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KOKYBES KLAUSIMAI: 
AUKSTV STANDARTV 

UZTIKRINIMAS TEIKIANT 
KARJEROS PROJEKTAVIMO 

PASLAUGAS 

SANTRAUKA 

Siame straipsnyje pristatomos kelios zino
miausios kokybes uztikrinimo strategijos, tai
komos teikiant karjeros projektavimo paslau
gas Europoje. Naudojantis !vairiais saltiniais 
ir ypating'! demes! skiriant nuo 2000 m. atlik
tiems tarptautiniams karjeros projektavimo 
tyrimams ir apzvalgoms, straipsnyje isskiria
ma keletas pagrindinilj krypCilj ir pristatomi 
svarbiausi iSsiikiai, i kuriuos butina atkreipti 
demes!, norint uztikrinti, kad gyventojai gau
tlj reikiamas paslaugas. Atsizvelgiant ! istori
nes aplinkybes, susijusias su socialiniu ir eko
nominiu nesaugumu, tai vis dazniau laikoma 
jlj teise. 

jVADAS 

Karjeros projektavimas dar niekada nesulauke 
tiek demesio nacionalines ir Europos politikos 
darbotvarkese, kiek sulaukia dabar (Watts, Sul
tana ir kt., 2010). Kaip pastebi keletas autorilj, 
tai is dalies lemia labai sudetinga ekonomine 
situacija (Watts, 1989; Carnoy ir Levin, 1995) ir 
besikeiCiantis darbo rinkos pobiidis, kai asme
nims savo darbo ateiti tenka sieti su viso gyve
nimo perspektyva (Sultana, 2011a). Pastaruoju 
metu literaturoje pradeti vartoti nauji terminai 
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ABSTRACT 

This paper outlines some of the most promi
nent approaches to Quality Assurance that 
are used in the provision of career gUidance 
services in Europe. Drawing on a range of 
sources, and particularly on the work that has 
been done in the context of the international 
Career Guidance reviews and studies since the 
year 2000, the paper identifies some of the key 
trends, as well as the most important challeng
es that need to be addressed in order to ensure 
that citizens are well served in what is increas
ingly seen to be an entitlement, particularly in 
a historical conjuncture marked by social and 
economic insecurity. 

INTRODUCTION 

Career guidance (hereinafter referred to as 
"CG") has perhaps never been as much on the 
national and European policy agenda as it is 
now (Watts, Sultana et a!., 2010). As several 
authors have argued, this is at least partly due 
to the very challenging economic situation 
(Watts, 1989; Carnoy and Levin, 1995), as well 
as to the changing nature of the employment 
market which requires persons to adopt a life
long perspective as they consider their working 
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"portfolio karjera"l (ang!. portfolio career), "as
menine karjera" (ang!. protean career) ir "karje
ra be rib!:)' (ang!. boundaryless career) bei atsi
rado tokios si}vokos kaip "lanksti karjera" (ang!. 
career resilience) ir "judri karjera" (ang!. career 
agility) (Herr, 2008; Inkson ir Elkin, 2008; Hall 
ir Moss, 1998). Vieni sias si}vokas sieja su gali
mybe naudotis ivairiomis profesinio mokymo 
ir uzimtumo galimybemiS, kiti akcentuoja, kad 
tokie terminai tik parodo gilejanti nesaugumo 
jausmi}, su kuriuo gyventojams tenka susidur
ti rizika pazenklintoje visuomeneje (Sultana, 
2010; 20llb). 

Pripazistant tokius socialinius iSsiikius ir 
2004 m., ir 2008 m. SVietimo / Jaunimo tary
bos rezoliucijoje del visq gyvenimq trunkanCio 
karjeros projektavimo (Council of the European 
Union, 2004; 2008) ne tik patvirtinta, kad svar
bu plesti karjeros projektavimo paslaugl! priei
namumi}, bet ir isreikstas poreikis, kad tokioms 
paslaugoms biitq taikomi aukSti kokybes stan
dartai. Siose rezoliucijose reikalaujama taikyti 
arba konsoliduoti tinkamus kokybes uZtikri
nimo mechanizmus, padesianCius siekti auks
Ciausiq imanomq standartq, susijusiq su karje
ros projektavimo informacija, paslaugomis ir 
produktais. 2008 m. rezoliucijoje nurodyta ke
letas biidq, kaip tokii} paZangi} pasiekti. Tarp jq 
reiketq pamineti teikiamos informacijos tiks
lingum'}, konkretiems vartotojo poreikiams 
pritaikyt'} konsuItavimi} ir karjeros projektavi
m,}, paslaugas, kurias teikia tinkamai parengti 
specialistai, ir priemoniq, padedanCiq ivertinti 
teikiamq paslaugl! efektyvum'}, kiirimi}. 

1 
POLlTlNIAI VEIKSNIAI, SUSIJ~ 
SU KOKYBES UZTIKRINIMU 

Be virsvalstybinio lygmens organizacijq, pa
vyzdziui, Europos s<}junga (toliau - ES), ir 
tarpvalstybiniq politikos tendencijq, ypac tq, 

I Mineti karjeros projektavimo srities terminai Lietu
voje yra nauji ir kol jq vertimas nera moksliSkai pa
gristas, pateikiame jUos ir originalo kalba . 

.. _ .. __ ...... _ ... _- --•. ~-- ..... - .. 

futures (Sultana, 20lla). New terms such as 
"portfolio" "protean" and "boundaryless" ca
reers have become common in the literature, 
as have such concepts as "career resilience': and 
"career agility" (Herr, 2008; Inkson and Elkin, 
2008; Hall and Moss, 1998). While some see in 
these trends an opportunity for citizens to enjoy 
varied training and employment pathways, oth
ers have highlighted the extent to which such 
terms signal the deepening insecurity that citi
zens are obliged to face in a society increasingly 
marked by risk (Sultana, 2010; 2011 b). 

Partly in recognition of these societal chal
lenges, both the 2004 and the 2008 Education/ 
Youth Council's Resolutions on Lifelong Guid
ance (Council of the European Union, 2004; 
2008) affirmed not only the importance of 
widening access to guidance services, but also 
the need for such services to be characterised 
by high quality standards. The Resolutions in 
fact call for the introduction or consolidation 
of appropriate Quality Assurance (hereinafter 
referred to as "QK) mechanisms that facili
tate the attainment of the highest standards 
possible in the guidance information, ser
vices and products for all European citizens. 
Indeed, the 2008 Resolution went further, 
signposting some of the ways in which such 
progress could be attained. These included the 
tailoring of information, advice and guidance 
to suit the user's specific needs, the delivery of 
services by suitably trained practitioners, and 
the development of instruments that measure 
the effectiveness of the service proVided. 

1 
POLICY DRIVERS IN RELATION TO 
QUALITY ASSURANCE 

Other than the influence of supranational 
entities, such as the European Union (herein
after referred to as "EU"), or of transnational 
policy trends, particularly as vehicled by New 
Public Management ideology that informs 
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kurios perteikiamos Naujosios viesosios va
dybos (ang!. New Public Management) ide
ologijoje, susijusioje su viesojo sektoriaus 
reforma (Christensen ir Laegreid, 2007), ko
kybes uZtikrinimo priemonil! svarb,! karj eros 
projektavimui pabrezti padeda ir nacionalinio 
lygmens politiniai veiksniai, susij~ su jvai
riomis globaliomis ar regioninemis jegomis. 
Tarp jl! reiketl! pamineti bendr,! tendencij,! 
diegti kokybes uZtikrinimo sistemas visose 
viesosiose tarnybose; poreikj uztikrinti lygyb~ 
teikiant paslaugas, kylantj patvirtinus Valsty
binil! uzimtumo tarnybl! (toliau - PES') de
centralizavimo ir / ar privatizavimo politik,!; 
poreikj jteisinti valstybes islaidas, skiriamas 
karjeros projektavimui; karjeros projektavi
mo filosofijos pokyCius, kai galimybiq sutei
kimas vartotojui ir vartotojo poreikil! tenki
nimas tampa pagrindiniais paslaugl! kiirimo 
aspektais; tendencij,! karjeros projektavimui 
tapti profesionalesne sritimi, leidzianCia spe
cialistams formuoti profesinj identitet'! for
malizuojant profesijos jgijim,! (pvz., nustatant 
kvalifikacijos jgijimo ir licencijavimo tvark,!) 

ir formalil! standartl!, kompetentinguml!, re
gistrl! ir praktikos kodeksl! suderinim'!. 

Valstybil! naril! nacionalines ir regio
nines politikos bei Europos vis') gyvenim') 
trunkancio karjeros projektavimo politikos 
tinklo (toliau - ELGPN', 2010)4 deka, koky
biskl! paslaugl! teikimo klausimui siandien 
karjeros projektavimo srityje skiriamas 
ypatingas demesys. ELGPN tinklas turi spe
ciali,! grup~, dirbanCi,! kokybes uztikrinimo 

PES - Public Employment Services 
3 ELGPN - European Lifelong Guidance Policy Network 

(lie!. Europos visq gyvenimq trunkanCio karjeros projek
tavimo politikos tinklas). Oficialiuose dokumentuose 
"guidance" vis dar verciamas kaip "orientavimas". 

4 Tarp ES remiamo, taciau valstybiq nariq vadovauja
rno tinklo, kurio nariai pirmq kart<} susirinko 2007 m. 
gruodzio menes!, tikslq yra tarpusavio mokymasis, 
tyrimq veikla, parama vystant politik~ ES lygmeniu ir 
karjeros projektavimo vaidmens stiprinimas svarbio
se europines politikos ir priemonit! srityse. 

public sector reform (Christensen and Lae
greid, 2007), there are several national level 
policy drivers that intersect with more global 
or regional forces, serving to highlight the 
importance of QA measures for CG. These 
include a general trend towards the introduc
tion of QA systems across all public services; 
the need to safeguard equity in service provi
sion after the adoption of a policy of decen
tralisation and/or privatisation of Public Em
ployment Services (hereinafter referred to as 
"PES"); the need to legitimise public spend
ing on guidance; a shift in the philosophy 
underpinning guidance provision, with user 
empowerment and user satisfaction becom
ing key elements in the design of services; a 
tendency for the guidance field to become 
more professionalized, leading practitioners 
to establish occupational identity (and clo
sure) through the structuring of entry into 
the profession (e.g., establishing qualification 
routes and licensure), and the articulation of 
formal standards, competences, registers, and 
codes of practice. 

