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ABSTRACT
Theoretical Review of Literature for Effective Senice Delivery
Effective coordination of service delivery can embta the quality of services and benefit serviceviders.

Benefits include more efficient use of resourced iamproved working relationships.

Evidence from process evaluations and documentzctipe experience reveal that service delivery dination

initiatives designed with, and for, Indigenous plations must:
* Focus on outcomes
» Be culturally appropriate
* Invest time and resources into community consoltesti
* Apply a strengths-based approach
»  Support Indigenous and non-Indigenous staff.

KEYWORDS: Research Methodology for Effective Service Delivesfy Vocational Education, Efficient use of

Resources and Improved Working Relationships
INTRODUCTION

Initiatives work best when they are targeting acjeissue or problem that demands coordinatiornss

organisations: that is, they must be ‘fit-for-puspb

The term ‘service delivery coordination’, along hwits diverse range of idioms—including joined-igraces,
interagency collaboration, cross-agency work andtiragency partnerships—is rarely defined in theriture. While
some analysts describe cooperation, coordinatiah ailaboration as distinct analytical constructsyvice delivery
practitioners and program evaluators continue ® the terms interchangeably as part of a commopagserto deliver
achievable outcomes to clients (Keast, 2011). Fempurpose of this paper, ‘service delivery coaton’ is underpinned
by a common purpose; ...to improve the connectimtg/een services or between people and servioaslér to improve

outcomes for individuals, families, communities @odieties (Leigh, 2008).

The purpose of improving outcomes for consumerpaigicularly pertinent for many Indigenous Austal.
Indigenous Australians are worse off than non-ladmus Australians on a number of indicators oftheahd wellbeing,
including those related to life expectancy, emplepimand housing (AIHW, 2011). Typically, an indiva service is not

able to respond directly to the multiple and compissues experienced, particularly in remote antkrovegional
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communities where an estimated 46% of Indigenoogplpdive (AIHW, 2011). Coordination between Indigeis-specific
and other ‘mainstream’ services can enable muéifdt, on-going interventions capable of deliveting necessary care
and support that is crucial to enhance the weltpeinindigenous Australians (J Dwyer, 2004). Sinost pressures have
resulted in some services being concentrated ierirggional and metropolitan centres, many Indigesndustralians are
likely to continue to be negatively affected byitHack of access to these services (AIHW A. &.08p (Prout, 2008).
Service delivery coordination represents a mearfiadilftating referrals and cooperation betweervises to provide more
widespread service access to Indigenous Austrailieall locations (S Flaxman, 2009). The complexifyexisting service
systems can result in a mix of services that ardtithayered and fragmented, and services may beviged by
Commonwealth, state/territory or local governmex#t, well as nongovernment and community agencieslitiddally,
services may be delivered to Indigenous Australiaadndigenous-specific services or mainstreang@ms. This can be
confusing for users (Banks, 2007). International &ustralian research suggests that coordinatingcgs can reduce
complexity, enhance service quality and provideunflation to deliver achievable outcomes to usgrBléxman, 2009)
(Development, 2003) Office of Evaluation and AWD09).

In Australia, responsibility to administer Indigersoaffairs is split between the Commonwealth, sthteal
governments and community agencies. Recognisingi¢led to collaborate more effectively to producteneoutcomes,
some highly sophisticated and complex ‘whole-ofgmownent’ service delivery models have been initiaEaCSIA,
2007) (Kelly, 2007). The Australian National Audiffice (ANAQO) acknowledges the challenges in defaing whether
such coordination efforts have been effective,mgpthe difficulty of measuring short- and mediurmiechanges resulting
from an initiative intended to affect programs tlmatve long-term outcomes (Tolley, 2010). In an ea@bn of the
effectiveness of Indigenous Coordination Centrewais suggested that monitoring and achievemeoutomes requires
further exploration (FaCSIA, 2007). The synopsishaf evaluation report reiterates a recurring nggessa.time to engage
communities were crucial and [that] quick wins am@t always possible when you are dealing with cempbsues
(Morgan Disney & Associates, 2006). For collabamatprograms initiated from the community sectoremhindigenous
and mainstream services are delivered through catipe networks, systematic, evidence-based evehmtare less
prevalent. Often, such programs are deemed ‘suttess the basis of anecdotes or from accountse¥ice delivery
practitioners and/or their clients. Where evalusiare conducted, they are more often focused ®mltility of service
agencies to deliver outcomes to clients, rathen thra the effectiveness of their coordination efastith other agencies.
One example is the Dubbo Leadership and Culturakld@ment Program (DLCP). While the DLCP is delegtunder a
collaborative community-based framework, the eviéduaof its pilot program focused specifically dmetimpact of the
program on Indigenous students (A Hampshire, 2005)view of the limitations of both whole-of-govenent and
community-initiated approaches, extreme care mastaken in relying on this type of ‘evidence’ asrdversal solution

for effective service delivery modelling, partictiain light of the complex and varied needs ofiff@hous Australians.

Key factors of effective service delivery coordipatlt is important to recognise that distinctidyetween whole-
of-government and community-initiated approaches @aften blurred, particularly in cases where comitytinitiated
programs are taken up by whole-of-government prograue to their perceived success in delivering oeécomes.
Regardless of such distinctions, it is clear thfoag analysis of both approaches that certain facesociated with
service delivery coordination can result in positoutcomes for Indigenous Australians. The keyofacthat are critical in

delivering such outcomes include:
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e Ensuring cultural appropriateness

* Investing time and resources into community colasioihs
» Applying a strengths-based approach

e Supporting Indigenous and non-Indigenous staff.

