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Introduction
The main objective of Public Employment Services as part of the missions entrusted to
them is to improve the quality and efficiency of the services provided to job-seekers, by
assisting them through the process of returning to employment, and to employers, by
supporting them in recruitment.
The expectations of the users, citizens and public authorities, and the framework within
which the PES activities are carried out, are changing, as shown in the document adopted
in spring 2017 entitled "The WAPES Long Term Strategy 2015-2025".
The PESs must, in fact, respond to several challenges associated with their environments
and the evolving labour markets. These challenges (technological transformations within
the services, in industrial apparatus and in the lives of the citizens, globalisation, the
speed of the changes, demographic transition, weakening of certain population groups,
high levels of immigration, new forms of employment, growth of a collaborative
economy, the need for more frequent transitions on the labour market, scope and speed
of the need to adapt and develop skills, etc.) have a very direct impact of the nature of
the services and the organisations in which relationships are developed with users who
must be supported in order to undergo professional transitions.
Of all the dimensions associated with the necessary strategic and operational
developments of the PESs, this event will tackle the issue of the interactions between the
PESs and their users, by referring to different changes characterising their service offer
and their practices:
share experiences relating to the strengthening of the role played by job-seekers
and actors on the road to training and employment, as well as amending the
service relationship with companies;
examine the development and advantages of the various channels of contact with
users;
learn from these changes to the organisation of PES and the transformations of
internal skills in order to better support professional projects and recruitment.
The following are a few fairly commonplace findings to illustrate these reflections: the
physical interview in the agency is no longer, by far, the only contact between the PESs
and the users; more and more steps involved in the career path of a job-seeker or in the
relationship with the employer have been dematerialised or are undergoing automation
(registration, access to services online, making appointments, reporting on and
monitoring job hunting activities, organising recruitment events, access to tools used
jointly by counsellors and users, etc.); several self-referral tools or services are being
developed to access training, employment or interviews; digital tools and support allow
for the development of autonomy and self-delivery of services for a large number of
users on the web or from mobile applications; the constant issue of personalisation leads
to better identification of the adapted service delivery channels, depending on
preferences, needs, capabilities and added value; new needs have come to light for the
public for whom the PESs are responsible and who lack the equipment, connection or
even digital skills, etc.
Support for professional transitions cannot be solely the responsibility of the PES
counsellors. More and more, this is a question of giving responsibility to the users, of
encouraging initiative and individualisation of choices for those who need less support, of
benefiting more readily from the tools or services accessible in the form of self-delivery,
and of supporting the others using more intensive methods, so as to develop their
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autonomy, their motivation and their skills in order for them to fulfil their professional
project.
Job-seekers and those wishing to change their employment are, to a greater and greater
extent, the actors in their own professional career path, while the systems that monitor
their employment search are adapting to meet this change. The PESs are still working to
ensure that all members of the public, including those that are the furthest from
employment, have access to a certain level of autonomy or can be actively supported,
and that they are equipped with the tools they need to optimise their approaches and to
become actors, by co-building their career path: diagnostics and appropriation of these,
skills assessment, personalised advice, training, career strategy, reliable information on
the labour market. What is valuable for the job-seekers is likewise of value to the
employers; the majority of PESs have therefore already reoriented their service offer
towards very small enterprises and small and medium-sized enterprises which have very
specific support needs in terms of human resources. The PESs must play a role for
companies in terms of anticipating recruitment needs, relevance of proposed profiles,
support in employment, as well as maintaining employment in order to create a deeper
and more stable relationship of confidence.
While digitalisation of services is one of the major elements in the transformation of
organisations, changing relationships and contributing towards making users more
responsible, it must also be supported in order to maintain a human relationship, respect
the balance between the various interview types (physical and remote; using an
integrated "omnichannel" system) and promote interactions based on actions with high
added value.
These new dimensions to the interactions between the PESs and their users require the
implementation of new approaches and an overhaul of the service offer, in the sense of
an increasing adaptation to needs, in order to increase value, including by largely
involving the users at the service conception stage in order to understand their
expectations and bring in their experiences as users. The methods of communication and
contact have also been amended to better take into account and exchange necessary
information, to ensure better accessibility and more simplicity, and to guarantee that the
choices made by users are better supported at key moments in their career paths and
thus ensure efficiency and quality.
The notion of giving greater responsibility to users goes hand in hand with giving greater
responsibility to PES employees. The context of the transformation of the position of
employment counsellors, the evolution of the content of the advice given, the
development of their skills, their acculturation to new technologies, to developments on
the labour market, and the overhaul of the relationship with users (with greater
personalisation, and often more specialisation) are also indispensable levers in meeting
the new expectations of all users (continuous improvement in service quality, simplified
access to information, quick development of services associated with agile acceptance of
user returns). The PES organisations are also evolving in this context, with greater
interaction between counsellors, supported by the managers.
The Paris event aims to give a deeper understanding of the lessons to be learned from
these change processes. It will allow participants to share their strategies, their
experiences, their innovations, their responses to the challenges that they are all facing
in terms of interactions between PESs and their users.
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Programme
Thursday 7 September 2017
8h30

