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The purpose of Estyn is to inspect quality and standards in education and training in Wales.  Estyn is responsible for inspecting:
· nursery schools and settings that are maintained by, or receive funding from, local authorities (LAs);

· primary schools;
· secondary schools;
· special schools;
· pupil referral units;

· independent schools;
· further education; 

· adult community-based learning;
· youth support services;

· youth and community work training;
· LAs;
· teacher education and training;
· work-based learning;

· careers companies;

· offender learning; and

· the education, guidance and training elements of the Department for Work and Pensions funded training programmes.

Estyn also:


· provides advice on quality and standards in education and training in Wales to the National Assembly for Wales and others; and

· makes public good practice based on inspection evidence.

Every possible care has been taken to ensure that the information in this document is accurate at the time of going to press.  Any enquiries or comments regarding this document/publication should be addressed to:

Publication Section

Estyn

Anchor Court

Keen Road

Cardiff

CF24 5JW   or by email to publications@estyn.gsi.gov.uk
This and other Estyn publications are available on our website: www.estyn.gov.uk
© Crown Copyright 2009:  This report may be re‑used free of charge in any format or medium provided that it is re‑used accurately and not used in a misleading context.  The material must be acknowledged as Crown copyright and the title of the document/publication specified.
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Introduction and background

1 As part of their Skills That Work for Wales’s action plan (2007), the Welsh Assembly Government commissioned a review of the Careers Services in Wales in 2008. 

2 The Department for Children Education Lifelong Learning and Skills (DCELLS) is undertaking the review.  It began in autumn 2008 and the final report is due for completion by June 2009, with implementation of the agreed outcomes of the review in April 2010. 
3 The Welsh Assembly Government (WAG) asked Estyn to contribute to the DCELLS review by analysing Estyn inspection and thematic surveys’ findings in the current inspection cycle (2005-2010).
4 The purpose of the WAG review is to determine how well placed Careers Wales is to respond to dynamic factors arising from policy developments, demographic changes and economic conditions in Wales.  In particular, the review will assess whether:

· current careers information, advice and guidance arrangements (IAG) in Wales are efficient, effective and fit for purpose; and

· there is scope for improvement.
5 The review’s terms of reference state that it will:

· encompass the current range of all-age guidance services provided by the Careers Wales companies and their relationship with other advice and guidance provision in education, the voluntary sector, business and the benefits system;

· consider how provision of careers services in Wales compares with that in other parts of the UK and other leading countries by reference to internationally established criteria of good practice and imperatives; 

· take account of forecast prospective advice and guidance needs of the people of Wales and emerging policy initiatives; and 

· make recommendations on what services will be needed in the future together with the best means of resourcing and delivering those services.

6 The review will take account of the views of a range of informed stakeholders. Careers Wales companies and lead officials in the Assembly, Estyn and Jobcentre Plus Wales will supply initial evidence as well as contributing to the development of the final recommendations.      

Terms of reference 

7 The following objectives for Estyn’s submission were agreed with the Welsh Assembly’s Careers Policy Branch in September 2008:

 To compare the:  
· outcomes and standards of service in Careers Wales companies;

· quality of service delivery across companies;

· range of services offered by companies;

· scope and effectiveness of companies’ support for clients;

· standards and effectiveness of leadership and management within companies;

· effectiveness and fitness for purpose of self-assessment processes and companies’ management of quality; and

· effectiveness of companies’ management of resources.

8 The paper will also seek to identify:
· strengths and weaknesses;

· key strategic issues; and

· to provide an analysis on the current value for money that companies offer.

Methodology

9 A team of four HMI undertook a detailed desk analysis of the results of Estyn’s inspections of Careers Wales companies in the current cycle (2005-2010).  These included the following inspections and thematic surveys:
Inspections:

· Careers Wales Cardiff and Vale (CWC&V) (2005);

· Careers Wales North East (CWNE) (2005);

· Careers Wales Gwent (CWG) (2006);

· Careers Wales North West (CWNW) (2007); and

· Careers Wales West (CWW) (2008).