Additionally, coordination of service delivery muspresent the best means of addressing a partjmablem. It
should be recognised that not all services may neede fully linked (Gleeson, 2011). Rather, thektés to design
collaborative initiatives to be ‘fit for purposeKéast, 2011). Cultural appropriateness Serviceigers must support each
other to design and implement work policies andcedures that are sensitive and appropriate to thares of their
Indigenous consumers. The first step is to buillducal awareness and staff capacity to work witbigenous peoples
(Higgins, 2005) (Development, 2003). For exampRecognised Entities’ are Indigenous organisationgndividuals
authorised by their communities, and approved andéd by the Queensland Department of CommuniGedd Safety
Services), to provide cultural advice in child giton matters relating to Aboriginal or Torresa8tislander children and
young people. By drawing on local knowledge to advhe department, Recognised Entities ensurecssrdelivered by
the department are accessible, responsive andraiytappropriate for Indigenous children, youtheit families, and

carers (http://www.communities.qgld.gov.au/childsgfehild-safety-practice-manual/introduction/reatged-entities).

Service providers may also establish systems thstire they receive timely and relevant advice alhowt to
support Indigenous peoples in a way that protetsraspects their cultures. For example, (S Flaxrg@A9) noted the
ability of Communities for Children (CfC) programm deliver cultural appropriate practices. The pangoperated under a
framework designed specifically to provide the ftglity to allow service agencies to adopt theirrogtrategies to meet
the needs of their users. A key strength of thaetesfyy was its flexibility, which facilitated appnigte cultural practices at
the service delivery level (Gleeson, 2011). Onehsstrategy is the employment of local Indigenowsffsto help
implement and deliver Indigenous services (S Flaxn2009). Consultation Community involvement is tigatarly
important in planning and setting priorities foiitigmtives to enhance service delivery coordinatidgpically not all
necessary initiatives can be implemented simultasigoand input from community members helps to emshe right
initiatives are implemented for the right peoplettaé right time (S Flaxman, 2009) (Leigh, 2008).céllaborative
consultancy approach is demonstrated by the estadint of the Mornington Island and Doomadgee Veaitlp Centres.
The local health councils in both communities h&een active participants 9 Effective practices dervice delivery
coordination in Indigenous communities throughdet process by consulting on issues about governaaoéce delivery
options and the design and layout of the centresri& providers have also worked together to iateegseveral social

and emotional wellbeing programs as part of anreffoimprove service delivery and reduce duplmaiCGRIS, 2011).

Strengths-based approaches a strengths-based epjmealves understanding and working from a comityis
collective strengths to assist them to address t&illenges. In bringing together different peopith specific skills to
collectively address a range of issues, communigsprovide local solutions to local issues. Tdpproach incorporates
the practice of using culturally appropriate andsdtative strategies as noted above, howevengitie based approaches

also focus on maximising the collective and indixdt strengths of contributors. In doing so, tardetgerventions are
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more likely to realise sustained change becausg #mepower communities to provide practical solusichat are
appropriate for them (M Haswell-Elkins, 2009) (L&i@008).

Indigenous staffs Service delivery coordinatioriatives require people with appropriate knowledgjdlls and
attitudes to effectively plan, implement and deligellaborative services to Indigenous Australidndigenous staff often
have a distinct advantage in having pre-existingtacts, local knowledge and trusting relationshigisich all help link
Indigenous individuals and families with servicesl groviders (S Flaxman, 2009) (Development, 2088).example, a
mix of Indigenous and non-Indigenous staff, botbnfrinside and outside local communities, were rasibe for
implementing the Stronger Families and CommuniSéstegy 2004—-2009. In this case, the local knogdebdeld by
Indigenous and non-Indigenous ‘insiders’ reduced time required to establish connections betweadigémous
consumers and service providers (S Flaxman, 200&).both mainstream and Indigenous-specific programaining
programs are required to build on the staff's aaltwompetencies. For instance, the implicationtfier COAG Trials is
the need to recognise that government personnel amaerstand Indigenous culture as it affects teeetbpment and
maintenance of partnerships. Similarly, Indigenieaslers and communities need to understand govetroukure and its

associated organisational constraints (Morgan Qignéssociates, 2006). (Jacqui Stewart, 2011)

Effective Service Delivery:indicators for effective service delivery beeneiakrom various resources based on
the requirements of Indian youth.

Issues in Youth Employment in India
Policy on vocational education India:
» Enhancing individual's employability
* Improving productivity and living standards of péop

» Attracting investment in skill development

Check drop-out rate
Criteria used for the Selection of Good Practices
The present study will be based on following sositme setting the criteria for selecting good praecti
» Principles of Guidance Provision as stated by OEOBCD, 2004);

* Quality standards pertaining to particular formgyafdance, which were considered significant adogrdo the

scope and objectives of the current baseline siugygistance guidance and developing entreprshiguskills.

There follows a description of the aforementionategories of criteria that were taken into acconrgelecting

the good practices.

Table 1

Criteria Rationale Evidence needed
Career guidance is a The practice proposed should meet the
comprehensive institution | needs of the prearranged target groups (high
including a variety of services| quality services of career guidance, updated
addressed to a variety of target information, guidance tools adequate fof
groups. It is important to ensure specific needs etc.)

