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Introduction 
In an era defined by unprecedented technological advancements and a rapidly evolving job market, the 

landscape of career counselling has undergone a profound transformation. Traditional brick-and-mortar 

counselling offices have given way to digital platforms, offering individuals greater accessibility, convenience, 

and a wealth of resources to navigate their career journeys effectively.  

Welcome to the OCCAY Strategy Handbook for Managers: Offering High-Quality and Modern Online Career 

Counselling Services! 

Importance of Online Career Counselling 
Online career counselling plays a crucial role in helping individuals navigate their career paths in today's 

rapidly evolving job market. Quality online counselling is as effective as face-to-face one in empowering 

individuals to make informed career decisions, adapt to changing job markets, and pursue fulfilling and 

sustainable career paths. It leverages technology to provide accessible, customized, and up-to-date guidance, 

making it an invaluable tool in today's dynamic world of work. It is equally beneficial for clients who want to 

develop long-term career goals, and for individuals looking to transition into new careers, whether due to 

job loss, dissatisfaction, or changing life circumstances. Online career counsellors can help with resume 

building, interview preparation, and skill development.  

Online platforms use advanced technologies to offer personalized advice based on an individual's skills, 

interests, personality traits, and career goals. This ensures that the guidance provided is tailored to each 

person's unique circumstances. Online career counselling platforms often provide a wealth of resources, 

including articles, videos, assessments, and tools. These resources can empower individuals to explore 

different industries, develop skills, and make informed decisions about their careers. They can leverage 

technology like AI-driven assessments, virtual reality simulations, and chatbots to enhance the counselling 

experience, which provide more accurate insights and practical experiences. Online career counsellors have 

access to up-to-date information on labor market trends, job openings, and emerging industries, heling 

individuals make informed decisions about their career paths. 

Online career counselling makes professional guidance accessible to a wider audience. It eliminates 

geographical barriers, allowing individuals from various locations, including remote or underserved areas, to 

seek career advice. Online platforms, resources and guidance on navigating workplace diversity and inclusion 

ensures that individuals from all backgrounds have equal access to opportunities. It offers flexibility in 

scheduling appointments and eliminates the need for physical travel. This is especially beneficial for 

individuals with busy schedules, family responsibilities, or mobility issues. Online career counselling can be 

more cost-effective than traditional, in-person counselling as it eliminates expenses related to travel, and 

some online resources may even be available for free. 

Last but not least, online career counsellors are increasingly equipped to address the intersection of mental 

health and career development. They can offer advice on managing stress, work-life balance, and pursuing 

fulfilling career paths. 

Evolution of Career Counselling in the Digital Age 
The evolution of career counselling in the digital age represents a pivotal moment in the history of vocational 

guidance. Gone are the days when career counsellors were bound to physical office spaces, limited by 

geographical constraints, and unable to tap into the full potential of modern technology. In this digital age, 

career counselling has transcended boundaries, allowing organizations to reach a global audience and 

provide tailored guidance to individuals regardless of their location. 
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Technology has ushered in a new era of personalized and data-driven counselling, where artificial 

intelligence, machine learning, and predictive analytics are harnessed to offer insights and recommendations 

that were once unimaginable. The proliferation of self-assessment tools, virtual reality experiences, and real-

time feedback mechanisms has not only enriched the counselling process but has also opened up new 

avenues for self-discovery and career exploration. 

Furthermore, the digital age has redefined the concept of accessibility. Online career counselling services 

have broken down socioeconomic barriers, making high-quality guidance accessible to individuals from 

diverse backgrounds and circumstances. With the right technology and approach, organizations can now 

offer career counselling services that are not only effective but also equitable. 

Trends in Online Career Counselling 
In the recent years, online career counselling has been undergoing significant transformations driven by 

advances in technology and changes in work dynamics due to the COVID-19 pandemic. Here are some of the 

trends and technologies that were prevalent at that time, though keep in mind that the landscape may have 

evolved further since then: 

• Virtual Reality (VR) and Augmented Reality (AR): Some career counselling services started 

incorporating VR and AR to create immersive experiences for clients. This could involve simulating 

real-world work environments or conducting mock interviews in a virtual setting. 

• AI-driven Assessments and Recommendations:  Artificial Intelligence and Machine Learning were 

being used to provide more personalized career advice. AI algorithms could analyze a person's skills, 

interests, and experiences to suggest suitable career paths. 

• Online Psychometric Assessments: Various online platforms offered comprehensive psychometric 

assessments to evaluate personality traits, strengths, and weaknesses, which could be used to guide 

career choices. 

• Video Conferencing and Webinars: Virtual meetings and webinars became the norm for career 

counselling sessions. Platforms like Zoom, Microsoft Teams, and others played a crucial role in 

facilitating these interactions. 

• Data Analytics and Predictive Modeling: Career counselling services started using data analytics to 

track and analyze trends in job markets, allowing them to provide more accurate and up-to-date 

advice to clients. 

• Personalized Learning Platforms: Many online learning platforms integrated career development 

tools, offering courses, workshops, and resources to help individuals acquire the skills needed for 

their chosen career path. 

• Chatbots and Virtual Assistants: AI-powered chatbots were used for initial consultations, answering 

frequently asked questions, and providing basic guidance. They could also help in scheduling 

appointments and managing administrative tasks. 

• Online Networking and Professional Communities: Social media platforms like LinkedIn, as well as 

specialized career-focused networks, became integral in connecting individuals with professionals in 

their desired fields. 

• Remote Work and Gig Economy Guidance: With the rise of remote work and the gig economy, career 

counsellors started providing advice on navigating these new work structures, including freelance 

opportunities and remote job search strategies. 

• Cultural Sensitivity and Diversity & Inclusion Training: Career counsellors increasingly focused on 

helping clients navigate issues related to diversity, equity, and inclusion in the workplace. 

• Cybersecurity and Privacy Considerations: With the move towards online platforms, there was an 

increased emphasis on ensuring the security and privacy of client data. 
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• Continual Professional Development for Counsellors: Career counsellors were encouraged to stay 

updated on emerging technologies, labor market trends, and counselling techniques through online 

courses, workshops, and conferences. 

The OCCAY project 
The COVID-19 pandemic and its measures to prevent further spreading of the virus had and have a massive 

impact on counselling in career guidance, on the respective institutions as well as on s and counselees across 

Europe. They have been forced to convert their mostly face-to-face services to a digital setting quasi 

overnight. Unfortunately, online career guidance was not integrated as a natural part in the range of services 

before the crisis. After being more than a year in emergency procedures, the necessity of its application has 

considerably changed. Standard tools made their way into the counselling but missing an integrated and 

demand-orientated career counselling profile. 

Nonetheless, institutions and individuals collected some positive experiences in mostly unstructured and 

unguided circumstances through a more flexible service design in distance career guidance. Now, institutions 

and individuals look for guidance, appropriate tools and structured vocational education and   providing 

transparency and transferability in application for a hybrid career counselling concept. It is the time to 

structurally integrate last year’s experiences and take career guidance to the next level: an umbrella strategy 

to upskill digital skills on processes and tools is needed. Facing the variety of challenges, OCCAY attempts 

therefore to be an inclusive and modular offer at the same time: 

(A) It serves VET institutions providing a tailor-made benchmark system to assess the digital literacy of their 

s and integrating the digital literacy enhancement strategically within the quality management by a guideline 

recommendation for a local, regional, national, or even European harmonization. 

(B) It serves the individual  by offering with the OCCAY Hybrid Course a demand-orientated tool based on 

ECVET for European transferability and knowledge transfer and with the OCCAY Platform for Online Career 

Guidance an innovative all-in-one counselling tool. 

(C) All this is encircled with a policy recommendation targeting decision-makers in institutions/organization, 

public administration, and politics dealing with career guidance to support dissemination, openness, and 

integration of OCCAY. 

The OCCAY's goals coincide with the Digital Education Action Plan of the European Commission, as OCCAY is 

(1) an inclusive and modular instrument with its learnings from the Covid-19 pandemic and (2) make one 

education and training fit for the digital age.  

In order to do so, OCCAY developed the following results: 

▪ R1 - OCCAY Self-assessment grid and needs analysis of digital skills: A self-assessment grid on digital 

skills able to provide an extensive needs analysis to determine the status quo of digital skills in order 

to develop effective training materials and online consulting tools for career s. 

▪ R2 - OCCAY Hybrid Flexi Course for career s: a modular system based on the digital competence 

framework (DigComp 2.0) with 72 units in sum. 

▪ R3 - OCCAY Platform for online career guidance: an online platform which puts together 4 areas 

related to Online Counselling: 1. communication, 2. information, 3. work tools and 4. counselling 

tools. 

▪ R4 - OCCAY Strategy handbook for vocational and educational institutions: A 30-pages handbook 

consisted of two parts: The development of a benchmarking procedures framework and a strategy 

handbook, thus stimulating the organizations to deal with unusual or even uncomfortable themes in 

their daily work (related always to the online working environment). 
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▪ R5 - OCCAY Policy recommendation for hybrid career counselling on the decision-maker level 

supporting the holistic vocational education and training curricula for virtual consultancy by 

encouraging national and EU level decision-makers to adopt OCCAY approach. 

With its multi-level approach, OCCAY involved different target groups in its project activities, and significantly 

outnumbered the planned quality indicators:  

▪ More than 590 career counsellors from 23 countries used the OCCAY grid to self-assess their digital 

skills (R1) with target at least 300. 

▪ 330 career counsellors enrolled in the OCCAY Hybrid Flexi Course (R2) – with target at least 120.  

▪ 20 career counsellors using the OCCAY Online Counselling Tool with clients (R3) – as planned. 

▪ 48 managers and directors of vocational and educational institutions will participate to discuss the 

strategy handbook and the framework (R4) – as planned. 

▪ 12 European and national politicians and 12 policy makers involved in the development of the 

recommendations to decision-makers (R5) – as planned. 

Purpose of the Handbook 
The purpose of this handbook is to serve as a comprehensive guide for managers and organizations that 

aspire to provide high-quality, modern online career counselling services. It is our belief that the digital age 

offers immense opportunities to transform career counselling into a dynamic, responsive, and deeply 

impactful experience for individuals seeking direction and growth in their professional lives. 

OCCAY Strategy Handbook targets the managers of private and public organizations which want to offer high 

quality online educational and career counselling services. The document aims to: 

• Raise the awareness of decision-makers about the prerequisites for digital counselling and the 

responsibilities of the organizations to ensure them;  

• Provide practical framework and solutions how to integrate the scope of digital skills in the 

organizational strategy 

• Support the establishment of a supportive, creative and safe working atmosphere for the consultants 

to enable quality online services to clients. 

The Handbook contains 2 key parts: Benchmarking procedures - checklist for organizations which want to 

integrate digital services into their practice; and Step-by-step manual how to integrate digital skills in the 

structure of an organization, illustrated by good practice examples. 

Within the pages of this handbook, you will find a wealth of knowledge, insights, and practical advice. We 

will explore the essential elements of setting up and managing a modern online career counselling service, 

from legal and ethical considerations to advanced technological requirements. You will gain insights into 

creating an innovative digital counselling environment, developing a skilled and diverse counselling team, 

and leveraging cutting-edge tools and techniques for effective counselling. We will also discuss the 

importance of continuous evaluation and improvement, allowing you to stay at the forefront of modern 

career counselling practices. 

Last but not least, this handbook is an invitation to embrace the opportunities presented by the digital age 

and to deliver career counselling services that are not only of the highest quality but also genuinely 

transformative. As you embark on this journey, we encourage you to approach it with innovation, empathy, 

and a commitment to empowering individuals to thrive in their chosen careers. 

Together, let us navigate the exciting terrain of modern online career counselling and equip individuals with 

the tools they need to chart their paths to success and fulfillment in the digital age.  
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I. Benchmarks for Applying Digital Technologies In Educational and Career 
Counselling Organizations 
 

The OCCAY Benchmarks are based on the OCCAY Framework (Fig.1) and represent a checklist for educational 

and career counselling organizations that want to effectively apply digital technologies and offer quality 

online services.  