10 In addition, Careers Wales Gwent invited Estyn to review their progress in improving the quality and standard of guidance interviews following their inspection in 2006.  Our analysis takes account of the progress made.

Thematic survey reports:
· The progress and effectiveness of Careers Wales On Line (March 2006);  

· Good practice in how Careers Wales Companies challenge gender stereotyping (April 2007); and
· Supporting Learning Pathways (July 2008).

11 Following the analysis of the reports and inspection data, inspectors used the outcomes to make comparisons of overall performance against the mean average performance of the five Careers companies using the grades awarded for the seven key questions of the Common Inspection Framework (CIF).  The report provides a summary of the inspectors’ findings, recommendations for both welsh Assembly Government and Careers Wales companies and an analysis of careers company performance.
Estyn’s Common inspection framework (CIF) 
12 Estyn uses its CIF for the inspection of all education and training sectors in Wales including Careers Wales and Department for Work and Pensions funded training programmes.  The CIF comprises seven key questions under the following headings.
Standards

1 How well do learners achieve?
The quality of education and training

2
How effective are teaching, training and learning?

3
How well do the learning experiences meet the needs and interests of learners and the wider community?

4
How well are learners cared for, guided and supported?

Leadership and management 

5
How effective are leadership and strategic management?

6
How well do leaders and managers evaluate and improve quality and standards?

7
How efficient are leaders and managers in using resources? 

13 Estyn’s reports follow its guidance for writing and editing of reports, which is available on the Estyn website (www.estyn.gov.uk).  The table below shows the terms that Estyn uses and a broad idea of their meeting.  The table is for guidance only.
	Nearly all
	with very few exceptions

	Most 
	90% or more

	Many 
	70% or more

	A majority 
	over 60%

	Half/around half
	close to 50% 

	A minority
	below 40%

	Few
	below 20%

	Very few 
	less than 10%


Estyn Inspection Grades

14 Estyn uses the following scale of grades to show inspection judgements.
	Grade 1      Good with outstanding features 

	Grade 2      Good features and no important shortcomings

	Grade 3      Good features outweigh shortcomings

	Grade 4      Some good features, but shortcomings in important areas 

	Grade 5      Many important shortcomings     


Summary

15 Overall, grades for each Key Question of the CIF were at or above the quality threshold (Grade 3) apart from Key Question 2, related to advisers’ guidance skills and the quality and standard of interviews, which was a Grade 4 in Careers Wales Gwent.  However, a subsequent review visit to Careers Wales Gwent showed that actions taken by company staff were leading to improvements in these areas.
16 The last two companies inspected by Estyn were awarded Grade 1 or Grade 2 for each Key Question; demonstrating good or very good standards and outcomes for clients, a good or better quality and range of services and a good or better standard of leadership and management.  This is an improving picture.   

17 Estyn has not re-inspected any Careers company so far in this cycle, so we cannot identify if companies have improved across the Key Questions.  The thematic inspections carried out in the period focus on a particular theme so findings cannot be used to judge overall services. 
18 Comparison of the grades awarded at each inspection show differences in performance across companies for the CIF Key Questions.  Inspectors have awarded grades ranging from Grade 1 (Good with some outstanding features) to Grade 4 in one case (some good features, but shortcomings in important areas).         
Standards
19 Standards have been good in a majority of interviews and many group sessions.  In these, most clients made good or very good progress as a result of careers advice and guidance activities.  This includes knowledge about career and learning opportunities.  Most clients learnt how to use the Careers Wales.com website to find out about careers information.  Nearly all adult clients were clearer about their career aims, with most making good progress into new employment, education or training.

20 Overall standards and outcomes were good with outstanding features in a few (10%) interviews and group sessions (10%) across Wales.  

The quality of education and training

21 Across Wales, a majority of interviews between careers advisers and clients were of good or better quality.  Companies have introduced and established all-Wales guidance standards that have refreshed and refocused advisers’ approach to interviews and group work well.

