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INTRODUCTION
The National Centre for Guidance in Education is an agency of the Department of Education and Science with responsibility to support and develop guidance in all areas of education and inform the policy of the Department of Education and Science in matters pertaining to guidance.  NCGE’s client groups include:  
· support teachers in primary schools
· guidance counsellors in post primary schools
· careers advisors in third level education
· guidance practitioners working with adults in education 
· those working in a guidance role with early school leavers and young people at risk.  

The aims of NCGE as defined by the Department of Education and Science are:

(i)
To provide support for guidance practitioners in both formal and informal education settings in accordance with Department of Education and Science priorities in these areas;

(ii)
To operate as a focal point for the further development of materials and other resources for guidance in education;

(iii)
To act as a centre through which mutual exchange of information on vocational information and guidance provision and practice in other Member States of the EU can take place
.

As part of the National Centre for Guidance in Education’s ongoing review of its activities and services, a survey of customer satisfaction and customer needs was carried out for post-primary school guidance counsellors.  Similar surveys will be carried out for each client group.  Client consultation is part of a wider initiative of modernising the public service and ensuring a quality customer service for clients of government departments and agencies, under the Programme for Prosperity and Fairness. 
METHODOLOGY
A questionnaire to assess satisfaction with NCGE’s services to guidance counsellors at post primary level was sent to nearly 800 post primary schools in January 2002.  The questionnaire was divided into 4 sections each focussing on a different area of NCGE’s service:

· NCGE’s Support and Advice

· NCGE’s Website

· NCGE’s European Activities

· NCGE’s Publications

Finally respondents were asked to give general comments and suggestions for the improvement of NCGE services.   A copy of the questionnaire is included in appendix I.   
87 responses were received between January and May 2002 giving a response rate of 11%.  Though this may seem quite low, postal questionnaires without follow up calls and reminders do not normally yield a high response rate.
Data was analysed quantitatively using SPSS (Statistical Package for the Social Sciences).  A content analysis of the qualitative responses was also carried out.
The following section of the report is divided into the four areas outlined (Support and Advice, Website, European Activities and Publications).  In each subsection the results of the questions asked are presented, followed by the recommendations formulated from those results.  

RESULTS & RECOMMENDATIONS
1.  NCGE’S ADVICE AND SUPPORT SERVICE TO GUIDANCE PRACTITIONERS
1.1 Contact with NCGE for Information, Advice or Support on a Guidance/Education Issue

66% of guidance practitioners working in post primary schools who responded to the questionnaire have contacted NCGE for information, advice or support on a guidance/education issue.  When asked to rate their satisfaction with NCGE’s response to the contact made – guidance practitioners gave an average rating of 3.35 out of a possible 4 (where 1=not at all satisfied and 4=very satisfied).

34% of practitioners had not contacted NCGE for information, advice or support on a guidance/education issue.  
Table 1:  Contact with NCGE for Information, Advice or Support on a Guidance/Education Issue (and Reasons given for not contacting NCGE)
(Base=87 respondents to questionnaire)

	
	No.
	%

	YES have contacted NCGE
	57
	66%

	NO have not contacted NCGE
	30
	34%
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	Reasons given for not contacting NCGE
	No.
	%*

	Not First Port of Call – ask other colleagues/guidance counsellors, call colleges, CAO, use internet first ………………
	9
	10%

	Get Adequate Info from NCGE – Handbook Supplements etc
	3
	4%

	First Year as a Guidance Counsellor ………………………………
	2
	2%

	Have had no need to ………………………………………………………
	2
	2%

	Unsure of Service Provided ……………………………………………
	1
	1%

	No specific reason/no reason given …………………………………
	13
	15%


*Percentage of total number of respondents
When focussing on those who have not contacted NCGE for information, advice or support on a guidance or education issue and their reasons for not doing so, the most cited reason - that NCGE is not the first port of call, should not alarm the organisation.  It is clear that among the guidance community in Ireland, peer support is highly regarded.  Through the networks created by the Institute of Guidance Counsellors, and the initial training of guidance counsellors, guidance counsellors have personal contacts to which they can turn to with a query.  Suggesting that NCGE is not a first port of call does not necessarily imply that it is not a port of call at all.  Those who called colleges/CAO or used the internet first were in fact using information sources more relevant to their query than NCGE.  It is not part of NCGE’s remit to supply/develop career or course information and in many cases, NCGE staff would have referred these queries onward to the relevant college, or looked up the relevant information on behalf of the client.  Those who felt they had ‘no need to call NCGE’ or who find they have adequate information from NCGE already, again seem to be receiving a satisfactory service from NCGE. 
However, it may be that guidance counsellors are somewhat confused as to NCGE’s role in supporting the provision of guidance at Post Primary: 

· those who replied that they called colleges or CAO first have in fact acted correctly – it is not part of NCGE’s remit to supply course or career information.  Therefore, those respondents who gave this as a reason for not contacting NCGE may be unclear as to the type of information, advice and support NCGE offers.  NCGE offers information advice and support on guidance and education related issues.* 
· It cannot be assumed from their answers whether those who gave the reason that it was their first year as a guidance counsellor are clear as to the role of NCGE
· Those who gave no reason as to why they have not contacted NCGE may also be unclear of the role of NCGE.

· Those who did not contact NCGE at all may also be unclear as to the nature of the support we provide.

Clarification of NCGE’s role and services is needed, to prevent a situation where any guidance counsellor is confused.  
1.2
Satisfaction with Response from NCGE
Those who had contacted NCGE for information, advice or support in relation to a guidance or education matter were asked to rate their satisfaction with NCGE’s response.  Respondents rated NCGE’s response an average of 3.35 out of a possible 4 (1=not at all satisfied and 4=very satisfied).  Over half of the respondents to this question rated their satisfaction as 4=“very satisfied” (54%), and a further 32% rated their satisfaction as 3 out of a possible 4.  Therefore 86% of respondents who had contacted NCGE and rated their satisfaction, gave either a 3 or 4 out of a possible 4.  14% however rated their satisfaction 1 or 2 out of a possible 4.  Respondents were asked to give reasons for their satisfaction rating – 27 of the 57 practitioners who rated their satisfaction.
Reasons for a Postive Satisfaction Rating (3/4 out of 4)
(22 respondents who gave a 3 or 4 satisfaction rating and gave reasons for their rating)

- Informative and Helpful Response 

(13 respondents, 59% of those who gave a 3 /4  rating and gave reasons for this rating)

Very good information, comprehensive information in response, listened to my problem, informative, referred to good sources, helpful, every effort was made to help and inform me,  but the power to resolve the problem lay elsewhere, helpful in that they directed me to where I could get the information I needed, my query was answered completely- never thought about it until this survey!, I received very useful guidance from NCGE, very helpful Very good information
- Prompt and reliable service

 (8 respondents, 36% of those who gave a 3 /4 rating and gave reasons for this rating)

Information posted promptly. I have always had my questions answered and very promptly., Prompt and efficient reply. Response was prompt and professional. Prompt, I found that NCGE provided the information I needed at the time and I needed it urgently, I always received info required immediately and always apt on immediate response to queries, I was very satisfied in relation to an immediate response – specifically in relation to the new guidance posts – info and stats were not available but direct advice was given

Reasons for a Negative Satisfaction Rating (1/2 out of 4)
(5 respondents who gave a 1 or 2 satisfaction rating and gave reasons for their rating)

- Delayed Response/ Unanswered Query 

(5 respondents, 100% of those who gave a 1 /2  rating and gave reasons for this rating)

I am still waiting for information re. my request –“Junior Cert. Subject choice”, I contacted them for Guidance on completing the Guidance Initiative application form- I got only minimal help, It would not be my first port of call, Got the impression that the Centre did not want people to use the centre as a consulting agency, Query was unanswered
It is clear that on the whole NCGE are providing a prompt, efficient and informative service.  However in those instances where customers at post primary level were not satisfied with the NCGE response, the reasons given are lack of response to query or a delay in the response to a query.  
1.3
Frequency of Contact with NCGE
Table 2 below shows the frequency of contact with NCGE for information, advice and support on a guidance or education issue.  
Table 2:  FREQUENCY OF CONTACTING NCGE FOR INFORMATION, ADVICE AND SUPPORT ON A GUIDANCE OR EDUCATION ISSUE

(base: 87 Guidance Practitioners at Post primary level who responded to the survey)
	FREQUENCY
	No.
	%

	1-2 times per week
	0
	0%

	1-2 times per month
	1
	1%

	1-2 times per quarter year
	14
	16%

	1-2 times per year
	26
	30%

	Only once in the past
	16
	18%

	Have not contacted NCGE
	30
	34%


52% of the sample of post primary school guidance practitioners who responded to this survey have never contacted or have contacted NCGE only once in the past for information, advice and support on a guidance/education issue.  However, as one guidance counsellor commented ‘while I don’t have a need to contact them frequently I find it very supportive knowing I can call on them when I need specialised information and advice’.