 
Fig. 1 OCCAY Framework 

The benchmarks have been identified in comprehensive research of existing European frameworks and self-

assessment tools such as DigComp2.0 – the Digital Competence Framework for Citizens, DigCompOrg - 

European Framework for Digitally Competent Educational Organisations and Digital Competence Framework 

for Educators (DigCompEdu / SELFIE for Teachers).  

Since the domain of online career guidance is dynamically changing, the tool does not claim 

comprehensiveness. While the benchmarks presented in the tool may not be exhaustive, they serve as a 

foundational ground and a catalyzer for organizational transformation. A career counselling organization 

looking to integrate digital services should employ a benchmarking tool to gauge its current capabilities and 

identify areas for improvement. This tool can provide a structured framework for evaluating the 

organization's digital readiness, spanning from digital equipment to online counselling tools and digital 

content strategies. Furthermore, an organization can adapt and step on the benchmarks to establish key 

performance indicators (KPIs), set achievable goals, and ultimately facilitate a smoother and more effective 

integration of digital services into their practice.  

The Benchmarks consist of 7 sections with 35 listed statements, describing the extent to which an 

organization adopts effectively digital technologies in the offer or online career guidance services. Since the 

tool is aimed at strategy leadership in the organization, the goal of the self-assessment is to encourage 

decisive feedback and the respondents are expected to have informed opinions. For this reason, it is based 
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on a forced 4-option Likert scale. It encourages respondents to take a clear position and prevents them the 

tendency to defaulting to a neutral position, which can reflect a lack of engagement. 

To apply the tool, a manager needs to read the statements and evaluate how much they apply to their 

organization. It's crucial for managers to provide frank and open answers to statements and questions within 

the benchmarking tool to ensure an accurate assessment.  

 

Section 1: Regulations & Standards 
To what extent do you agree with the following statements: Fully 

agree 
Rather 
agree 

Rather 
disagree 

Fully 
disagree 

1.1. Our organization is licensed / meets the requirements to provide digital 
counselling services under national regulation.  

    

1.2. Our organization observes professional standards for delivering online 
services.  

    

1.3. All counsellors in our organization are adequately trained to deliver online 
counselling.  

    

1.4. All counsellors in our organization follow ethical code of conduct related to 
the provision of services – both face-to-face and digital. 

    

Section 2. Digital Strategy & Leadership 
To what extent do you agree with the following statements: Fully 

agree 
Rather 
agree 

Rather 
disagree 

Fully 
disagree 

2.1. Digitization is part of overall organizational mission, vision and strategy.      
2.2. The potential and benefits of digital technologies are recognized and 

supported by all staff members. 
    

2.3. There is a shared understanding and commitment to the digital strategy by all 
members of the organization.  

    

2.4. The strategy is implemented through a specific action plan, with budget and 
responsibilities, and involves all levels, processes and activities in the 
organization. 

    

Section 3. Quality Management 
To what extent do you agree with the following statements: Fully 

agree 
Rather 
agree 

Rather 
disagree 

Fully 
disagree 

3.1. Our organization implements regular monitoring on the quality of digital 
services on a regular basis.  

    

3.2. Our organization collects feedback from clients and stakeholders to evaluate 
and improve the quality of digital services.  

    

3.3. The staff’s digital competencies are assessed regularly.     
3.4. Our organization has protocol for risk management and problem solving and 

conflict resolution in the context/as regards of digital provision. 
    

Section 4. Human Resource Management 
To what extent do you agree with the following statements: Fully 

agree 
Rather 
agree 

Rather 
disagree 

Fully 
disagree 

4.1. Digital skills are clearly specified in job descriptions in our organization.     
4.2. Provision of online services and application of the digital technologies are 

part of the job contract of career counsellors in our organization.  
    

4.3. The recruitment and selection procedures include evaluation indicators, 
criteria and approaches that ensure that applicants possess the necessary 
digital competencies.  

    

4.4. Our organization has onboarding and continuing professional development 
programs to address the individual digital skills needs and support the 
effective use of innovative technologies.  

    

4.5. Our organization provides regularly supervision and peer discussions, to 
ensure quality of service, effective case management and replacements. 

    

Section 5. Digital Infrastructure 
To what extent do you agree with the following statements: Fully 

agree 
Rather 
agree 

Rather 
disagree 

Fully 
disagree 
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5.1. In our organisation, the digital infrastructure supports online counselling, 
providing all counsellors with devices, physical space, internet connection, 
technical support, data storing software and cloud, etc. 

    

5.2. Our organization has policies and procedures in place to ensure that all staff 
members are well-informed about intellectual property and copyright rules 
when using and creating digital content, and that licenses for software, apps, 
platforms and other educational resources are respected. 

    

5.3. Our organization invests in digital equipment, infrastructure, space, tools and 
content designed for digital-age counselling.  

    

5.4. Clients of our organization have access to online repository of career 
counselling tools and content for their career development  

    

5.5. Clients in need of special support have access to assistive technologies.     
5.6. In our organisation, there are data protection systems in place. 
 

    

Section 6. Supporting Clients 
To what extent do you agree with the following statements: Fully 

agree 
Rather 
agree 

Rather 
disagree 

Fully 
disagree 

6.1. The organization effectively incorporates a range of digital technologies, 
content, methods and tools to provide quality, flexible and inclusive online 
counselling services to clients.  

    

6.2. Counsellors have access to skills intelligence platforms, an adequate training 
to mediate these data for clients, and capacity to work with digital guidance 
platforms. 

    

6.3. Our organization ensures that both counsellors and clients have access to 
accurate, real-time labour market information and up-to-date training 
resources regarding changing world of work, sectors, profiles and skillsets 
affected by technological changes. 

    

6.4. In our organisation counsellors are trained to identify challenges for clients 
that arise with the use of digital technologies and online counselling, and 
provide support to address them. 

    

6.5. Counsellors empower clients to use digital technologies responsibly and 
ethically, managing their digital identity, digital footprint and digital 
reputation. 

    

Section 7. Daily Counselling Practices 
To what extent do you agree with the following statements: Fully 

agree 
Rather 
agree 

Rather 
disagree 

Fully 
disagree 

7.1. All counsellors in our organization are trained and apply GDPR rules, consent 
policy and follow protocols to ensure transparent and responsible collection, 
storage and use of clients’ data.  

    

7.2. The clients sign informed consent, including the scope of the online 
counselling services, collected data, payments, professional boundaries and 
exceptions of confidentiality and privacy.  

    

7.3. All counsellors in our organization are trained to recognize when a client 
issue is not within the counsellor’s scope of competence and seek the assistance 
of a more experienced colleague, supervisor or refer the client to another 
professional.  

    

7.4. We have a communication protocol in place, that ensures the effective case 
management, peer support and replacements. 

    

7.5. All counsellors in our organization are trained to deal with of the limitations 
of digital technologies related to the client-counselling relationship in online 
counselling  

    

7.6. The counsellors use technologies in a fair way that respect individuals and 
don’t tolerate any discrimination based on gender, age, condition, race, ethnicity 
or other characteristics. 

    

7.7. Our organization is accountable in the use and technology and AI to 
guarantee reliability, safety, fairness, privacy and security of users. 
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II. Step-By-Step Manual for Managers On How To Integrate Digital Skills In 
the Structure Of an Organization 

Section 1: Regulations & Standards 
Licensing and Regulation 
Online career counselling organizations need to meet national professional standards, ethical codes and 

regulatory requirements to ensure that these organizations meet established standards of professional 

competence and ethical conduct. This safeguards the well-being of clients by ensuring they receive services 

from qualified and competent professionals. 

In many European countres, counselling similarly to psychology is a regulated profession which is a subject 

of different regulations and requirements.  

Educational and qualitfication requirements: A minimum of a bachelor's degree in psychology, counselling, 

career development, or a related field is generally required. Many professionals also have master's degrees 

or further specializations.  

Ethical codes and standards: Career counsellors need to adhere to specific ethical standards, which apply for 

providing both traditional face-to-face and online services. Prior to starting any form of counselling or 

guidance, professionals must ensure that clients are informed about the scope and limitations of the services 

provided, data usage policies, and confidentiality agreements. Professionals might be expected to adhere to 

ethical codes of conduct that are often provided by professional organizations. This is supported by regular 

supervision or peer reviews which aim to ensure quality of service and adherence to ethical standards. 

In some countries career guidance providers are licensed by national authorities, which can involve a specific 

training and a period of supervised practice. Licensing and regulatory compliance serve as a mark of 

professionalism and commitment to high-quality service delivery. It distinguishes legitimate online career 

counselling organizations from those that may not meet the necessary standards. Membership in a 

professional organization can lend credibility and ensure that counsellors adhere to established professional 
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and ethical standards. Many professional bodies require ongoing education to maintain membership or 

licensing. This could include courses, seminars, and other forms of professional development. 

Some countries may have additional guidance and regulations on the provision of remote consultations, 

particularly around informed consent and data security. 

GDPR (General Data Protection Regulation) dictates how personal data should be handled and protected. 

Organizations must ensure the secure storage and transmission of client data, gain explicit consent for data 

collection and usage, and provide options for data portability and erasure. Beside GDPR, individual countries 

may have additional data protection laws that organizations must follow. For example, Germany has its 

Federal Data Protection Act (Bundesdatenschutzgesetz), which supplements GDPR. 

Organizations may need to follow ISO 27001 or equivalent standards to ensure that their cybersecurity 

measures are up to industry standards. This is particularly important for the secure handling and transmission 

of sensitive client data. 

As online service providers, career counselling organizations must adhere to the EU's e-Commerce Directive, 

which includes provisions for information sharing, commercial communications, and electronic contracts. 

Other regulations, which organizations may need to consider, include the Consumer Rights Directive, which 

lays out the rights consumers have when buying services online, including the right to clear information and 

the right to cancel or withdraw from the service under specific conditions. 

Organizations must also make their digital platforms accessible to people with disabilities, as guided by the 

Web Accessibility Directive in the EU. 

Depending on the country, there may be specific business licenses or permits required to offer online 

counselling services, so it's essential to consult local regulations. If the organization is handling transactions, 

they must comply with Payment Card Industry (PCI) security standards. 

Compliance with these regulations and standards will not only ensure that the organization is operating 

within the bounds of the law but will also build client trust and the organization's reputation for 

professionalism and reliability. National regulation helps address issues of accountability and responsibility. 

It provides a clear pathway for addressing complaints or concerns about the conduct of online career 

counsellors. This accountability promotes trust between counsellors and clients, as clients have recourse if 

they believe their rights have been violated. 

In Austria there is no general legal regulation regarding training and qualification of career guidance professionals, but efforts are 

being made to render such training and qualification more transparent by means of certification. The Austrian Academy of Continuing 

Education (wba) and the project ECGC (European Career Guidance Certificate) in cooperation with the Danube University Krems are 

two of these approaches. However, career guidance professionals currently take these opportunities to a limited extent. 

Austria has a quality assurance system that is open to all institutions and is associated with certification. It is called External quality 

assurance procedures for provider-neutral career guidance in Austria (Verfahren der externen Qualitätssicherung für anbieterneutrale 

Bildungsberatung in Österreich). This system and certification (so-called IBOBB certificate; IBOBB = Information, Counselling and 

Orientation for Education and Career) was established in 2009 to support the quality assurance and evaluation of the offers, processes 

and structures defined as a programmatic goal in the National lifelong guidance strategy (Nationale Lifelong Guidance Strategie, see 

section Coordination and cooperation among stakeholders). The certification is voluntary and is awarded by the Federal Ministry of 

Education, Science and Research (BMBWF) and carried out by an independent education research institute (Austrian Institute for 

Research on Vocational Training, öibf) with a review team of three persons. The aim of the procedure, which must be repeated every 

three years, is an independent review of the reliability and credibility of counselling services. In an on-site review, quality criteria are 

reviewed for independence and customer orientation, structural requirements, equality orientation, and quality development. The 

quality criteria are available in a handbook which describes the procedure of the certification. These criteria may also be used as 

orientation by guidance providers who do not plan to participate in the whole certification process. Ethical issues are an integral 

part of guidance training offered in Austria, generally  in reference to the IAEVG ethical standards. 