Registration

Opening
Master of Ceremony: Karin HERI
9h30

Representative from Mr. Jean BASSERES, Director General, Pôle emploi,
France
WAPES Presidency, Dr. Ismet KÖKSAL, Director General of ISKUR, Turkey
Vice-presidency of WAPES Europe Region, Ms. Annie GAUVIN, Director of
International Affairs and Relationships, Pôle emploi, France
Mr. Reynald CHAPUIS, Director of Users & Digital Experience - Pôle emploi,
«Pôle emploi approach for users & digital experience»

10h15
Presentation from the National Fund for Family Allowance (or The National
Fund for Old Age Insurance) about users experience
11h15

Coffee Break

11h30

Panel
-

1 : «Innovative models of interaction with jobseekers»
Online contacts with jobseekers and employers
The development of vouchers
The Future Agency
The development of Digital Services

12h15

Panel
-

2 : « Innovative models of interaction with companies»
Overview of practices in Human Resources Management
The Business counsellors
The Barometer asset with employers
The HR club

13h00

Lunch
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Workshops: How can a PES efficiently interact with its users while looking for
efficiency and quality of its offer service?





Each participant could attend 2 workshops during the afternoon
Maximum 4 speakers at each workshop
Short presentations by valuing : the strategy, operational solutions and tools, the
evaluation of practices
A collective capitalization of acquired exchanges
Workshop 1 : Supporting users accountability (Empowerment)
- Support self-diagnostic and develop skills evaluation
- Request and use a monthly activity report
- Promoting self-provision of services
- Develop co-construction of services
Facilitator and Rapporteur (to identify)

14h15
15h45
Break
15h45
16h00

Workshop 2 : Respect the balance between « physical and digital »
for a better added-value of services
- To provide paths to jobseekers and employers that combine physical
and digital
- Digital with a human face: which is digital based; which is physical
based
- Support users in the appropriation of tools
- To rely on users experience
Facilitator and Rapporteur (to identify)

16h00
17h30

Workshop 3 : To make organizations evolve and better equipping
our counsellors
- To modify organizations, channels of services, websites and digital
applications thanks to data
- To transform the reception spaces
- To develop a new posture of counselling in PES
- To support counsellors in the combine use of «phygital» by
acculturation and training
Facilitator and Rapporteur (to identify)

17h45

Preparation of restitution by the rapporteurs

19h00

Convivial moment

19h45

Diner
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Friday 8 September 2017
9h00

Introduction - Master of ceremony : Ms. Karin HERI

9h15

Restitution of workshop 1
Rapporteur (5 min) - 15 min of discussion with the audience

9h35

Restitution of workshop 2
Rapporteur (5 min) - 15 min of discussion with the audience

10h05

Restitution of workshop 3
Rapporteur (5 min) - 15 min of discussion with the audience

10h30

Coffee Break

10h45

Panel 3 : « New learning modes and Development of agile services :
Effects on PES practices »
- Mr. Pierre DUBUC, President and founder of OpenClassrooms
- Paul Duan- President from the non for profit organization Bayes
Impact, creator of Bob Emploi
- PES testimonies

12h00

Closing of the workshop
Ms. Annie GAUVIN, WAPES Europe Vice-Presidency, Director of International
Affairs and Relations, Pôle emploi, France

12h15

Lunch

14h00

WAPES Europe region meeting

15h00

End of WAPES Europe region meeting

15h30

WAPES Long Term Srategy meeting

17h00

End of work
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