When looking at the frequency of contact of those who gave lower ratings of satisfaction – 2 of the 3 who gave a 1 rating of satisfaction (not at all satisfied) have contacted NCGE just once in the past.  It is a matter of concern to us that from their initial experience they may not contact NCGE directly for information, support and advice on a guidance or education issue again.  The other respondent who gave a 1 rating of satisfaction contacts NCGE 1-2 times per year in this way.  
1.4
General Comments on NCGE’s Support and Advice Role
Finally in this section, respondents were asked to give comments, negative or positive, on NCGE’s support and advice role.  Just over one third of those surveyed chose to comment (36%, 31 respondents).  Slightly over four-fifths (81%) of those who chose to comment gave general positive comments.
GENERAL POSTIVE: Excellent, Useful, Helpful, Supportive, Reliable  
· Excellent, Good, , not sure if I should be ringing them for advice and the few times I have done so I was ecstatic about the answers I was getting, very pleased with prompt response, good practical advice, 

· Extremely useful to have the NCGE here as a support – if the question cannot be answered by the NCGE there will always be a helpful further suggestion, I have found contacts given very useful especially in times of crises, useful to have a central body for support and advice
· helpful, on the telephone, advice very helpful and prompt, more than helpful and informative, helpful and attentive 
· It’s great to know that NCGE is there as a support service in times of indecision, or conflict or lack of information, While I don’t have a need to contact them frequently I find it very supportive knowing I can call on them when I need specialised information and advice, 
· When I needed particular information I got it, Professional, any time I have had dealings with it, I will definitely be contacting the office if I have any other query, 

Other comments referred to NCGE’s lack of response/delayed response to a query (2 respondents), specific positive comments on the Guidance Counsellors Handbook (2 respondents) (this will be dealt with in more detail in section C) and suggestions for NCGE activities (2 respondents- ‘mobile staff’, promotion of services, types of queries etc.)  These suggestions are key for the recommendations from the results in this section of the research.  
While on the whole, guidance counsellor clients of NCGE are satisfied with the information, advice and support role of NCGE, it is clear that NCGE need to develop a more coherent PR policy for guidance counsellors in post-primary schools.  It seems that some guidance counsellors are unclear of the role of NCGE in giving advice, information and support.  While others (14% of those who rated the response they received from NCGE) have a negative view of the service they have received thus far.  The role of NCGE needs to be clarified for new and current guidance counsellors.  While constraints on staff time prevent a permanently ‘mobile’ service, NCGE staff should pursue all opportunities to meet with their client groups in person, promoting and clarifying the service (exhibitions, conferences, meetings).  It is clear that the exercise of assessing customer satisfaction has in itself been positive for PR.  One guidance counsellor commented: ‘The only reason I do not use NCGE is that I prefer to contact a colleague in our branch if I have a query and I have not made sufficient use of NCGE – but in future I will!’

NCGE’S ADVICE AND SUPPORT SERVICE TO GUIDANCE PRACTITIONERS: RECOMMENDATIONS FROM RESULTS OF CUSTOMER SATISFACTION SURVEY  
1. An active PR strategy with the aim of defining the role and activities of NCGE for post-primary school Guidance Counsellors will promote the areas where NCGE can be of direct support to guidance counsellors and ensure that all guidance counsellors have a clear understanding of NCGE’s roles and services, whether they choose/need to access all of these or not.
2. NCGE’s support and advice service should be promoted to newly qualified guidance counsellors.

3. NCGE staff should agree on standards of provision for their advice information and support role to guidance counsellors at post-primary level.  Greater attention needs to be given to follow up/follow through in response to more detailed requests for information, support and advice.  
4. In relation to number 3., the importance of the initial contact with any customer is extremely important - NCGE should provide an efficient and prompt service to every query/ information advice and support request.  
5. NCGE’s comprehensive PR strategy should include face-to-face meetings with clients where possible.  NCGE should continue to attend events such as the Institute of Guidance Counsellors AGM, Higher Options, FÁS exhibitions to meet with guidance counsellors, but also need to explore and rejuvenate strategies used in the past to make contact with individual guidance counsellors – IGC branch meetings, presentations to student guidance counsellors etc.  
2.
Http://www.ncge.ie THE NCGE WEBSITE
Between the distribution of the questionnaires and the extended closing date for returning them, considerable changes/improvements were made to NCGE’s website – it is not clear whether respondents are referring to the old or the new website in their comments.  The comments do however, give us an insight into what guidance counsellors consider important in a website and we can formulate general recommendations and action points from this data.  
2.1
Accessing the NCGE Website 

60% of respondents to the survey had accessed the NCGE website at some stage in the past.  The remaining 40% who had not accessed the website in the past were asked to give reasons for this.  
Reasons Given for not Accessing NCGE Website
(Base: 35 respondents who have not accessed the NCGE website)

- Have not got sufficient internet access (13 respondents,  37% of those who have not accessed NCGE website)

internet access unavailable, No access yet, only recently have access, have not been connected to the internet satisfactorily until now, no access to Web at work, not connected to internet in office, on going problem with school computer for Guidance Counsellor, computer has no internet access, Only recently connected to Internet.

- No time – lack of time (5 respondents, 14% of those who have not accessed NCGE website)

No time, Lack of time!
- Lack of skill/confidence in this area (3 respondents, 8.5% of those who have not accessed NCGE website)

I very rarely use the internet because I don’t like computers, am currently learning IT and I will access it when I become more knowledgeable!, need help/info in practical matters with computers
- Access NCGE by telephone, publications, email (3 respondents, 8.5% of those who have not accessed NCGE website)
I tend to call usually-  I have e-mailed however, any queries I’ve had I’ve always had dealt with by telephone, I have sufficient information in the literature that I receive from NCGE
- Have not yet had the need (3 respondents, 8.5% of those who have not accessed NCGE website)
Occasion didn’t arise, never needed to do so, No particular reason – have not needed to.

- NCGE not first port of call (3 respondents, 8.5% of those who have not accessed NCGE website) 

Although I’m aware of the site, it wouldn’t be my first port of call if I had a query, 

not first point of contact, would normally access a Website if I had a particular query.

- No reason given (5 respondents, 14% of those who have not accessed NCGE website)

For over one third of the group who had not accessed the NCGE website, the reason was lack of sufficient access to the internet in their school (37%).  A further 8.5% gave lack the skills or confidence to access the internet.   Therefore, 45% of those who have not accessed the NCGE website have not done so due to lack of equipment/facilities or skills/training in the IT area.  This represents almost one fifth of the full sample – 18% of respondents to this survey have not accessed the NCGE website because they have not got the facilities or the skills to do so.   Though the situation would seem to have improved  - in 1998 only 38% of respondents to an NCGE survey on IT use in guidance had access to the internet
, 15% of the total sample have indicated insufficient internet access as a reason for not accessing the NCGE website in the present survey.  
In 1999, the then Minister for Education and Science, Micheal Martin announced additional funding for the provision of computers for guidance counselors.  The grants were issued to schools through the National Centre for Technology in Education under the following conditions:

· It was to be used exclusively for the purchase of ICT equipment for guidance

· The school was to facilitate the attendance of the guidance counselor(s) at courses in ICT in guidance organized by the NCTE

· The school was to submit an updated ICT plan, which includes provision for guidance.  

At the time of this survey (responses submitted January- May 2002) almost one fifth of respondents (18%) do not have either sufficient internet access or sufficient skills to use the internet to access the NCGE or other websites.  
Other reasons given for not having accessed NCGE’s website include time constraints (14%), not yet having the need to (8.5%), accessing NCGE information through other means (8.5%) and NCGE not being the first port of call.  
Table 3:  FREQUENCY OF ACCESSING NCGE WEBSITE

(Base: 87 Guidance Practitioners at Post primary level who responded to the survey) 

	
	No.
	%

	1-2 times per week
	1
	1%

	1-2 times per month
	14
	16%

	1-2 times per quarter year
	16
	19%

	1-2 times per year
	15
	17%

	Only once in the past
	4
	5%

	Have accessed the site but no frequency indicated 
	2
	2%

	Have not yet accessed NCGE website
	35
	40%


Over one third of guidance counsellors who responded to this survey access the NCGE website 1-2 times every three months or more frequently (36%= 1% 1-2 times per week, 16% 1-2 times per month, an 19% 1-2 times per quarter year).  45% have either never accessed the website (reasons given above) or accessed only once in the past.  
2.2 
NCGE Website: Usefulness Ratings 
Respondents who had accessed the website were asked to rate its usefulness as a resource for guidance practitioners.  The website was given an average rating of 2.7 (where 1=not at all useful and 4 =very useful).  Over one third gave the website either a 1 or a 2 rating (36%), the remaining 64% gave the website a usefulness rating of 3 or 4.  Nearly half of the respondents to this question gave the website a rating of 3 (47%).  
2.3
Comments on NCGE Website
Respondents were asked for comments either positive or negative on the NCGE website. Just under one-quarter of respondents chose to give comments (23%).  60% of comments could be considered ‘positive’ and 40% ‘negative’.  
Positive Comments

(12 respondents,  60% of those who gave comments on the website)

 – useful, informative, good, publications section very good- Good for general information about the role of a Guidance Counsellor, helps to keep informed, informative, clear and easy to negotiate, excellent, fact sheets and the links are very useful, good, user friendly, links are excellent, fantastic, relevant, informative, V. highly recommended
Negative Comments
(8 respondents, 40% of those who gave comments on the website)

Out of date

- Very out of date!, not updated regularly, it can be a little behind the media, old out of date material provided

Needs more information

- perhaps more information could be accessed, some important omissions, material already received and filed in hard copy is first point of access - website adds nothing more

Design 

- a bit drab needs colour, pages slow to fill, design and layout need modernizing
It is important to note that since the questionnaires were returned there has been considerable development of the NCGE website.  Even so, the comments give us an insight into what guidance counsellors consider as priorities in a website and we can formulate general recommendations and action points from this data.  The positive comments reflect an informative and useful website.  Particular reference was made to the links section and the section on publications (it was also suggested that an online publication ordering system be incorporated in the site).   Three main themes emerge from the negative comments:  the importance of ongoing updates to the site, the importance of ongoing development in new areas of information and the importance of layout and design.  An interesting point was made by one respondent – the website ‘adds nothing’ to the services provided by post, publications etc.  This highlights the need for the website to provide added value to NCGE hard copy materials.
Http://www.ncge.ie THE NCGE WEBSITE: RECOMMENDATIONS FROM RESULTS OF CUSTOMER SATISFACTION SURVEY  
1. The fact that some guidance counselors are losing out as a result of not having  sufficient access to the internet, or the skills to access information from internet sites should be brought to the attention of relevant DES and NCTE officials.  
2. The development of the NCGE website as a comprehensive and active resource for guidance counsellors is essential to NCGE’s mission.  
3. Development of the NCGE website should be ongoing including regular updates as required.  The development of the website should be a key activity including all staff who should submit new/revised material to the NCGE webmaster. 