22 The best performing company for interviews has been the North West.  In the most effective practice, advisers negotiated a contract skilfully and explored clients’ circumstances and needs thoroughly.  They checked understanding throughout the interview, and negotiated and agreed action points effectively.  All advisers encouraged clients to reflect usefully on their work experience.  They made very good use of resources, including labour market information, the Careers Wales website and a good range of visual aids.

23 Across Wales, a minority of clients experienced satisfactory service with very few experiencing unsatisfactory service.  The quality of interviews ranged from Grade 1 to Grade 4.  

24 Overall, Careers Wales West and the North West provided an outstanding range of services to clients who were not in education, employment or training (NEET).  They had excellent links with employers and worked very well with a wide range of partners to enhance and extend services to clients.  All companies offered a good range of work-focused activities to schools and colleges, worked well in partnership with 14-19 learning networks and employers.  This is the most consistently good area of the work of the careers companies.  

25 Overall, the scope and effectiveness of support offered by careers companies to clients ranged from outstanding in two of the companies, to satisfactory.  Staff in the North West and Cardiff and Vale provided care and support for all clients that were good with outstanding features.  This included those with learning difficulties and the most vulnerable, such as those clients who are NEET.  In both companies, the promotion of equality of opportunity had outstanding features.

Leadership and management 
26 The management of resources is the strongest element of leadership and management with two companies judged to be good with outstanding features.  
In one company, the North West, leadership and management, the management of quality and the management of resources were good with outstanding features.

27 In the best practice, shown in the Careers Wales North West, all staff had a shared vision and ownership of the quality improvement processes.  Features of outstanding practice include a culture that is self-critical, safe and developmental.  Staff felt valued, empowered and appraisal helped them to strive for excellence.  The company led developments and used opportunities well to pilot innovative practice, evaluated, learned and developed further.  There was a strong and consistent focus on improving the achievement of clients. 
28 In the Careers Wales North West, leaders and managers know the strengths and skills of their staff and deploy staff well to respond flexibly to clients’ needs.  Staff were innovative and very focused on leading improvements that will benefit clients. Staff development matched very well to the company’s priorities and as a result, there were significant improvements in the quality of advice and guidance given to clients.  The quality of accommodation and learning resources is good.  
Recommendations

29 In Appendix 3, ‘Key factors for improvement’ are set out.  These link to overall inspection findings for standards, outcomes and quality of delivery in this document and are designed to give focus to particular areas that require improvement that will support the achievement of the relevant recommendations listed below.      

30 In order to improve the standard, quality and consistency of careers provision in Wales. 

Careers Wales companies should:

R1 agree a national strategy and implementation plan to raise the quality, standards and outcomes of guidance activities for clients; 

R2 improve the focus of performance indicators so that they can inform planning of the improvement of service impact;

R3 improve mechanisms to share good practice and enhance staff skills and empowerment across Wales to support clients to achieve the best outcomes from their involvement with Careers Wales;

R4 improve the work by Careers Wales staff to prepare young people, including activities through Education Business Link and Careers Wales on-line activities, so that they have more information on and are better prepared for the guidance process with greater emphasis on establishing good careers planning skills;

R5 build on good partnership working practice with 14-19 learning pathways to further develop strategies to improve the influence that Careers Wales has on key partners involved in preparing young people to make effective career decisions;

R6 build on good practice to provide effective support for clients from minority ethnic and vulnerable groups, and for those whose first language is other than English and/or Welsh;

R7 establish a national strategy to ensure that services reduce the impact of gender and other aspects of stereotyping in the way that clients make and implement career plans;

R8 improve the focus of strategic planning to ensure that all plans: 

a. make good use of data; 

b. are monitored efficiently;

c. make good use of improvement targets;  

d. clearly show, through evaluation, the impact that plans have on clients’ progress; and   

R9 improve all staff members’ understanding of business planning, performance monitoring and quality management for service improvement.
The Welsh Assembly Government should:

R1 develop contract specifications and delivery targets that focus more on service impact and client outcomes; and

R2 encourage, within contract specifications, local services to benchmark performance against national levels of service agreed by the Welsh Assembly Government.    

