to elderly, chronically ill, or disabled people assessing their needs and psychological support.
As far as the Young Unemployed are concerned, the existing literature consists mainly of reports regarding policies to be adopted in the upcoming years, EU projects assessing policies and practices to combat youth unemployment, reports on and guidelines to comply with the EU directives. It underlines the importance  to specifically target youth services within the administration to provide a more tailor made, individualised response which fits more closely with the needs of the young people and offers easier opportunities to get access to agencies and information about work placement programmes in proximity to their area of residence. Most of EU reports also underline the importance of tailor-made services to be provided to young people at risk of unemployment and social exclusion across Europe as well as the provision of innovative programmes to ensure a good-quality offer of employment, continued education, learning or traineeship. General documents on youth employment services have been issued by several EU and National agencies.
 Nonetheless, this analysis of existing literature could not find any document referring to the actual quality of existing  services nor to the satisfaction of users regarding the services delivered by Job Services and Desks for Youth Unemployment. It was quite difficult to extract information specifically related to the actual quality of services delivered such as employment services or services dealing youth under judicial protection. However, starting from the mentioned documents and from the variety of recent studies produced at the European level
 focusing on youth unemployment, the present report tries to understand what are the elements to be looked at in order to improve the quality of dedicated services.

As well as for disabled and pension services, this analysis extrapolates some critical aspects and proposals to improve the quality of services delivered to the users and to increase the quality of life at work for the employees of those services, according to the values and commitments referred to in the Framework Agreement for a quality service within central government administrations.
- Accessibility:

· Integration of different modalities of access and contact ensuring accessibility as well as equal quality of information provided;

· Placement of job centres in proximity to young people aggregation areas, in order to promote active search initiative to attract young people.

- Welcoming:

· Improvement of reception services ensuring its quality from the first contact;
- Quality of services delivered:
· Need for development of career guidance services;

· Need for further assistance to young unemployed not limited to the administration of single subject;
· Need for provision of counselling services;
As far as recommendations that can be drawn to improve the quality of these services we would like to list a series of comments highlighted in almost all policy documents related to youth unemployment and addressing its root causes. 1) More quality, secure jobs available to young workers through direct intervention; 2) Analysis needs to examine the relationship between public spending cuts and the availability of entry-level jobs for youth in public services; 3) The extent of poverty in work amongst young workers needs to be included in policy development, and EU-level social dialogue, perhaps as an element of age discrimination; 4) Availability of labour market intelligence and information on general employment trends, the structure of the labour market, the way the labour market functions, the interaction between labour demand and supply, national, regional and local labour market variations, equality and diversity within occupations and progression routes need to be linked more closely to career guidance/counsellors.

- Best practices as far as quality of services delivered are concerned refer to existing services for:

· Advice on planning of one’s professional career;
· Cross-cultural partnerships and close cooperation with business;