4. Publication of the guidance counsellors handbook and NCGE News on the website should be explored.  

5. The design of the website should be reviewed regularly (a balance between the design of the website and the download time needed should be considered).
3.  EUROPEAN ACTIVITIES
3.1
Awareness of EU Funded Projects Relevant to Guidance Counsellors at Post Primary
Respondents were asked if they had heard, read or were aware of either the Training Guidance Staff Through a Virtual Learning Environment (EU Leonardo da Vinci funded) or the ACADEMIA Exchange of Guidance Counsellors project (EU Leonardo da Vinci funded).  Guidance counsellors recruited through NCGE News followed a programme on information resources and management, and guidance programme planning, through the medium of a webbased Virtual Learning Environment as part of the first project.  The ACADEMIA project provided training for guidance counsellors in the form of a one week study visit to another EU country including work-shadowing, visits, presentations on the guidance and education system in that country.  40% of respondents had heard, read or were aware of the VLE (virtual learning environment) project and 64% were aware of the ACADEMIA project.  The VLE project was a 2 year pilot project.  It should be expected to have a lower ‘awareness’ percentage than the ACADEMIA project which has been running for 7 years providing bursaries for guidance counsellors to participate in study visits to other EU, EEA and pre-accession countries.  Both projects (in addition to other EU funded projects with more direct relevance to other sectors of education), have been promoted through articles on their progress in NCGE News.
Whether aware of either of these two projects or not, respondents were asked to rate the usefulness of the learning from NCGE’s participation in EU funded guidance projects – responses from 68% of the sample gave an average rating of 2.25 (where 4 =very useful and 1 =not at all useful).  Looking at the breakdown of these figures, just over one fifth of respondents who gave a ‘usefulness’ rating for the learning from NCGE’s participation in EU funded guidance projects gave a rating of 1 (not at all useful- 22%), almost 60% gave either a 1 or a 2 rating (59%), 41% gave either a 3 or a 4 rating (34% 3 rating, 7% 4 rating).  This may have implications for the way information is presented to guidance practitioners on EU guidance projects.  NCGE needs to review how it reports on EU guidance activities so that their relevance to guidance in Ireland is clearer to guidance practitioners.
3.2
EUROGUIDANCE at NCGE
NCGE is a member of the EU EUROGUIDANCE Network of National Resource Centres for Guidance.  The Leonardo da Vinci funded Network aims to develop the European dimension of guidance in National systems and to promote mobility within Europe through the provision of quality information and the exchange of best practice in guidance. There are two EUROGUIDANCE centres in Ireland:  NCGE with responsibility for the education sector in Ireland and FÁS with responsibility for labour market and training in Ireland.  
In regard to information provision, NCGE serves as a contact point for Irish citizens (and guidance counsellors) looking for information on education and training opportunities in other countries and EU, EEA and pre-accession citizens seeking information on opportunities in Ireland.  
Respondents were asked whether they were familiar with NCGE’s role as a EUROGUIDANCE centre.  53% of respondents replied positively that they were aware of this role.  40% replied that they were not aware of this role (7% non-response rate).  This is not a new issue for NCGE – the NCGE role as a EUROGUIDANCE centre has been complementary to national activities since the national agency was set up in 1995.  National and EUROGUIDANCE activities are not mutually exclusive e.g. The Guidance Counsellors Handbook is a publication funded by the DES to support guidance counsellors in second level schools, there is a section which includes EUROPEAN information funded through EUROGUIDANCE.   NCGE News has a section on European guidance activities (funded through EUROGUIDANCE).  European information is distributed at conferences and exhibitions attended by NCGE.  In many cases, there is no clear distinction between the national role of NCGE and the EUROGUIDANCE role.  While this presents NCGE’s European and National activities as an integrated service, the promotion of EUROGUIDANCE as a brand in itself, may have suffered.  NCGE will need to plan a clear PR strategy which informs guidance counsellors of both roles and activities without confusion – perhaps branding publications, activities etc. ‘EUROGUIDANCE at NCGE’ could solve this problem.  
14% of respondents have accessed information on education, training or guidance in other countries through EUROGUIDANCE at NCGE.  The low level of interest in information on opportunities in other EUROPEAN countries is not unusual.  Nearly half the respondents to a small scale survey in late 1999 claimed the EUROPEAN section of The Guidance Counsellors Handbook was the least useful section
.  
Those who did access information on education, training or guidance in other countries through EUROGUIDANCE at NCGE rated the service on average 3 out of a possible 4.  

3.3
Comments on NCGE’s European Activities 

Finally, respondents were asked to comment, either positively or negatively, on NCGE’s European Activities.  18% (16 respondents) of respondents to the survey chose to comment.  

Positive Comments (6 respondents, 38% of those who commented on NCGE European Activities)
Important to be involved at European level
(2 respondents, , 12.5% of those who commented on NCGE’s EUROPEAN Activities)
· I think that it is very important to be involved at a European level. I do read the briefs in the Newsletter regarding European activities

· I feel that my work may take me further into the European aspect therefore it will be useful to have the contacts already forged by the NCGE.

Useful, Informative, helpful
(4 respondents, , 25% of those who commented on NCGE’s EUROPEAN Activities) 
· Quite helpful.

· Useful on the few occasions when I required information.

· Interesting and informative.

· I took part in an Academia Exchange to Scotland in 2001 and I found it very informative.

Negative Comments (6 respondents, 38% of those who commented on NCGE European Activities)
Unhelpful 
(1 respondent, 6% of those who commented on NCGE’s EUROPEAN Activities)
· V. unhelpful. College in Belgium – gave up following endless phone calls to incorrect numbers/contacts.
Irrelevant, too far removed from daily work, focus on guidance in Ireland  
(5 respondents, 31% of those who commented on NCGE’s EUROPEAN Activities)
· Mostly irrelevant to second level Guidance Counsellors.

· For me, they seem a little far removed from day to day school work.

· Does not connect with my clients’ needs. (school)

· More effort and time should be given over to providing assistance to Guidance Practitioners in the Irish scene. Very little need for all this EU stuff.

· I have not thought much about it.  I read about it in the news letter, it does not have a lot of relevance for me in my everyday job.  Perhaps I do not understand it or think about it enough.  

Other Comments
Not involved, don’t know enough about the activities
(2 respondents, 12.5% of those who commented on NCGE’s EUROPEAN Activities)
· Haven’t got involved.

· I’m sure it is very useful but I really don’t know

No time to spend on European Activities
(2 respondents, 12.5% of those who commented on NCGE’s EUROPEAN Activities) 

· I find all of the above very interesting when I hear about them but I’m so bogged down in day-to-day guidance and counselling, that there is no time for indulging these luxuries.

· I find I am just too busy in school to get interested in Europe!!

It is clear from the negative comments above that many guidance counsellors do not feel the NCGE European activities are directly relevant to them.  This may be related to the way in which information on European Guidance activities is presented.  European funded projects are usually 18-36 months in length – information on the project progress is presented in articles in NCGE News usually in ‘snippet’ form.  Articles have also been used to recruit guidance counsellors to participate in EU funded projects.  This information on project progress and outcomes may need to be presented in a more accessible way – pointing out the direct relevance for guidance practitioners in Ireland and linking the activities with guidance activity here in Ireland.  It may also be useful to show how past projects have impacted on current practice and policy in guidance.  The respondent who experienced a ‘very unhelpful’ response from NCGE, again brings us back to recommendations made in section 1 (the importance of the first contact/ follow through in answering information queries).  
The direct relevance of ‘projects in progress’ may be difficult to see for guidance counsellors, information should therefore concentrate on outcomes of projects.  The nature of EU funded pilot projects should be more clearly explained.  EU funding is provided to ‘pilot’ or try out new methodologies, training, products that may have potential for repeat provision nationally.  Not all projects produce a viable product or result – however the learning from such projects can inform future developments in guidance.  We must also conclude that some of the European projects do not have direct relevance or are not seen as priorities for guidance counselors.  
NCGE EUROPEAN ACTIVITIES: RECOMMENDATIONS FROM RESULTS OF CUSTOMER SATISFACTION SURVEY  
1. Criteria for NCGE’s participation in European projects need to be reviewed to ensure that NCGE involvement benefits the Irish education sector.

2. PR strategies for European projects/activities should be included in the overall plan for NCGE customer service.

3. Information on the activities of EU funded projects should be presented/promoted in a more accessible way – making the relevance of the information very clear to the guidance counselors from each sector.
4. EUROGUIDANCE activities must be clearly promoted as a key role of NCGE.  