Outcomes and standards of service   

Overall grade profile 

	Company
	CWW
	CWG
	CWC&V
	CWNE
	CWNW
	Wales 

	Grade
	2
	3
	2
	3
	2
	2.4


31 Standards and outcomes for clients have been good with no important shortcomings in Careers Wales North West, West and Cardiff and Vale.  Good features outweighed shortcomings in the North East and Gwent.  The last two Estyn inspections showed improvement with standards being consistently good with no important shortcomings.

Good features:
· standards have been good in a majority (64%) of interviews and many group sessions (77%) (See Appendix 1).  In these, most clients made good or very good progress in careers advice and guidance activities.  As a result, they knew more about career and learning opportunities.  They were also more focused and realistic about career choices.  With help and support from company staff, they improved their career planning skills considerably; 

· many clients learned to use the Careers Wales.com website to find out about careers information.  Nearly all young clients who took part in work related education activities supported or delivered by Careers Wales staff improved their understanding of what skills employers want.  Young clients who were unemployed knew about vacancies.  By participating in such programmes as Youth Gateway, they developed skills that help them to get on in the workplace.  Nearly all adult clients were clearer about their career aim.  With support advice and guidance from their adviser, most made good progress into new employment, education or training; and
· the average of the overall grades that inspectors awarded to the outcomes they observed (the headline outcome grade) in group sessions across Wales is 2.16 suggesting that group work outcomes are better than guidance outcomes (2.33).  Generally, advisers gave good attention to identifying learning outcomes when planning group sessions.  They paid good attention and gave better focus to what clients should achieve.   

Shortcomings:
· overall outcomes for clients and standards were unsatisfactory in a very few interviews (7%) and group sessions (2%).  There were a minority of  interviews (29%) and group sessions (22%) where outcomes were satisfactory for clients;

· where outcomes for clients were unsatisfactory, common problems were that clients did not develop enough understanding about which of their career ideas were realistic or best suited to their strengths and abilities.  They did not know enough about the labour market or the range of relevant options open to them.  As a result, clients’ career planning was not robust enough;     

· overall, outcomes for clients are outstanding in a few (10%) of interviews and group sessions (10%) across Wales; and
· the distribution of group session outcomes grades for sessions awarded by inspectors across Wales is different from that for the overall grades awarded for group work.  There are less Grade 1s (10% for ‘outcomes’ compared with 16% overall), indicating that there is less very good practice in the achievement of outcomes than in the group session process itself.   
The quality of delivery services across Wales
Overall grade profile 

	Company
	CWW
	CWG
	CWC&V
	CWNE
	CWNW
	Wales

	Grade
	2
	4
	2
	3
	1
	2.4


32 The quality of careers advice and guidance services for clients was good with outstanding features in Careers Wales North West and good with no important shortcomings in Cardiff and Vale and West.  Good features outweighed shortcomings in the North East and there were some good features, but shortcomings in important areas in Gwent.  
33 In the review visit to Gwent in 2008, inspectors identified that actions taken by company staff were leading to improvements in the advisers’ guidance skills and the quality and standard of interviews.
34 The last two Estyn inspections of Careers companies showed improvement with the delivery of services consistently good or better. 

Good features:
· across Wales, a majority of interviews were good or better.  Just over half of interviews (51%) were good with a few (14%) being outstanding (See Appendix 2);  

· a majority of group sessions were good.  Over half were good (56%) with a few (10%) being good with outstanding features;
· companies have introduced and established all-Wales  guidance standards that have refreshed and refocused advisers’ approach to interviews and group work well;  