Thanks to national and regional policies 
at Member State level, as well as to the efforts 
of the European Lifelong Guidance Police 
Network (ELGPN, 2010)'. the issue of qual
ity provision today features prominently in 
the CG field. Indeed, the ELGPN has a spe
cial working group focusing on quality assur
ance, and strives to have a policy influence 
at both national and EU-wide levels. This 
paper sets out to present a brief overview of 
QA approaches and models that are being 
used in CG services across the EU. In doing 
so, the paper draws on a number of sources, 
including the OECD (2004; Plant, 2004), Eu
ropean Training Foundation (Sultana, 2003), 

I The EU-supported but member-state led network, 
which met for the first time in December 2007, in
cludes, among its objectives, peer-learning, research 
activities, the support of policy development at EU 
level, and the promotion of the role of guidance within 
relevant European policies and instruments. 
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srityje, ir siekia daryti politin~ itak,! nacio
naliniu ir ES Iygmenimis. Sio darbo tikslas 
yra pristatyti trump,! kokybes uZtikrinimo 
strategijq ir modeliq, naudojamq teikiant 
karjeros projektavimo paslaugas Europos 
S,!jungoje, apivalg'!. DeI sios prieiasties 
straipsnyje naudojamasi ivairiais saltiniais: 
OECD' (2004; Plant, 2004), ETF' (Sultana, 
2003), CEDEFOP' (Sultana, 2004; 2008; 
Watts ir Sultana, 2004), Uiimtumo, socia
liniq reikalq ir Iygiq galimybiq generali
nio direktorato' (Sultana ir Watts, 2006a; 
2006b) ataskaitomis ir sintezemis' apie kar
jeros projektavim'!, Europos profesinio mo
kymo pletros centro uzsakytu tyrimu Qu
ality Guidelines and Criteria in GuidanceIO 

(Henderson ir kt., 2004), Career Guidance 

Handbook for Policy MakersJi (OECD / 
Europos komisija, 2004) ir ELGPN tinklo 
(Plant, 2010) pagal Work Package 4 atliktais 
darbais kokybes uZtikrinimo srityje. Rasant 
straipsni taip pat pasitelkti idomiq prakti
niq atvejq tyrimai, nuo 2009 m. iki 2010 m. 
paskelbti minetame Work Package ir prista
tyti tarpusavio mokymosi renginyje, kuri 
2006 m. sausi organizavo Europos profesi
nio mokymo pletros centras. 

OECD - Organization for Economical Cooperation 
and Development (liet. Ekonominio bendradarbiavi
rna ir pietras organizacija), 

, ETF - European Training Foundation (liet. Europas 
nlOkymo fondas). 
CEDEFOP - European Centre for the Development 
of Vocational Training (liet. Europos profesinio moky
rna pietras ce~ltras). 

8 DG Employment, Social Affuirs & Equal Opportunities. 
9 Siose ataskaitose naudota ta pati metodologija ir 

dainai tos paCios ar tik siek tiek pakeistos anketos. 
Daugeliu atvejlj nacionalinilj eksperllj grupes atsake 
i tyrimo priemones, 0 kokybes auditas keliose is da
lyvaujanCiIj salilj buvo atliekamas iSoriniams tyrimo 
ekspertams atvykstant i tyrimo viet~. Taip sudaryta 
lyginamoji duomenlj baze, kurioje pateikiama dau
giausia galimlj irodymlj apie karjeros projektavimo 
politik~ tarptautiniu mastu (daugiau nei 50 valstybilj). 

10 Kokybes gaires ir kriterijai karjeros projektavimui. 
11 Karjeros projektavimo vadovas politikams, 
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CEDEFOP (Sultana, 2004; 2008; Watts and 
Sultana, 2004) and DG Employment, Social 
Affairs & Equal Opportunities (Sultana and 
Watts, 2006a; 2006b) career guidance reviews 
and syntheses', the CEDEFOP commis
sioned study on Quality Guidelines and Crite

ria in Guidance (Henderson et al., 2004), the 
Career Guidance Handbook for Policy Makers 

(OECD/European Commission, 2004), and 
the work carried out by Work Package 4 of 
the ELGPN (Plant, 2010), which focused on 
quality assurance. It also benefits from the 
case studies of interesting practice that were 
reported to the latter Work Package between 
2009 and 2010, as well as those that were pre
sented at a peer learning event organised by 
CEDEFOP in January 2006. 

2 
REVIEWING QA IN GUIDANCE 
ACROSSTHEEU 

2.1. PARTIAL VS COMPREHENSIVE 
APPROACHES 
The evidence that is currently available sug
gests that few countries across the EU Mem
ber States have introduced comprehensive 
QA systems for career guidance, though 
some countries, including Austria, Denmark, 
France, Greece, Portugal, Sweden and the UK 
(Plant, 2010, p. 56) have made some progress 
in this area. What we have across Europe are 
often partial, limited approaches to QA. They 
are partial for many reasons. Where QA sys
tems are in place: 

2 These reviews followed much tbe same methodolo
gy, and often use the same, if slightly modified, ques
tionnaires. In most cases, teams of national experts 
responded to tbe survey instrument, witb quality au
diting being done tbrough field visits by external re
search experts in some of the participating countries. 
The resulting data base is tberefore comparable, and 
constitutes the largest evidence base available on career 
guidance policies internationally, involVing well over 
50 countries in all. 
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2 
KARJEROS PROJEKTAVIMO KOKYBES 
UZTIKRINIMO APZVALGA ES 

2.1. DALINES IR VISA APIMANCIOS 
STRATEGIJOS 
Siuo metu galima teigti, kad nedaug ES vals
tybitt naritt karjeros projektavimo srityje 
naudoja iSsamias kokybes uZtikrinimo siste
mas. TaCiau kelios valstybes, tarp jtt - Austri
ja, Danija, Prancuzija, Graikija, Portugalija, 
Svedija ir Jungtine Karalyste (Plant, 2010, p. 
56), sioje srityje jau padare pazang<j. Vis del
to Europoje dar daznai naudojamos dalines, 
ribotos kokybes uztikrinimo strategij os. Da
linemis jos laikomos del daugelio prieZasCitt: 

1. Kokybes uztikrinimo strategijos daz
nai naudojamos tik viename arba tik keliuose 
valstybes sektoriuose. Jos labai retai naudoja
mos arba praktiskai niekada nenaudojamos 
kartu ir svietimo, ir uzimtumo sektoriuose. 

2. Daugelyje salitt pasitelkiama per maZai 
priemonitt, uZtikrinancitt veiksmingq agenturtt 
ir ministeriitt veiklos koordinavimq. Del sios 
priezasties yra sudetinga nuosekliai priziureti 
kokybes uztikrinimo strategijas, taikomas kar
jeros projektavime. Ataskaitos apie karjeros 
projektavimo paslaugas rodo, kad labai sude
tinga i issamias kokybes uztikrinimo priemo
nes itraukti privaCius karjeros projektavimo 
paslauglf teikejus, ypac jei nera profesionalitt 
registrtt ar akreditacijos ir nenaudojamos li
cencijavimo ar igaliojimtt suteikimo procedu
ros. Vis dazniau naudojantis uzsakomosiomis 
paslaugomis, sis klausimas tampa dar aktua
lesnis, taip pat nerimaujama del pavojaus, su 
kuriuo susiduria gyventojai, kuriems netaiko
rna jokia apsauga ir nesuteikiama teise i zalos 
atlyginim<j ar kompensavim<j. 

3. Siuo metu naudojamos kokybes uz
tikrinimo strategijos neapima viso klientlf, 
kuriems skirtos karjeros projektavimo pa
slaugos, spektro (skirtingtt amziaus grupitt, 
skirtinm tikslinitt gyventoitt grupitt, skirtin
gtt regiontt)· 

1. They tend to be confined to a single or 
small range of sectors within a country - they 
rarely if ever apply across both the education 
and employment sector. 

2. There are few mechanisms to ensure 
effective co-ordination between agencies and 
between ministries, and this makes coherent 
monitoring of approaches to QA in guidance 
difficult. Evidence from the reviews of career 
guidance services referred to earlier suggests 
that it is particularly challenging to include 
private career guidance service providers in 
comprehensive QA measures, especially 
where no professional registers or accredita
tion and licensing or warranting procedures 
are in place. The increasing use of outsourc
ing renders this issue even more topical, and 
raises concerns about the extent to which the 
citizen is at risk, with no specific protection 
or redress. 

3. QA strategies currently in place do not 
comprehensively target the whole range of 
clients (different age groups, different target 
citizen groups, different regional contexts) 
that gUidance services are meant to cater for. 