 

https://www.cedefop.europa.eu/en/country-reports/inventory-lifelong-guidance-systems-and-practices-austria#quality-assurance
https://iaevg.com/Resources
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In Bulgaria, the main standard for the career  profession, along with a relevant higher education degree in the social sciences (e.g. 

psychology, social work), is the Global Career Development Facilitator (GCDF) certificate. This is a licence proving that the holder has 

undergone specific training and possesses the 12 competences accredited by the Centre for Credentialing and Education (CCE). 

Globally, there are more than 30 000 professionals in 23 countries, certified under the GCDF credential, which adhere to Code of Ethics. 

The GCDF program has been introduced in Bulgaria by the Business Foundation for Education and since 2005, more than 1000 

professionals have been trained and certified nationally. Currently the GCDF certificate is the most popular credential in the country, 

recognised by the national authorities and demanded from professionals.  

Besides the GCDF certificate, specialised training for career s is available at postgraduate level (see section Training and qualifications). 

The leading master’s degrees are: master programme Career education in non-formal education institutions and networks, at Sofia 

University; and master degree in Career development and entrepreneurship, at South-West University Neofit Rilski. 

Career guidance is recognised as a separate occupation, which is included in the National system of professions and occupations. To 

work as a career consultant, higher education is required. The career counselling services are also offered by psychologist and Human 

Resource professionals, who follow specific professional standards. The authorities controlling the quality provision of guidance 

services are the Ministry of Education and Science, the Ministry of Labour and Social Policy, the National Employment Agency (NEA) 

and the National Agency for Vocational Education and Training (NAVET), which licenses the private career guidance and information 

centers in the country.  

In Germany, no binding national quality framework exists for lifelong guidance provision covering all dimensions and service providers. 

In its Mission Statement, the National Guidance Forum underlines the importance to promote the quality of guidance as well as 

exchange of information and experience (e.g. own publications, ELGPN work including translations into German). The forum has 

produced a Quality concept for Guidance (BeQu – Beratungsqualität) consisting of a competence profile and a framework for quality 

development in public and private sector organisations.  

The Federal Employment Agency complies with the Social Code. This suggests that guidance has to correspond to individual needs, to 

respect confidentiality and impartiality. The Federal Employment Agency has a dedicated department for Quality management 

including guidance services. As an essential element of quality assurance, the Federal Employment Service Germany has elaborated 

detailed Beratungskonzepte (Guidance concepts or manuals) for career counselling in the fields of vocational orientation and labour 

market integration. 

In Italy, the National standards for lifelong guidance issued in 2014 (see sections Coordination and collaboration among stakeholders 

and Quality assurance) describe services, quality requirements and resources for guidance provision. The document specifies the 

minimum level of competences needed to provide services for different types of career guidance activities according to the national 

standards. 

In line with the European framework (European Commission, 2010), the guidelines from the Minister for Education, University and 

Research (2014) define the use and the development of ICT in career guidance as a priority for the national system. As reported in the 

guidelines, it is crucial to: guarantee access to web and ICT resources to every student to promote learning of career management 

skills; promote training of teachers and practitioners; and improve the quality and the usefulness of e-guidance tools.  

The national agreement between Ministries and Regions on Quality standards for lifelong guidance issued in 2014 describes services, 

quality requirements and resources for guidance provision in each main context (education, higher education and employment 

services). This technical document supports regions and other guidance providers to design guidance services and allocate resources 

and staff. The Ministry of Labour and the Regions issued quality standards for employment services including career information and 

guidance. This document provides a list of services and references for all public employment offices in Italy and also for private job 

centres and employment agencies. The standards include ethical treatment of clients, availability of career information and possibility 

to research job offers to all clients. 

Professional Standards for Delivering Online Career Services 
The professional standards for delivering online services, including counselling, in Europe can vary from 

country to country due to differences in national regulations and licensing requirements. However, there are 

some common principles and standards that many European countries consider when providing online 

services: 

• Competence and qualifications: Practitioners must possess the necessary qualifications, training, and 

competence to provide online services in their respective fields. This may include specific educational 

requirements and ongoing professional development. 

https://www.cedefop.europa.eu/en/country-reports/inventory-lifelong-guidance-systems-and-practices-bulgaria
https://www.cce-global.org/credentialing/gcdf
https://www.cce-global.org/Assets/Ethics/GCDFcodeofethics.pdf
https://www.cedefop.europa.eu/en/country-reports/inventory-lifelong-guidance-systems-and-practices-germany#quality-assurance
https://www.cedefop.europa.eu/en/country-reports/inventory-lifelong-guidance-systems-and-practices-italy#career-information,-ict-in-guidance
https://www.anpal.gov.it/in-evidenza/servizi-per-il-lavoro/i-livelli-essenziali-delle-prestazioni-e-gli-obiettivi-del-sistema-dei-servizi-per-il-lavoro
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• Informed consent: Practitioners are typically required to obtain informed consent from clients, 

ensuring that they fully understand the nature of online services, including potential risks and 

benefits. 

• Confidentiality and privacy: Practitioners must take measures to protect the confidentiality and 

privacy of client information, which may include secure communication platforms and data 

encryption. 

• Cultural sensitivity and diversity: Practitioners should be culturally sensitive and competent, 

recognizing and respecting the diverse backgrounds and experiences of clients. 

• Ethical conduct: Practitioners are expected to adhere to a code of ethics that governs their 

professional behavior and conduct, which may include guidelines on boundaries, dual relationships, 

and conflicts of interest. 

• Risk assessment and crisis management: Practitioners should have protocols in place for assessing 

and managing clients in crisis situations, including providing referrals for emergency services when 

necessary. 

• Technology and security standards: Practitioners must use secure and reliable technology platforms 

for delivering online services, and they should be aware of and comply with data protection laws. 

• Supervision and consultation: Practitioners may be encouraged or required to engage in supervision 

or consultation with qualified professionals to ensure they are providing the highest quality of care. 

• Record keeping and documentation: Practitioners should maintain accurate and secure records of 

client interactions, which may include session notes, assessments, and treatment plans. 

• Compliance with national laws and regulations: Practitioners must comply with the specific laws and 

regulations governing their profession in their respective European countries. This includes any 

licensure or registration requirements. 

These standards can be subject to change and may vary depending on the specific country within Europe. 

Therefore, practitioners and organizations should stay informed about the latest regulatory guidelines and 

seek guidance from relevant professional bodies or regulatory authorities in their respective countries. For 

the most current and specific information, consulting the relevant national or regional professional 

organizations is recommended. 

Trained Staff to Deliver Online Counselling 
Due to the unique dynamics and considerations involved in online counselling, practitioners need to undergo 

specific training for delivering this mode of interaction. Unlike in-person sessions, online counselling relies 

on digital platforms, which require counsellors to be adept at navigating technological tools and ensuring 

secure communication. Online counselling demands a heightened awareness of potential ethical and legal 

challenges, such as safeguarding client privacy and informed consent in the digital realm. Advisors also need 

specialized skills to establish and maintain a strong relationship with the client in the absence of physical 

presence, relying on verbal and non-verbal cues through a screen. Adequate training equips counsellors with 

the knowledge and tools to adapt their counselling techniques to the online environment, enabling them to 

provide effective support and guidance to clients in a safe, ethical, and competent manner. 

Ethical Code of Conduct 
Whether conducted face-to-face or through digital platforms, counsellors are bound by ethical code of 

conduct in their provision that serves as a compass, guiding counsellors in their interactions with clients and 

ensuring the highest standards of professional behavior. Upholding ethical principles establishes a 

foundation of trust and safety for clients, assuring them that their well-being and confidentiality are 

paramount. In both face-to-face and digital settings, respecting client autonomy, maintaining boundaries, 

and practicing non-discrimination are critical components of ethical conduct. Adherence to ethical standards 

ensures that counsellors operate within the bounds of the law, mitigating risks associated with potential legal 
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repercussions. Following an ethical code of conduct underscores a counsellor's commitment to the welfare 

and best interests of their clients, fostering a counselling environment characterized by integrity, respect, 

and trust. 

Legal and Ethical Considerations 
Legal and ethical considerations in online career counselling are paramount in upholding the integrity, safety, 

and effectiveness of the counselling process. In many countries across Europe career counsellors are trained 

in and obliged to adhere in their practice to certain ethical and professional codes of conduct. Such guidelines 

establish a framework for professional conduct, ensuring that counsellors operate within legal boundaries 

and uphold the rights and well-being of their clients. Legal compliance, including confidentiality and privacy 

measures, safeguards sensitive information and builds trust between counsellor and client. Ethical principles, 

on the other hand, promote fairness, respect, and cultural sensitivity, allowing counsellors to navigate diverse 

client backgrounds with empathy and understanding. By adhering to these considerations, online career 

counsellors create a secure and supportive environment, enabling clients to explore their career paths with 

confidence, knowing their rights and privacy are protected. This foundation of legality and ethics not only 

ensures professional accountability but also lays the groundwork for a positive and transformative 

counselling experience. 

Here are the main legal and ethical considerations for online career counselling: 

• Confidentiality and privacy: Online career counsellors must ensure that client information is kept 

confidential and adhere to relevant privacy laws. They should clearly communicate their 

confidentiality policies and discuss any potential limitations related to online communication. 

• Informed consent: Obtaining informed consent from clients is crucial. This includes explaining the 

nature of online counselling, potential risks, and benefits. Clients should have a clear understanding 

of what to expect from online counselling, including technological limitations and the security 

measures in place. 

• Licensing and jurisdiction: Online counsellors must be aware of licensing requirements in their 

jurisdiction and comply with any regulations regarding the practice of counselling. They should be 

transparent about their qualifications and licensing status with clients. 

• Crisis and emergency situations: Online counsellors must have a plan in place for handling crisis 

situations and providing appropriate referrals for emergency care. They should communicate to 

clients the procedures for addressing emergencies and have clear protocols for immediate 

intervention. 

• Technology and security: Online career counsellors are responsible for ensuring the security and 

confidentiality of client information. They must also comply with relevant data protection laws. They 

should use secure and encrypted platforms for communication and store client data in a safe and 

confidential manner. 

• Competence and professional development: Counselling organizations must ensure that 

practitioners maintain competence in their field and stay updated on relevant laws and regulations. 

Counsellors should engage in ongoing professional development and seek supervision or 

consultation when needed. 

• Cultural sensitivity and diversity: Counselling organizations should be aware of and respect the 

cultural backgrounds and diversity of their clients, ensuring they do not engage in discriminatory 

practices. Counsellors should receive training in cultural competence and be sensitive to the unique 

needs and experiences of clients from different backgrounds. 

• Boundaries and dual relationships: Organizations must establish and maintain appropriate 

professional boundaries with clients, avoiding conflicts of interest or dual relationships. Counsellors 
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should be vigilant about maintaining clear boundaries, even in online settings where the lines 

between personal and professional interactions may be less defined. 

• Record keeping and documentation: Organizations should maintain accurate and secure records of 

their interactions with clients. Counsellors should inform clients about record-keeping practices and 

how their information will be used, and they should seek consent for any record sharing that may 

occur. 

Legal and ethical considerations may vary by jurisdiction, and online career counsellors need to be familiar 

with and comply with the specific laws and regulations governing their practice. Additionally, the field of 

online counselling is dynamic, and counsellors should stay updated on any emerging legal and ethical 

standards. 
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Section 2. Digital Strategy and Leadership 
Digitization as Part of Overall Organizational Mission, Vision and Strategy 
Embedding digitization as a central component of the mission, vision, and strategy of a modern counselling 

organization is crucial for remaining relevant and effective in today's rapidly evolving digital landscape. It 

signifies a commitment to harnessing technology to enhance service delivery, accessibility, and client 

outcomes. To structure this integration, the organization must begin by defining clear goals and objectives 

related to digitization, aligning them with the overall mission and vision. This may include expanding online 

counselling offerings, implementing advanced assessment tools, and leveraging data analytics for informed 

decision-making.  