· the best performing company has been Careers Wales North West, where many (77%) interviews with clients were good or better.  Where they were good with outstanding features, advisers negotiated a contract skilfully and explored clients’ circumstances and needs thoroughly.  They checked understanding throughout the interview with the client, and negotiated and agree action points effectively.  All advisers encouraged clients to reflect usefully on their work experience.  They made very good use of resources, including labour market information, the Careers Wales website and a good range of visual aids.  Most (92%) group work sessions were good or better.  Advisers encouraged full participation, shared objectives with clients and communicated well.  The company promoted bilingualism strongly.  Staff ensured that clients have services in their chosen language.
Shortcomings:
· overall a very few (8%) interviews have been unsatisfactory across Wales.  Almost 27% were of a satisfactory quality.  Therefore a minority of clients experienced satisfactory or unsatisfactory service.  The quality of interviews was not consistently high across Wales; 

· in the very few interviews that were unsatisfactory, advisers failed to contract well with clients at the start of the interview.  As a result, they did not understand the client’s needs or expectations in terms of careers advice and guidance.  These interviews were not client-centred.  The adviser dominated the interview.  This led to an over-emphasis on giving the client information rather than providing advice and guidance.  In some of these interviews, the lack of access to the Careers Wales website and other internet-based resources, in some venues, resulted in a missed opportunity to use this resource as a tool for career planning;

· a minority (22%) of group sessions were of satisfactory quality; and  

· overall, the average headline grade awarded for group sessions is 2.21, whereas for guidance interviews it is 2.28.  This shows that inspectors judged the quality of group work to be slightly better than interviews.

The range of services offered by companies

Overall grade profile 

	Company
	CWW
	CWG
	CWC&V
	CWNE
	CWNW
	Wales

	Grade
	1
	2
	2
	3
	1
	1.8


35 Two companies provided a range of services to clients that were good with outstanding features.  Two companies had good features and no important shortcomings and in one, good features outweighed shortcomings.   

36 All companies offered a good range of work-focused activities to schools and colleges.  They also offered a good range of provision for teachers including teacher placements, training events and support and mentoring that help with curriculum planning and enrichment.  

37 In the last two Estyn inspections, Careers Wales North West and West offered a range of services that were good with outstanding features.  This is an improving picture.  Both offered a very good range of good services to clients who were not in education, employment or training.  They had excellent links with employers.  The companies worked very well with a wide range of local partners to enhance and extend services to clients.

Good features:
· the range of innovative activities to help clients learn about the world of work including the sessions run by employers, the use of Information Communications and Technology (ICT) software, visits and talks;

· the range of ICT based software programmes to help clients learn about entrepreneurship and gain useful business skills, such as piloting innovative virtual software programmes featuring specific industries to enhance the  curriculum;

· useful curriculum enrichment activities for teachers and pupils in junior schools to gain a good insight into occupations and recruitment that reflect the local economic environment;

· effective and innovative publicising of activities available to schools to enrich work related activities with bilingual labour market information publications available;

· the contribution to strategic partnerships with other organisations to enhance the local planning of 14-19 Learning Pathways.  Companies have supported local Learning Networks well to address local priorities and to help learners to make informed career decisions.   They have made a good contribution to extending the provision and enhancing the quality of work-focused education;     

· support to 14-19 Learning Networks such as hosting Keeping In Touch (KIT) with managers in two local authority areas and work with other authorities to reduce the number of those who are NEETs.  Companies also were providing useful research to identify contributory factors exploring why pupils become NEETs;

· all companies were making a good contribution to extending the provision and enhancing the quality of work-focused education, including alternative methods to traditional work experience and activities that develop entrepreneurship;
· there were examples of very good partnership work with Sector Skills Councils and employers to improve recruitment, for example in a skill shortage area (the energy industry);

· challenging gender stereotyping by promoting bursaries for clients who chose non-traditional career options  and tackling gender issues in work experience through business link activities such as ‘Girls Behaving constructively’; and
· help for employers to fill vacancies quickly and the use of visits to market other services and good support for adults facing redundancy.