1. Relevance
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that we refer to a career

guidance practice addressed to

the predetermined target groy

©

2. Innovation

It is important not to
demonstrate conventional
practices of guidance but

innovative, ICT-based, user-

centered, interest-oriented ongs

A practice should contain novel and
distinctive features that add significant
value to existing, conventional practiceg

3. Empowerment

It is of major significance that
psycho-social services, as
counseling and guidance,
promote the autonomy of
young people therefore it

should enable them to manag

their life.

The practice proposed should aim towargls
increasing young people’s autonomy; als
it should stress that young people become
actively involved in the implementation of
e the practice.

kS

4. Equality

Career choices are affected b
socioeconomic factors and
gender. A good practice shou
therefore combat prevailing
discriminations.

y

The practice promotes equal opportunities

d and gender equality

5. Effectiveness

It is important that the practice

is designed taking into
consideration the expected

results (preferably quantitative

results)

D

The practice has clear outcomes or resujts
and fulfills the criteria and objectives that
are clearly defined at its rationale

D

6. Transferability

Conditions change over time
and from country to country; it
is important that the practice
can be easily transferred to

The practice can be easily transferred tp
different target groups, countries,
organizations, contexts, professionals, efc.

different conditions.
According to the Council
Resolution on Lifelong
Guidance “European citizensg
should have access to guidante The practice proposed increases the
services at all life stages, with proximity and familiarity of career guidande
particular attention being paid services to the end-users
to individuals and groups at
risk”.

7. Accessibility

Criteria selected from Principles of Guidance Psmr as stated by OECD

In the process of reviewing good practices andnggthe criteria upon which to base our selectidms, following
principles, suggested in OECD’s (2004) Career GuidaA Handbook for Policy Makers (pp.68-69) (OEQ@DQ4) were

taken into accouft
Centrality of the Beneficiary

Independence:the guidance provided respects the freedom ofdineer choice and personal development of the

citizen /user;

'Some overlapping in the terminology with the previous table has purposely been maintained in order to stress the
importance of the particular criteria.
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Impartiality the guidance provided is in accordance with th&esi’'s interests only, is not influenced by
provider, institutional and funding interests, atwks not discriminate on the basis of gender, etijcity, social class,

qualifications, ability etc.;
Confidentiality: citizens have a right to the privacy of personédimation they provide in the guidance process;
Equal opportunities: the guidance provided promotes equal opportumnitidearning and work for all citizens;

Holistic approach: the personal, social, cultural and economic cdraéa citizen’s decision-making is valued in

the guidance provided.
Enabling Citizens

Active Involvement: guidance is a collaborative activity between thi#zen and the provider and other
significant actors (e.g. learning providers, entegs, family members, community interests) anddsuon the active

involvement of the citizen;

Empowerment the guidance provided assists citizens to becoompetent at planning and managing their

learning and career paths and the transitionsithere

Improving Access
Transparency — the nature of the guidance seryipedsided is immediately apparent to the citizen;
Friendliness and empathy — guidance staff providelaoming atmosphere for the citizens;

Continuity — the guidance provided supports citizémough the range of learning, work, societal padsonal

transitions they undertake and/or encounter;
Availability — all citizens have a right to accagsdance services4at any point in their lives;

Accessibility — the guidance provided is accessible flexible and user friendly way such as faceface,

telephone, e-mail, outreach, and is availablena¢diand in places that suit citizens’ needs;
Responsiveness — guidance is provided through e reidge of methods to meet the diverse needsizé it
Assuring Quality

Appropriateness of guidance methods — the guidamethods used have a theoretical and/or scientdiish

relevant to the purpose for which they are used;

Continuous improvement — guidance services havdtare of continuous improvement involving regutitizen

feedback and provide opportunities for staff fonthouous training;

Right of redress — citizens have an entitlememotmplain through a formal procedure if they deemgdhidance

they have received to be unsatisfactory;

Competent staff — staff providing guidance haveomatly accredited competencies to identify andrads the

citizen’s needs, and where appropriate, to refercttizen to more suitable provision/service.

Criteria selected referring to Quality StandardsDstance Guidance
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The ever increasing use of distance services asualirees can be both a necessity and a conveniéfate sites
are a convenience for individuals who want to aggesources and receive services outside normaldasshours, or at

their place of residence or work. Moreover, distadelivery becomes a necessity for people (youngtrwho may:
* Have motor disabilities;
» Live in remote geographic areas without reasonabtess to career resources and services;
* Regquire the assistance of guidance practitioneothier geographic locations with specialized experand

 May be reluctant to seek assistance and consigearlonymity of the internet a safe place to sththiaing

resources and services.

E-Guidanceincludes client use of Internet Web sites with mup from a career guidance practitioner or
practitioner interaction without use of a Web Siteractitioners can interact with clients via ednehat, telephone, or
videoconferencing. A variety of service-deliveryéés can be facilitated at a distance, includingpsuted self-help, brief
assistance, or intensive assistance. Brief assistaan be provided to clients who need help intingaand using
resources on the Web site. Intensive assistancbeanovided by scheduled individual guidance appeénts (Sampson,
2008).

eGOS- e-Government and e-Guidance Services deliveresudy on the Ethical guidelines for e-guidance
delivery and usade The goal of establishing ethical principles fbe tdesign and use of ICT in career guidance is to
promote the effective provision of career resouaes the effective delivery of career services. ddeer, the intention of
ethics is to protect the welfare of clients by itifiging potentially harmful computer applications well as identifying

services making inappropriate use of ICT.