The organization should also invest in robust digital infrastructure, ensuring that technology is reliable, 

secure, and user-friendly for both career s and clients. Additionally, comprehensive training and ongoing 

professional development for s in digital counselling techniques and platforms are essential. Regular 

assessment and adaptation of digital strategies based on feedback and emerging technologies should be 

incorporated into the organization's ongoing operations. By weaving digitization into the fabric of the 

organization's mission, vision, and strategy, it ensures that technology becomes an integral part of delivering 

high-quality, accessible, and forward-thinking counselling services to meet the evolving needs of clients. 

The Role of IT Departments in Digital Transformation of Career Counseling Organizations 
As a central interface for digitalization, IT departments play a multi-faceted role for the digital transformation 

of career guidance organizations. IT staff possess the expertise to assess and inform the organization about 

the practicality of integrating new programs and IT tools. Their insights are critical in determining not just the 

technological compatibility, but also the scalability of these tools within the organization's existing 

infrastructure. For this reason, they play also a key role in outlining the financial aspect of digital initiatives. 

They provide detailed analyses of potential costs, maintenance expenses, and the financial implications of 

digital projects. This financial foresight is invaluable in ensuring that the organization's digital transformation 

is both economically viable and sustainable. Additionally, IT experts are responsible for designing and 

delivering training programs that equip the staff with necessary digital competencies. This ensures that the 

transition to new systems is smooth and the organization's workforce is adept at utilizing the new digital 

tools effectively.  



 

  

 

20 
 

Commitment of Staff Members to Digitization of Organization 
Ensuring the commitment of career counsellors to the digitization efforts of a career counselling organization 

is paramount for a successful transition into the digital era.  

• It begins with clear communication and transparency about the organization's vision for digitization, 

emphasizing the positive impact it can have on client services and outcomes. It is highly 

recommended to involve counsellors in the discussions. 

• Educate staff about the importance of digital literacy in the context of career guidance. Highlight how 

technology can enhance client services, streamline processes, and provide valuable insights into 

labour market trends. Ensure that staff have access to a variety of digital tools and resources. This 

may include career assessment software, virtual career fairs, online learning platforms, and industry-

specific databases. 

• Providing comprehensive training and resources is essential, equipping counsellors with the skills and 

confidence needed to effectively utilize digital tools and platforms. Foster a culture of continuous 

learning and professional development. Provide opportunities for staff to attend webinars, 

conferences, and workshops focused on emerging technologies in career counselling. Offer regular 

training sessions and workshops focused on digital tools and platforms relevant to career counselling. 

Provide hands-on experience and encourage staff to explore the functionalities of various 

technologies. 

• Integrate digital technologies seamlessly into daily workflows and processes. Demonstrate how 

technology can enhance efficiency, accuracy, and the overall client experience. 

• Recognize that staff members may have different levels of digital proficiency. Tailor training 

programs to cater to varying skill levels and learning styles, ensuring that everyone gains the 

necessary competencies. Acknowledge and celebrate staff members who demonstrate exceptional 

proficiency in utilizing digital tools and platforms. Highlight their achievements as examples for 

others to follow. 

• Actively solicit feedback from staff regarding their experiences with digital technologies. Encourage 

them to share suggestions for improvements or new technologies that could benefit the 

organization. 

• Promote innovation by encouraging staff to explore and experiment with new digital tools and 

platforms. Provide opportunities for staff to share their successes and lessons learned. 

• Create channels for staff to seek support and guidance when navigating digital technologies. 

Establish a designated point of contact or a digital technology expert who can provide help as 

needed. 

• Finally, lead by example, with organizational leadership actively demonstrating their commitment to 

and proficiency in digital technologies. By creating an environment that supports and values the role 

of digitization, career counsellors will be more inclined to embrace and contribute to the 

organization's digital transformation. 

The listed strategies can help career guidance organizations ensure that all staff members recognize and 

actively support the potential and benefits of digital technologies in enhancing their services and achieving 

organizational goals. 

 

Good Practice Example: Embracing Change and Innovation with A Digital Mindset 

 
Mehmedali Mustafa's journey as a career counselor at the Center for Personal and Career 

Development in Razgrad, Bulgaria, is a compelling example of embracing digital transformation in the 
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face of unprecedented challenges. When the pandemic hit, Mehmedali was thrust into a situation that 

demanded an immediate shift to digital methods for providing individual consultations and group 

trainings on career guidance. 

Understanding the urgency to adapt, Mehmedali embarked on a mission to integrate digital solutions 

seamlessly into his counseling practice. He recognized that to effectively serve his clients, 

predominantly students, he needed to align with the digital platforms used in their schools. 

Demonstrating remarkable agility and commitment, he not only mastered these platforms but also 

tailored his approach to align with the students' preferences, ensuring a smooth and familiar digital 

interaction for them. 

Mehmedali's innovation didn't stop there. He developed his own non-formal digital assessment 

questionnaires, a creative tool designed to help students uncover their professional types and career 

interests. This bespoke digital solution offered a personalized touch to his online services, significantly 

enhancing the counseling experience. 

Beyond adapting to existing platforms, Mehmedali also expanded his digital presence. He not only 

maintained the informational site of the Center but went a step further by creating his private website 

dedicated to career guidance. This website became a hub for resources, information, and interactive 

tools, making career guidance accessible to a wider audience. 

Mehmedali's story is one of continuous learning and adaptation, demonstration of ownership and 

digital mindset. He keeps abreast of new digital tools and technologies, constantly enriching his 

practice with innovative solutions. 

 

Digital Strategy 
A digital strategy can position a career guidance organization to effectively navigate the evolving digital 

landscape and provide high-quality, accessible services to clients. A comprehensive digital strategy should 

encompass several key elements to effectively leverage technology for enhancing client services and 

organizational efficiency. Firstly, it should prioritize user-friendly and secure digital platforms for conducting 

counselling sessions, ensuring accessibility and privacy for both counsellors and clients. It has to incorporate 

robust assessment tools and resources that leverage technology to provide accurate insights into clients' 

strengths, interests, and career paths. A well-rounded digital strategy should also encompass data analytics 

capabilities, allowing the organization to track client progress, identify trends, and make informed decisions 

to continuously improve services. Integration with relevant online job market platforms and skills intelligence 

resources is essential for staying current with industry trends and demands. The strategy should include 

measures for cybersecurity and data protection to safeguard sensitive client information. Ongoing training 

and professional development initiatives for staff to enhance their digital literacy and proficiency should be 

an integral part of the strategy. 

In formulating a digital strategy, a career counselling organization should include several key components 

related to procurement, staffing, and other measures to establish a robust digital environment: 

• Procurement of technology and software: Identify and acquire the necessary hardware, software, 

and digital tools to support online counselling sessions, assessments, and data management. This 

may include secure video conferencing platforms, assessment software, and data analytics tools. 

• Cybersecurity measures: Implement robust cybersecurity measures to safeguard sensitive client 

information. This includes firewalls, encryption protocols, secure login procedures, and regular 

security audits to identify and address potential vulnerabilities. 
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• Staffing and training: Recruit or allocate staff members with expertise in digital technologies and 

ensure they receive comprehensive training. This may involve hiring IT professionals, digital s, and 

data analysts, as well as offering ongoing professional development in digital counselling techniques. 

• Data protection and privacy compliance: Establish policies and procedures to ensure compliance with 

data protection regulations, such as GDPR (General Data Protection Regulation) in Europe. This 

includes obtaining informed consent from clients regarding data handling and storage. 

• Accessibility and user experience: Ensure that digital platforms and resources are accessible to all 

clients, including those with disabilities. This may involve incorporating features like screen readers, 

alternative text, and ensuring compatibility with assistive technologies. 

• Integration of assessment tools: Procure and integrate digital assessment tools that provide insights 

into clients' skills, interests, and career preferences. These tools should align with the organization's 

counselling approach and methodologies. 

• Budget allocation and resource planning: Allocate sufficient financial resources to cover the costs of 

technology procurement, software licenses, cybersecurity measures, and staff training. Establish a 

budget that allows for ongoing maintenance and upgrades. 

• Continuous monitoring and evaluation: Implement measures to monitor the effectiveness and 

efficiency of the digital environment. Regularly evaluate the performance of digital tools, assess 

client satisfaction, and track key performance indicators related to online services. 

• Client support and feedback mechanisms: Provide resources and support to clients for navigating the 

digital environment. Establish feedback mechanisms to gather input on the user experience and 

address any concerns or issues promptly. 

• Risk management and contingency planning: Develop contingency plans for potential technological 

disruptions, such as server outages or cyberattacks. This includes backup systems and protocols for 

resuming services in case of emergencies. 

Action Plan for Implementation 
To ensure that the digital strategy effectively takes place, the career counselling organization needs to 

support it with an action plan, budget and specific role assignments.  

• The action plan outlines the specific steps and milestones required to execute the digital strategy 

effectively. It provides a clear roadmap, responsibilities, timelines, and key performance indicators 

(KPIs) to track progress.  

• Budgeting is crucial to allocate resources appropriately, covering expenses related to technology 

investments, software licenses, training programs, cybersecurity measures, and other associated 

costs. It ensures that the organization has the necessary financial backing to support the digital 

transformation.  

• Assigning specific roles and responsibilities to staff members is equally vital. Each individual should 

have a defined role related to the digital strategy, whether it's overseeing technology 

implementation, conducting training sessions, managing data analytics, or monitoring cybersecurity 

measures. This delegation of tasks ensures that everyone is aligned with the organization's digital 

goals and contributes to its successful execution.  
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Section 3. Quality Management 
Regular Monitoring on the Quality of Digital Services   
A career organization offering digital services should implement regular monitoring measures to ensure 

consistent quality and effectiveness. This could include frequent checks of online career guidance platform 

performance, and user experience to ensure that the platform remains accessible and efficient. Technical 

audits should be carried out to examine the security of the data storage and transmission, and to ensure 

compliance with privacy laws. Usage analytics can help identify trends in service utilization, while quality 

assurance tests on video conferencing tools, chat platforms, and other interactive elements can confirm their 

reliability and effectiveness. Counselors should also participate in regular reviews to discuss case outcomes 

and share best practices. Periodic client surveys can provide valuable insights into the user satisfaction and 

areas for improvement. 

Collecting Feedback from Clients  
To evaluate and improve the quality of online career services, a career organization should ask clients for 

feedback on multiple dimensions of their experience. Questions could range from the ease of navigating the 

online platform to the perceived effectiveness of the counselling sessions. Clients could be asked to rate the 

clarity and usefulness of the advice given, as well as the counsellor's ability to listen and understand their 

career goals or challenges. Questions about the technical aspects, like video and audio quality or the ease of 

scheduling appointments through the platform, can help identify areas for technological improvement. It's 

also essential to inquire about the client's comfort level regarding privacy and data security, to ensure that 

the organization meets or exceeds expectations in these critical areas. Open-ended questions inviting 

comments on what clients liked most and least about the service can provide invaluable qualitative insights. 

Such multifaceted feedback can help the organization gain a comprehensive understanding of what's working 

well and what needs to be addressed to enhance the overall quality of online career services. 

Assessment of Staff’s Digital Competencies  
Career guidance organizations must also proactively assess the digital competencies of their staff to ensure 

effective and efficient service delivery. This assessment can begin with a baseline skills test focusing on the 
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specific software and technologies that professionals will be using, such as video conferencing tools, client 

management systems, and other specialized software. The organization can also employ situational or 

scenario-based evaluations, where staff are asked to perform tasks they would typically encounter, such as 

conducting a mock online counselling session, managing digital records, or navigating security protocols. 