Shortcomings:
· Companies had not yet evaluated and shared best practice enough to identify and agree how business plans and strategies for allocating resources can best respond to the impact of Learning Pathways on learners’ guidance needs.    
Scope and effectiveness of companies’ support for clients

Overall grade profile 

	Company
	CWW
	CWG
	CWC&V
	CWNE
	CWNW
	Wales

	Grade
	2
	3
	1
	3
	1
	2


38 In two of the companies, support was good with outstanding features.  It was good in one and good features outweighed shortcomings in a further two.  The last two Estyn inspections reported that support for clients was consistently good or better.
39 Staff in the Careers Wales North West and Cardiff and Vale provided care and support that were good with outstanding features for all clients.  This included those with learning difficulties and the most vulnerable, such as those clients who are NEET.  The companies’ promotion of equality of opportunity also had outstanding features.

Good features:
· high priority was given to providing targeted help as soon as possible for clients, such as NEET clients;

· the promotion of partnership with parents and carers with the range and number of contacts made increasing;

· very good quality client information shared by partner organisations to promote timely support for vulnerable clients;

· learning and Skills Plans of a very good quality that help learning providers plan support for clients;

· the use of promotional videos featuring clients who have benefited from services and to celebrate achievement;
· excellent arrangements for young people at risk of becoming disengaged by using extended work placements, mentoring, alternative provision with robust monitoring in place;

· robust tracking and analysis of client outcomes;

· very strong focus on equality and diversity in work with clients that underpins planning and resource decisions;  

· staff were consistent and sensitive when challenging stereotypical ideas; 

· support for vulnerable and at risk groups particularly through effective Youth Gateway and KIT projects including good quality work placements, good transition arrangements with post-16 providers, help for parents and use of visual materials to help clients assess their skills and identify interests;

· support for NEETs and work with gypsy travellers;

· use of community venues to meet with specific groups such as asylum seekers and clients with mental health problems;

· use of hearing loops in centres and guidance material for visually impaired clients; and
· targeted support in community for adult clients.

Shortcomings:
· inconsistency in the way careers advisers explained the boundaries of confidentiality to clients;

· staff did not always address all barriers to aid progress for all clients;

· staff missed opportunities to challenge gender stereotyping; and
· whilst interpretation services were available in all careers companies to support clients whose first language is not English or Welsh, these services were not always promoted well enough.

Standards and effectiveness of leadership and management 

Overall grade profile 

	Company
	CWW
	CWG
	CWC&V
	CWNE
	CWNW
	Wales

	Grade
	2
	3
	2
	3
	1
	2.2


40 In one company, leadership and management was good with outstanding features.  In the last two companies inspected by Estyn, it was good or better.  
41 In the best practice, in Careers Wales North West, company staff had a shared vision and shared ownership of the quality improvement processes.  There was excellent communication and strong outward looking partnerships demonstrating real synergy rather than just working together.  Features of outstanding practice include a culture that is self-critical, safe and developmental.  Staff felt valued and empowered.  Appraisal systems helped them to strive for excellence.  The company created and used opportunities well to pilot innovative practice, which they evaluated well and the lessons learnt contributed to further developments.  There was a strong and consistent focus on improving the achievement of clients. 

42 In other companies, management processes such as target setting or managing performance sometimes had shortcomings.  Whilst all companies had appraisal systems in place, the quality of appraisals varied.  In two companies, completion of appraisals was not always to a consistently high standard to support planning for improvement effectively.

43 Boards of Directors in all companies provided appropriate support and challenge to managers.  However, in three companies the composition of the Boards was not representative enough of the communities that companies serve.

44 Careers Wales companies have worked with Careers Wales Association very well to further develop the Careers Wales website.

Good features:
· strong and constant focus on improving achievement of clients;

· clear direction, mission and vision; well written business plan involving consultation with staff, partners and clients;

· leaders managed change well;

· leaders were are forward thinking with key personnel at every level to champion change and the improvement agenda;

· leaders and managers used data analysis effectively with staff observations, staff consultations, team meetings, quality development plan processes and partnership agreements used to identify and monitor progress and further developments;
· an effective organisational and management structure was in place;

· the development of staff and leaders in all roles with attention paid to developing all staff at all levels;

· excellent communication existed with all staff involved in setting the company’s business targets;

· appraisal process helped staff strive for excellence.  Good and thorough appraisal systems are easy to use and linked to business targets and strategic aims.  Managers dealt with underperformance;

· low staff turnover;

· board membership reflected a wide range of stakeholders who use knowledge well to challenge and support the company.  The Board gives clear and  strong leadership and receives regular data on performance;

· the company played a prominent and influential role with strategic partnerships; and
· the company piloted innovative programmes with partners, evaluated outcomes and identified and learned ways to further develop services. 