Guidance practitioner competences are essentthleteffectiveness of ICT-based career resourcesearvices.
Achieving an appropriate level of practitioner catgncy with ICT also helps to avoid potential eghigroblems resulting
from guidance practitioners’ actions or failureact. Prince, Chartrand, and Silver (1999) noted tihare is an ethical
responsibility for developers of Web sites to imdécwhen there is a potential need for individtalseek assistance from

a counselor and how to secure felp

In the aforementioned review of eGos, the problevhdistance guidance are stressed and the following

recommendations on how to avoid potential ethissiliés that can result in serious problems are fnade

YWatts, A. G., & Dent, G. (2007).The use of telephdrelplines in career information and guidance.|R.Malone,
R. M. Miller, & G. R. Walz, (Eds.Pistance counseling: Expanding the counselor’'s heand impac{pp. 159-
179). Ann Arbor, MI: Counseling Oultfitters.

’See Pages: 6 — 1, in Prince, J. P., Chartrand,,J&Milver, D. G. (2000). Constructing a qualitgreer assessment
siteJournal of Career Assessment58;67

3SeeRaimoVuorinen&James P. Sampson.E-gos.(HIBi@al guidelines for e-guidance delivery and us#yoject
WEB site addresavw.egos-cip.eu

“See Prince, J. P., Chartrand, J. M., & Silver, D.(ZB00).Constructing a quality career assessnieniaurnal of
Career Assessment, 5-67
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Web sites that provide career assessments andnafion should indicate the circumstances when tegff-is

inappropriate and when assistance is likely nedaad a guidance practitioner;

Guidance professionals use informed consent teatelito clients what persons are collecting anc lseeess to
the client’s personal information, what securityuss exist with an online format, and for how leagords will

be stored;

Guidance professionals educate their clients comgithe challenges and problematic situations ey occur
during distant guidance. Guidance professionalp tie¢ clients to anticipate preventive measuresvels as

strategies to deal with emerging problems;

Guidance professionals familiarize themselves waithilable local resources for support in emergesimations
in working with clients with possibilities of harte self or of harm to others. These include, higahxious,
severely depressed or disturBe8ome clients may not have the computer skillsired to successfully access

distance services.

Guidance practitioners should assist their cliémt®cating facilities with low cost or with freeuplic access to

the Internet;

Guidance professionals provide clients with infotiovaabout their credentials and qualificationsythes well as

any other professional who has access to clieatrmdtion;

Assessments must be validated for self-help use duidance support is provided; or that appropréatidance
intervention is provided before and after completmf the assessment resource if the resource habeen
validated for self-help use. Evidence of the qyalit the assessment, including reliability and di&i, need to be
included in the professional manual and trainingemals for the measure. Assessments originallyebigped in
paper-and-pencil format must have been tested rimpater delivery mode to assure that their properie the
same in this mode of delivery as in print formteadatively, clients must be informed that theyédaot yet been

tested in this same mode of delivery;

The intended purpose, the target audience, andatemtial use of the information should be cleddyntified in
the introduction to the material. The date of pedtion of the career information should be cleamljicated as

well as how the validity and impartiality of thefégnmation is guaranteed;

Evidence that the information provided is accuratel free from distortion caused by self-servingshisex

stereotyping, or dated resources must be included;

The vocabulary of the information should be appiadprto the target group of users Criteria seleodéeiring to

Quality Standards for Developing EntrepreneursliifisS

®Ravis, H. B. (2007). Challenges and special problems in distance counseling: How to respond to them. In J.In J. F.

Malone, R. M. Miller, & G. R. Walz, (Eds.).Distance counseling: Expanding the counselor’s reach and impact
(pp. 133-148). Ann Arbor, MI: Counseling Outfitters.
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In Youth and Work (2007), a publication by the Epgan Foundation for the Improvement of Living and
Working Conditions, it is underlined that a lessntoon way to promote youth employment is throughoactavoring

entrepreneurship.

Stimulating entrepreneurial mindsets among youngp[@ encouraging innovative business start-upsl an
fostering a culture friendlier to entrepreneurshipl the growth of small and medium-sized businessedirectly linked
with the Lisbon Strategy for growth and employmenho this effect, the Spring European Council of thar2006
underlined the need for a positive entreprenewlahate overall and for framework conditions thaicifitate and
encourage entrepreneurship, and invited Membere§tad introduce greater measures, including ergneurship

education.

In selecting good practices, the present themata places focus on projects designed to encouwyagag
people towards the development of entrepreneusgigpifically targeted to young people, particulaitk groups such as
those who have dropped out of school without gicalifons or those who have graduated from high gicaged over 16
years old and remain unemployed for more than threeths. Furthermore, we will refer to projectg&ted to secure the
transition from education to employment, giving mgupeople knowledge and experience about startieg town

business, including VET programs that aim to enbamung peoples’ skills and abilities (Maria Angedanaki, 2010).
From a theoretical perspective, VET can be classifin the following categories (Grubb & Ryan, 1999)

e Pre-employment VET: prepares individuals for thiiah entry into employment; in most countries thesre
traditional programmes of vocational and educatidraning in schools; they are found both in sdsoand

workplaces as dual systems and are often opergtadtional ministries of education;

* Upgrade training: provides additional training fodividuals who are already employed, as their jolange, as

the technology and work environment become morepbexnor as they advance within the company;

e Retraining: provides training for individuals whaave lost their jobs so that they can find new ones,
orforindividuals who seek new careers to develop tlecessary competences for employment; individimals
retraining programmes, by definition have alreadd la labour-market experience; therefore, retrginiay not

have a direct connection with the occupation tHesaay have;