Ongoing training sessions followed by assessments can measure skill retention and adaptability to new 

technologies. Feedback from clients about their experiences with the platform and the counselling process 

can also serve as an indirect indicator of staff competence. The evaluation results should be systematically 

documented and reviewed to identify areas for improvement, and staff members who may need additional 

training or support.  

Protocol For Risk Management, Problem Solving And Conflict Resolution  
Organizations must establish robust protocols for risk management, problem-solving, and conflict resolution 

to maintain high standards of service and client trust in the context of digital provision. Risk management 

should include regular security audits to safeguard client data and the implementation of multi-level access 

controls to sensitive information. An incident response plan should be in place to tackle any data breaches, 

technical failures, or unauthorized access. For problem-solving, a comprehensive troubleshooting guide can 

be developed to help counsellors and technical staff quickly address common challenges such as connectivity 

issues, software glitches, or user interface problems. There should be a well-defined procedure for conflict 

resolution, handling disputes or complaints, whether they are between counsellors and clients, or among 

team members. This could involve an initial assessment by a dedicated review team, followed by mediated 

discussions or other resolution methods. Clients should be informed of their rights and the processes 

available to them to address grievances. 
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Section 4. Human Resource Management 
Specifying Digital Skills in Job Description 
In a career counselling organization that offers digital services, the job descriptions for career advisors should 

explicitly outline the required digital skills to ensure a seamless client experience. This can include proficiency 

in using specific types of software for client management, video conferencing tools, and other relevant 

platforms. The ability to navigate and ensure security and privacy settings should also be highlighted, given 

the sensitive nature of the data handled in counselling sessions. Familiarity with basic troubleshooting for 

common technical issues is another essential skill to list. For those who may be involved in data analytics or 

tracking client outcomes, skills in data interpretation or the use of relevant analytical tools could also be 

specified. If the organization uses AI or machine learning in any aspect of service delivery, a basic 

understanding of these technologies may be a plus. By detailing these competencies, the organization sets 

clear expectations for applicants and ensures that new hires are well-equipped to perform their roles 

effectively in a digital environment. 

Good practice example: Bulgarian Stakeholders Contribution to Digital Skills Identification 

and Digital Job Profiles Development of Staff in Employment Mediation and HR 

Management 
 

The Digital Skills Development project, implemented by the Association of Industrial Capital in Bulgaria, 

identified 65 key professions in 13 high added value sectors, that are important for carrying out the digital 

transformation of the Bulgarian economy. The Employment Mediation was one of the top three sectors, in 

which digital skills are most needed. For 72% of the employers surveyed in the project, the greatest need is for 

digital skills for searching, evaluating and managing information and data.  

https://bica-bg.org/en/57/digital-skills-development-project.htm
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The project developed a Digital Skills Profile for each profession, complemented by an online tool for testing 

digital skills for testing the digital competencies of the workforce, sectoral qualification frameworks, and 

training curricula for digital skills development.  

Another contribution was made by the Ready for Digital Transformation initiative of the Bulgarian Industrial 

Chamber. It produced sectoral analysis and digital profiles for 80 key positions and jobs, including HR manager, 

as well as digital skills testing tools, and e-learning platform for digital skills.  

 

Including Digital Services in Counsellors’ Job Contract  
In career organizations that offer online services, the application and management of digital technologies 

should be explicitly incorporated into the job contracts of career counsellors. This section of the contract 

could delineate the specific platforms and tools the counsellors are expected to use, as well as any associated 

responsibilities such as data management, client privacy, and technical troubleshooting. It could also 

stipulate the requirement for ongoing training in digital competencies and staying updated with the latest 

tools and best practices. Clauses might be included that outline the expectations for online conduct, adhering 

to ethical guidelines not only in face-to-face interactions but also in the digital realm. Inclusion of these 

elements in the job contract sets a formal expectation of competency and ethical behaviour in digital service 

provision, providing a legal and organizational framework for counsellors to operate within. This ensures that 

both the organization and its counsellors are aligned in their commitment to delivering high-quality online 

career services. 

Recruitment and Selection Procedures for Online Counsellors 
Recruitment and selection in career counseling organizations that offer digital services require a specialized 

approach to ensure that applicants have the necessary digital competencies and online counseling skills.  

• Begin with a carefully crafting the job description so that it not only outlines the traditional 

counseling skills required but also clearly specifies the digital tools and platforms that candidates 

should be familiar with. This sets the stage for attracting applicants who meet the dual criteria of 

counseling acumen and digital fluency. 

• Once applications have been received, the initial screening process can include a review of resumes 

and cover letters specifically for demonstrated digital skills. Beyond standard educational 

qualifications and counseling experience, organizations should look for specific certifications or 

courses in digital literacy, familiarity with online counseling platforms, and even coding or data 

analytics skills where relevant. 

• The interview stage should incorporate questions or scenarios that test an applicant's digital know-

how and ability to conduct online counseling. This can be achieved through role-playing exercises 

that mimic online counseling situations, requiring the candidate to navigate digital tools in real-time. 

Additionally, technical interviews can focus on situational questions that probe the candidate's ability 

to troubleshoot common online issues, ensuring they can handle the technical aspects of the job 

without constant support. 

• Assessment centers or skills tests can be employed to evaluate both the counseling skills and the 

digital competencies of applicants. For instance, candidates could be asked to conduct a mock online 

counselling session while simultaneously managing data on a client management system. Evaluators 

can then rate them on a predefined set of criteria, such as communication clarity, empathy, technical 

proficiency, and data management skills. 

• Reference checks can also focus on prior experiences in digital settings. Questions could be tailored 

to understand how the candidate has utilized digital tools effectively in the past and how they’ve 

adapted to changes in digital technology. 

https://anketa.bica-bg.org/
https://anketa.bica-bg.org/
https://digital.bia-bg.com/bg/project/
https://digital.bia-bg.com/media/docs/1212_%D0%A0%D1%8A%D0%BA%D0%BE%D0%B2%D0%BE%D0%B4%D0%B8%D1%82%D0%B5%D0%BB%D0%B8%20%D0%BF%D0%BE%20%D1%83%D0%BF%D1%80%D0%B0%D0%B2%D0%BB%D0%B5%D0%BD%D0%B8%D0%B5%20%D0%BD%D0%B0%20%D1%87%D0%BE%D0%B2%D0%B5%D1%88%D0%BA%D0%B8%D1%82%D0%B5%20%D1%80%D0%B5%D1%81%D1%83%D1%80%D1%81%D0%B8.pdf
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This holistic approach provides a solid foundation for hiring professionals who are not only skilled in career 

counseling but also adept in navigating the digital landscape that is integral to modern career services. 

Onboarding and Continuing Professional Development Programs  
In the rapidly evolving landscape of digital services, career counseling organizations need to prioritize both 

onboarding and continuing professional development (CPD) programs that focus on the digital skills needs 

of online career counselors. Starting with the onboarding process, new hires should be introduced to the 

organization's digital platforms, tools, and technologies through structured tutorials, hands-on training 

sessions, and real-time demonstrations. This initial phase should also include modules on digital ethics, 

cybersecurity, and data management, setting the stage for a secure and responsible use of technology right 

from the outset. 

But onboarding is just the start. Given the pace at which digital tools and technologies evolve, continuous 

learning and development are critical. CPD programs should be designed to offer regular updates on 

emerging technologies, software upgrades, and best practices in the digital counseling arena. These could 

take the form of workshops, webinars, or online courses that counselors can undertake to upgrade their 

skills. It's also advantageous to incorporate peer-led training sessions where staff members who excel in 

particular digital skills can share their knowledge with their colleagues, fostering a culture of collaborative 

learning. 

To personalize learning experiences, organizations can consider implementing a digital skills assessment as 

part of the annual performance review. This assessment would identify individual strengths and weaknesses, 

allowing for the design of targeted training programs. For counselors who may be less comfortable with 

digital technologies, one-on-one coaching sessions can provide a more tailored approach to skill 

development. 

Moreover, career counseling organizations should encourage counselors to engage with industry trends by 

attending relevant conferences, webinars, and workshops. This not only keeps them updated but also 

provides opportunities to network with professionals and experts in the field of digital career counseling, 

thereby opening avenues for collaboration and innovation. 

Importantly, the organization should also evaluate the effectiveness of these professional development 

programs. Metrics such as counselor proficiency in using new tools, client satisfaction rates, and data security 

incidents can offer valuable insights into the impact of the training. 

Supervision and Peer Learning 
Regular supervision and peer discussions are indispensable tools for continuous professional development 

of staff and maintaining high quality online career services.  

• Supervision sessions, led by experienced counsellors or managers, provide a confidential and 

constructive space for reviewing case work, discussing ethical considerations, and addressing any 

challenges related to digital service provision. These sessions can also serve as a platform for 

introducing new digital tools and practices, ensuring that staff members are up-to-date and 

competent in using the organization's technology.  

• Peer discussions, on the other hand, offer a more informal yet equally valuable setting for knowledge 

sharing and problem-solving. By regularly convening to discuss experiences, best practices, and 

emerging trends in online career counselling, advisors can learn from one another, thereby 

enhancing their collective skill set. Such discussions can also be a fertile ground for innovative ideas, 

potentially leading to improvements in service delivery.  
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Section 5. Digital Infrastructure 
Technology and Software Requirements 
For organizations to deliver effective online career counselling, they must ensure that both counsellors and 

clients have access to the necessary technology and software. Digital infrastructure supporting online 

counselling involves ensuring devices, physical space, internet connection, technical support, data storing 

software and cloud, etc., both for counselling staff and clients.  

A stable and high-speed internet connection is crucial for smooth video conferencing and communication 

between counsellors and clients in online sessions. Counsellors should have access to a computer or device 

equipped with a webcam and microphone for video conferencing. Organizations should provide access to a 

secure and reliable video conferencing platform that supports online counselling sessions. Counsellors need 

access to tools for sharing documents, worksheets, or resources with clients during sessions, as well as a save 

data storing software or a cloud. Effective communication with clients outside of sessions requires access to 

email or secure messaging platforms. Organizations should ensure adequate training for counsellors on 

application of digital technology in online counselling, solving common technical issues and offering first 

online help to client, maintaining client confidentiality and ensuring data security. These topics are addressed 

in detail in the OCCAY Hybrid Flexi Course for online counsellors.  

On their part, clients should have a basic understanding of how to use a computer or device, navigate 

websites, and participate in video calls and have access to email or messaging platforms for communication 

with their counsellor outside of sessions. They should use a supported browser and ensure they have the 

necessary software installed for the video conferencing platform. Organizations should provide clients with 

clear instructions on how to access and use the online counselling platform. Technical support should be 

available for any client-side issues. Additionally, clients have to be educated on best practices for maintaining 

their own privacy and security during online sessions. In case of technical difficulties, clients should be 

informed of alternative methods of communication, such as phone calls or secure messaging. Clients in need 

of special support should have access to assistive technologies. 
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It's important for organizations to thoroughly communicate these requirements to both counsellors and 

clients. Additionally, they should provide ongoing support and resources to ensure a seamless online 

counselling experience for all parties involved.  

Intellectual Property and Copyright Rules 
Career organizations have responsibility to ensure that their counselors are well-informed about the 

regulations and requirements concerning intellectual property and copyrights. To do this, they can 

implement training sessions and workshops which cover the basics of copyright law, the difference between 

public domain and copyrighted material, the principles of fair use, and the specifics of licensing agreements. 

By incorporating real-world examples, potential gray areas and the repercussions of violations can be 

discussed in depth. It would also be beneficial to familiarize counselors with common digital content licenses, 

such as Creative Commons, and explain how these licenses dictate the use and distribution of content. 

Furthermore, career organizations should establish clear internal guidelines and protocols offering step-by-

step process for verifying the copyright status of any material that counselors wish to use or share, and for 

obtaining necessary permissions or licenses. Regular audits and checks can guarantee that all digital tools, 

software, apps, and platforms used are properly licensed. Last but not least, promoting a culture of 

transparency and open communication allows counselors to raise questions or seek guidance when they're 

unsure about the copyright status of a particular piece of content.  