4. QA systems currently in place are also 
partial if one considers the range of activities 
that career guidance can involve, i.e. inform
ing' adviSing, assessing, teaching, enabling, 
advocating, networking, feeding back, man
aging, innovation! systems change, signpost
ing, mentoring, sampling work experience 
or learning tasters, following up. However, 
only some of these 15 activities are covered in 
present quality guidelines or standards, and 
in most cases, the main focus is on informing 

and assessing. 
5. QA approaches to career gUidance also 

tend to be partial in the sense that they do not 
focus on career guidance and information as 
such, but rather deal with them as part of an 
overall range of services (e.g., a review of a 
Public Employment Service, or of a school, 
which considers career information and 
guidance as one element among others in a 



Ronald G. SULTANA 
KOKYBES KlAUSIMAI: AUKITV STANDARTV U1TiKRINIMAS TElKIANT KARJEROS PROJEKTAVIMO PASlAUGAS 

QUALITY MATTERS: ENSURING HIGH STANDARDS IN CAREER GUIDANCE SERVICES S1 

4. Siuo metu naudojamos kokybes uzti
krinimo sistemos taip pat yra dalines ir veikl/f, 

kurias gali apimti karjeros projektavimas, at
zvilgiu. Tokios veiklos - informacijos teikimas, 
patarimq davimas, vertinimas, mokymas, s'!
Iygq sudarymas, palaikymas, tinklq pletoji
mas, grlztamojo rysio teikimas, vadovavimas, 
inovacijos / sisteminiai pokyCiai, gairiq nuro
dymas (angl. signposting) , mentoryste, darbo 
patirties pavyzdziai arba Ivadiniai kursai po
tencialiems moksleiviams ar studentams apie 
mokym')si (angl. learning tasters), kokybes 
gerinimo veiklos. Taciau dabartiniai kokybes 
standartai ar gaires apima tik kelet') is siq 15 
veiklq, 0 daugeliu atvejq didziausias demesys 
skiriamas informacijos teikimui ir vertinimui. 

5. Karjeros projektavimui skirtos kokybes 
uZtikrinimo strategijos dalines taip pat yra 
ir to de!, kad I karjeros projektavim') ir infor
mavim') zvelgiama ne kaip I atskirus dalykus, 
bet tik kaip i sudetinf visa paslaug/f spektro 
dali (pvz., Valstybines uzimtumo tarnybos ar 
mokyklos ataskaita, kurioje karjeros informa
vimas ir projektavimas laikomi tik vienu is Isi
pareigojimq, uz kuriuos tarnyba arba moky
kla yra atsakinga). Tokiais atvejais Ivertinimo 
komandos zinios apie karjeros projektavimo 
problemas gali buti ribotos. Be to, I problemas 
gali buti nepakankamai reaguojama. 

2.2. KOKYBES UZTIKRINIMAS 
PROJEKTUOJANT KARJERA DARBO 
RINKOJE IR SVIETIMO SEKTORIUOSE 
Kokybes uztikrinimo elementai labiau pas
tebimi uzimtumo, 0 ne svietimo sektoriuje 
turbut tode!, kad bent jau keliose valstybese 
viesojo sektoriaus reformos poveikis, iSreiS
kiamas naujosios viesosios vadybos modeliais 
(Frade ir Darmon, 2002; Minogue, Polidano, 
Hulme, 1999), buvo labiau juntamas Valsty
binese uzimtumo tarnybose (PES), 0 ne svie
time sektoriuje. TaCiau PES neretai rupinasi, 
kaip pasiekti tokius kiekybinius tikslus kaip, 
pavyzdziui, greitas ir sekmingas Idarbinimas, 

string of responsibilities they are accountable 
for). Sensitivity to and knowledge of career 
gUidance issues by the evaluation team may, 
in such cases, be limited. 

2.2. QA IN GUIDANCE IN THE LABOUR 
MARKET AND EDUCATION SECTORS 
Elements of QA tend to be more present in 
the employment than in the education sec
tor, possibly because, at least in some coun
tries, the impact of public sector reform, as 
articulated through New Public Management 
models (Frade and Darmon, 2002; Minogue, 
Polidano, Hulme, 1999), has been felt more 
strongly in Public Employment Services 
(PES) than in education. Often, however, 
and as we have noted in some detail (Sultana 
and Watts, 2006a; 2006b) the preoccupation 
in PES is with the attainment of such quan
titative targets as swift and successful place
ment in employment, rather than with quali
tative measures which have more usefulness 
in evaluating processes and service quality. 
In the employment sector too, there is a ten
dency to trial out general quality standard 
frameworks such as ISO, TQM, and EFQM. 
Much of the evidence that has been generated 
by the European reviews of career guidance is 
that these general QA frameworks, which do 
not focus on career guidance as such, are con
side red by practitioners to be time-consum
ing' bureaucratic, based on rigid top-down 
control rather than as a tool for developing 
the profession and its services. 

2.3. IS QA VOLUNTARY OR MANDATORY? 
Where QA strategies and mechanisms for ca
reer information and guidance are in place, 
they are voluntary rather than mandatory in 
nature. Few have adopted QA systems that not 
only set standards and targets, but also make 
arrangements for monitoring compliance, 
and for implementing sanctions or corrective 
procedures in the case of failure to meet the 
standards and targets set. Such compliance 
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mazai demesio teskiriant kokybinems prie
monems, kurios yra daug naudingesnes iver
tinant procesus ir paslaugq kokyb~ (Sultana 
ir Watts, 2006a; 2006b). Uzimtumo sektoriuje 
taip pat vyrauja tendencija iSbandyti bendras 
kokybes standartq sistemas, tokias kaip ISO, 
TQM ir EFQM. Daug irodymq, sUrinktq is 
Europos ataskaitq apie karjeros projektavi
m,!, rodo, kad tokias bendras kokybes uZti
krinimo s'lrangas, kurios neskiria demesio 
paciam karjeros projektavimui, specialistai 
laiko atimanCiomis daug laiko, biurokrati
nemis ir grieZta ,,is virsaus i apaCif kontrole 
pasizyminCiomis sistemomis, 0 ne priemone, 
padedanCia tobulinti profesij,! ir jos teikiamas 
paslaugas. 

2.3. KOKYBES UZTIKRINIMAS
SAVANORISKAS AR PRIVALOMAS? 
Kokybes uZtikrinimo strategijq ir karjeros 
informavimo bei projektavimo sistemq nau
dojimas yra daugiau savanoriskas nei pri
valomas. Tik nedaugelyje saliq naudojamos 
kokybes uztikrinimo sistemos, kuriomis 
ne tik nustatomi standartai ir tikslai, bet ir 
stebima, kaip jq laikomasi, imamasi sankci
jq ar taisomqjq procedurq, jeigu nustatytq 
standartq ar iskeltq tikslq nepaisoma. Toks 
stebejimas dazniau atliekamas tada, kai vals
tybe perduoda paslaugq teikim'! privatiems 
paslaugq teikejams, kuriems leidziama nau
dotis valstybes lesomis su s'llyga, kad bus 
atliekamas kokybes auditas. Vis delto daz
niausiai naudojamasi neprivalomomis / pa
tariamosiomis gairemis, kuriomis nustatomi 
minimalus paslaugq standartai, numatomi 
tikslai ir padedama susieti diversifikuota sis
tema. TaCiau nenumaCius igyvendinimo pla
no ir priemoniq stebeti, kaip numatyti tiks
lai vykdomi, juos galima visiSkai ignoruoti 
ar igyvendinti tik is dalies. Todel tokios sis
temos negarantuoja kokybes ir neuZtikrina 
pilieCiams teises gauti kokybiSkas paslaugas 
ar atlyginti zal,!, 

monitoring is more likely to be present when 
the state outsources services to private service 
providers, whose access to public funds is 
made conditional to quality auditing. Often, 
however, what we find in place are "soft" /ad
visory guidelines. These may have a value in 
establishing minimum standards of service, 
in establishing targets, and in adding coher
ence to a diversified system - but where there 
is no implementation plan or agreement, and 
where there are no resources to monitor im
plementation, they may be ignored or imple
mented in a fragmented way. They thus nei
ther provide quality guarantees, nor do they 
give citizens an entitlement to quality service, 
or to the right for redress. 

2.4. THE ROLE OF THE USER'S VOICE 
IN QA IN GUIDANCE 
The European career gUidance reviews indi
cate that, increasingly, countries are carrying 
out client-satisfaction surveys. These, when 
carried out in methodologically sound ways, 
have potential in providing important feed
back to the system. Two issues arise, however: 
first, and as we shall note again in more detail 
later, client satisfaction is a necessary but not 
sufficient measure of quality in service provi
sion - users might express satisfaction with 
mediocre service because they do not know 
better (Evangelista, 2003); second, there is 
evidence that many systems have a greater 
capacity of producing data than in analysing 
and using it to drive change in service provi
sion (Chapman and Mahlck, 2003). 

Research that informs guidance providers 
on the quality of their service is rare to come 
by, and at best provides evidence on an irregu
lar, ad hoc basis. One-off evaluation research 
projects may be useful in sensitising career 
guidance systems about key weaknesses and 
limitations, but often fail to generate the con
stantly self-critical culture and the implemen
tation of on-going evaluation procedures that 
are the basis of effective QA systems. 
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2.4. VARTOTOJV VAIDMUO 
UZTIKRINANT KOKYB~ KARJEROS 
PROJEKTAVIME 
Ataskaitos apie karjeros projektavimq Europoje 
rodo, kad valstybes vis dazniau atlieka klient/f 
poreiki/f patenkinimo apklausas. Tokios apklau-
80S, atliekamos metodiSkai pagristais biidais, 
gali 8uteikti svarbq griztam'lii rysi. Vis delto is
kyla dvi problem os. Visq pirma, kaip dar kartq 
pastebesime veIiau (tikissamiau), klientq porei
kiq patenkinimas yra biitina, bet nepakankama 
priemone teikiamq paslaugq kokybei vertinti: 
vartotojai gali biiti patenkinti vidutiniskomis 
paslaugomis, nes ndino geresniq (Evangelista, 
2003). Antra, yra irodymq, kad daugelis siste
mq pajegia geriau gauti duomenis nei juos ana
lizuoti ir panaudoti skatinant paslaugq teikimo 
pokyCius (Chapman ir Mahlck, 2003). 