* Remedial VET: provides education and training fodividuals who are in some way marginal or out loé t
mainstream labour force; typically those who hawé lmeen employed for a long period of time or wiwonbt
have any labour-market experience; usually peopfedding on public income; Cedefop (Cedefop, Véibaeof
non-formal and informal learning in Europe: a siegp<2007, 2008) offered a distinction which encosges the

previous ones: initial and continuous educatiorahing (IVET and CVET)

» IVET refers to general or vocational education #&madhing carried out in the initial education systeusually

before entering working life. Some training undketa after entry into working life may be consideedinitial

7European Commission, Enterprise and Industry Directorate-General Promotion of SME Competitiveness,
Entrepreneurship(Final Version November 2009) Best Procedure Project: ‘Entrepreneurship in Vocational
Education and Training’ Final Report of the Expert Group.
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training (e.g. retraining). Initial education ardihing can be carried out at any level in generalocational

education (full-time school-based or alternatentray) pathways or apprenticeship;

* CVET is defined by the area of education or trajriinat comes in after entry into working life arichato help
people to (a) improve or update their knowledge/@ndkills; (b) acquire new skills for a career raowr
retraining; (c) continue their personal or professl development (Cedefop, 2008); continuing edocaand
training is part of lifelong learning and may engmss any kind of education: general, specialisegboational,

formal or non-formal, etc. (Cedefop, The Benefit¥ocational Education and Training, 2011).

The quality of VET and tertiary education in Indiaalso highly variable. According to industry seys, workers
trained in the VET system are often ill-equipped arequire significant on-the-job training (World i@ 2008).
Weaknesses in skill formation appear to be broaddawith workers often lacking technical knowledgel having poor
soft skills, including the inability to communicagéfectively in the workplace. There is also evicdef a skills mismatch
in technical and vocational areas, with graduatsnoemployed in fields other than those in whibleyt trained and
employers reporting skill shortages. In the teytis@gment there are a group of small elite ingtitst at the top end of the
scale including the 1ITs and 1IMs as well as otimstitutions of national importance that are insgionally renowned for
high-quality research and education, especially pobt-graduate students. A small number of busiredwols,
predominately private, also score well in speciisnternational rankings of business sch8dtew Indian institutions
feature in international university rankings anch@aurrently features in the top 100 of the mostrmmnly cited indexes.
To some extent this reflects India’s relative lesekeconomic development. An arguably more impdriadicator of the
weakness in the higher education system is theisgnpoor employability of many Indian graduatéecording to one
industry association representing software and icergector firms, only 10 to 15% of business gréekiaand
approximately one quarter of engineering graduata® judged to be employable (NASSCOM, 2009).Siryilalespite
thousands of applicants taking a civil service amie exam to fill just 30 specialised positiongd¢onomics and statistics,
only 23 applicants were found to be suitable (Kag0d0).

In higher education, in India, as in other coustribe expansion of private education has beercpky strong
in disciplines where start-up costs are relatively, returns to graduates are high and the sumgsganse from the public
sector sluggish (Levy, 2008). Degree-conferringyge colleges now dominate in a number of profesdidisciplines,
including engineering, information technology, mgement and some allied health disciplines suchhasacy. In VET,
growth in private industrial training centres haeb much faster than public-sector industrial trgjrinstitutes. As this
expansion has largely been driven by market foritdsgas enabled the supply of tertiary educatiooviglers to become
more closely aligned with the demands of the labmarket. For vocationally-oriented degrees, inipaldr, students
typically opt for the private sector if they arealte to secure a place at a public university diege. Hence, private
providers have acted to absorb excess demand aredelx@anded access to those who can afford torpayeas where
labour market prospects are good. Private unaidgtitutions typically receive no financial suppfdm the government
and rely heavily on tuition fees as the main sowfoeevenue. Fees are guided by state committese®erate on a multi-
tier basis whereby a minimum percentage of placeseqjuired to be made available to disadvantagetests at a lower

rate and the remaining places at a capped rate.nfiiters tend to set fees based on input costs twhilswing

*The Indian School of Business ranked twelfth in tB610 Financial Times list of the top MBA
programmes in the worladttp://rankings.ft.com/businessschoolrankings/glahba-rankings
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“reasonable” surpluses, despite the official nowofiprpolicy. As disadvantaged students are crodssisied, fees for
students required to pay the top rate exceed emstsare typically high relative to average housghwtomes (Carnoy,
2010)

Teachers are critical in shaping learning outcomed efforts to lift the overall quality of educatimeed to
consider ways to improve teacher effectivenessndia high rates of teacher absence and low levetffort have long
been recognised as having a major deleterious ingraschool learning (PROBE, 1999). Although teadiesence rates
seem to be declining, they remain relatively higisER, 2011). There appear to be significant difiees in teacher
attendance and observable efforts between pubdipamate schools, which may largely reflect diffeces in employment
arrangements. Whereas regular public school teacasr normally employed by state governments omaeent
contracts, teachers in private schools are emplayede school level on fixed term contracts. Teagln private schools
therefore face a stronger accountability mechanisdeed, in a survey of 3 000 public schools tivess only one instance
of a head teacher dismissing a teacher for repedisence, whereas in a sample of around 600 préehizols, 35 head
teachers had at some point dismissed a teacheepaated absence (Muralidharan, 2007). Evidencth@nmpact of
contract or “Para-teachers”, which have been remuiuin large numbers by some state governmentsl shortfalls, is
consistent with evidence on the effectiveness nfape school teachers and further reinforces thgoiance of effective
accountability mechanisms. Para-teachers are tedrdidocally, normally on a fixed-term contract, work in public
schools and typically have lower credentials, asien terms of teacher qualifications (Pandey620Part of the rationale
for recruiting Para-teachers was to assist regakchers but in practice Para-teachers often perfbe same function as
regular teachers, despite being paid a fractiomegtilar teacher salaries (Atherton, 2010). Repays ghat contract

teachers are more effective than regular teachdustar Pradesh and at least as effective in Bihar.