· Cooperation with high schools for the identification of at-risk young people, during their final years at school, and insertion in a programme aimed at making them aware of labour market demands, of their realistic chances, and of the steps they need to take to enable  a smooth transition into stable employment also using web-based tools (e.g. career planning ‘My Digital Me’ website).
In the UK, a very interesting case is represented by the Glasgow Youth Employment Partnership (YEP), established in 2008 as a pilot initiative promoted by the local authority and involving all of the key stakeholders focusing on the investment in cross-cultural working. The programme offered support to unemployed young people connecting them to local businesses and providing participants with a general introduction to enterprise. 
In France, a tripartite agreement signed on 11 January 2012 signed by Pôle emploi, the Government and the UNEDIC (the “Union nationale interprofessionnelle pour l’emploi dans l’industrie et le commerce”, National Professional Union for Employment in Industry and Trade) marked the customisation of services to be provided to jobseekers and businesses, the need to act more actively in the proximity territories, and the reorganisation of resources to support applicants jobseekers (mentioned in the Feuille de route Pôle emploi 2015). In 2015 an experimental programme on the provision of services and work organisations (including web services) as part of a service quality improvement plan will be launched accordingly.
In Belgium, the Flemish government organisation for employment and vocational training (VDAB) initiated the ‘From Drop-out to Drop-in’ (DODI) project which involves the active cooperation between several participating schools, and regional employment organisations. 
In Finland, the youth guarantee has enabled early intervention, fostered regional equality, improved co-operation between different authorities and improved the relationship between the authorities and young people.
In Romania, the “Convergence between academic training and active life” project allowed students to complement their academic knowledge with work skills developed through traineeships within prominent institutions and enterprises. In Hungary, the tax authority administers the “START Programme”, a wage subsidy scheme targeting young jobseekers, those under the age of 25, without a higher education degree, who have not yet held a full-time job. 
For all of these initiatives that go in the direction appointed by the EU reports and documents, the present analysis could find only minor factual analysis referring to the quality of policy implementation and the result at service delivery level.
As a conclusive note for Youth Unemployment services, it must be noted that EPSU and the European foundation for the improvement of living and working conditions issued a series of documents on the quality of working conditions in job placement services, with focus on youth-related services
. 
The third and last vulnerable group analysed include asylum seekers in EU countries, whose needs refer to the development of specific and adequate services, particularly for those people who have limited or no resources. The analysis of existing literature focused on governments, EU institutions, international organisations, national institutes of social research, private foundations, local authorities, NGOs, Trade Unions, universities, the European Courts of Human Rights and other academic and research institutions reports. Also, the analysis could take advantage of what already highlighted in the 2012 Report Information et formation des représentants des travailleurs publics sur l'accueil des migrants, covering Euro-Mediterranean countries, and focusing on the main issues that National Administrations workers where facing with respect to quality services to be delivered to migrants and asylum seekers. Differently than for the previous groups analyzed, the desk review could count on a number of documents specifically devoted to the quality of services delivered to the users and it highlighted a number of standards considered as basis for an adequate and specific service for asylum seekers, which are common to almost all the sampled countries. 
As for the other two categories, the analysis highlights some critical aspects and proposals to improve the quality of services delivered to the users and to increase the quality of life at work for the employees of those services, listed according to the values and commitments referred to in the Framework Agreement for a quality service within central government administrations.
- Accessibility:

· Need to ensure fluency in languages spoken by migrant groups (at least a certain proportion of staff speaking and writing Arabic);
· absence of linguistic mediators or staff able to express themselves in one or more migrant languages; 
- Quality of information related to services delivered:

· Need for information desk/advice desk able to orient first-comers;
- Quality of office facilities:
· Low privacy conditions;
- Administrative support: 

· Scarce ability of staff to give advice and deal with documents’ preparation possible in migrants first languages;
- Quality of services delivered: 
· Need for staff to have at least a basic knowledge of administrative requirements/documents requirements in migrants’ origin countries (and of differences among documents requirements in host countries);
· Scarce ability of staff to deal with particular needs likely to be more evident in the refugee community, such as mental health disorders;

· Need to ensure that staff has the ability to deal with particularly vulnerable categories such as unaccompanied minors;
· Absence of ad hoc services for particularly vulnerable migrants (e.g. mental health problems associated with trauma).
· Time required for their applications to be examined (excessive length of procedures in the majority of countries) and for them to be housed (i.e. in recent years there has been an increase in examination times mostly determined by the lack of resources for residence in the initial reception system);
· Time required to find a solution/to end each specific process, including  delays for appealing against institutional decision, resulting from lengthy administrative procedures.
As far as best practices in the framework of services delivered are concerned, the review highlighted that in the past two years some initiatives have been taken to improve reception quality for asylum seekers, as the adoption of circulars and guidelines aiming at harmonising national practices, and the creation of countries’ own management and quality control tools, with a view to improve their service in some of the selected countries (e.g. France), while others still lack a mechanism of systematic quality monitoring, aimed at ensuring harmonised approach and minimum quality standards, particularly on procedural aspects (also according to 2012 UNHCR Recommendations), including standardised procedures for the identification and referral of asylum-seekers with special needs, mostly children, victims of torture and trafficking.