Labai retai galima rasti tyrim/f, kurie 
atskleistq karjeros projektavimo paslaugq 
kokyb~. Deja, net ir geriausiu atveju tyrimai 
yra nereguliariis ir skirti konkreCiam atvejui. 
Vienkartiniai vertinamieji tyrimai gali biiti 
naudingi, nes atkreipia demesi i pagrindinius 
karjeros projektavimo sistemq triikumus ir 
apribojimus, taCiau daznai nepajegia sukurti 
savikritiSkos kultiiros ir padeti idiegti nuola
tini/f vertinimo procedur/f, kurios yra efekty
viq kokybes uZtikrinimo sistemq pagrindas. 

2.5. KOKYBES UZTIKRINIMAS 
AKREDITUOJANT IR RENGIANT 
SPECIALISTUS 
Daugelyje saliq kokybes uZtikrinimas suly
ginamas su specialist/f, teikianCiq karjeros 
informavimo ir projektavimo paslaugas, mo
kymu ir J/f kvalifikacijomis (Evangelista, 2003; 

Plant, 2004). Nors pilnavertes kokybes uZti
krinimo sistemos, be jokios abejones, apima 
profesines kvalifikacijas, pastarosios nebiiti
nai garantuoja kokyb~. Be to, karjeros projek
tavimo apklausos rodo, kad vos keliose vals
tybese issami kvalifikacijq sistema taikoma 
kiekvienam karjeros projektavimo sektoriui. 

2.5. ENSURING QUALITYTHROUGH 
PRACTITIONER ACCREDITATION AND 
TRAINING 
Many countries equate QA with the training 
and qualifications of practitioners delivering 
career information and guidance (Evange
lista, 2003; Plant, 2004). While of course fully 
fledged QA systems have to subsume profes
sional qualifications within them, it is also 
clear that the latter do not necessarily guar
antee quality. Moreover, the evidence from 
the career guidance surveys is that few if any 
countries have a comprehensive system of 
qualifications across every guidance sector, 
and that many of the qualifications obtained 
are not specifically in career guidance, but 
rather in fields which at best overlap with -
and contribute to - the knowledge and com
petence base required by CG providers, but 
which do not guarantee it. Examples of such 
fields include psychology, sociology, and la
bour market studies. Furthermore, reliance 
on professionalisation of staff as a way of en
suring quality is problematic when there is no 
systematic approach to continued profession
al development, supervision and appraisal. In 
several European countries, such on -going 
training is in its infancy, though ELGPN data 
would suggest that it is gaining increasing pol
icy attention and investment. 

2.6. THE ROLE OF CODES OF PRACTICE 
IN ENSURING QUALITY 
Many countries attempt to establish QA 
through Codes of Practice or Codes of Ethics, 
which are often developed by professional 
associations for their members. Several of 
these codes of profeSSional conduct are in
spired by the standards developed in 1995 by 
the International Association of Educational 
and Vocational Guidance (IAEVG)3. Such 
codes, however, may only bind members of 
the relevant associations. Guidance service 

3 See http://www.iaevg.orgliaevglnav.cfm?lang~2&menu~ 

1 &submenu~2 
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Daug igyjaml! kvalifikacijl! priklauso ne 
konkreCiai karjeros projektavimo sriCiai, bet 
tokioms sritims, kurios geriausiu atveju su
tampa ir prisideda prie esminil! zinil! ir kom
petentinguml!, kuril! reikia karjeros projek
tavimo paslaugl! teikejams, bet negarantuoja 
ill. Tokil! sriCil! pavyzdziai yra psichologij a, 
sociologija ir darbo rinkos tyrimai. Be to, 
darbuotoill profesionalum,! sudetinga laikyti 
kokybes uZtikrinimo priemone, kai nera sis
temingo poziiirio i t€tstini profesini tobuleji
m,!, prieziiir:t ir ivertinim,!. Kai kuriose Eu
ropos valstybese toks t€tstinis mokymas dar 
tebera ankstyvojoje stadijoje, nors ELGPN 
tinklo turimi duomenys rodo, kad jam skiria
rna vis daugiau demesio ir investiciill. 

2.6. ELGSENOS KODEKSV REIKSME 
UZTIKRINANT KOKYB~ 
Daugelis valstybil! kokybes uztikrinim,! ban
do igyvendinti naudodamos elgsenos ar eti
kos kodeksus, kuriuos savo nariams daznai 
parengia profesines asociacijos. Kai kurie 
profesines elgsenos kodeksai yra sukurti at
sizvelgiant i standartus, 1995 m. nustatytus 
Tarptautines svietimo ir karjeros projekta
vimo asociacijos (IAEVG)12. TaCiau tokie 
kodeksai ipareigoja tik konkreCil! asociaciill 
narius. Karjeros projektavimo paslaugl! tei
kejai, nepatenkantys i tikslin€t asociacijos na
rill grup€t (pvz., tokios asociacijos, i kuri,! prii
mami tik psichologai) arba nusprend€t netapti 
tam tikros asociacijos nariais, gali galvoti, kad 
jiems tokie kodeksai negalioja ar paprasCiau
siai nieko apie juos nezinoti. 

3 
KOKYBES UZTIKRINIMOTIPOLOGIJA 

ISanalizavus ivairias tendencijas, pranasumus 
ir trUkumus, su kuriais susiduriama bandant 
uZtikrinti karjeros projektavimo kokybf(, ga
lima daryti iSvad,!, kad kokybes uztikrinimo 

" 2r.: http://www.iaevg.org/iaevg/nav.cfm?lang=2& 
menu= 1 &submenu=2 

providers who either fall outside the asso
ciation's targeted membership base (e.g., in 
the case where the association only admits 
psychologists), or who choose not to become 
members may consider that they are not 
bound by such codes, or may n ot even know 
about them. 

3 
A QUALITY ASSURANCE TYPOLOGY 

An analysis of the different trends, strengths 
and challenges in ensuring quality in career 
guidance suggests that QA approaches in 
this field can be usefully organised around 
three key categories: a) administrative-cen
tred; b) practitioner-centred; and c) user
centred QA mechanisms. Each has its own 
advantages and limitations, and often what 
we have is a combination of the different ap
proaches, in response to specific contextual 
realities and demands. In other words, what 
most often happens is that quality-related 
information is collected from the users, 
and this informs both practice and system 
development. At the latter two levels, feed
back from users is integrated in ways that 
impact on how services are designed and of
fered, thus enhancing quality in a synergistic 
manner. 

In the following section, however, and for 
heuristic reasons, we will consider the three 
different levels in turn in order to be in a bet
ter position to disentangle different elements 
of the QA typology in some detail. 

3.1. ADMINISTRATIVE-CENTRED QA 
SYSTEMS 
Many career guidance systems across ED 
member states adopt a top-down, centralised 

approach in an effort to ensure quality. This 
is especially true of those countries where de
centralisation has led to variable standards of 
service delivery across regions, and national 
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strategijas galima suskirstyti i tris pagrindi
nes kategorijas: a) strategijos, orientuotos i 
administravim'); b) strategijos, orientuotos i 
specialistus; c) strategijos, orientuotos i var
totoj,). Kiekviena is si1,l strategij1,l turi savo 
pranasum1,l ir trukum1,l, bet atsizvelgiant i 
kontekst,) ir poreikius dazniausiai naudoja
mas skirting1,l strategij1,l derinys. Kitaip ta
riant, dazniausiai is vartotoj1,l surenkama su 
kokybe susijusi informacija, padedanti vysty
ti sistem,) ir gerinti praktin~ veikl'). IS vartoto
j1,l gautas griZtamasis rysys panaudojamas ku
riant ir siUlant paslaugas bei gerinant kokyb~ 
sinergetiniu budu. 

Vis delto trys auksCiau paminetos katego
rijos del euristini1,l priezasCi1,l toliau aptaria
mos atskirai - tam, kad but1,llengviau iSskirti 
kokybes uztikrinimo tipologijos elementus. 

3.1.1 ADMINISTRAVIMi\ ORIENTUOTOS 
KOKYBES UZTIKRINIMO SISTEMOS 
Daugelis ES valstybi1,l nari1,l, stengdamosi 
uztikrinti kokyb~, savo karjeros projektavi
mo sistemose taiko "is virsaus i apaCiq" cen
tralizuotq strategijq. Tai ypac pastebima tose 
valstybese, kuriose del decentralizavimo re
gionuose pradeti taikyti skirtingi paslaug1,l 
teildmo standartai, 0 nacionalines politikos 

sistemos, jskaitant nacionalinius standartus, 
tikslus ir gaires, laikomos vienu is bud1,l, pa
dedanci1,l uztikrinti teisingesnj paslaug1,l tei
kim,). Karjeros projektavimo tyrimas Europos 
PES kontekste parode, kad, pavyzdziui, greitas 
ir gana drastiskas decentralizavimas Lenkijoje 
privede prie skirtingo paslaug1,l teiklmo skir
tinguose regionuose, todel galimybe gyven
tojams gauti kokybiSkas paslaugas priklause 
nuo j1,l vietos (Sultana ir Watts, 2006a). 

Strategijos ,,is virsaus j apaCi')" metodai 
gali buti issamus (taikomi visiems karjeros 
proj ektavimo paslaug1,l teikejams) arba su
skaidyti (segmentuoti), kai svietimo ir darbo 
ministerijose ir tarnybose taikomi skirtin
gi metodai ir sistemos. Tokie metodai gali 
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policy frameworks - including national stan
dards' targets or guidelines - are seen as a 
way to ensure more equitable provision. The 
study of career gUidance in European PES 
contexts, for instance, revealed that qUick and 
rather drastic decentralisation in Poland had 
led to serious variation in service provision 
in different regions, so that citizens' access 
to quality service depended on their location 
(Sultana and Watts, 2006a). 