5. The importance of initial contact and follow through on information queries must be stressed.  

4. NCGE PUBLICATIONS
4.1 
Usefulness Ratings of NCGE Publications 

Respondents were asked to rate the usefulness of NCGE publications on a scale from 1 to 4 where 1 represented ‘not at all useful’ and 4 represented ‘very useful’.  Table 3 below shows the average ratings for each of the publications:

Table 3:  Post Primary School Guidance Counsellor’s Usefulness Ratings of NCGE Publications 

(base=81 respondents to section D)

	Publication
	Average Rating
	Number of respondents who gave a rating
	% of respondents who have not read or come across the publication.

	The Guidance Counsellor’s Handbook
	3.65
	80
	1%

	Work Experience at Senior Cycle: Guidelines for Schools (1998)
	3.51
	35
	53%

	Guidelines for the Practice of Guidance and Counselling in Schools (1996)
	3.46
	79
	2%

	Careers Information in Irish Schools: Consumers View (1997)
	3.44
	29
	60%

	NCGE News – Section on Guidance in Post Primary Schools
	3.42
	77
	5%

	Staying Power: A Colloquium on Increasing Retention Rates in Higher Education (2000)
	3.28
	35
	53%

	Principals’ Perceptions of the Guidance Service in Post Primary Schools (1997)
	3.22
	54
	31%

	Non-formal Guidance for Young People at Risk (1996)
	3.18
	22
	68%

	Guidance in the Information Society (1997)
	3.17
	35
	53%

	Parents & Guidance:  Helping your Child make Decisions (1999) leaflet
	3.17
	41
	46%

	NCGE News – Other Sections (adult, reviews, higher education, primary etc.)
	3.1
	75
	7%

	Guidance in Adult and Continuing Education (1998)
	2.92
	27
	62%

	Training in Community Based Guidance (1998)
	2.77
	18
	72%


Before looking at the average ratings it is useful to look at the percentage of people who have not come across or read some of the publications listed in the survey.  The top three in this category are:

· Training in Community Based Guidance (1998) 72% of respondents have not read or come across the publication
· Non-formal Guidance for Young People at Risk (1996) 68% of respondents have not read or come across the publication

· Guidance in Adult and Continuing Education (1998) 62% of respondents have not read or come across the publication

All three of these publications refer to guidance outside post primary schools which may indicate that Guidance Counsellors in post primary schools are more interested in publications which are directly relevant to themselves.  All three of the publications were more than three years old at the time of the survey.   

In addition, over half of the respondents had not come across or read the following publications:

· Careers Information in Irish Schools: Consumers View (1997) (60% of respondents)
· Work Experience at Senior Cycle: Guidelines for Schools (1998) (53% of respondents)
· Staying Power: A Colloquium on Increasing Retention Rates in Higher Education (2000) (53% of respondents)
· Guidance in the Information Society (1997) (53% of respondents)
Three of the four are more than 3 years old however all three are directly relevant to guidance counsellors in post primary schools.  Though the title of ‘Staying Power’ indicates a focus on higher education, there is material in the report relating directly to guidance counsellors in post-primary schools.  These statistics have clear implications for the ‘marketing’ of NCGE reports.  It may be necessary to ‘refresh’ the minds of guidance counsellors as to NCGE publications available with a list in the next mailing.  In addition, a list of past publications should be sent to newly appointed guidance counsellors and perhaps also to students of guidance and counselling.  
At the other end of the scale – only 1% of respondents had not come across or read The Guidance Counsellors’ Handbook reflecting its importance as a resource in the day to day work of the guidance counsellor in a post primary school.  Only 2% had not read or come across the Guidelines for the Provision of Guidance in Post Primary Schools.  5% had not read or come across NCGE News section Post Primary and 7% had not read or come across other sections of NCGE News (the difference of 2% can be attributed to those who only read the post primary section of NCGE News).  
The same picture emerges from the ratings (irrespective of the numbers of respondents rating each publication).  The most popular publications are those directly relevant to guidance at post primary:  the Guidance Counsellor’s Handbook, Work Experience at Senior Cycle, Guidelines for the Practice of Guidance and Counselling in Schools, Careers Information in Irish Schools:  Consumers View, NCGE News section on post-primary.  However, it should be noted that all but two publications received a usefulness rating of at least 3 out of a possible 4.  The two publications with the lowest average usefulness ratings were Guidance in Adult and Continuing Education (2.92) and Training in Community Based Guidance (2.77).  Overall, it may be necessary to point out the relevance of publications that could possibly by their titles etc. not seem directly relevant to guidance counsellors at post primary level e.g. ‘Staying Power’ includes material directly relevant to guidance practice at post-primary level.  The relevance of such publications should be clearly outlined, perhaps in NCGE News, or in the cover letter which accompanies the publications.  
Three guidance counsellors mentioned ‘other’ publications – two were supplements of the Guidance Counsellors Handbook (‘Immigration and Residency’, and ‘Counselling the Gifted Child’) Both received a 4 usefulness rating.  The other publication mentioned was ‘Guidance in VTOS: A Resource Handbook’ which also received a 4 usefulness rating.  
4.2
Comments on NCGE Publications

Respondents were asked to comment either positive or negative on NCGE’s publications/materials.  51% (44) of respondents to the survey chose to give a total of 47 comments (some respondents made comments that fit into more than one category).  

General Positive Comments – Good/Excellent, Informative and Relevant, Helpful 
(21 respondents, 48% of those who commented on NCGE’s Publications and Materials)
· Publications have been excellent, Generally I think the information provided is quite good, Generally very positive on all publications, Generally very good, Very positive, All publications are always of high quality and very reliable, I find its information good (Staff members also appreciate this), All excellent, a wealth of information, well presented, Excellent links on site, Excellent list of publications.

· Very informative and to the point, Material – relevant and of good quality, All that I have read are most helpful – obviously, the more relevant the literature the more informed I am (much appreciated, thanks), Well presented, relevant, informative, Material is presented in a readily intelligible format for busy practitioners, NCGE publications are great to keep in touch with what’s happening “out there”, Very good – very practical, very well researched and up-to-date, Urgent school based issues are very good, Vital information given to keep us up to date in trends in education and changing role of stakeholders in our schools.

· Very useful material, Useful and Practical, Very useful and were used by me in research, Very useful to have these publications in an area where you are working very much on your own e.g. As a guidance counsellor – one among 40/50 teachers.

Positive Comments with Specific Reference to the Guidance Counsellors Handbook and Specific Supplements 
(14 respondents, 32% of those who commented on NCGE’s Publications and Materials)
· GC Handbook: extremely useful, I tend to use the handbook in preference to telephoning NCGE or looking up the website. It is an excellent and very comprehensive resource/ reference- well written/laid out with follow up links, handbook info sheets excellent! Thank you!, I refer to it constantly, a useful resource, By far the most useful and most related to school clients is the Handbook- Most others are of professional interest or use for awareness of wider issues. An excellent reference for a busy G.C., Handbook is excellent and it is a help to know that I can look it up whenever I have a need, a very valuable resource, Folder-Excellent, the most useful

· The latest info. On campus accommodation is most welcome, Generally I have been very pleased with all literature received and appreciate the resource. For example I found your “Study Skills” input very helpful. Exc. Report/publication on Accommodation and extremely helpful, Most recent item on third level “Accommodation” really meets a need, 
Positive Comments with Specific Reference to Other Publications

(1 respondent, 2% of those who commented on NCGE’s Publications and Materials)
· It is always good to have documents relating to Guidance in Sec. School – The Principals’ Perception publication has also been extremely useful. 

Requests for More Frequent Information/Updates/Copies of Materials 
(6 respondents, 14% of those who commented on NCGE’s Publications and Materials)
· Material not supplied often enough i.e. new updates (GC Handbook), wish it was complete though (GC Handbook), Would love the rest of those publications, am missing quite a bit of material!, very helpful generally but more of them would help, In recent times I thought NCGE had been disbanded as I have received almost no communication from them -Only one recent correspondence in a long number of months.

Specific Comments/Recommendations for Publications 
(3 respondents, 7% of those who commented on NCGE’s Publications and Materials)
· I was once looking for a local referral for an eating disorder and noticed that all the referrals were in Dublin.

· Unsure of the extent of input by IGC (in publications).

· More information/ emphasis on continuing life-long guidance/ adult guidance/ guidance in Further Education would be welcome.

Lack of Time for Reading Publications

(2 respondents, 5% of those who commented on NCGE’s Publications and Materials)
· I haven’t had time to read or use this material but I should have in the near future, am so busy and have so many things to do I don’t get to reading everything.

Taking into account respondents who made comments that fit into more than one category, just over three quarters of those who responded to this section made comments (77%) of a generally positive nature (general positive, positive with specific reference to the handbook, and positive with specific reference to other publications).  Those who requested materials and updates can also be termed ‘positive’ comments.  In total then (again, taking into account those whose comments were included in more than one category) 86% of guidance counsellors who responded to this section gave positive comments.  

Of particular interest were those who did not seem to have all of the information named in the questionnaire.  Again this signifies a need to ‘remind’ experienced guidance counsellors of the publications resource at NCGE and also to make new guidance counsellors aware of the resources available.  This can be done through NCGE News, through leaflets and through the NCGE website.  Student Guidance Counsellors should be made aware of the role and function of NCGE and the publications and resource materials available to them through the initial training courses for guidance counsellors.  