The value of vocational education was explicitlgagnised by the Department for Education (DfE)ténrecent
response to the Wolf Review. It stated that ‘vamadi education is a vital underpinning for our emoy ‘ (DfE, 2011) and
recognised that the future of the UK’s economyeebin high-level technical skills and its abilibyremain at the forefront
of technological change. The DfE called for edwragystem to address the long term weakness itigabteaching and
learning. The purpose of the (Wolf, 2011), publdhtiring the course of this research, was to cengidw to improve
vocational education for 14-19 year olds and themygfmmote successful progression into the labourketaand into
higher level education and training routes. Therep recommendations have been accepted by ther@ment and thus
set the context for the future of vocational teaghéind learning. It is therefore important to cdasithe implications of
the findings and recommendations for systemic changelation to effective vocational teaching dearning. As Wolf
states, the removal of micro-management and buraeyiin vocational education will ‘free up resowgder teaching and

learning’, which is an essential part of the vamadil education improvement plan (Wolf, 2011).

(International, 2009) Recognises that vocationalcatlon is often distinguished from ‘general or daraic
education’. It defines academic education as tHathvenables the learner to build analytical anticat thinking skills
and knowledge and vocational education — that whebelops craftsmanship, practical experience aadtipal problem
solving. As Educational International asserts hawethis understanding ‘does not hold up to scyutamd in fact it is
now contested that analytical and critical thinkisiglls are no less needed by vocational learneas their academic
counterparts and that vocational learning is ne ietelligent (B Lucas, 2010). In research and atlan policy, vocational

education is usually distinguished as education kads to various occupations. It prepares petpléunction at a
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specified level in specific roles in the contextusially paid employment (B Lucas, 2010). The ingace of which, was
recognised by the (Wolf, 2011), in its urge for Estyvocational qualifications to properly prepaaing people for the
labour market. This literature review thus accebis definition and uses the term ‘vocational edioca in two ways: (a)
as the route that enables individuals to gain vooat qualifications; and (b) as work related ediszathat can occur
across the curriculum and in a variety of settirigsjuding the workplace. Pedagogy The LSIS Excele Gateway

(Gateway, 2011) suggests that the term pedagogwtds more than just a set of teaching techniques.

Pedagogy Encompasses

. What is taught/learned — the content
. How it is taught or learned — approaches to teacaimd learning
. Why it is taught or learned — the underpinning ealuphilosophy or rationale.’

These three elements work in synergy and so, famgle, the ‘why’ will have a strong influence on aths
taught or learned and how. (J Cullen, 2002)sugdebi pedagogy is synonymous with ‘teaching methadd ‘teaching
styles’. In short, it is suggested that pedagogy loa taken to mean what teachers do to ensuretie§fdeaching and

learning takes place.

In the 21st Century, however, in order for indivathito play an active role in the UK's future ecomno
competitiveness, they have to be able to employda wepertoire of skills in order to respond efifeely to rapid world
changes and demands. This requires individuals nidenstand the knowledge they acquire, play with nideas,
communicate effectively, collaborate and relatel welbthers. They also need to be adaptive to ohabg able to form
plans, assess their progress and set new goalseats@logy and solve problems creatively to fintlsons to ‘wicked

problems’ (Murgatroyd, 2010).

An improvement in the effectiveness of teaching &aining is likely to result in an improvementlaarner
outcomes. As indicated in the Introduction sectiérnhis report, research tells us that the qualityeaching is the main
factor affecting learner achievement (Mourshed, 80®roviders are judged on a number of factorsnduOfsted
Inspections, but the quality of the teaching aratrang is considered to be a major consideratiah lbar that area of
inspection and the overall inspection grade. Then@on Inspection Framework for further education skitls, (relevant
for FECs and WBL providers) includes four key fastased to evaluate a provider's effectiveness effidiency in

meeting the needs of learners and other userse@009):
» QOutcomes for learners
» Provider’s capacity to make and sustain improvement
e Quality of provision
e Leadership and management.

These ten principles of effective teaching andreay, however, are relevant across schools anti€ugducation
(Council, 2006):

» Equips learners for life in the broadest sense
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» Engages with valued forms of knowledge

» Recognises the importance of prior existence aschieg

» Requires the teacher to scaffold learning

* Needs assessment to be congruent with learning

» Promotes the active engagement of the learner

» Fosters both individual and social processes atmbmes

» Recognises the significance of informal learning

« Depends on teacher learning

» Demands consistent policy frameworks with suppartéaching and learning as their primary focus.