Shortcomings:
· in one company, leaders and managers did not help staff well enough to set targets and staff were not clear about the relationship between targets and performance and in another, a few managers found it difficult to challenge poor or under performance; 

· in one company, managers did not always respond quickly enough to replan workloads throughout the year and in others, there are instances of significant under and/or over achievement; 

· in one company, delivery level plans did not take enough account of quality assurance and training and development activities or targets did not focus enough on effectiveness, quality or impact; 
· boards did not include always have a broad enough range of skills and overall did not have enough representation of women, the private sector and ethnic minority groups; and

· companies did not work together enough to share and build on good practice.  For example, in challenging gender stereotyping, where companies did not have a pan-Wales strategic approach.  
The effectiveness and fitness for purpose of self-assessment processes and management of quality

Overall grade profile 

	Company
	CWW
	CWG
	CWC&V
	CWNE
	CWNW
	Wales

	Grade
	2
	3
	2
	3
	1
	2.2


45 One company had processes that were good with outstanding features.  Two had good features with no important shortcomings and in a further two, good features outweighed shortcomings. 

46 The last two Estyn inspections reported that the management of quality was judged to be good or better.  This is an improving picture.

47 In Careers Wales North West, processes were good with outstanding features.  Planning for improvement was a significant strength.  This company made very good use of the outcomes from thematic surveys and the recommendations from the last Estyn inspection to drive quality improvement.  The excellent quality development plan linked clearly to company objectives and the impact on service users.

48 Overall, across Wales, self-assessment draws well on a range of processes and generally involves all staff.  In a few instances, reports were too descriptive and targets for improvement are not Specific Measurable Achievable Resourced Time‑related (SMART) enough.  In the best practice, in the Careers Wales North West, partners also contributed to the self-assessment of the company.  Generally, companies did not focus enough on evaluating the impact and effectiveness of services and relied too much on client perceptions.  Whilst the performance indicators that companies used to measure service effectiveness gave useful feedback from clients and analysis of destinations of Year 11 pupils and adults for example, they did not go far enough to measure how well services actually improve the effectiveness of clients’ planning and progression within their career plans. 

Good features:
· comprehensive annual internal inspections and useful quality development plans with all staff involved in the  self evaluation process;

· good quality management of third party arrangements and their staff’s work;

· annual training and development to support quality improvement;

· internal inspections that facilitate the sharing of best practice, manager and peer observations, thorough moderation arrangements, cross-company task groups and the intranet to disseminate findings; 

· use of focus groups and in the best case, involvement of partners in the self‑assessment process;

· effective compliments and complaints procedures;
· very effective planning for improvement in the North West with good use of recommendations from inspections, including the  outcomes of thematics;

· in the North West the quality development plan linked clearly to business plan objectives and the impact on service users;

· the performance management system complemented staff development programmes; and
· exceptional mentoring, guidance and support for staff that was highly valued and developmental.
Shortcomings:
· self-assessment reports were too descriptive in parts with limited judgements on the effectiveness of services in the self-assessment report; 

· evaluation focused too much on client perceptions and not enough on impact of services and client outcomes;

· evaluation reports did not set out clear recommendations to help plan service improvements and targets for improvement were not always SMART;

· some mentors used to support quality improvement activities demonstrate only satisfactory performance themselves; and
· too often shortcomings identified in interviews were underestimated in terms of their impact on the overall quality of guidance. 

Effectiveness of companies’ management of resources 

Overall grade profile 

	Company
	CWW
	CWG
	CWC&V
	CWNE
	CWNW
	   Wales

	Grade
	2
	3
	1
	3
	1
	2


49 In two companies, the management of resources was good with outstanding features.  It was good with no important shortcomings in one and good features outweighed shortcomings in a further two.  The last two Estyn inspections judged that both companies managed resources well and provided good or better value for money.  