The importance of ‘The Guidance Counsellor’s Handbook’ in the everyday work of guidance counsellors at post primary level is evident from the positive comments made.  Almost one third of those who chose to comment on the publications made specific positive reference to The Guidance Counsellor’s Handbook.  ‘Useful’, ‘Helpful’, ‘Comprehensive’, ‘Excellent’ are some of the words used to describe the handbook.   
4.3
Topics for Future Publications
Respondents were asked to suggest guidance topics for future NCGE publications (either through NCGE News, Handbook Supplements or dedicated publications).  51 respondents (63% of total number of respondents) made a total of 90 suggestions.  Appendix II lists each suggestion, the current NCGE response, action points for NCGE where applicable and other sources of information where relevant.  Table 4 below shows the broad categories of the suggestions.
Table 4:  Suggested Guidance Topics for Forthcoming Publications

Base: 51 respondents who suggested guidance topics for future publications
	Suggested Topic
	No. and % of Respondents
	Current Response (CR)/ Action Point (AP)

	Career/Course/
Industry/Funding Information
	19
(37%)
	AP: Clarify NCGE’s Role (no remit to provide careers information)
Update useful websites handout to include major information sources 

	Counselling and Referrals info
	12

(24%)
	CR: Section in GC Handbook

AP: Update existing Reference Directories and consider additional supplements to this section

	Class Guidance Plans/Programmes
	10

(20%)
	CR: Forthcoming Guidelines for Guidance Programme Planning in Schools, Report from the Working Party on the Implications of the Education Act for Guidance Counsellors, section in GC handbook

AP: Consider additional supplements to section in GC Handbook

	Assessment Testing in Guidance
	8

(16%)
	CR: Section in GC Handbook, information in NCGE News

AP: Update existing information, ongoing section in NCGE News?

	Subject Choice
	7
(14%)
	CR: Supplement on Subject Choice with current mailing

	IT in Guidance 
	7
(14%)
	CR: Various sections in the GC Handbook and NCGE News
AP: Update current materials

	Guidance in the Multicultural Context
	5
(10%)
	CR: Supplement for GC Handbook (past and current mailing) Material in NCGE News

	Guidance for Social Inclusion
	3

(6%)
	CR: Various reports, database of guidance and support services

	Retention at Third Level
	3

(6%)
	CR: Staying Power report

	General Information related to Guidance / Sharing of Best Practice
	3

(6%)
	CR: Articles in NCGE News, GCs commissioned to write supplements for the GC Handbook

AP: Invite Guidance Counsellors to contribute to NCGE News, and to notify NCGE of personal areas of expertise (future supplements in the GC Handbook). 

	Information on Opportunities in the US
	2

(4%)
	CR: Factsheet on Sports Scholarships to the USA

AP: Update factsheet, collate list of useful websites for pursuing education outside the EU, EEA and pre-accession countries

	Parents and Guidance 
	2

(4%)
	CR: Section in GC Handbook

	Evaluation and PR
	2

(4%)
	CR: School Guidance Review and Development Planning tools and report 

AP: Future supplement on evaluation and PR for the GC

	Updating Existing Materials
	2

(4%)
	CR: Specific updates available with NCGE mailing

AP:  Update existing material in GC handbook

	Law and the Guidance Counsellor
	1

(2%)
	CR: Forthcoming report from the Working Party on the Implications of the Education Act for Guidance Counsellors

AP: Future supplement for the GC handbook

	Miscellaneous suggestions
	6
(12%)
	Not applicable


Over one third of those who responded to this question suggested specific careers/industry/course and funding information as a guidance topic for future publications.  This again reflects confusion over the role of NCGE in the support and development of guidance.  NCGE does not have the remit to provide this type of information in publication form to Irish guidance counsellors.  However, what NCGE can do is collate contact details on the sources of such information.  All 90 of the specific suggestions, over all of the categories shown in table 4 are listed in detail in appendix II.  Specific NCGE responses and action points are also listed.  In relation to the category of specific careers/industry/course and funding, sources of this information are provided for guidance counsellors in Appendix II.  
Topics in the area of counselling and referrals for the Guidance Counsellors Handbook made up almost one quarter of the suggestions – specific issues such as addiction, suicide, bullying, bereavement etc. were mentioned (see appendix II for full list of issues).  Many of these issues have been covered by ‘reference directories’ supplements to the GC handbook.  However, many are in need of updating.  There is clearly an information need in this area.  An action point for NCGE is to review this section of the handbook, update existing materials and consider new supplements in the counselling and referrals area.  

One fifth of respondents suggested publications on class guidance plans/programmes.  The forthcoming guidelines for guidance programme planning in schools will aid guidance counsellors in drawing up the guidance programme.   
16% of those who chose to suggest guidance topics for future publications proposed the topic of assessment testing.  The GC Handbook contains two supplements in this area – guidelines on using and selecting tests and also a comprehensive listing of tests available and test publishers.  This was published in 1999 and the list of tests available, in particular could be updated.  Another suggested action point may be to have a regular feature in NCGE News in the area of assessment testing.    

Subject choice was a topic put forward by 14% of respondents to this question.  A supplement on this subject is included in the current mailing.  14% of those who suggested topics also suggested IT and Guidance – comments reflect current and past activities in this area e.g. updating the list of useful websites, review of current software, list of software available.  An action point for NCGE is to update current GC Handbook material in this area.

Guidance in a multicultural context was suggested by 10% of those who suggested topics.  The GC handbook already has a supplement on Immigration and Residency, and a supplement on Interculturalism and Intercultural Counselling is included in the current mailing.  
Other suggestions include:  guidance for social inclusion, retention at third level, general information on guidance, information on opportunities in the USA, evaluation and PR, Parents and Guidance and Law and the guidance counsellor.

This section of the questionnaire again reveals a confusion about NCGE’s role and a lack of specific knowledge about NCGE resources.  Through their suggestions, it would seem over one third believe NCGE’s role is to present specific information on careers/courses etc.  Many suggestions are already included in NCGE publications as listed in the table.  Specific action points relating to each of the suggestions are listed in appendix II.  General action points also come from the responses to this section.

NCGE PUBLICATIONS:  RECOMMENDATIONS FROM RESULTS OF CUSTOMER SATISFACTION SURVEY  
1. NCGE publications should be directly ‘marketed’ to all guidance counsellors through regular mailings, to newly appointed guidance counsellors and also to students of guidance and counselling.  It could be useful to have a ‘starter pack’ for newly appointed guidance counsellors who make contact with NCGE including a list of all publications and a clear definition of NCGE’s role and services.  Initially this could be circulated to all guidance counsellors to promote existing resources.
2. Content relevance of publications which may seem to target one particular guidance sector should be clearly promoted in either NCGE News or in an accompanying cover letter.  

3. NCGE’s role and activities shoucl be clarified in the light of requests for specific careers and course information.  Specific information materials in the GC Handbook and other publications (useful websites etc.) should be updated regularly.  

4. The list of useful websites should be developed to include all the websites mentioned as sources of information in appendix I 

6. GENERAL COMMENTS AND SUGGESTIONS FOR IMPROVEMENT OF NCGE’S SERVICE TO GUIDANCE PRACTITIONERS
In the final section, respondents were asked to give general comments and suggestions for the improvement of NCGE’s service to guidance practitioners.  52 guidance counsellors (60%) chose to make a total of 62 comments and suggestions.
Table 5:  Comments and Suggestions for Improvement of NCGE’s Service to Guidance Practitioners 
Base: 52 Guidance Counsellors who made a comment or suggestion in response to this question
	Comment/Suggestion
	No. and % of Respondents*

	Focus on and update practical information resources, including specific reference to the following: 

Classroom materials 



4

Foundation Maths and Irish 


2

info on training 




2


counselling/referrals



2

assessment testing



2

subject choice




1

Accommodation at Third Level 


1

Opportunities for Early School Leavers 

1

Database of Student Employment in the EU

1
	18

(35%)

	Helpful, Useful Resources, Good Service (some including specific reference to publications)

	16

(31%)

	More Contact, visit Branches of IGC, more liaison with the IGC   
	6
(12%)

	Comments relating to Guidance Allocations   
	5
(10%)

	Improve Website, include more information and add E-mail facility  
	5

(10%)

	Information on NCGE resources available/ Information on sources of information   
	3
(6%)

	Comments on Guidance Counsellors Access to IT Facilities   
	2
(4%)

	Clarification of NCGE’s Role  
	2
(4%)

	More Frequent Mailings  
	2
(4%)

	Miscellaneous Comments 
	3
(6%)


* Percentages add to more than 100% as some respondents made more than one comment
Just over one third (35%) of those who chose to respond to the call for comments/suggestions made recommendations for specific information to be included in NCGE publications.  Common to all the suggestions in the this category is the practical nature of the information suggested: materials for the classroom, information on subject choice, the eligibility of foundation level Irish and Mathematics etc.  For these practitioners, practical guidance materials are a priority.  