» To discuss effective teaching and learning, itaé¢pful to use a framework and the one illustrated-igure 3
below was developed from the Improving the QuabfyEducation for All (IQEA) research project. This
framework encompasses four different elements fefcgéfe teaching - Teaching Skills, Teaching Relaships,
Teacher Reflection and Teaching Models. Importaiithg only when these four elements are in sypéngt they
are able to support effective teaching as Creenméosms us, ‘isolated components or effective eletaeof
individual components do not result in strong efean student achievement’ (Creemers, 1994). (Fahaday,
2011)

Online learning can be broadly defined as the disheninternet in some way to enhance the intevadbetween
teacher and student. Online delivery covers botmawonous forms of interaction such as assessineid and the
provision of web-based course materials and symcu® interaction through email, newsgroups anderenting tools,
such as chat groups. It includes both classrooraebasstruction and as well as distance educatiodesioOther terms
synonymous with online learning are ‘web-based ation’ and ‘e-learning’. E-learning is consideréé tatest advance in
technology-based learning. It is generally regardedelectronic’ delivery of learning on the Welr, laternet-enabled
learning. E-learning is seen as an alternativakttng courses in the traditional classroom setfpngyiding flexibility and
convenience in education ... The model that is emgrig access to learning, where, how and when rieeded, in a

learning environment that exists almost entirelyttWeb. (Charp, 2001).

Flexible learning strategies involving the use bé tinternet have generated much interest in academd
industry. However, as (Wright, 1999) note, cost-dfitranalyses of web-based distance learning asesep Research on
not only costs but also how these relate to effeatiutcomes is also rare. On the basis of a sedirk@y sources, only 15
articles or books could be identified that discasseport results of a study of the cost-effectegnof flexible learning

studies. Only two of these relate to an Austratiantext.

If technology is used as an add-on to existingviies, rather than as a means to reshape edugcétiem it will
simply add to the total cost of operations and $awings will be realised. Business has learnedpitwatuctivity gains and
cost savings come only when old ways of doing lmssnare abandoned and technological solutionsceglzem.
(Education, 2000) In broad terms, effectivenessascerned with outcomes: training is effective e extent that it

produces outputs relevant to the needs and denwdrnitis clients. It is cost-effective if its outcomare relevant to the
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needs and demands of clients and costs less thasutputs of other institutions that meet thiseciitn (Rumble, 1988).
The report of the Web-based Education Commissidnpartisan committee of the United States Congmstes that the
costs of the new technology need to be offset gyoavth in educational productivity. However, th@oet acknowledges
that this requires other organisational changdmtmade to achieve more productive educationatemvients. The report
also notes this process of supporting organisdtionange may not be a rapid one as ‘the produgtigéins found in
[United States] business through investments ihrtelogy took three decades to emerge’ (Educati®@0® The defining
features of effective learning, presented in tahleare derived from the discussion in the Unitedtedt Web-based
Education Commission’s report of education resediraffings on enhanced learning performance (Edora2000). In
terms of the learning process, the Web-based Eidnc&ommission identified four key elements frorsaarch: type of

knowledge, learner focus, nature of social intéoast and forms of assessment.

In relation to learner instructor interaction, @wst 1997) note that the role of the instructordsde change from
that of content provider to content facilitator lsycoming proficient in using the web as the printagcher—student link.

This involves learning to teach effectively withale visual control provided by direct eye contact.

Recent studies of corporate in-house training sstggghat online delivery in this environment progsicesults
whereby costs are lower and learning outcomesm@t€hute, 1999) (Berge, 1998). However, key congs in these
lower-cost results are savings in travelling comtsl student downtime. Within the corporate traingigiation, the
company incurs these costs that affect the botioendosts. By contrast, in a VET situation, thetitaon/provider does
not bear the costs of students’ travelling or tioosts. While the students implicitly face such spgtese are often not

recorded as a cost in assessments of the costibeafdlexible learning. (Curtain, 2002).
METHODOLOGY
The methodology for the study is three fold aswulsed below:

* Secondary data

A review of policies and national systems of guitkarwhereby the legal and policy framework, the ises/
delivered and the delivery methods will be desdatibihis will provide a systemization of the varyingtional frameworks

within which guidance operates.

e Questionnaire Data

It will cover experts/Trainers employed in the vib@aal training process & students who are on #oeiving end

of the programs who are consuming the servicesigied\by the trained pupils to evaluate the qualitgervice delivery.

A questionnaire will be distributed across expensbdfessionals that are employed in guidance-relate
organizations/ structures. The aim of the questoenis to find the actual tools being used in\i®ing the guidance,
opinion of experts to establish how far these t@wks in compliance with policy conceptual framewaakd draw some

conclusions on current state and suggestions forawisation in the learning process.

¢ Case Studies

A description of good practices in guidance will fi@vided which will be in coordination with theoge and

objectives of the study
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Consensual Qualitative Research (CQRYhile qualitative research has been critiqued &mking the rigor
generally employed in quantitative research, theRC@rocess offers a more rigorous qualitative apgrody
systematically examining the representativenesesflts as well as engaging multiple researchers avialyse and reach
consensus in interpreting results (Hill & William2p12; Hill, et.al., 1997).A modified version ofethconsensual
gualitative research (CQR) methodology developedHblyand associates was used to analyse the cdmapséve case
study data (Hill & Williams, 2012; Hill et al., 199. Consensual qualitative research methodolognésof the two most
frequently used qualitative inquiry approaches ipooated into counselling psychology research anghiticularly useful
in analysing semi-structured interview data. CQRoiporates elements from phenomenology, groundedryh and
comprehensive process analysis.