- Efficiency:

· Shortage of staff as a consequence of the financial crisis and subsequent states budget cuts and elimination of some essential services;
· Disproportionate length of procedures for international protection to be dealt with and an inefficient outflow of applicants from facilities once decisions have been reached;

· Inefficient use of reception capacity;
· Delayed access to reception conditions;
· Understaffed immigration authorities in the prefectures.
As a final consideration, existing literature highlights how the organisation of reception facilities greatly differs amongst EU Member States, especially in the type of facilities and in the actors involved in the provision of reception. Such differences also occur within some countries at sub-state level (especially when regional competences apply). Unequal treatment between and within EU MS may result, in some cases, in sub-standard reception conditions. Coordination, implementation and (external) control mechanisms (such as review by e.g. National Ombudsman, Chancellors of Justice or UNHCR representatives) as well as (internal) control mechanisms (such as on-site inspections carried out by the responsible government bodies, special commissions, inputs from applicants by satisfaction survey, complaint mechanisms and/or confirmation by applicants that they were provided with adequate reception conditions) already adopted by some Member States can be effective tools to ensure homogeneity and to allow the recognition and sharing of good practices, especially with regards to the assessment of special needs and the provision of tailored accommodation. 
� The indicator “after” (social transfers) can give us an overall picture of the real risk of poverty rate, whereas the indicator “before” (social transfers) better describes what would be the poverty rate if the state not intervene with its social protection measures. It is interesting to note that in countries like Italy “before” and “after” (social transfers) there are just small changes that do not make a big difference, while in other countries with a stronger welfare state, such as the Scandinavian countries, Belgium and the Netherlands, the difference between the two indicators is much more relevant.


� Europe 2020, Living conditions and social protection, Eurostat  2014, People at risk of poverty after social transfers.


� NEETs – Young people not in employment, education or training: Characteristics, costs and policy responses in Europe, Eurofound, 2012.


� In France a total of 58645 (both positive - refugee status / subsidiary protection / humanitarian reasons – and negative – rejections) decisions made on asylum applications led to 15% refugee status recognition; in Sweden a total of 45005 (both positive - refugee status / subsidiary protection / humanitarian reasons – and negative – rejections) decisions made on asylum applications led to 15% refugee status recognition; In Italy a total of 25245 (both positive - refugee status / subsidiary protection / humanitarian reasons – and negative – rejections) decisions made on asylum applications led to 12% refugee status recognition; in the UK a total of 22340 (both positive - refugee status / subsidiary protection / humanitarian reasons – and negative – rejections) decisions made on asylum applications led to 34% refugee status recognition; in Belgium a total of 19805 (both positive - refugee status / subsidiary protection / humanitarian reasons – and negative – rejections) decisions made on asylum applications led to 20% refugee status recognition. The report also states that Syria was the main country of citizenship of asylum applications, amounting to 12% of the total number of applicants. The country hosting the largest number of asylum seekers from Syria (16,540 asylum seekers) is Sweden, followed by Germany (12,885 Syrian asylum seekers). Asylum applicants and first instance decisions on asylum applications: 2013, Eurostat, 2014.


� “Pensions at a Glance 2013. OECD AND G20 INDICATORS” prepared by the OECD; “IV indagine sulla qualità della vita e i servizi pubblici locali nella città di Roma” issued by Agenzia per il controllo e la qualità dei servizi pubblici locali di Roma Capitale; and “Older people - independence and well-being”, prepared by the Audit Commission for local authorities and the National Health Service in England & Wales.


� the APS Group Scotland for the Scottish Government, OECD Programme on Local Economic and Employment Development (LEED), The ACEVO Commission on Youth Unemployment, the European Youth Forum, the Fondazione G. Brodolini (and TYEC project’s partners), and the International Labour Organisation and the European Foundation for the Improvement of Living and Working Conditions.


� Main reference are: “Youth Unemployment: A Crisis in Our Midst – The role of lifelong guidance policies in addressing labour supply”, EPSU report on “Training, jobs and decent work for young people in the public sector”, the Lithuanian Presidency report on “Tackling the youth unemployment in Europe”, the “Implementing the Public Services (Social Value) Act”, the “OECD Programme on Local Economic and Employment Development (LEED) paper Local Strategies for Youth Employment. Learning from Practice”, the “Spanish Government Estrategia De Emprendimiento Y Empleo Joven 2013/2016”, The European Youth Forum / Forum Nazionale dei Giovani’s report “Una Garanzia Giovani per l'Europa. Verso un approccio basato sui diritti per le politiche sul lavoro dei giovani”, issued in 2013.


� EPSU report on “Training, jobs and decent work for young people in the public sector”, European foundation for the improvement of living and working conditions  report “Quality of life in Europe: quality of society and public services” (2013).
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