50 Overall, across Wales, staff were well qualified and had good access to appropriate continuous professional development to promote good practice.  The companies have worked well together to develop and establish all-Wales guidance standards.   However, not all companies evaluated effectively the impact of staff development on service delivery.
51 Generally, the accommodation in careers centres was good, but too often, the accommodation used in schools and colleges by careers company staff was unsatisfactory and not conducive to offering clients the best possible service.
52 The quality of information and learning resources was good overall.  
Good features:
· most companies made good use of continuous professional development; 

· the accommodation in careers centres was generally good;

· generally, there were good arrangements for managing staff absence to reduce staff sickness and increase the retention of staff; 
· in the best practice, there was good promotion of work-life balance and staff access to appropriate and flexible working arrangements;
· in the best practice, leaders and managers knew their strengths and skills of their staff and deploy staff well to respond flexibly to clients’ needs.  Staff were innovative and very focused on leading improvements that will benefit clients. Staff development was matched very well to the companies’ priorities and resulted in significant improvements in the quality of advice and guidance given to clients; and    
· overall, the quality of information and learning resources was good.  Most companies produced information in a variety of formats and languages to meet the linguistic needs of clients in their communities.
Shortcomings:
· companies did not always have secure systems in place for ensuring that all accommodation used to interview and offer advice and guidance to clients was of a fit for purpose standard.  Companies did not consistently set minimum standards for the accommodation they use in educational establishments.  Where companies identified poor accommodation in the regular surveys they undertake, they did not identify clearly enough the action to be taken to improve facilities. The review of partnership arrangements with schools and colleges did not address these issues well enough; and  

· staff development was not always evaluated in relation to its impact on staff performance and occasionally, a few staff were making slow progress towards completion of NVQ level 4 training and the effectiveness of training at this level was not consistently good.
Appendix 1

Grades awarded by inspectors on observation form for overall outcomes for clients in interviews:
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Grades awarded by inspectors on observation form for overall outcomes for clients in group sessions:
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Appendix 2

Overall grades awarded by inspectors on interview observation form:
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Overall grades awarded by inspectors on group session observation form:
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Appendix 3   

Key factors for improvement
1.  Clients’ readiness for guidance and realistic careers plans:

a
Inspectors make judgements at the start of interviews about how well informed clients are.  The tables below outline the results to date for young people and adults.
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Overall, clients are initially better informed in Cardiff and Vale and North East both in relation to other companies and better than the Wales average.  In the North West and West, clients are only adequately informed and in Gwent they are poorly informed.  This results in the careers adviser having even more to achieve in the guidance interview.  In general, adults rather than young clients are better informed at the beginning of their interviews. 
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b
Inspectors grade how realistic clients are in their career ambitions because of the help that careers advisers give during guidance.  Careers advisers in the North West achieve the most and Gwent the least.

The average of the grades awarded for realism shows that all companies achieve satisfactory standards in developing clients’ realism.  However, in no one company can we say that realism is unequivocally ‘good’, an average of Grade 2 or better. 

All companies need to improve the degree of realism that clients achieve by the end of a guidance interview.

2.  Value-added indicators:
In coming to a judgement about the overall grades for Key Question 2, inspectors weigh up the achievements of careers advisers and clients during a range of guidance activities with the numbers of grades awarded for each activity.  
When we compare inspectors’ judgements about the effectiveness of clients’ plans at the beginning of an interview and at the end of an interview: we have a method to measure the distance that clients travel because of guidance.  This indicator bypasses the apparent anomalies created by the fact that in some areas, clients are less prepared than in other areas in that it focuses on the impact of guidance interventions on clients’ planning skills.
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Two companies are above the Wales average of 0.59 with Careers Wales North West showing an average improvement in clients’ planning of almost a whole grade (0.92).

Further, this indicator identifies that three areas of Wales are below the all-Wales average.
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