Investing in Digital Equipment, Space, and Content Designed for Digital-Age Counselling 
To offer high-quality online services, a career counselling organization needs to make strategic investments 

in several key areas: 

• Digital equipment: Investing in high-quality digital equipment is essential. This includes high-

definition webcams for clear video conferencing, noise-canceling microphones for better audio 

clarity, and powerful computers capable of running multiple applications smoothly. Furthermore, 

tablets and digital whiteboards can be instrumental in creating an interactive and dynamic virtual 

consultation environment. These investments ensure that the technical aspects of online counselling 

sessions are as close to flawless as possible. 

• IT infrastructure: A high-speed, reliable internet connection is a must-have to facilitate uninterrupted 

online interactions. Servers with ample storage capacity and speed will help store essential data, 

including digital records and client reports. Investing in cloud-based solutions can improve data 

management and make the services more flexible and accessible. Also, cybersecurity measures such 

as firewalls, anti-virus software, and VPNs are essential to protect sensitive client information. 

• Software and online counselling tools: The organization should invest in specialized career 

counselling software / online platform that supports features like secure video conferencing, easy 

appointment scheduling, and safe document sharing. This software should be user-friendly, and 

comply with privacy regulations like GDPR. Additional features should include online career 

assessment tools, and integrations with job boards or educational resources such as interactive 

exercises and video content for career skills development. 

• Physical space: Even if the organization is focusing on online services, the physical environment 

should be designed to facilitate digital work. This could include quiet rooms equipped with the 

necessary digital hardware and a reliable internet connection, allowing counsellors to conduct online 

sessions without disruptions. Having a small studio set-up for high-quality video and podcast 

recordings can also be an asset. 

• Digital content: High-quality, educational content is key to establishing the organization as an expert 

in the field and providing value to clients outside of direct counselling sessions. This could include 
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video content, e-books, webinars, and podcasts on career-related topics. Investing in skilled content 

creators or contracting with industry experts can help produce this content. 

By making investments in these areas, a career counselling organization can position itself as a leader in 

online career services, offering a comprehensive, high-quality, and secure experience for clients.  

Good practice examples: Using advanced technologies and platforms in Italy 
Jforma (https://www.jforma.it/), is the Italian cloud for online training manager for managing courses and 

training activities. With the Jforma it is possible to manage any type of courses like (videoconference classes, 

safety courses, apprenticeships, seminars, internships and traineeships) in-presence or distance learning. There 

is no need for the installation of the application on the device and the data are stored in the cloud respecting 

the highest standards of security and preservation while remaining the property of the institution, which can 

export them at any time in the main known formats. The platform can help to improve the efficiency of training 

centres by enabling the sharing of tools and working methods. The platform is currently use by 2.290 

organisations in Italy with 208.923 courses. 

Italian organization has an internal platform integrated with Jitsi (https://jitsi.org/), where it is possible to 

organise the lessons as well as interviews. The platform Jitsi provides a set of open-source projects that allows 

to easily build and deploy secure video conferences. The platform provides different tools like; Jitsi Video bridge 

and Jitsi Meet, which lets users to have online conferences. The platform follows the requirements according 

to the national normative as standard for quality management systems (QMS), ISO 9001. 

Online Platforms 
Online career counseling organizations must place a premium on website design and user experience to 

ensure seamless service delivery. Given that a growing number of clients access services via mobile devices, 

the website should be fully responsive, adapting to various screen sizes without compromising functionality 

or aesthetics. A well-thought-out user onboarding process is essential, providing easy-to-follow guides and 

tutorials that acquaint new users with the platform's features and navigation. This can include how-to videos, 

FAQs, and a straightforward appointment-booking process. As for client-counselor interaction, the website 

should offer secure and user-friendly interfaces for video calls, chats, and file sharing. This ensures that the 

actual counseling session is as smooth and effective as possible. Usability testing should be ongoing to collect 

data on user engagement and satisfaction, allowing for continuous improvement. 

Good practice example: Introducing Innovative Digital Technologies in German Public 

Employment Services 
In Germany, the employment agencies exemplify a best practice model for integrating digital technologies 

into career guidance services. Their approach to online counseling is a testament to the effective use of 

digital platforms in enhancing service delivery. Offering online counseling via video, these agencies have 

developed a comprehensive and user-friendly structure that allows for interactive, face-to-face consultations 

in a virtual setting. This method not only expands accessibility but also maintains the personal touch crucial in 

career guidance.  

In addition to these services, the employment agencies have introduced an innovative tool called "BA-mobil: 

The customer app of the Federal Employment Agency." This multifunctional app is a significant stride in digital 

integration, offering clients a range of convenient features. Users can manage appointments through an 

integrated calendar, set up meetings, and upload necessary documentation, all within the app. It also serves 

as a real-time portal for receiving information on new job opportunities, making it a valuable resource for job 

seekers.  

This digital approach, combining video counseling with a comprehensive app, demonstrates how career 

guidance can be effectively modernized through technology, making it more efficient, accessible, and 

responsive to client needs. 

https://www.jforma.it/
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Knowledge Management Systems 
As counseling work becomes more digitalized, the need for a Knowledge Management Systems where every 

member of the organization is increasingly recognized by practitioners and organizations.  

Such a system serves as a repository of digital resources, accumulated knowledge and tools, that fosters 

continuous learning, sharing, and improvement, crucial for the organization's effective functioning. 

A well-structured KMS should encompass a wide array of documents and resources. This includes: 

• Compilation of frequently asked questions (FAQs), which acts as a quick reference guide for both 

counselors and clients, streamlining the counseling process.  

• Guidelines on providing optimal first-level support are vital, ensuring immediate and effective 

response to client inquiries and concerns. 

• Collection of ready-to-use helpful tools and programs tailored for daily counseling work from digital 

platforms for client interaction to data analysis tools for career trend forecasting.  

• Instructions, documents and procedures ensuring data security, best practices, legal standards like 

GDPR, safeguarding client information and maintaining trust. 

Online Repository with Career Resources for Clients   
Online career guidance organizations should provide clients with easy and secure access to a comprehensive 

online repository of career counselling tools and content designed to supplement their career development 

journey. This repository could include a variety of resources such as eBooks, video tutorials, assessment tests, 

industry reports, and interactive modules that focus on essential career-related skills like resume building, 

job interviews, and career planning. Clients should be able to access this repository at their convenience, 

allowing them to take ownership of their career development even outside of scheduled counselling sessions. 

The platform should be user-friendly, searchable, and regularly updated to reflect the latest trends and best 

practices in the field. Importantly, it should also adhere to the highest standards of data security and privacy, 

ensuring that clients can safely browse and interact with the content. Offering such accessible resource not 

only adds value to the services provided but also fosters a more holistic and self-directed approach to career 

development for clients. 

Data Security and Privacy Measures In Online Counselling 
Online counselling organizations must implement robust data security and privacy measures to safeguard 

the sensitive information shared during counselling sessions. This includes the following key measures: 

• Encryption protocols should be employed to protect the confidentiality and integrity of client data 

during transmission. Secure Socket Layer (SSL) or Transport Layer Security (TLS) encryption can 

ensure that information exchanged between clients and counsellors remains private and secure. 

• Secure and access-controlled storage systems should be in place to protect any stored client data. 

This may involve using encrypted databases, password-protected files, or cloud storage solutions 

with robust security features. 

• Access controls are crucial. Organizations should implement stringent authentication and 

authorization procedures, ensuring that only authorized personnel have access to client information. 

This includes secure login credentials, multi-factor authentication, and role-based access restrictions. 

• Regular system audits and security assessments are vital for identifying and addressing potential 

vulnerabilities. These assessments should be conducted by qualified professionals to ensure that the 

organization's security measures are up-to-date and effective. 

• Introduce have clear policies and procedures in place for data handling, including guidelines on who 

has access to what information and under what circumstances. Regular training and awareness 

programs for staff and counsellors can help reinforce the importance of data security and privacy. 
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• Organizations should have a response plan for data breaches or security incidents. This plan should 

outline the steps to take in the event of a security breach, including notifying affected parties, 

reporting the incident to relevant authorities, and implementing measures to prevent future 

breaches. 

• Organizations should familiarize themselves with the legal requirements in their jurisdiction and 

ensure that their data security measures are in full compliance. 

Challenges and Solutions 
Below, we have listed some of the common technical issues and offer troubleshooting solutions. Career 

counselling staff can use the OCCAY Hybrid Flexi Course to improve their knowledge on technologies in online 

counselling and skills to adequately address the technical issues.  

Common Technical Issues 
in Online Career 
Counselling 

Troubleshooting Solutions 
 

Unstable or slow internet 
connections can disrupt 
the counselling session. 

• Recommend a Wired Connection: Advise clients and counsellors to 
use a wired internet connection for more stability. 

• Restart Router: Restarting the router can often resolve connectivity 
issues. 

• Switch to Audio-Only: If video is causing problems, consider 
switching to an audio-only session. 

 

Delays in audio or video 
can make communication 
difficult. 
 

• Close Unnecessary Applications: Closing other applications can free 
up bandwidth for the video call. 

• Lower Video Quality: Adjust video settings to a lower resolution for 
smoother streaming. 

• Switch to Audio-Only: If necessary, consider conducting the session 
using only audio. 

 

Incompatibility between 
the client's and 
counsellor's software 
platforms. 

• Use Standardized Platforms: Recommend widely used video 
conferencing platforms like Zoom, Microsoft Teams, or Skype. 

• Test Before the Session: Ensure both parties have the necessary 
software installed and updated before the session. 

 

The audio or video feed 
may suddenly cut out 
during the session. 

• Reconnect: If the connection is lost, try reconnecting to the session. 

• Switch to Phone Call: If technical issues persist, consider switching to 
a phone call for the remainder of the session. 

 

Problems with webcams, 
microphones, or other 
hardware components. 

• Check Connections: Ensure all hardware devices are properly 
connected. 

• Use Alternative Devices: Switch to a backup device if one is available. 
 

Security settings may be 
blocking the video 
conferencing platform. 

• Adjust Firewall Settings: Configure firewall or security software to 
allow the necessary ports for the video conferencing application. 

 

Visual distractions in the 
background or inadequate 
lighting can affect the 
quality of the session. 
 

• Advise on Lighting: Recommend sitting in a well-lit area with even 
lighting. 

• Select a Neutral Background: Encourage clients and counsellors to 
choose a clutter-free, neutral background. 

• Low Audio Volume or Inaudible Speech: 
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Difficulty hearing or 
understanding each other 
due to low audio volume. 

• Adjust Volume Settings: Increase the volume on the device or within 
the video conferencing software. 

• Use Headphones or Earphones: Suggest using headphones or 
earphones for clearer audio. 

 

Feedback loops can cause 
an echo during the session. 

• Use Headphones or Earphones: Using headphones can often 
eliminate feedback issues. 

• Mute When Not Speaking: Encourage muting the microphone when 
not actively speaking. 

 

Trouble sharing screens or 
documents during the 
session. 
 

• Provide Clear Instructions: Guide clients and counsellors through the 
screen sharing process step-by-step. 

 

Advice clients and counsellors to test their equipment and connections before the session, and to have a 

backup plan (e.g., a phone call) in case technical issues cannot be resolved during the session. Additionally, 

offering technical support resources or a helpline can be beneficial for resolving more complex technical 

challenges. 
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Section 6. Supporting Clients 
Utilizing Digital Technologies to Offer High Quality Services 
Counselling organizations can embrace digital technologies, content, methods, and tools to revolutionize the 

provision of online counselling services, ensuring they are of the highest quality, flexible, and inclusive. 

Utilizing user-friendly and secure video conferencing platforms enables counsellors to connect with clients 

in real-time, replicating the face-to-face experience. Interactive content, such as multimedia resources, e-

books, and webinars, can supplement counselling sessions, offering clients a diverse range of learning 

materials to support their personal and professional growth. Chatbots and virtual assistants can enhance 

accessibility by providing immediate responses to common inquiries and assisting with scheduling 

appointments. These technologies not only extend the reach of counselling services but also cater to diverse 

learning preferences and schedules. Furthermore, virtual reality (VR) and augmented reality (AR) tools can 

create immersive environments for skill-building and mocking exercises to help clients who have higher level 

of anxiety. By embracing these digital advancements, counselling organizations can provide a dynamic, 

inclusive, and adaptable online counselling experience, ensuring that clients receive the highest quality of 

support tailored to their unique needs and circumstances. 