The essential components of CQR are the use adgeh-ended questions and semi-structured datactiofie
techniques, typically in interview format, whicHaab for the collection of consistent data acrosividuals as well as a
more in-depth examination of individual differencéls) several researchers participating throughbat data analysis
process to foster multiple perspectives; (c) cosssito arrive at judgments about the meaning ofitia; (d) at least one
auditor to check the work of the primary team cfe@chers and minimize the effects of groupthinkrgnthe members
of the primary team; and (e) identification andthgsis through three distinct steps into domaiosg @deas, and cross-
analyses in the data analysis process.

In the present study, the core CQR components a@apted in into the analytic strategy withthe ind¢ign of
data gathered through both focus groups and ing@ichterviews conductedwith participants. Datalgsia using CQR
involves three central steps. Domains (i.e.,togeduto group or cluster data) are identified anedu® segment focus

group and interview data.

Core ideas (i.e., summaries of the data that capghe essence of what was said in fewer wordsatid greater
clarity) are abstracted from the focus group andrinew data within domains.Finally, cross-analyisisised to construct
common themes across participants (i.e., develegoats that describe common themes reflecteceiahe ideas within
domains across cases).

Within the CQR process, representativeness is giypeachieved by using labels to identify thefreqeye of
responses when data has been collected via individterviews. However, whenusing data collectawugh multiple
modalities, including focus groups, into the anafytocess, alternative methods for appropriatelylecdng
representativeness must be addressed(Chui, Jackegon& Hill, 2012). The researchers in this studyentionally
modified the CQRprocess by forgoing response frequeand instead ascertained representativenessgtirareful
individual analysis, substantial team discussiarg aubscription of response valuethrough the causeprocess. An
auditor familiar with the study, but external t@tbonsensusprocess, provided input to ensure wtstiwess and integrity
of the results by providing anextensive reviewhsf trafts. A draft version of the results was alksot to main participants
ineach state agency for a factual review of contant they concurred that the findings accuratphgsented their

respective agencies.

Data Analysis: Data was analysed using consensual qualitativarelsé¢CQR) methodology with members ofthe
research team each following the established relsegrotocol. While discussion and differing viewpisi served as

valuable functions of this process, ultimately @y®up reachedconsensus in identifying domains amd weas that
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accurately represented the data. Results ofthey sital portrayed in an interpretive narrative regmmsistent with the

constructivistparadigm. Data analysis using the GaEhod involved the following three prescribedste

Domain identification: The first step in analysing data using CQR methagloinvolved review of participant
responses gathered through interviews and obsemgatBased onthe interview questions, each membgreoresearch
team divided data into relevant domains, ortopéaay independently. Domains serve as the starting jm grouping or
clustering copiousamounts of information and maglude context and specific strategies or interverdti (Hill et.al.,
1997). Following the independent review and domiientification stage, the groupconvened to disceisggested
domains, add or delete domains as needed, and ceasbnsuson the final domains used to accuratetyay results. The
draft domains were sent to theexternal auditorrésiew. Auditor input was considered and discusaeda team with
revisionsto the domain areas made accordi@glse ideas.Following domain identification, the researchemddpendently
summarizedthe content of each domain into briefrabs with the intent of capturing the essencashdomain in as few
words as possible and with enhanced clarity (Hilale, 1997). Core ideasincluding brief abstraats@mmaries were
developed for all material within each domain fertstudy. The draft core ideas were sent to thermadteuditor for
review with appropriatechanges based on auditati@ek subsequently made. The team then met tosdishesuggested

core areas, revise as needed, and arrive at carsskefre moving to cross-analysisof the data.

Cross-Analysis: The final step in the CQR process was a crossyaisahvolving the development of categories
to describe consistencies across the core ideasmvdbmains (Hill et.al., 2005; Hill et. al., 1990ross-analysis is more
complex than the previous steps of domainand atea identification and allows for a higher levelatfstraction. The
cross-analysisprocess required the researchergatively and dutifully derive categories by idéjitigcommon themes
or elements across responses within the sampler@dearchers againindependently reviewed the aeees ddentified
within each domain and suggested potentialcategofire team subsequently met to compare categan@sletermine
which bestrepresented the data (Hill et al., 199&any, Thompson, & Hill, 2012). Hill andcolleag(@305) recommend
characterizing categories using frequency terntegerahan numericalrepresentations, with geneallte applying to all
or all but one of the cases, typical resultsapiym at least half of the cases, and variant resplying to at least two

but fewer thanhalf the cases. Appendix E contaisyghesis of findings across the four state sasnple
Auditor

Integrating the assistance of an auditor, who ngilfar with the study, but external to theconsengieess, is a
unique feature of CQR methodology (Ladany et &12). The auditorfor this study reviewed all rawtadaollected,
reviewed and provided input for each domain todeitee whether (a) the data was accurately assignéftetdomain; (b)
key material in thedomain was accurately abstraottm core ideas; and (c) the wording of core ideas conciseand
reflective of the raw data (Hill et al., 1997). Hind colleagues (1997) recommend thatauditorsigeorich feedback as
this encourages the research team to think cayedblbutabstracting and determining best constmatiothe data. The
auditor provided her comments tothe team who tlEisidered and opted to accept or reject each cotrimased on a full
andthoughtful discussion. The process was repetdednsure that the domains identified by theteamurately
represented the data. The auditor also revieweddhwpleted cross-analysis toevaluate adequacyemmdgentativeness of

the data and offer feedback to the primary team.
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