Top-down approaches can be compre

hensive (applying to all guidance providers), 
or can be segmented, with different approach
es and systems in place in the education and 
employment Ministries and services. Such 
approaches can include such mechanisms as 
legislation, the articulation of a set of underly
ing principles, on the basis of which national 
frameworks, guidelines, service-delivery stan

dards are developed, and monitoring/evalua
tion/inspection procedures implemented with 
a view to verifying that standards are being 
reached. QA mechanisms in career gUidance 
typically include the specification of staff 
qualifications and training at the recruitment 
stage, and occaSionally at the different steps 
related to career progression. The specifica
tion of staff competences is also an increas
ingly common trend - and in some cases 
such lists are used to accredit practitioners 
who may not have formal qualifications. A 
comprehensive list of competences required 
by career gUidance practitioners was devel
oped by the IAEVG in 2003, and this list is 
often referred to in national efforts to estab
lish local mandated competence profiles4

• In 
some contexts, career gUidance workers are 
segmented according to the tasks they per
form - such as, for instance, provision of 
education- and career-related information, 
or networking with potential employers. In 
such cases, there might be different compe-

4 The IAEVG competence list is available at: http://www. 
iaevg.orglcrclfiles!iaevglCompetendes-English. pdf 
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naudotis jstatyminiais arba pagrindinilf prin
ciPlf derinimo mechanizmais, pagal kuriuos 
kuriamos nacionalines sqrangos, gaires ir pas
lauglf teikimo standartai bei igyvendinamos 
stebejimo I vertinimo I kontroles proceduros, 
leidzianCios patikrinti, ar standartq laiko
masi. Karjeros projektavime naudojamos 
kokybes uZtikrinimo sistemos iprastai detali
zuoja personalo kvalifikacijas ir mokymq idar
binimo metu ir kartais tolimesniais karjeros 
raid os etapais. Vis dazniau detalizuojami ir 
darbuotojq kompetentingumai, 0 kai kuriais 
atvej ais tokie s,!rasai naudoj ami akredituoti 
specialistams, neturintiems oficialiq kvalifi
kacijq. 2003 m. Tarptautine svietimo ir kar
jeros projektavimo asociacija parenge issa
mq kompetentingumq, reikalingq karjeros 
proj ektavimo specialistams, s'!ras'!, kuriuo 
valstybes daznai naudojasi siekdamos nusta
tyti vietos mastu privalomq kompetentingu
mq profilius13

• Kartais karjeros projektavimo 
darbuotojai suskirtomi pagal jq atliekamas 
uzduotis (pvz., informacijos, susijusios su 
svietimu ir karjera, teikimas arba tinklq su 
potencialiais darbdaviais kiirimas). Tokiais 
atvejais skirtingq kategoriil! karjeros pro
jektavimo darbuotojams pagal konrecius jq 
isipareigojimus gali biiti taikomi skirtingi 
kompetentingumq profiliai. 

3.2. NACIONALINIAI PASLAUGlj TEIKIMO 
STANDARTAI 
Nacionaliniai paslauglf teikimo standartai yra 
keturiq tipq: 

1. Bendrieji standartai, taikomi ivai
rioms veikloms, tarp jq ir karjeros projek
tavimui (pvz., ISO, EFQM, TQM, bendros 
paslaugq teikimo taisykles ir nacionalines 
veiklos gaires, daznai randamos "darbo pro
cediirq vadovuose" ir iprastai nurodanCios 
sekmingo paslaugq teikimo format'!, turini ir 

13 Tarptautines svietimo if karjeros projektavimo aso
ciacijos pateikiam'! kompetentinguffi'l s,!ras,! galima 
rasli adresu http://www.iaevg.org/crc/files/iaevg/ 
Competencies-English. pdf 

tence profiles for the diverse and specialised 
responsibilities of different categories of ca
reer guidance staff. 

3.2. NATIONAL SERVICE-DELIVERY 
STANDARDS 
National service-delivery standards can be of 
four types: 

1. Generic standards applied to a wide 
variety of activities, of which career guidance 
is only one (e.g., ISO, EFQM, TQM, general 
rules of service provision and national opera
tional guidelines, often to be found in "work 
procedure manuals", typically specifying the 
format, content and criteria for successful 
service provision, as well as providers' and 
clients' rights and obligations). 

2. Standards developed specifically for a 
particular sector which includes gUidance 
among its range of activities (e.g., PES), or 
targeting a specific aspect of the service (e.g., 
quality standards for updating career-related 
information; gender-fair labour market in
formation; the minimum time for a guidance 
interview). 

3. Standards developed specifically for the 
career guidance field, with an accreditation 
procedure to enforce them (as with the Ma
trix standards in the UK)s. 

4. Voluntary gUidelines developed for 
the career guidance field, which services can 
adopt and apply if they so wish. 

It is clear from some of the EU country 
cases available that, while the drivers be
hind the development of QA strategies in 
the different national contexts are diverse, 
the over-riding motivation is accountability, 
and hence the tendency is for QA to be both 
administrative-centred and introduced in a 
top-down manner. This may have a number 

of implications: 

For details of this widely used Matrix standard, sec 
http://www.matrixstandard.com/ 
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kriterijus bei paslaugt! teikej1} ir klient1} teises 
ir isipareigojirnus). 

2. Standartai, parengti konkreCiam sekto
riui, tarp kurio veikl1} yra ir karjeros projek
tavimas (pvz., PES), arba skirti konkreCiam 
teikiamos paslaugos aspektui (pvz., kokybes 
standartai, skirti su karjera susijusios infor
macijos atnaujinimui; lyCi1} lygybe grindzia
rna darbo rinkos informacija; minimali kon
sultavimo karjerai pokalbio trukme). 

3. Specialiai karjeros projektavimo sriCiai 

parengti standartai ir akreditavimo procedu
ra, ipareigojanti j1} laikytis (Matrix standartai 
Jungtineje Karalysteje)14. 

4. Savanoriskos karjeros projektavimo 
sriCiai skirtos gairt!s, kurias galima priimti ir 
taikyti, jeigu pageidaujama. 

IS kai kuri1} ES valstybi1} pavyzdzi1} gali
rna matyti, kad nors kuriant kokybes uztikri
nimo strategijas skirtinguose nacionaliniuose 
kontekstuose veikia skirtingi veiksniai, pa
grindine motyvacija visur yra atskaitomybe. 
Todel ir teigiama, kad kokybes uztikrinimas 
yra orientuotas i administravim~ ir diegia
mas pasinaudojant ,,is virsaus i apaCi~" me
todu. Vadinasi, galima daryti tokias iSvadas: 

1. ES valstybi1} pavyzdziai patvirtina fakt<j, 
kad kokybes uztikrinimo strategijos yra sekto
rines (t. y. veikia pagal konkreCios ministerijos 
ar konkretaus departamento ar skyriaus mi
nisterijoje interesus ir poreikius, 0 ne zvelgia 
i ilgalaikt; tam tikros paslaugos perspektyv<j) 

2. Kyla rizika, kad tokiu budu idiegtas ko
kybes uZtikrinimo strategijas karjeros projek
tavimo specialistai laikys nurodymu ir kon
troles priemone, 0 ne profesinio tobulejimo 
galimybe. Tode! specialistai gali atsisakyti da
lyvauti arba tik pavirsutiniSkai dalyvauti to
kiose procedurose, nebent jie patys dalyvaut1} 
kuriant ir pritart1} siai sistemai. 

3. I administravim<j orientuotos kokybes 
uZtikrinimo strategijos iprastai skatina rinkti 

14 Daugiau informadjos apie s! plaCiai naudojam~ Matrix 
standart~ ir.: http://www.matrixstandard.com/ 

1. It reinforces the tendency for the QA 
strategies to be sectoral (i.e. responding to the 
specific interests, concerns and logic of a par
ticular ministry or department or section of 
ministry rather than looking at the service in 
ways that acknowledge and promote its life
long dimension). 

2. QA strategies introduced in this way 
run the risk of being seen by guidance prac
titioners as an imposition and as a control 
mechanism, rather than as an instrument 
and an opportunity for professional develop
ment. Practitioners may therefore resist, or 
participate in a perfunctory manner, unless 
they have been involved in the design of the 
system and their consent ensured. 

3. Administrative-centred QA approach
es generally encourage the collection of data 
on user satisfaction, but may be reluctant to 
involve the user in the design, management 
and evaluation of guidance, or of giving the 
user the right to redress as this could render 
the system (e.g., the Ministry or the Depart
ment responsible for guidance services) open 
to legal proceedings that the elient might take 

4. Such approaches may be more suc
cessful in prodUcing data about aspects of the 
guidance service than in using the data for 
service-development purposes. 

5. These types of QA approaches may 
also end up being overly complex, bureau
cratic, unwieldy and costiy, so that the ques
tion needs to be asked whether the outcomes 
of the exercise justify the resources used to 
measure those outcomes. Such resources in
elude time besides money. Here, the concern 
would be to see whether time usually spent 

by the practitioner in servicing client needs 
is being re-directed towards the management 
of aspects of the QA mechanism. Such shifts 
may also have an impact on roles, with the 
guidance practitioner having to attend to ad
ministrative and bureaucratic tasks as well 
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duomenis apie vartotojq poreikiq patenkini
m,!, taCiau nera naudojamos vartotojus itrau
kiant kurti, vadovauti ar vertinti teikiamas 
karjeros projektavimo paslaugas. Jos taip pat 
nesuteikia vartotojui teises i teisingumo at
kurim,!, nes taip klientas galetq imtis teisiniq 
veiksmq prieS sistem,! (pvz., uz karjeros pro
jektavimo paslaugas yra atsakinga ministerija 
arba departamentas). 

4. ! administravim'! orientuotos koky
bes uZtikrinimo strategijos yra sekmingesnes 
gaunant duomenis apie karjeros projektavi
mo paslaugq aspektus nei naudojant duome
nis paslaugq tobulinimo tikslams. 