Positive comments on NCGE’s service to post primary guidance counselors were given by a further 31% of respondents.  A minority of these comments made specific reference to NCGE publications (publications in general, GC Handbook and supplements and NCGE News).
Suggestions for future activities included increasing NCGE’s contact with post primary practitioners (12% of respondents to this section (6)), developing the NCGE website (10% of respondents to this question (5)) disseminating information on NCGE’s existing resources (6%,3 respondents) providing more frequent mailings (4%, 2) and clarifying NCGE’s role (4%, 2 respondents).  All of these suggestions reiterate messages and recommendations from the other sections of the research results.  
10% of guidance counselors (5) responding to this section made comments in relation to the DES allocation of guidance hours to post primary schools.  4% (2) made comments on their inadequate access to ICT facilities.  
No new recommendations emanate from this section.  Comments reiterate the messages that emerged from the specific sections on information, advice and support; NCGE website; European Activities; and Publications.  

CONCLUSION AND SUMMARY OF RECOMMENDATIONS FROM RESULTS OF CUSTOMER SATISFACTION SURVEY  (Post Primary)
The results of the customer satisfaction research focusing on clients at post primary level are in general positive for NCGE.  While there are specific recommendations for improvement of services and for focus on particular areas, the message emerging is very encouraging.  

Two thirds of respondents have accessed NCGE for information, advice or support on a guidance/education issue.  The average satisfaction rating for this service was 3.35 out of a possible 4 (= very satisfied).  Over half of those who rated their satisfaction with the service gave it a 4 out of 4 rating.  Together over four-fifths of those who rated this service gave it either a 3 or a 4 rating.  Many of those who had not accessed the service, felt they had no need to as yet (access information directly from relevant source, receive adequate information from NCGE).  However, for some confusion over NCGE’s role and services provided has prevented them accessing the services.  This need for clarification is addressed under the recommendations below.  Comments received on the NCGE information, advice and support service were in general very positive e.g. ‘very supportive’, ‘more than helpful and informative’, ‘I was ecstatic about the answers I was getting’.  
60% of respondents had accessed the NCGE website.  It received a usefulness rating of 2.7.  As noted in section 2, the questionnaires were returned over a time period when the NCGE website was re-launched therefore it is unclear whether respondents are referring to the current or previous website.  However, all suggestions and comments have been taken on board to formulate the recommendations for the improvement of the website service below.  Positive comments were given by 60% of those who responded to the call for comments on the website.  
A need for relevant promotion of NCGE’s European activities emerges from the lower levels of awareness and usefulness ratings of the EU funded projects and other European activities.  This aside, it is positive to note that nearly two-thirds of respondents are aware of the Leonardo da Vinci ‘Exchange of Guidance Counsellors’ mobility project and 40% are aware of the EU funded ‘Virtual Learning Environment’ pilot project.  Over half of the respondents are aware of NCGE’s role as a member of the Leonardo da Vinci funded EUROGUIDANCE Network of National Resource Centres for Guidance.  14% of guidance counsellors have accessed information on opportunities in other European countries through NCGE’s function as a EUROGUIDANCE centre.  
NCGE publications proved an essential part of the NCGE service to guidance counsellors at post primary level.  A small number of respondents had not accessed NCGE’s information, advice and support service, as they felt that they received adequate information from NCGE through mailings etc.  Looking at the percentages of respondents who have not read or come across each publication – it is clear that the most widely known publications are the Guidance Counsellor’s Handbook, Guidelines for the Practice of Guidance and Counselling in Schools and NCGE News – section on post primary.  A similar picture emerges when respondents are asked to rate each publications.  The Guidance Counsellors Handbook received an average rating of 3.65 out of a possible 4 (rated by 80 respondents), and Work Experience at Senior Cycle received 3.51 out of a possible 4 (rated by 35 respondents).  Guidelines for the Practice of Guidance and Counselling in Schools, Careers Information in Irish Schools: Consumers View and NCGE News – Section on Post Primary received average ratings of 3.46, 3.44 and 3.42 out of a possible 4, respectively (rated by 79, 29 and 77 respondents respectively).  11 of the 13 publications in the list received an average usefulness rating of 3 or more out of a possible 4.  86% of respondents who chose to comment on the publications either made positive comments on existing publications or requested more frequent information/updates or copies of the material.  
As appendix I details, many of the suggested topics for future publications are covered by existing publications or work-in-progress.  However, specific action points have emerged from some of the requests.  
Finally the comments on and suggestions for improvement of NCGE’s services to guidance practitioners at post primary level include general positive comments (almost one third of those who commented) and a suggestion that we increase the focus on practical materials and publications (just over one third of comments).

The recommendations below have emerged from the from each section of the research results, and in particular by focusing on suggestions given for improvement, reasons why guidance counsellors have not used NCGE’s services and negative comments on the service.  In order to maintain and indeed improve customer satisfaction levels, these recommendations need to be considered carefully and acted upon.    

Once we have finalized the ones in the other sections these will follow exactly.  

RECOMMENDATIONS FROM THE CUSTOMER SATISFACTION RESEARCH 

NCGE’S ADVICE AND SUPPORT SERVICE TO GUIDANCE PRACTITIONERS  

1. An active PR strategy with the aim of defining the role and activities of NCGE for post-primary school Guidance Counsellors will promote the areas where NCGE can be of direct support to guidance counsellors and ensure that all guidance counsellors have a clear understanding of NCGE’s roles and services, whether they choose/need to access all of these or not.

2. NCGE’s support and advice service should be promoted to newly qualified guidance counsellors.

3. NCGE staff should agree on standards of provision for their advice information and support role to guidance counsellors at post-primary level.  Greater attention needs to be given to follow up/follow through in response to more detailed requests for information, support and advice.  

4. In relation to number 3., the importance of the initial contact with any customer is extremely important - NCGE should provide an efficient and prompt service to every query/ information advice and support request.  

5. NCGE’s comprehensive PR strategy should include face-to-face meetings with clients where possible.  NCGE should continue to attend events such as the Institute of Guidance Counsellors AGM, Higher Options, FÁS exhibitions to meet with guidance counsellors, but also need to explore and rejuvenate strategies used in the past to make contact with individual guidance counsellors – IGC branch meetings, presentations to student guidance counsellors etc.  
Http://www.ncge.ie THE NCGE WEBSITE
1. The fact that some guidance counselors are losing out as a result of not having  sufficient access to the internet, or the skills to access information from internet sites should be brought to the attention of relevant DES and NCTE officials.  
2. The development of the NCGE website as a comprehensive and active resource for guidance counsellors is essential to NCGE’s mission.  

3. Development of the NCGE website should be ongoing including regular updates as required.  The development of the website should be a key activity including all staff who should submit new/revised material to the NCGE webmaster. 

4. Publication of the guidance counsellors handbook and NCGE News on the website should be explored.  

5. The design of the website should be reviewed regularly (a balance between the design of the website and the download time needed should be considered).

EUROPEAN ACTIVITIES

1. Criteria for NCGE’s participation in European projects need to be reviewed to ensure that NCGE involvement benefits the Irish education sector.

2. PR strategies for European projects/activities should be included in the overall plan for NCGE customer service.

3. Information on the activities of EU funded projects should be presented/promoted in a more accessible way – making the relevance of the information very clear to the guidance counselors from each sector.

4. EUROGUIDANCE activities must be clearly promoted as a key role of NCGE.  

5. The importance of initial contact and follow through on information queries must be stressed.  

NCGE PUBLICATIONS 

1. NCGE publications should be directly ‘marketed’ to all guidance counsellors through regular mailings, to newly appointed guidance counsellors and also to students of guidance and counselling.  It could be useful to have a ‘starter pack’ for newly appointed guidance counsellors who make contact with NCGE including a list of all publications and a clear definition of NCGE’s role and services.  Initially this could be circulated to all guidance counsellors to promote existing resources.
2. Content relevance of publications which may seem to target one particular guidance sector should be clearly promoted in either NCGE News or in an accompanying cover letter.  

3. NCGE’s role and activities shoucl be clarified in the light of requests for specific careers and course information.  Specific information materials in the GC Handbook and other publications (useful websites etc.) should be updated regularly.  

4. The list of useful websites should be developed to include all the websites mentioned as sources of information in appendix I 
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APPENDIX I: Questionnaire

CONSUMER SURVEY 2001

GUIDANCE PRACTITIONERS – POST PRIMARY

As part of its ongoing self-review and evaluation the National Centre for Guidance in Education is looking at service delivery to guidance practitioners.  Please answer the following questions as honestly as you can, giving your personal view as a guidance practitioner working with young people in post primary schools.  

All responses will be kept confidential.

A. Support for Guidance Practitioners

	
	
	
	
	
	
	

	
	Have you ever contacted NCGE for information, advice or support on a guidance/ education issue?
	YES
	
	NO
	
	

	
	If No:
	
	
	
	
	

	
	Are there any specific reasons why you have not?
	
	
	
	
	

	

	

	

	
	If Yes:
	
	
	
	
	

	
	How satisfied were you with the NCGE response?……………

(1=Not at all satisfied 4=Very satisfied)
	1
	2
	3
	4
	

	
	Please give reasons for your answer:
	
	
	
	
	

	
	

	
	

	
	

	
	How often do you contact NCGE in this way? 
	1-2 times per week or more
	__
	

	
	
	1-2 times per month
	__
	

	
	
	1-2 per quarter year
	__
	

	
	
	1-2 per year
	__
	

	
	
	Only once in the past
	__
	

	Comments (positive or negative) on NCGE’s support and advice role :

	

	

	


B. Website

	
	
	
	
	
	
	

	
	Have you ever accessed the NCGE website?
	YES
	NO
	
	
	

	
	If No:
	
	
	
	
	

	
	Please give reasons why not?
	