Good practice example: Jobiri – AI-driven career counselling 
Jobiri (https://www.jobiri.com/language/en/), is the first entirely AI-driven career counsellor which offers 

comprehensive and customised career advice. Jobiri collects job opportunities from various of sites and provide 

with the service to use the most effective CV formats and access thousands of suggested phrases written by 

experts. It also trains for interviews by following the advice of career counsellors by using simulated video 

interviews to help clients to manage anxiety and learn to answer the questions during a job interview.  

Skills Intelligence and Online Guidance Platforms 
Online career counselling platforms and skills intelligence platforms provide a wealth of resources, 

assessments, and job market insights that empower both counsellors and clients. They facilitate 

comprehensive assessments of individual strengths, interests, and skills, offering data-driven insights into 

suitable career paths. The skills intelligence platforms, such as those of CEDEFOP, EIPA Skills Panorama, OECD 

skills intelligence and ESCO provide real-time information on industry trends and in-demand skills, ensuring 

https://www.jobiri.com/language/en/
https://www.cedefop.europa.eu/en/tools/skills-intelligence
https://www.eipa.eu/epsa/skills-panorama/
https://oecd.ai/en/work-innovation-productivity-skills/key-themes/skills
https://oecd.ai/en/work-innovation-productivity-skills/key-themes/skills
https://esco.ec.europa.eu/bg
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that clients receive the most up-to-date advice. Career counsellors, therefore, need to be proficient in 

navigating and utilizing these platforms effectively. They must possess the technical know-how to guide 

clients in using these tools, interpreting the data, and integrating it into personalized career development 

plans. Counsellors should also be adept at critically evaluating the credibility and relevance of information 

obtained from these platforms. By mastering these skills, counsellors can leverage the power of these 

platforms to provide clients with invaluable, tailored guidance, ultimately increasing their chances of success 

in the ever-evolving job market. 

Access to Accurate Labour Market Information 
Ensuring that career counsellors and clients have access to accurate, real-time labour market information 

and up-to-date training resources is of paramount importance in navigating the rapidly evolving world of 

work. In an era marked by technological advancements and shifting industries, having current and precise 

insights into emerging sectors, job profiles, and the skills in demand is crucial. This information empowers 

counsellors to provide timely and relevant guidance, steering clients towards opportunities aligned with the 

realities of the job market. For clients, it means making informed decisions about their career paths, ensuring 

they acquire skills that are in high demand and likely to remain relevant. By staying abreast of these shifts, 

both career guidance professionals and clients can proactively adapt to the changing landscape of work, 

ultimately enhancing employability, job satisfaction, and long-term career success. 

Trainings to Support Clients in The Digital Environment 
Career organizations need to equip counsellors with the necessary skills to identify challenges that clients 

may encounter when utilizing digital technologies and engaging in online counselling. Training should 

encompass a thorough understanding of the potential barriers, ranging from technical difficulties to issues 

related to privacy and confidentiality, as well as recognizing signs of digital exclusion, ensuring that 

counsellors can identify clients who may face limitations in accessing or utilizing online resources. Counsellors 

should be trained to navigate cultural and generational differences in digital literacy. To provide support, 

career organizations can offer resources on troubleshooting common technical issues and share best 

practices for enhancing online security and privacy. They should also facilitate open communication channels 

for counsellors to discuss challenges with peers and supervisors, fostering a collaborative approach to 

problem-solving. Encouraging counsellors to engage in ongoing professional development in the field of 

digital counselling ensures they stay up-to-date with the latest technologies and strategies for addressing 

digital-related challenges effectively.  

Empowering Clients to Manage Effectively Their Digital Presence 
Empowering clients in online career guidance to navigate digital technologies responsibly and ethically is 

essential in today's digital-centric job market. Career counsellors can start by providing guidance on crafting 

a professional digital identity. This involves helping clients showcase their skills, accomplishments, and 

interests in a way that aligns with their career goals. Counsellors should educate clients about the importance 

of managing their digital footprint, emphasizing the need to curate online content that reflects their 

professional brand. They can also offer strategies for safeguarding privacy settings and being vigilant about 

what information is shared online. Career guidance professionals should also highlight the significance of 

ethical online behaviour, encouraging clients to treat others with respect and integrity in virtual spaces. By 

staying informed about current digital trends and best practices, clients can navigate the online realm with 

confidence and professionalism. These efforts empower clients to take control of their digital presence, 

ensuring it aligns with their career aspirations and enhances their professional reputation in the digital 

sphere. 
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Section 7. Daily Counselling Practices 
GDPR Rules, Consent Policy and Data Security Protocols  
For an online career counselling organization operating within the European Union, compliance with the 

General Data Protection Regulation (GDPR) is crucial to ensure the transparent and responsible collection, 

storage, and use of client data. Here are some key considerations: 

• The organization must identify a lawful basis for collecting and processing data, such as explicit 

consent, legitimate interest, or compliance with a legal obligation.  

• Only collect data that is necessary for the intended purpose and avoid collecting excessive 

information. Clearly inform clients what data is being collected, for what purpose, and how long it 

will be stored. Before collecting any data, obtain explicit, informed consent from the client. This 

involves a clear and accessible consent form outlining what data will be collected and how it will be 

used. Clients must be given the option to withdraw consent at any time, and this process should be 

as straightforward as possible. 

• Data should be stored in a secure, encrypted environment. Access should be limited to authorized 

personnel only. Maintain access logs that record who accessed the data, when, and for what purpose, 

ensuring an audit trail. 

• The organization should have protocols for allowing clients to request and receive their stored data.  

They need to address client requests related to their data rights under GDPR, such as the right to be 

forgotten, right to data portability, and right to object to data processing. Define and adhere to a 

data retention policy, specifying how long client data will be stored and the process for secure 

deletion after that period. 

• Ensure training for all staff member who handle client data should be trained in GDPR compliance, 

as well as the organization's internal data storage and handling protocols and conduct regular 

security audits to ensure compliance with GDPR and update data storage protocols as necessary. 
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• If the organization provides services to minors, it should have a system for verifying age and obtaining 

parental consent for data processing when necessary. 

• Introduce a clear response plan in case of a data breach. GDPR requires organizations to report data 

breaches to both the affected individuals and the relevant regulatory bodies within 72 hours of 

becoming aware of the breach. Depending on the size of the organization, it may need to appoint a 

Data Protection Officer to oversee compliance. 

Informed Consent 
Informed consent for online career counselling services should be comprehensive and transparent, designed 

to educate clients fully about what they can expect. The consent form or dialogue should explicitly outline 

the scope of the counselling services offered, detailing the methods and approaches that will be used. It 

should clearly specify what types of personal and sensitive data will be collected, how this data will be stored 

and used, and the steps taken to ensure its security, in compliance with data protection laws like GDPR. The 

consent form should also outline the payment terms, including fees, billing cycles, and refund policies. 

Professional boundaries should be defined to help maintain an ethical counsellor-client relationship, and 

clients should be made aware of these guidelines. Finally, the consent document must explicitly state the 

exceptions to confidentiality and privacy, such as the circumstances under which the counsellor is legally 

obligated to disclose information (e.g., imminent risk of harm to self or others). Clients should be given ample 

opportunity to ask questions and must explicitly agree to these terms, typically through a written or 

electronic signature, before counselling services commence. 

Professional Limits and Referral 
It's imperative for a career counselling organization to train its counsellors in recognizing the limits of their 

own scope of competence. Ethical and effective practice demands an acute self-awareness of one's 

capabilities and limitations. Counsellors should be trained to identify when a client's issue or needs go beyond 

their expertise or specialized knowledge. Failing to do so not only risks ineffective counselling but also poses 

ethical dilemmas. When counsellors encounter such situations, they should seek guidance from a more 

experienced colleague or supervisor to discuss the best course of action. Often, the ethical and professional 

recourse is to refer the client to another qualified professional who has the specific expertise to address the 

client's unique needs. This approach ensures that the client receives the highest standard of care and advice, 

while also maintaining the integrity and ethical standing of the counselling organization. 

Transparency about professional limitations is crucial for maintaining ethical standards and client trust in a 

career counselling organization. Clients should be made aware, ideally at the outset of their counselling 

journey, about the scope and limitations of the services they can expect. This information should be a key 

component of the informed consent process, clearly delineating the kinds of issues the counsellor is qualified 

to address and those which would necessitate a referral to another professional. For instance, if a client’s 

concerns move into the territory of mental health issues, legal matters, or other specialized areas that are 

outside the counsellor's expertise, a responsible organization has the duty to refer the client to a qualified 

professional in that field. Clearly communicated guidelines about such referrals can mitigate 

misunderstandings, align client expectations, and most importantly, ensure that clients receive the 

appropriate level of care and expertise they need for their specific issues. 

Communication Protocols  
A career guidance organization aiming to deliver high-quality online services needs to have communication 

protocols in place, to ensure effective case management, foster a supportive work environment for 

counsellors, and minimize service disruptions for clients.  

• Appointment management:  Scheduling and appointment management systems should be easy for 

both clients and counsellors to navigate, offering real-time updates on availability and confirmations 
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for booked sessions. An automated reminder system can further enhance reliability, reducing the 

incidence of no-shows. Ensuring counsellor availability is another vital aspect. Counsellors should 

have clear guidelines on how to update their availability in real-time, and there may also be a 

provision for emergency consultations, clearly outlining how these are managed and by whom.  

• Online assessment: Organizations need to employ secure and confidential platforms and assessment 

tools, which allow for both quantitative and qualitative assessments, be easy to administer online, 

and have secure storage and data retrieval features. The communication protocols should be laid out 

in a comprehensive manual, accessible to all staff, to ensure that everyone is on the same page when 

it comes to the operation of digital tools and client interactions. By having such protocols in place, 

the organization can enhance efficiency, client satisfaction, and the overall quality of their online 

services. 

• Case Management: Utilize secure digital case management software that allows for encrypted 

storage and easy retrieval of client records, assessment results, and progress notes. Implement a 

standardized system for updating client statuses and tracking their progress through the career 

counselling process. Depending on client preference and the nature of the issue, use a blend of 

emails, video calls, and secure messaging within a unified platform for consultations and updates. 

Schedule weekly or bi-weekly meetings among counsellors to review active cases and discuss best 

practices. 

• Peer Support: Create a secure internal communication channel, such as a chat room or forum, where 

counsellors can discuss general challenges or seek advice, while maintaining client confidentiality. 

Pair less experienced counsellors with seasoned professionals for mentorship and guidance. Ensure 

continuing professional development opportunities such as webinars, peer learning and supervision, 

and sharing of educational resources, to help counsellors stay up-to-date on industry standards and 

best practices. 

• Counsellor replacements: Develop standard operating procedures for handing over client cases, 

which should include a thorough briefing and the secure transfer of all relevant client 

documentation. When a counsellor is replaced, the client should be notified in advance and given 

the option to continue with a new counsellor or discontinue services. The new counsellor should go 

through a brief orientation for that specific case, reviewing past consultation notes and any action 

plans or assessments that have been conducted. After the handover is complete, a review should be 

conducted to ensure the transition was smooth and the client is comfortable with the new 

arrangement. 

Major Challenges in Online Counselling That Need To Be Addressed In Training 
While online career counselling offers valuable benefits in terms of accessibility and convenience, it comes 

with its own set of concerns and challenges. Privacy, communication, cultural sensitivity, and boundary-

setting all require careful consideration to ensure that the client-counsellor relationship remains effective 

and supportive in the digital realm. The career organization need to ensure that all counsellors are trained to 

deal with of the limitations of digital technologies related to the client-counselling relationship in online 

counselling. On their side, professionals must be proactive in addressing these issues and be willing to adapt 

their approach to meet the unique needs of each client. 