5. ! administravim,! orientuotos koky
bes uZtikrinimo strategijos gali buti per su
detingos, biurokratiSkos, gremezdiSkos ir 
brangios. Todd reiketq atsakyti i klausim'!, ar 
sios veiklos rezultatai yra verti s,!naudq, rei
kalingq jiems pasiekti. Tarp siq S'!l1audq yra 
laikas ir pinigai. Cia reiketq atkreipti deme
si i tai, ar laikas, kuri specialistas praleidzia 
tenkindamas kliento poreikius, yra tiesiogiai 
nukreipiamas i kokybes uztikrinim,!. Tai daro 
itak,! ir karjeros projektavimo specialistq 
vaidmeniui, nes jie turi atlikti ir profesines, 
ir administracines bei biurokratines uzduo
tis. Sistemos, kurios yra per sudetingos arba 
per brangios, galiausiai gali buti nebetinka
mos nustatytam tikslui. Jos taip pat gali bUti 
naudojamos ad hoc pagrindu, tokiu budu 
apribojant jq naudojim,! palyginus su mo
dernesnemis sistemomis, galinciomis veikti 
reguliariai. Jq taip pat gali buti neimanoma 
pritaikyti mazose kompanijose, siulanciose 
karjeros projektavimo paslaugas. 

6. ! administravim,! orientuotos kokybes 
uZtikrinimo veiklos metu surenkami duo
menys yra daugiau kiekybiniai, todd nepa
kankami procesams, itrauktiems i karjeros 
projektavimo paslaugq teikim,!. Kai kuriais 
atvejais kiekybiniai duomenys papildomi pa
sinaudojus kokybiniais metodais, pavyzdziui, 
nustatant ir pasidalinant ger,!ja patirtimi 
ir pagal turim,! pavyzdi rengiant taikomus 
standartus. 

as to professional ones. Systems that are too 
complex or too expensive to run may end up 
not being fit for purpose. They may also end 
up being used on an ad hoc basis, thus limit
ing their use compared to more streamlined 
systems that can be run on a regular basis. 
They may also be impossible to implement by 
small companies that offer guidance services. 

6. Given the scope of an administra
tive-centred QA exercise, there is a tendency 
for the data produced to be quantitative in 
nature, and therefore insufficiently sensitive 
to the processes involved in the delivery of 
gUidance services. In some cases, quantitative 
data is being complemented by more qualita
tive approaches, such as through the identifi
cation and sharing of good practice, serving 
to ratchet up standards through emulation. 

3.3. PRACTITIONER-CENTRED QA 
SYSTEMS 
Practitioner-centred QA systems are bottom
up initiatives that are promoted by profession
al bodies and associations. Here, the notion of 
"profession" highlights the responsibility and 
commitment of practitioners to systematically 
strive to improve levels of service, and to guar
antee standards so that their particular activity 
caters for client needs in the most "profession
al" manner possible. In this way, a profession 
becomes defined as an activity that is consti
tuted by a discrete set of practices supported by 
a knowledge base and a range of competences 
that have been systematically developed over 
time through professional experience, and re
flective research on that experience. 

Examples of these bottom-up approaches 
include the establishment of professional reg
isters (sometimes linked to licensure); the ar
ticulation of Codes of Conduct or Codes of Eth
ics; the drawing up of a list of competences that 
practitioners should have; QA specifications 
for guidance materials, including those that 
are leT-based; service charters; the carrying 
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3.3.! SPECIALISTUS ORIENTUOTOS 
KOKYBES UZTIKRINIMO SISTEMOS 
i specialistus orientuotos kokybes uZtikrini
mo sistemos yra paremtos profesinilt orga
nizacijlt ir asociacijq palaikoma "is apaCios i 
virsl/, iniciatyva. Cia vartojant s~vok~ "profe
sija" stengiamasi pabrezti specialistlt atsako
myb(( ir isipareigojimus sistemingai gerinant 
teikiamlt paslauglt kokyb~ ir uztikrinant to
kius standartus, kuriais butlt kuo "profesio
naliau" tenkinami klientl) poreikiai. Siuo 
atveju profesij~ galima apibreZti kaip ivairi~ 
praktin(( veikl~, sistemiSkai palaikom~ per 
profesin(( patirti gaunamomis ziniomis ir iSsi
ugdomais kompetentingumais bei tiriamuoju 
profesines patirties reflektavimu. 

Tokilt "is apaCios i virslt" metodlt pavyz
dziai yra profesinilt registrl1 (kartais siejamlt 
su licencijavimu) steigimas; Elgsenos kodeksl1 
ar Etikos kodeksl1 derinimas; kompetentingu
ml1, kuriuos turetlt tureti specialistai, s~raso 
sudarymas; su kokybes uztikrinimu susijusios 
specifikacijos, taikomos karjeros projektavi
mo medziagai, tarp jq ir tai, kuri grindziama 
IKT; paslauglt chartijos; vertinamltjlt tyriml1 
vykdymas; iinil1 sklaida per specializuotus 
zurnalus, seminarus, mokymus ir pan. Kartais 
profesines asociacijos gali asmenis isbraukti is 
savo registro, jei jie nesilaiko sutartlt standar
tit arba rimtai nusizengia elgesio kodeksui. 

Remiantis atvejlt tyrimais, atliktais ES 
valstybese, galima daryti tokias isvadas: 

1. Etikos kodekslt ir / ar elgsenos kodekslt 
naudojimas yra ne privalomas, 0 savanoris
kas. Specialistai retai iSbraukiami is asocia
cijos sudaryto profesinio registro s~raso. Net 
ir taip nutikus, nera joldlt garantijlt, kad toks 
specialistas nustos teikti karjeros projektavi
mo paslaugas. 

2. Aiskiai apibrezti karjeros projektavi
mo profesij~ yra sudetinga, nes, pavyzdziui, 
del naudojamo viesqjlt paslauglt modelio 
PES sektoriuje kai kurie karjeros projekta
vimo aspektai buvo integruoti i uzimtumo 
pareigunlt darb~ (Sultana ir Watts, 2006a; 

out of evaluative research; the dissemination of 
knowledge through specialised journals, work
shops and training opportunities, and so on. 
In some cases, professional associations will 
strike offindividuals from their register if these 
have failed to maintain the agreed-to stan
dards, or if they have seriously transgressed 
against the code of conduct. 

It is clear from some of the case studies 
collected from across the EU that: 

l. Where codes of ethics and/or codes of 
conduct are in place, these tend to be volun
tary rather than mandatory in nature. There 
are few cases where a practitioner can be 
struck off a professional register established 
by an association, and even when this hap
pens, there is no guarantee that the practi
tioner in question will stop providing guid
ance services. 

2. It may prove difficult to have a strong
ly-bounded profeSSion in the career guidance 
field, given that in the PES sector, for exam
pie, the public service model has led to guid
ance-related elements becoming embedded in 
the work of employment officers (Sultana and 
Watts, 2006a; 2006b). Here, there is generally 
a preference for in-house competency-build
ing, rather than for formal qualifications. 
These and other disparities between the edu
cation and the employment sector need to be 
taken into account when it comes to design
ing QA approaches. 

3.4. USER-CENTRED QA SYSTEMS 
Finally, these are QA systems that set out to 
give users more direct power over the control 
of the gUidance services that they receive. 
While in the previous two models, systems 
managers or providers establish what marks 
quality in service delivery, and therefore 
make judgements on behalf of the clients 
they serve, in this approach it is the client 
himself or herself - as an individual or as an 
organisation (e.g., schoo!, PES, firm, Union, 
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2006b). Cia pirmenybe iprastai teikiama ne 
oficialioms kvalifikacijoms, bet kompetentin
gumlj ugdymui vietoje. Kuriant kokybes uz
tikrinimo strategijas reikia atsizvelgti i siuos 
ir kitus skirtumus tarp svietimo ir uzimtumo 
sektorilj. 

3.4./ VARTOTOJI\ ORIENTUOTOS 
KOKYBES UZTIKRINIMO SISTEMOS 
! vartotojq orientuotos kokybes uztikrinimo 
sistemos suteikia vartotojams daugiau tiesio
gines galios kontroliuoti kokybes projekta
vimo paslaugas, kurias jie gauna. AuksCiau 
aptartuose dviejuose modeliuose sistemlj 
vadovai arba tiekejai nustato, kas teikiant 
paslaugas sudaro kokyby, ir tokiu budu kli
entlj vardu priima sprendimus. Naudojantis 
sia strategija pats klientas (asmuo arba orga
nizacija, pvz., mokykla, PES, firma, s,!junga, 
darbdavilj asociacija) kaip paslaugos gavejas: 
a) sprendzia, ar buvo pasiekti paslaugos stan
dartai, ir / arba b) tiesiogiai dalyvauja kuriant, 
vadovaujant ir vertinant karjeros projektavi
mo paslaugas ir produktus. 

ES valstybese pastebima auganti tenden
cija konsultuotis su vartotojais apie jlj poreikilj 
tenkinimq arba apie gaunamas paslaugas. Tai, 
remiantis Naujosios viesosios vadybos mo
deliu, sudaro dali pagrindines vieSojo sekto
riaus reformos principlj. Si kryptis labai ryski 
uzimtumo sektoriuje, kai taikant "asmeninilj 
paslauglj modeli" svarbiausiu tampa klientas, 
oPES ypac siekia uztikrinti gyventojlj teises 
i kokybiSkas, paklausias, asmenines ir indi
vidualias viesqsias paslaugas. PES kontekstas 
padeda iSryskinti nesaliskumo problem,! i 
vartotojq orientuotose kokybes uZtikrinimo 
sistemose, lyginant jas su i administravimq 
orientuotomis kokybes uZtikrinimo siste
momis. Nors klientai savo pacilj intereslj 
labui gali noreti isitraukti i karjeros projek
tavimo procesq, skirtq ilgalaikiams tikslams 
ir siejamq su mokymusi vis,! gyvenimq bei 
tvariu iSidarbinamumu, PES darbuotojai vis 
tiek objektyviai orientuosis i trumpalaikius 

employers' association) - and as a service 
recipient, who either a) determines whether 
service standards have been attained, and/or 
b) is directly involved in the design, manage
ment and evaluation of guidance services and 
products. 