	
	
	
	

	

	

	
	If Yes:
	
	
	
	
	

	
	How useful do you find the NCGE website as a resource for guidance practitioners? (1=not at all useful 4= very useful) ……………..
	1
	2
	3
	4

	
	
	
	
	
	

	
	How often do you access the NCGE website? 
	1-2 times per week or more
	__
	

	
	
	1-2 times per month
	__
	

	
	
	1-2 per quarter year
	__
	

	
	
	1-2 per year
	__
	

	
	
	Only once in the past
	__
	

	
	
	
	
	

	Comments (positive or negative) on NCGE’s website http://www.ncge.ie :

	

	


C. European Activities:

Have you heard, read or are you aware of any of the following EU funded pilot projects related to guidance that NCGE are/ have been involved in:

	Training Guidance Staff through a Virtual Learning Environment (EU Leonardo da Vinci funded) ………
	YES
	NO

	ACADEMIA Exchange of Guidance Practitioners (EU Leonardo da Vinci funded) ………………………………
	YES
	NO

	
	
	
	
	
	

	How useful do you find the learning and information from NCGE’s participation in EU funded guidance projects ? (where 4 is very useful and 1  is not at all useful)  ……………………..
	1
	2
	3
	4
	

	
	
	
	
	
	

	
	
	
	
	
	

	Are you familiar with NCGE’s role as a member of the EU Leonardo da Vinci funded EUROGUIDANCE Network of National Resource Centres for Guidance?  ……………………………
	YES 
	NO

	
	
	

	Have you ever accessed information on education, training or guidance in other countries through NCGE’s role as a EUROGUIDANCE Centre? ……………………………………………………………………….………
	YES
	NO

	IF YES:  How satisfied were you with the service you received from NCGE’s EUROGUIDANCE centre?  (where 4 is very satisfied and 1  is not satisfied at all) ………….
	1
	2
	3
	4
	

	
	
	
	
	
	

	Comments (positive or negative) on NCGE European guidance activities:

	

	

	


D. Publications:

As a practitioner, please rate how useful you find (or have found) the following NCGE publications, 

where 1=not at all useful and 4=very useful 

(Please circle N. A. for Not Applicable if you have not yet read or come across a publication):

	NCGE News – Section on Guidance in Post Primary Schools ……………………………………….
	1
	2
	3
	4
	N.A.

	NCGE News – Other Sections (adult, reviews, higher education, primary etc.)…………….
	1
	2
	3
	4
	N.A.

	The Guidance Counsellors Handbook …………………………………………………………………….
	1
	2
	3
	4
	N.A.

	Guidelines for the Practice of Guidance and Counselling in Schools (1996) ……………….
	1
	2
	3
	4
	N.A.

	And if applicable:
	
	
	
	
	
	

	Staying Power:A Colloquium on Increasing Retention Rates in Higher Education (2000) .
	1
	2
	3
	4
	N.A.

	Parents & Guidance: Helping your Child Make Decisions (1999) Leaflet ……………………
	1
	2
	3
	4
	N.A.

	Training in Community Based Guidance (1998) ………………………………………………………
	1
	2
	3
	4
	N.A.

	Guidance in Adult and Continuing Education ………………………………………………………….
	1
	2
	3
	4
	N.A.

	Principals’ Perceptions of the Guidance Service in Post Primary Schools (1997) …………
	1
	2
	3
	4
	N.A.

	Careers Information in Irish Schools Consumers View (1997) ………………………………….
	1
	2
	3
	4
	N.A.

	Guidance in the Information Society (1997) ……………………………………………………………
	1
	2
	3
	4
	N.A.

	Non-formal Guidance for Young People at Risk (1996) …………………………………………..
	1
	2
	3
	4
	N.A.

	Publications supported by NCGE:
	
	
	
	
	

	Work Experience at Senior Cycle: Guidelines for Schools (1998) ………………………………
	1
	2
	3
	4
	N.A.

	Other NCGE Publication specify:___________________________________
	1
	2
	3
	4
	N.A.

	
	
	
	
	
	

	Comments (positive or negative) on these or other NCGE publications, materials:

	

	

	

	

	

	

	Your suggested guidance topics for future publications (either through NCGE News, handbook supplements, or dedicated publications):

	

	

	

	

	


E. GENERAL COMMENTS & SUGGESTIONS FOR IMPROVEMENT OF NCGE’s SERVICE TO GUIDANCE PRACTITIONERS:

	

	

	

	

	

	

	

	

	

	

	

	

	

	


THANK YOU FOR YOUR TIME IN FILLING OUT THIS QUESTIONNAIRE!

Please Return to the NCGE Stand or post to NCGE marking your envelope 

CONSUMER SURVEY - PP

National Centre for Guidance in Education

1st Floor

42/43 Prussia Street 

Dublin 7

PH: +353 1 8690715

FAX: +353 1 8690716

Http://www.ncge.ie 

APPENDIX II: Suggested Topics for Future Publications:  Specific Topics, Current Responses and Action Points

	
	CURRENT NCGE RESOURCE AND DATE
	ACTION POINT
	OTHER SOURCES OF INFORMATION

	CAREERS/COURSE/INDUSTRY/FUNDING INFORMATION (19)

	· Guide to all financial help available for Continuing and Higher Education.
	
	· Clarify NCGE’s Role
	DES publication: 

· ‘Financial Support for Further and Higher Education 2002/2003’ 

Third Level Student Support Unit 
PH: 0506 21363

· Information on funding from http://www.education.ie under Higher Education section

· ‘Criteria for Maintenance Grant Scheme for Students attending Post Leaving Certificate Courses 2002’  Downloadable from http://www.education.ie section on PLC courses

	· Career profiles.
· An Irish version of the COIC careers library for use by all Guidance Counsellors.


	
	· “   “
	· Http://www.careersdirection.ie Careers information database

· Information on individual career paths http://www.careersworld.com Profiles of Careers in specific areas

	· Apprenticeships (State sponsored/ private employer) or rates of pay etc.
	
	· “   “
	· Http://www.fas.ie Information  on apprenticeships and rates of pay etc.

· Http://www.education.ie Section on Apprenticeships 

· Http://www.careerdirections.ie Career Directions career information database

	· Information on occupational trends. 
	
	· “   “
	· http://www.fas.ie  

	· Help – to draw up criteria for suitability to student selection of computer courses.

· So many students are opting for computers not realising that Maths is an essential component and being weak at Maths may make a course very difficult.
	
	· “   “
	· Http://www.careersdirection.ie Careers information database

· Information on individual career paths http://www.careersworld.com Profiles of Careers in specific areas
· Http://www.qualifax.ie Third level course information.

(Information on Computer courses and careers in computer industry available from above)

	
	CURRENT NCGE RESOURCE AND DATE
	ACTION POINT
	OTHER SOURCES OF INFORMATION

	CAREERS/COURSE/INDUSTRY/FUNDING INFORMATION Contd. (19)

	· List of employers in Ireland – different sectors.
· Section on Industry
	
	· “   “
	· Http://www.careerdirections.ie Career information database

· Http://www.gradireland.ie Information on graduate employers

· Http://www.ibec.ie Irish Business and Employers Federation

	· Information on access schemes to HEIs-, in particular Higher Education Links Scheme

· Information on F.E. and progression routes (HEIS) would be useful.
	
	· “   “
	· Http://www.fetac.ie Information on Higher Education links scheme available from 19th December 2002
· Http://www.qualifax.ie Third level course information.

	· Overview-C.A.O.-trends/points etc.
	
	· “   “
	· Information from CAO http://www.cao.ie 
· National Press at time of CAO offers

	· Post graduate options available for students both in Republic and Northern Ireland. (Lists form each HEI)
	
	· “   “
	· Http://www.gradireland.com Information on Graduate Opportunities in Ireland and Northern Ireland 

	· Review of Leaving Cert Applied Programme
	
	· “   “
	· Information available on DES website http://www.education.ie 

	· Information of job seeking, C.V.s, mock interviews.
	· The European Curriculum Vitae  GC Handbook 7.6.1
	
	· Information from http://www.fas.ie on labour market opportunities

	· Access Scheme
	
	· “   “
	· DES/VTOS publication ‘Guide for Mature Students 2003’  

· Information from Access Officers in relevant HEI

	· Girls- take up and performance in practical subjects i.e. Woodwork, metalwork
	
	
	· http://www.fas.ie Information on occupational trends

· Information available on subject take-up and exam results from the Statistics section of the Department of Education and Science.  



	
	CURRENT NCGE RESOURCE AND DATE
	ACTION POINT
	OTHER SOURCES OF INFORMATION

	COUNSELLING AND REFERRALS (12)
	
	
	

	· Addiction- alcohol et al

· Bullying – A Classroom Approach
· Suicide programme in schools – suggestions/guidelines. 

· List of useful resources/contacts in the event of emergency eg suicide

· Counselling, ie. Personal based publications e.g. Eating disorders, family bereavement, suicide, Sexual abuse, depression.

· Mental health and young people: warning signs of children at risk of depression, low self-esteem, etc.