One of the significant concerns and challenges that can impact the client-counsellor relationship is privacy 

and confidentiality. Unlike in-person sessions, where the physical environment can be controlled, online 

sessions may leave room for potential breaches in confidentiality. Counsellors must ensure that they are 

using secure and encrypted platforms and educate clients on best practices for maintaining privacy on their 

end. Professionals must be prepared to address any technical issues that may arise, too, as these can disrupt 

the flow of the session and potentially erode trust if not handled appropriately. 
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Another concern is the potential for miscommunication or misinterpretation in the absence of non-verbal 

cues. Body language and facial expressions play a crucial role in traditional counselling, and replicating these 

nuances in a digital setting can be challenging. Counsellors must be attuned to verbal cues and actively seek 

feedback from clients to ensure that they are accurately understanding and addressing their needs. This 

requires a higher level of attentiveness and adaptability in online sessions. 

Cultural and technological disparities can pose challenges in the client-counsellor relationship. Clients from 

different cultural backgrounds may have varying levels of comfort and familiarity with digital technologies. 

Some may face barriers related to language proficiency or access to stable internet connections. Counsellors 

must be sensitive to these differences and be prepared to adapt their approach to accommodate diverse 

client needs. This may involve offering alternative communication methods or providing resources to 

enhance digital literacy. 

The establishment and maintenance of boundaries also become more complex in an online setting. Without 

the physical separation of a counselling office, clients may struggle to distinguish between the professional 

and personal aspects of the counsellor's life. Clear guidelines for communication, availability, and response 

times are essential to maintain a healthy and professional client-counsellor relationship. 

Ensuring Fair, Respectful and Free from Discrimination Online Services 
Ensuring that online counselling services are fair, respectful, and free from discrimination is a cornerstone of 

ethical and effective practice. A career counselling organization must prioritize this not just in face-to-face 

interactions but also, and importantly, in the way it utilizes technology.  

Counselling organizations should be transparent about their commitment to non-discrimination in both their 

marketing materials and during the counselling process itself. Clear procedures should be in place for clients 

to report any incidents of discrimination, and there should be an accountability mechanism to ensure that 

any such reports are investigated and dealt with appropriately. These policies and procedures related to non-

discrimination should be reviewed periodically to ensure that they remain effective and up-to-date. This 

could be part of a larger ethical review or a stand-alone process, but it should involve input from both 

counsellors and clients to get a comprehensive view of the situation. 

One of the first aspects to consider is the accessibility of the technology itself. Platforms should be user-

friendly and compatible with various devices to ensure that people of all ages and technological proficiency 

can use them. Moreover, they should comply with ADA (Americans with Disabilities Act) standards or 

equivalent legislation in the organization's jurisdiction, providing options for those with visual or auditory 

impairments, for example. 

Counsellors should undergo regular training in recognizing and combating all forms of discrimination. This 

training should include modules that focus on the specific dynamics involved in online interactions, where 

cues like body language are absent and written or spoken words carry the full weight of communication. The 

training should also cover implicit bias, which can subtly influence how counsellors perceive and interact with 

clients. 

Regular feedback mechanisms should be in place to allow clients to express their experience, including any 

instances where they felt discriminated against. Anonymous surveys can be especially effective in capturing 

honest feedback. The organization should take any complaints seriously, investigating and implementing 

corrective action as necessary. 

The use of data analytics can be valuable in assessing the fairness of online service delivery. For example, 

tracking the demographic data of clients who seek and receive services can show if there are glaring 
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disparities that need to be addressed. However, such tracking should be done in full compliance with data 

protection laws and with explicit consent from clients. 

Accountability in The Use of Technology 
An organization that offers online career counselling needs to be very careful about how it uses technology 

and AI. This means being open about what types of technology are used and how they work. The systems 

should be regularly checked to make sure they are reliable and safe. It's also important that the technology 

treats everyone fairly and doesn't discriminate based on things like age or race. Strong security measures 

should be in place to keep people's private information safe, and the organization should clearly explain what 

data they collect and how they use it. Finally, there should be an easy way for clients to report any problems 

or concerns, to make sure the organization is held accountable for its actions. By doing all these things, the 

organization shows it's committed to keeping its clients' best interests in mind. 
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Conclusion 
Key Insights and Recommendations 
Online career counselling requires a well-structured digital environment to ensure the delivery of high-quality 

services. Here are the prerequisites to consider: 

• Reliable internet connection: Ensure both counsellors and clients have access to a stable internet 

connection to facilitate uninterrupted communication. 

• Secure and user-friendly software: Invest in reputable video conferencing and communication tools 

that prioritize security and offer a user-friendly interface. 

• Privacy and data security: Implement robust encryption and data protection measures to safeguard 

client information. Comply with relevant data privacy laws, such as GDPR or HIPAA, as applicable. 

• Accessible digital devices: Counsellors and clients should have access to devices like laptops, 

desktops, tablets, or smartphones with compatible software for seamless interaction. 

• Adequate training: Counsellors should be proficient in using digital tools and platforms for 

counselling. Offer training and support to ensure they are comfortable with the technology. 

• Clear policies and guidelines: Develop clear policies and guidelines for both counsellors and clients, 

covering topics such as scheduling, data security, and technical troubleshooting. 

• Electronic record-keeping: Use secure and accessible electronic systems for record-keeping and 

documentation. Ensure all client data is stored safely and can be easily retrieved. 

• Client education: Educate clients about the digital counselling process, including technical 

requirements, confidentiality, and how to prepare for online sessions. 

• Backup plans: Have contingency plans in place for technical issues, such as alternative 

communication methods (phone or email) in case of connectivity problems. 

• Regular updates and maintenance: Keep software, hardware, and security measures up to date to 

mitigate potential vulnerabilities and ensure a smooth counselling experience. 

• Cultural sensitivity: Be aware of cultural differences and potential challenges in digital counselling, 

such as varying levels of digital literacy among clients. 

• Accessibility compliance: Ensure your digital platform is accessible to individuals with disabilities, 

adhering to accessibility standards like WCAG (Web Content Accessibility Guidelines). 
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By fulfilling these prerequisites, you create a strong foundation for your online career counselling service, 

enhancing its effectiveness and ensuring a positive experience for both counsellors and clients. Continuously 

monitor and adapt to technological advancements and client needs to stay at the forefront of digital 

counselling services. 

Charting the Future of Modern Online Career Counselling 
The future of modern online career counselling is poised to be transformative, driven by a convergence of 

cutting-edge technologies and evolving work dynamics. This dynamic landscape promises to revolutionize 

how individuals navigate their professional journeys. Here's a summation of key trends and anticipated 

developments: 

• AI-powered personalization: Advanced AI algorithms will deliver hyper-personalized guidance, 

aligning career choices with an individual's unique skills, aspirations, and personality traits. 

• Immersive experiences with VR and AR: Virtual Reality and Augmented Reality will be harnessed to 

simulate real-world work environments, providing invaluable insights and experiences for career 

exploration. 

• Blockchain-backed credentials: Secure verification and storage of credentials through blockchain 

technology will facilitate seamless sharing of skills and qualifications, bolstering trust in the hiring 

process. 

• Data-driven insights: Robust data analytics will offer real-time, data-backed insights into job market 

trends, salary expectations, and in-demand skills, empowering informed decision-making. 

• AI-enhanced chatbots and virtual s: Advanced AI-driven chatbots and virtual counsellors will provide 

instant responses, handle routine inquiries, and triage clients for more specialized human 

interactions. 

• Holistic assessments: Refined psychometric assessments will encompass emotional intelligence, 

cultural adaptability, and a comprehensive evaluation of soft skills, providing a holistic view of an 

individual's potential. 

• Integrated learning pathways: Online career counselling platforms will seamlessly integrate with 

educational institutions and learning platforms, enabling individuals to acquire and refine the skills 

they need for their desired careers. 

• Globalized career services: Services will expand their reach to cater to a global audience, offering 

guidance on navigating diverse job markets, cross-cultural work environments, and international 

opportunities. 

• Emphasis on soft skills and emotional intelligence: As automation advances, career counselling will 

underscore the critical importance of soft skills and emotional intelligence in thriving in the evolving 

workplace. 

• Ethical and inclusive practices: Career counselling services will continue to champion inclusivity, 

cultural sensitivity, and adherence to ethical guidelines, ensuring equitable access and support for 

all. 

In this dynamic era of online career counselling, the convergence of technological innovation and a 

personalized, inclusive approach will empower individuals to not only adapt but thrive in the ever-changing 

world of work. By harnessing the potential of these emerging trends, modern online career counselling is set 

to redefine how individuals forge their professional paths, creating a future where every career choice is an 

informed and empowered one. 

Call for Continuous Innovation and Growth 
In this rapidly evolving landscape of work, providing robust career support has never been more crucial. As 

leaders dedicated to the professional development of our teams, we have the unique opportunity to redefine 
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how individuals navigate their career paths. By embracing innovation in online career counselling, we can 

shape a future where every employee makes informed, empowered choices about their professional journey. 

Here are compelling reasons to continue investing in and advancing online career counselling: 

• Unparalleled accessibility: Online platforms break down geographical barriers, ensuring that all team 

members, regardless of location, have equal access to valuable career guidance. 

• Personalization at scale: Innovative technologies like AI-driven assessments and VR simulations 

enable us to offer tailored guidance that aligns with each individual's unique strengths, aspirations, 

and career goals. 

• Data-driven decision-making: Advanced analytics provide real-time insights into labor market trends, 

enabling us to offer up-to-date advice that resonates with our team members' current realities. 

• Global reach, local impact: Expanding our career counselling services globally allows us to guide our 

employees in navigating diverse job markets, international opportunities, and cross-cultural work 

environments. 

• Future-ready skills development: By integrating learning pathways, we empower our team members 

to acquire the skills they need to thrive in their desired careers, fostering a culture of continuous 

learning and growth. 

• Inclusivity and diversity: Ethical, inclusive practices should remain at the forefront of our efforts, 

ensuring that every team member receives support that is sensitive to their unique backgrounds and 

experiences. 

The digital landscape in career counseling is rapidly evolving, presenting both opportunities and challenges 

that are common across various organizations. In this context, the need for a cross-organizational exchange 

of good practices for digitalization becomes paramount. Such an exchange fosters a collaborative 

environment where institutions can share insights, strategies, and solutions that have proven effective in 

their digital transformation journeys. Many questions and hurdles around digitization are universal, 

transcending individual organizational boundaries. By pooling knowledge and experiences, career counseling 

organizations can learn from each other's successes and setbacks, thereby enhancing their digital capabilities 

more efficiently and effectively. This collaborative approach not only accelerates the digital transition of 

individual institutions but also elevates the overall standard of digital proficiency in the field of career 

counseling. 

Given the widespread nature of these digital challenges, a systemic platform for this exchange would be 

highly beneficial. An organization like Euroguidance could play a pivotal role, acting as a patron for a forum 

platform or other initiatives dedicated to this purpose on a European level. This could take the form of regular 

workshops, webinars, shared digital resource libraries, or online forums where professionals from different 

organizations can convene, discuss, and disseminate best practices. Such a centralized initiative would ensure 

a structured and continuous flow of information, enabling career counseling organizations across regions to 

stay abreast of the latest digital trends, tools, and techniques. In essence, a Euroguidance-patronized 

platform for cross-organizational exchange could become a cornerstone in driving forward the digital 

proficiency and innovation in career counseling services on a broader scale. 

Now is the time to seize this opportunity and elevate our online career counselling offerings to new heights. 

By doing so, we not only invest in the growth and success of our team members but also fortify our 

organization's standing as a forward-thinking, employee-centric workplace. 

We hope that the current Handbook will help you embark on this journey, explore innovative solutions, 

strengthen the capacity of your organization, and harness the power of technology to create a future where 

every career choice is informed, intentional, and empowering.   
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