In EU countries there is an increasing 
trend to consult users about their satisfac
tion or otherwise in relation to services re
ceived - which again, is very much part and 
parcel of the principles underpinning public 
sector reform, along the New Public Manage
ment model. This trend is particularly pro
nounced in the employment sector, where 
the adoption of a "personal service model" 
privileges the client perspective, with the PES 
specifically setting out to guarantee citizens' 
rights for quality, proximity, personalisation 
and individualisation of public services. The 
PES context is helpful in highlighting the 
problem of user-centred versus administra
tive-centred QA systems - i.e. impartiality. 
While clients may feel that it is in their inter
est to engage in a career guidance process that 
addresses longer-term goals, linked to lifelong 
learning and sustained employability, PES staff 
will be under pressure to focus on short-term 
goals, seeking to get unemployed individuals 
into employment (and therefore off benefit) as 
quickly as possible. 

In some cases, there is an attempt to 
model QA systems in gUidance based on citi
zen empowerment, such as through ensuring 
that clients are knowledgeable about their 
entitlements (e.g., through Service Charters'), 
and providing mechanisms for client protec
tion and redress. There are, however, no ex
amples of a consumer-led QA model, i.e. one 
where the key player in the quality assurance 
exercise is the client (Plant, 2010, p. 51). 

It is clear from some of the EU country 
cases available that: 

, http://www.servicecharters.gov.mtldepts/ Guid
ance%20and%20Counseliing/index3.asP is a good 
example of a Career Guidance Service Charter. 
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tikslus ir sieks kiek galima greiCiau padeti be
darbiams asmenims isilieti i darbo rink') (ir 
taip isvengti pasalpq skyrimo). 

Kartais karjeros projektavimui skirtas 
kokybes uztikrinimo sistemas stengiama
si modeliuoti suteikiant galilf gyventojams, 
pavyzdziui, uZtikrinant, kad klientai zinotq 
savo teises (pvz., pagal paslaugq chartijasl5) ir 
nustatant klientlf apsaugos bei teisingo ialos 

atlyginimo mechanizmus. Taciau nera tokio 

kokybes uitikrinimo madelia, kuriam vado
vautlf vartotojas, t. y., kur pagrindinis veike
jas kokybes uZtikrinimo veikloje bfltq klien
tas (Plant, 2010, p. 51). 

ISanalizavus kai kuriuos ES valstybiq 
atvejus galima daryti kelias isvadas: 

1. Vartotojai turi buti informuoti ir zi
noti, ko jie gali tiketis is karjeros projekta
vimo paslaugq ir jas teikianCiq darbuotojq. 
Kai kurios valstybes stengiasi pasiekti si 
tiksl') duodamos vartotojams paslaugq char
tijos kopijas, kuriose aiSkia ir suprantama 
kalba iSdestytos jq teises. TaCiau daznai var
totojai nekreipia demesio i toki,) informaci
j') ir nezino apie savo teis.,: gauti kokybiskas 
paslaugas. 

2. Kaip min eta anksCiau, vartotojq porei
kiq patenkinimas yra butinas, bet nepakanka
mas kokybes uztikrinimo sistemq elementas, 
t. y., nors i vartotojq nuomon.,: atsizvelgti svar
bu, tokia nuomone gali buti ribota (Evangelis
ta, 2003). Pavyzdziui, vartotojai gali buti ne
informuoti arba nezinoti, ko jie gali tiketis is 
gaunamos paslaugos, arba to, kad jie turi teis.,: 
i aukstesnes kokybes paslaugas. Jie taip pat 
gali nezinoti tinkamq kriterijq, padedanCiq 
atskirti geras karjeros projektavimo paslau
gas nuo blogq. Todel be vartotojq nuomones 
svarbu naudotis ir kitomis kokybes vertinimo 
formomis. 

15 Internetiniu adresu http://www.servicecharters. 
gov. rn II dep lsi Guidan ce%20an d % 2 0 Counsellingl 
index_e.asp paleikiarnas linkarnas karjcros projekta
virna paslauglj charlijos pavyzdys. 

1. Users need to be informed and aware of 
what they can reasonably expect from guid
ance services and staff. Some countries try to 
attain this objective by giving users copies of 
a service charter setting out entitlements in 
clear and accessible language. It is often the 
case, however, that users do not pay much at
tention to such information, and remain un
aware of their entitlement to quality service. 

2. As noted earlier, user satisfaction is a 
necessary but not sufficient element of QA 
systems - i.e. while it is important to consider 
user views, such views may in themselves be 
limited (Evangelista, 2003). For example, us
ers might not be informed or aware of what 
they can reasonably expect from a service, of 
their rights to a higher quality service, or may 
not have appropriate criteria to discriminate 
between good and poor guidance services. 
It is therefore necessary to also have oth
er forms of measurement of quality beyond 
user views, ones that are more cognizant of 
the technical elements that are constitutive 
of a quality assurance approach to gUidance 
provision. 

3. Quantitative approaches to surveys of 
user-satisfaction can be profitably comple
mented by more qualitative approaches, such 
as the use of focus groups or client forums 
which enhance the generation of what might 
ultimately be more in-depth insights about 
the process of provision. 

4 
CRITICAL SUCCESS FACTORS 

An analysis of the case studies of QA in a 
range of European countries suggests a num
ber of critical success factors in the develop
ment and implementation of QA approaches 
in the guidance field. Such factors cannot, 
of course, be considered out of the national, 
regional, and sectoral contexts in which they 
have been developed, and every Member 
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3. Kiekybinius metodus, naudojamus kli
entq poreikiq tenkinimo tyrimuose, galima 
papildyti kokybiniais metodais, pavyzdziui, 
pasinaudoti tikslinemis grupemis ar klientq 
forumais, galinCiais suteikti daug gilesniq iz
valgq apie paslaugq teikimo proces'l. 

4 
SEKMES VEIKSNIAI 

ISanalizavus kokybes uztikrinimo atvejq tyri
mus Europos valstybese, galima isskirti sek
mes veiksnius, svarbius kuriant ir diegiant 
karjeros projektavimo kokybes uZtikrinimo 
strategijas. Be abejo, tokius veiksnius blltina 
sieti su nacionaliniu, regioniniu arba sektori
niu kontekstu, kuriuose jie buvo sukurti. Be 
to, kiekviena valstybe nare naudoja skirtingus 
pradinius taskus, sldrtingas sistemas ir ivairi'l 
praktik'l. Sio sekmes veiksnilj s'lraso taip pat 
nereiket\j laikyti norminamuoju ar nurodo
muoju dokumentu, nes mllsq turimos zinios 
apie kokybes uZtikrinim'l karjeros projekta
vimo srityje tera preliminarios. Norint nusta
tyti, kiek konkretus veiksniai prisideda prie 
kokybes uztikrinimo sioj e srityje, reikia atlik
ti daugiau empirini\j tyrim\j. Nepaisant vis
ko, sie sekmes veiksniai gali suteikti gilesni\j 
izvalgq ir atskleisti alternatyvi'l veiksm\j eig'l 
ieskant pagal kontekst'l pritaikom\j metod\j. 
Turimi atvejq tyrimai rodo, kad: 

1. Kokybes uztikrinimo sistemos yra nau
dingesnes esant stipriai politinei valiai ir sie
jant jas su teises aktais, 0 ne laikant savano
riSka iniciatyva. 

2. Kokybes uZtikrinimas neturet\j priklau
syti nuo institucijos ir sektoriaus interes\j. 
Pageidautina, kad siame procese dalyvaut\j 
iSores istaiga. 

3. Kokybes uztikrinimo sistema turet\j buti 
pritaikoma ir atvira reguliarioms perziuroms. 

4. Kokybes uZtikrinimas turet\j ne til< veil<
ti kaip atsakomoji reakcija, bet ir leisti lengviau 
pastebeti trukumus pries teildant paslaug'!. 

State has different starting points, systems 
and practices. Neither should this list of suc
cess factors be taken as strongly normative or 
directive in scope, given the tentative nature 
of our knowledge of quality assurance in the 
area of career guidance. Much more empiri
cal research needs to be carried out to gauge 
the extent to which specific factors contrib
ute to quality assurance in this area. How
ever, a consideration of such success factors 

can nevertheless serve to guide the search for 
context -sensitive approaches by providing 
insights and alternative courses of action. The 
case studies in hand suggest that: 

1. QA systems are more powerful if there 
is strong political commitment and if they are 
linked to a basis in legislation rather than a 
voluntary exercise. 

2. QA should be independent of insti
tution- and sector-specific interests, and 
preferably undertaken with external body 
involvement. 

3. QA should be adaptable and open to 
regular review. 

4. QA should not just be reactive in scope, 
but should also facilitate awareness of weak
nesses before the service has been delivered. 

5. QA should not become an objective in 
itself, but ought to be clearly perceived and 
used as a means towards an end, i.e. the im
provement of guidance provision. 

6. The QA exercise must not be a one-off 
effort, but rather a regular way of assuring 
quality and developing it systematically and 
consistently. 

7. The QA system introduced should be 
cost-efficient and fit-for-purpose, thus avoid
ing producing a costly machine that gener
ates doubtful results. 

8. The human and financial resources 
needed to implement the tool or set of tools 
used in the QA exercise must be present. 

9. QA systems are more likely to be suc
cessfully implemented if a culture in favour 
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5. Kokybes uztikrinimas neturetq buti 
pats savaime laikomas siekiu, bet turetq buti 
aiSkiai suvokiamas kaip priemone tikslui pa
siekti, t. y., kaip geresnis karjeros projektavi
mo paslaugq teikimas. 

6. Kokybes uztikrinimas turetq buti ne 
vienkartine veikla, bet reguliari priem one ko
kybei uztikrinti ir sistemingai bei nuosekliai 
jai vystyti. 