· More attention to the counselling and personal development aspects of work in school. 
· Special needs e.g. Attention Deficit Disorder 
· Specific Learning Difficulty 
· Self esteem programme
· Practical steps for identifying and counselling skills worksheet
	· Reference Directories 1.3.25

· Understanding the needs of the bully and the bullied (GC Handbook 1.5.9)
· Reference Directories (GC Handbook 1.3.5)
· Reference Directories: Eating Disorders, Bereavement, Suicide, Sexual Abuse, depression GC Handbook sections 1.2.1-1.3.30
· Understanding the Needs of the Child with Attention Deficit Disorder 1.5.27
· Understanding the Needs of the Child with Specific Learning Difficulty 1.5.13
· The use of ….  Series of supplements focusing on various therapies and their use in guidance (GC Handbook 1.4.5-1.4.31)
	· Update existing reference directories
· Consider additional supplements to reference directories, understanding the needs of …. and the use of …  sections


	

	· Comprehensive information on NEPS – unable to attend the briefing session Information on main problem areas and dealing with them
	· List of psychologists - GC Handbook 10.7.1
· Information on NEPS in current Mailing

	
	· ‘National Educational Psychological Service Agency Statement of Strategy 2001-2004 – Working together to Make a Difference to Children’


   Downloadable from Http://www.education.ie Document Bank


	
	CURRENT NCGE RESOURCE AND DATE
	ACTION POINT
	OTHER SOURCES OF INFORMATION

	CLASS GUIDANCE PLANS/PROGRAMMES (MATERIALS FOR USE IN THE CLASSROOM (10)

	· Class Guidance Programmes at Senior Cycle

· Classroom Guidance.  

· Classroom material: - Photocopiable worksheets for use in Guidance classes. 

· Input /Contributions on Relevant Career Development Programme for leaving Cert. Students – to keep pace with all aspects of a rapidly changing society and economy

· More classroom plans would be useful.

· More info on careers class planning. 

· More resources in class planning etc. Suggested plans in 5th year for example.
· Update study handout 
· Practical Guidance/ Career classroom lessons/programmes. 
	· Forthcoming Guidelines for Guidance Programme Planning in Schools

· Study Skills GC Handbook section 4.2.1
· Leaving Certificate Established Programme GC Handbook 4.1.1

· School Guidance Review and Development Planning Tools (available on NCGE website http://www.ncge.ie )
	· Forthcoming Guidelines for Guidance Programme Planning in Schools


	

	· New updated Guidelines
	· Forthcoming Guidelines for Guidance Programme Planning in Schools
· School Guidance Review and Development Planning Tools (available on NCGE website http://www.ncge.ie )
	· Forthcoming Guidelines for Guidance Programme Planning in Schools


	

	ASSESSMENT TESTING IN GUIDANCE (8)

	· Interest tests and assessments –Use and relevancy to pre-Leaving Cert students

· Interpreting psychometric results Personality testing – training 

· Isometric testing and its usefulness

· Updated info on testing materials
· Review of new test material on the market, (Aptitude and Interest Tests), Tests for less able students academically
· Psychological Reports
· Review of tests/programmes for purchase with the Gov. grant.
	· Tests and the Guidance Counsellor 2.1.1 GC handbook

· Assessment Tests in Guidance 2.2.1 GC handbook
· Various articles and reviews in NCGE News 

· Results of Survey of Use of Assessment Tests in Post Primary Schools (Available on NCGE website www.ncge.ie )

	· Update existing materials in GC Handbook

· Provide information on training (when available)

· Regular Section in NCGE News on Assessment Testing
	

	
	CURRENT NCGE RESOURCE AND DATE
	ACTION POINT
	OTHER SOURCES OF INFORMATION

	SUBJECT CHOICE (7)

	· Handout on subject choice for senior cycle – what subjects are essential for what courses
· Outline of subjects in Senior Cycle for subject options. 
· Topics on practical guidance in classroom- Junior Cert subject options

· Subject choice at Junior cycle.

· subject choice for Post. Junior Certificate students.

· Subject choice.

· Subject choices after Junior Cert and choices in third level


	· Current Mailing- Subject Choice
	· Future Supplements in this area 
	

	IT IN GUIDANCE (7)

	· Computer Software –review. 

· Using the Web for guidance and counselling. 

· Concrete information regarding the study of computers at third level. 
· Update on how to utilise IT in classroom guidance/ work e.g using the various internet sites etc.
· Supplement on Useful websites – update the old one
· Support material for Qualifax – information on good software.
· Software list and evaluation.
	· Counsellors and Computers 5.3.1

· Using Computers in Guidance 5.3.11

· Guidelines for Selecting Guidance Software for Use in Second Level Schools 5.3.13

· List of Useful websites

· NCGE News - Reviews of Guidance software and websites
	· Update current information in GC Handbook
· Keep websites updated
	


	
	CURRENT NCGE RESOURCE AND DATE
	ACTION POINT
	OTHER SOURCES OF INFORMATION

	GUIDANCE IN A MULTICULTURAL CONTEXT (5)

	· Dealing with non-national students – college fees, status, application re citizenship

· Guidance in an Inter-cultural society.

· Multicultural Counselling.

· Immigrants, refugees and third level.
· Programme for dealing with racism, minorities in schools.
	· ‘Immigration and Residency in Ireland’ GC Handbook – Reference Material

· NCGE News article and web resources Summer 2002

· GC Handbook Supplement on Interculturalism and Guidance
	· Future supplements in the area

	· Factsheets on education, health and the asylum seeker 

http://www.refugeecouncil.ie 

	GUIDANCE FOR SOCIAL INCLUSION (3)

	· Disaffected students – how to help.

· Guidance and the disadvantaged student, a summary of all the initiatives that are available. 
· The Disaffected Student
	· Future Directions – Guidance as a Force for Social Inclusion Conference Report

· Reaching Out ….. Analysis of the Provision of Guidance and Support Services by Programmes/Projects for Early School Leavers and Young People at Risk in Ireland

· Guidance and Support Services for Young People – Database of local service providers on NCGE website
	
	· ‘Summary of All Initiatives Funded by the Department to help Alleviate Educational Disadvantage’

Downloadable from http://www.education.ie Document Bank

	RETENTION AT THIRD LEVEL (3)

	· Drop out rates in H.Ed. and how Guidance Counselling could help. 

· Dropout trends in third level education

· Transition second level to third 


	· Staying Power – A Colloquium on Increasing Retention Rates in Higher Education – Recommendations
	
	


	
	CURRENT NCGE RESOURCE AND DATE
	ACTION POINT
	OTHER SOURCES OF INFORMATION

	GENERAL INFORMATION RELATED TO GUIDANCE (3)

	· Perhaps another section on topics that are in the news that would have an impact on our work i.e. current situation re. IT  

· Be less theory based and more practical. Have a section in the NCGE news where one guest Guidance Counsellor per issue gives ideas/tips on best practice under a certain theme. 
· Best practice- Samples from other G.C.
	· Articles in Bi-annual publication of NCGE News 
· Some Handbook Supplements are commissioned by guidance practitioners experienced in the field
	· Invite Guidance Counsellors to contribute articles to NCGE News on current practice.  
	· IGC Newsletter GUIDELINE 

	PARENTS AND GUIDANCE (2)

	· More on involving parents 
· Photocopiable leaflets dealing with relevant Guidance issues which can be photocopied and given to parents and colleagues.
	· Parents and Guidance: Sections 1,2,3,4 
	
	· NCGE/NPC Parents and Guidance Leaflet (available from the National Parents Council Post Primary)

	EVALUATION AND PR (2)
	
	
	

	· Marketing the Guidance role to colleagues. 
· Accessing students needs for both classroom and exam purposes.
	· School Guidance Review and Development Planning tools and report available on NCGE website http://www.ncge.ie 

· Forthcoming Guidelines for School Guidance Programme Planning
	
	

	UPDATING EXISTING MATERIALS  (2)

	· Update alternative Maths, Irish

· Updated materials on existing Handbook data.
	· Available on the website http://www.ncge.ie 

· Posted with current mailing
	· Ongoing update of existing materials
	

	LAW AND THE GUIDANCE COUNSELLOR  (1)

	· Legal issues relating to post-primary Guidance and Counselling.
	
	· Future Supplement for the Guidance Counsellors Handbook on Legal Issues for the Guidance Counsellor
	

	
	CURRENT NCGE RESOURCE AND DATE
	ACTION POINT
	OTHER SOURCES OF INFORMATION

	MISCELLANEOUS COMMENTS
	
	
	

	· A symposium/conference/publication re. Audit highlighted why do we allow ourselves to be misused in our schools.
	· Audit report available on NCGE website
	· Clarify role of NCGE
	

	· No time to think up any just now, next year I will.
	-
	-
	-

	· Please put folders together for us and hand them out at AGM/CAO Regional Conferences. Thanks.
	· When possible publications are distributed at exhibitions and conferences
	
	

	· Critical incident management plans – suggestions 
	
	· Explore possibility of future supplement for GC Handbook
	

	· Self motivation ideas
	· NCGE’s support and advice role
	
	

	· More info on Irish sources of info
	· GC Handbook Section 1,3,5,6,10
· Useful Websites

· NCGE Websites

· www.PLOTEUS.net
· current assessment of needs for guidance materials through the Irish language
	
	


�





�








� In order to reflect the broad area of the work of NCGE, these aims and the remit of NCGE are currently under review.  


* However, please see section 3 for NCGE’s EUROGUIDANCE role in providing information and information sources to EU citizens interested pursuing studies in another EU, EEA or pre-accession country.


�Assessment of the Use of Information Technology in Guidance in Post Primary Schools, National Centre for Guidance in Education (Unpublished report) 1998: 8 (Though this is not a directly comparable figure, it does give an indication of the increase in internet access for guidance counsellors).  


� Unpublished survey on the Guidance Counsellors Handbook, NCGE 1999.  