7. Diegiama kokybes uztikrinimo sistema 
turetq buti ekonomiskai naudinga ir tinkama 
tikslui pasiekti, vengiant sukurti brangi<} prie
mon~, duodanCi<} abejotinus rezultatus. 

8. Kokybes uztikrinimo veikIoje naudo
jamai priemonei ar priemonems reikalingi 
zmogiSkieji ir finansiniai iStekIiai. 

9. Kokybes uztikrinimo sistemos bus die
giamos sekmingiau, jei kokybes uztikrinimo 
kultura organizacijoje bus oficialiai patvirtinta. 

10. Vykdant kokybes uZtikrinim<}, bu
tina specialistq ir vadovybes parama. Geros 
kokybes uztikrinimo sistemos suteikia galiq 
specialistams ir paciai profesijai. 

11. Kokybes uZtikrinimo veikIa neturetq 
buti vykdoma "is virsaus i apacif principu. 
Reikia dalyvauti ne tik veikIos vykdymo eta
puose, bet ir kuriant bei vystant paCi<} sistem,!. 

12. Kokybes uztikrinimo sistema turetq 
buti idiegta palaipsniui, 0 ne taikant taip va
dinam,! "didziojo sprogimo" metod,!. 

l3. Suteikus butinas konsultacijas ir pa
siekus bendr,! sutarim,! diegiant kokybes uz
tikrinimo sistem,!, reikia numatyti, kokios 
bus pasekmes, jei sios sistemos nebus paiso
rna (pvz., valstybinio finansavimo apriboji
mas, isbraukimas is profesinio registro ir kt.). 

14. Kaip vien,! is kokybes uztikrinimo 
sis tern os daliq reikia numatyti, kaip bus 
renkami ir vertinami jrodymai apie jos da
rom,! poveikj. 

15. Vertinant kokybes uztikrinim'! rei
ketq stengtis derinti ir naudoti kiekybinius ir 
kokybinius metodus, leidzianCius gauti issa
mesnius duomenis. 

of quality assurance is institutionalised in the 
organisation. 

10. There must be practitioner as well as 
management support for implementing QA -
ultimately, good QA systems empower prac
titioners and the profession. 

11. The QA exercise must not be expe
rienced as a top-down imposition, but there 
must rather be widespread involvement at the 
inception and design stages, besides the im
plementation stages. 

12. There is gradual implementation of 
the QA system adopted, rather than a "big 
bang" approach. 

l3. After due consultation and consen
sus-building in the introduction of a QA 
system, there must be consequences for not 
adhering to it (e.g. lack of eligibility for pUblic 
funding, exclusion from professional regis
ters, etc). 

14. A QA system should have impact ev
idence collection and evaluation as a compo

nent part. 
15. When evaluating QA, efforts should 

be made to attain a good mix of both quanti
tative and qualitative approaches, in order to 
capture data more comprehensively. 

CONCLUSION: AN EMERGING 
SET OF KEY FEATURES FOR QA IN 
GUIDANCE ACROSS THE EU? 

An important mechanism for policy learn
ing across the EU member states is the es
tablishment of base line information so 
that comparison and benchmarking can be 
achieved, through the so-called Open Meth
od of Coordination. The range of QA ap
proaches in the Member States is too broad 
and too diverse to permit the development 
of a synthetic model that does justice to the 
realities across national contexts, and across 
the different sectors which provide guidance 
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15VADA: NAUJA KOKYBES 
UZTIKRINIMO POZYMIV VISUMA, 
TEIKIANT KARJEROS PROJEKTAVIMO 
PASLAUGAS ES? 

Svarbus politikos mokymosi elementas ES 
valstybese narese yra pateikti pradin" infor
macij,! taip, kad palyginimui ir sekmes gairit! 
nustatymui butl! galima naudoti taip vadina
m,! atvir'!ii koordinavimo metod,!. Valstybese 
narese naudojama per daug ivairil! kokybes 
uztikrinimo strategijl!, kad butl! galima su· 
kurti bendr,! (sintetinil modeli, deramai tin
kanti ivairiems nacionaliniams kontekstams 
ir skirtingiems sektoriams, teikiantiems kar
jeros projektavimo paslaugas tuose naciona
liniuose kontekstuose. NustaCius pozymius, 
kurie ne tik atspindetlf egzistuojanCias koky
bes sistemas, bet ir apimtlf gilesnes izvalgas, 
galima sukurti nauding'! priemon", skati
nanCi,! naudojantis kitl! patirtimi kritiskai 
pazvelgti i savo kokybes uztikrinimo prak
tik,! ir nustatyti galimas tolimesnes pletros 
strategijas. Tokiu budu tokie "bendri atskai
tos taskai" veiktl! tarsi "paslaugl! kompasas", 
leidziantis pasitelkus kokybes uztikrinimo 
sistemas, naudojamas ivairiuose sektoriuose 
nacionaliniu, regioniniu ir vietos Iygmeniu, 
ivertinti save ir tobuleti teikiant karj eros pro
jektavimo paslaugas ir produktus. 

Europos profesinio mokymo pletros 
centro uzsakytas tyrimas apie kokybes uz
tikrinimo sistemas, skirtas vis,! gyvenim,! 
trunkanCio karjeros projektavimo paslaugl! 
Europoje teikimui, rodo, kad metakriterijai 
(arba "bendri atskaitos taskai") yra pirmas 
zingsnis i -bendrq. kokybes sq.rangq., teikiant 

karjeros projektavimo paslaugas ir produktus 

Europoje. Si s,!ranga pristatoma 1 diagramo
je, kur kriterijai suskirstomi pagal penkis ats
kaitos taskus, taip pat atspindinCius ir siame 
straipsnyje minimus aspektus. 

Ateityj e bus idomu fiksuoti, kokiu budu, 
kryptimi ir tempu bus diegiamos kokybes 

services in those national contexts. The 
identification of a set of features which reflect 
but also go beyond the existing quality sys
tems constitutes a useful reflection tool that 
encourages critical consideration of one's 
own QA practices, in the light of the experi
ence of others, and in the identification of 
possible strategies for future development. 
In this way, "common reference points" 
serve as a "compass for services", supporting 
self-assessment and self-development of QA 
systems for guidance services and products 
within and across sectors at national, re
gional and local levels. 

The meta-criteria (or "common refer
ence points") proposed by the findings of 
the CEDEFOP-commissioned study of QA 
systems for lifelong guidance provision in 
Europe are a first step towards building a 
common framework for quality in gUidance 
services and products in Europe. This frame
work is presented in Figure 1 below, with the 
criteria organised around five sets of refer
ence points, all of which also resonate with 
the points raised throughout this article. 

It will be interesting to document, over 
the coming years, the nature, direction, pace, 
and outcomes of the implementation of QA 
measures in the career gUidance field across 
Europe, to compare this with developments 
internationally, and to assess the benefits that 
accrue from all these efforts. 
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uitikrinimo priemones, skirtos karjeros pro
jektavimui Europoje, kokie bus N rezultatai. 
Taip pat bus vertinga palyginti rezultatus 
tarptautiniu mastu ir ivertinti naud'}, kuri'} 
duoda vis os sios pas tangos. 

GYVENTOJV IR VARTOTOJV )' "AU",""A) I 

CITIZEN AND USER INVOLVEMENT: 
Informacija apie vanotojo teises (pvz., chartijos)' 

Information on user entitlement (e.g., Chartes) 
• Vartotojo apsauga 'teisingas lalos atlyginimas' 
Consumer protect/redress 
• Vartotojo poreiki~ patenkinimo tyrimai' User satis
faction surveys 
• Duomenys paslaugoms gerinti I Data to improve service 
• Vartotojo dalyvavimas kuriant, vadovaujant irvertinant 
karjeros projektavimq !Involve user in design, mgt and 
evaluation of guidance 

SPECIALISTV KOMPETENTINGUMAI / 
PRACTITIONER COMPETENCE: 

Parengti specialistai ITrained practitioners 
Reikalavimai kvalifikacijoms' Qualification 

requirements 
• Specialist4 stebejimas I Monitoring practitioners 
• T1stinis profesinis tobulejimas' Ctd Prof 
Development 
• Asociacij4 kuriami standartai ir kokybes uitikrinimo 
sistemos' Associations develop standards and QA 

Elgsenos' etikos kodeksai' Codes of conduct/ethics 

PASLAUGV GERINIMAS/ 
SERVICE IMPROVEMENT: 

Paslaug~ standartai 'Standards of service 
Stebejimas ir ivertinimas I Monitoring and 

evaluation 
• Diferencijuotas stebejimas' Differentiated 
monitoring 
• Ryliai su neoficialiais paslaug~ teikejais (pvz., 
NVO) 'linkages with informal providers (e.g., NGOs) 
• Kokybes unikrinimo specifikacijos karjeros pro
jektavimo mediiagai I QA speCifications for guidance 
materials 

DARNA / COHERENCE: 
Palaikomi glaudOs rysiai tarp vyriausybes 

departament~ 'linkages between government 
depanments 
• Nera konflikto tarp skirtingos kokybes unikri
nimo sistem~' No conflict between different QA 
systems 
• Stebima, kaip naudojama ir kokia yra nauda 
is sqsaj~ tarp paslaug~ teikej4' Monitor use and 
usefulness of links between providers 

ITRAUKIAMI SEKTORIAI / 
COVERAGE OF SECTORS: 

Gaires apie karjeros projektavimo paslaugas, 
kurias teikia privacios agentOros, darbdaviai, pro
fesines sqjungos ir nevyriausybines organizacijos 
I Guidelines on gUidance activities by private 
agencies, employers, trade unions, and NGOs 

LAIPSNISKAS IGYVENDINIMAS / GRADUAL IMPLEMENTATION 

1 pav. Bendra kokybes s~ranga, teikiant karjeros projektavimo paslaugas ir produktus Europoje 
Fig. 1. A common framework for quality in guidance services and products in Europe 

----- --~-~~--------~---~-- -.-~~ .. ~~- .~.~---.--
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