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Robert Porzak

Introduction
Globalisation and new technologies are the causes of major changes in our world as well as
in the work environment and career guidance. Labour market predictions are not much better
than weather forecasts. Demands for many professions changes each couple of years, what can
be seen for example in ISCO evolution. The International Labour Organization experts stated
in 2007 that “ISCO-88 is seen to be seriously out of date in some areas, most notably as a result
of the impact of developments in technology on professional and technical work with computers and telecommunications and on clerical work” (Updating the ISCO, 2007, p. 4). New professions created by the Internet open space, new media and the “digital era” increased challenges
mentioned above. Considerable changes in the development of the industries of the national
economies and on the labour markets resulted in the elimination of certain profession and the
creation of new ones instead.
Career counselling becomes still more demanding and challenging occupation in changing
world. The market processes changed deeply and rapidly all typical activity of scientists, statisticians and counsellors supporting career decisions of students during transition and adults
looking for their place in labour market and in life. Students during transition have to select
new professions, not known a couple of years before. Employees have to adapt their qualifications to master new skills due to the new technologies and the employers’ requirements.
People change educational paths and jobs several times in a life and occupational choice is only
one, but very important aspect of an array of career challenges. The intensity of searching new
methods and tools for efficient supporting the process of career guidance resulted in preparation of the presented elaboration.
Career decision is clarified in many steps during education and work. It is one of the most
important processes of individual’s development. The book is addressed to career guides
supporting this process. The Career Tree Project supporting preparation of this publication
was co-financed from EU grant “Career Tree – CaT by Erasmus+ Strategic Partnerships (grant
2014-1-PL01-KA200-003345).
In eleven chapters of the book we reviewed contemporary ideas of career guidance and
presented examples of tools to be used during career guidance. The first four chapters present
conceptual background of career guidance and counselling. Next three chapters describes
general competencies necessary in career consultancy. Chapters from sixth to eleventh are
focused on knowledge, technics and tools used by career counsellors.
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The presentation of key classic and modern concept underlying effective career counselling opens the book. The first chapter describes the different theoretical backgrounds to the
career guidance derived from counselling psychology, including person centred and psychodynamic approaches, systems theory, cognitive behavioural counselling, and contemporary narrative career counselling. The counsellor competencies consisted of personality properties and
key skills with the use of main counselling tools are described. Key area of interest for persons
in career counselling process is information about professions. Methodology of professions classification and description of general groups of professions is presented in the second chapter.
The ISCO-08 structure, major groups of professions and skills levels are described together with
professional interests on the base of ISCED educational categories. Main factors influencing
career choices are presented and analysed, including values, personality, temperament and
cognitive aptitudes are presented in the third chapter. Styles of career guiding and counselling are presented in the second chapter in context of main psychological theories. The expert
model versus laisse faire model is discussed.
Communication in career guidance process is the subject of the fifth chapter. The analysis
of process and components of effective communication introduces to the description of stages
of effective communication in career guidance and counselling. Examples of statements supporting understanding and helping to avoid communication barriers are presented as important
tools useful during career guidance. Types of diagnosis led during career guidance are presented
in chapter sixth. We described models of diagnosis used for classification of individuals’ characteristics, explanation of causes of effects, significance of selected factors and phase of development assessment. Examination of the results of different types of diagnosis are described
in context of main questions asked to the counselled person in different schemas, including
the model called “I can-want-am capable”. Motivation theories and techniques are presented
in chapter seventh. The description of classic and some modern theories is supported by presentation of social and demographic factors influencing motivation. There are also presented some
motivation tools adequate for career counselling.
Next four chapters present selected forms and techniques of career guidance. Chapter
eight describes idea, theory and tools for developing competencies and social skills in dialogical
model of counselling. In chapter nine there is a description of the feedback process and tools.
The set of practical exercises used during career counselling is presented in chapter tenth and
techniques of work with a not concerned or resistant person in chapter eleventh.
The number of research papers and handbooks describing theories, studies results, techniques and tools for career guidance and counselling is really big and may satisfy almost all needs.
However, school and institutional career counsellors face still increasing number of students
interested in guidance, what makes sometimes difficult to provide all of the information and
support that a student needs to successfully select first steps of educational and professional
career. We met such challenges as university psychologists and practitioners in counselling,
career guiding and coaching. Applying for the grant of Erasmus+ project the book is founded

Introduction
by, we wanted to contribute to and participate in the improvement of career consultancy
by sharing our experience. Thanks of the cooperation and support provided by many academicians and counsellors from Slovenia, Spain, Turkey, UK and USA involved in the CaT project the
book became transnational what we hope support its usefulness.
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Part I
The conceptual background
of career guidance
and counselling

Robert Porzak

Chapter 1. The role of career counsellor
in counselling process

Understanding career counselling
There are many definitions of career counselling worldwide (Parsons, 1909; Dawis, 1996;
Nauta, 2010; Savickas, 2011; Yesilyaprak, 2012). Some authors accent that career counselling is similar in nature to other types of counselling (Niles, Hyoyeon In, & Amundson, 2014;
Swanson & Fouad, 1999) but there are also opposite opinions (Spengler, 2000). In the UK
career counselling has tended to evolve separately from the counselling psychology profession. Elsewhere, notably in North America, counselling psychology does embrace career issues
(Robertson, 2015). Career counselling is defined as “the assistance in dealing with their career-related challenges” (Schiersmann et al., 2012, s. 19). What differentiates career counselling is
the focus generally on issues such as personal career development, career exploration, career
change, and other career related issues. However, the assumptions previously held of clear
and straightforward career paths are being challenged and „career” has come to mean more
than simply „work” or „employment”. This has implications for career practice, where career
advisors are engaging with a range of complex issues in their guidance interactions with clients
(Westergaard, 2012).
The same like in other types of counselling, the fundamental concepts of career counselling are related to the dominant perspectives in psychology (see: figure 1). Career counselling
has drawn on a diverse range of theoretical approaches derived from counselling psychology,
including person centred and psychodynamic approaches, systems theory, motivational interviewing, cognitive behavioural counselling, and wider interpretive movements including social-cognitive approach, post-modernism, constructivism and narrative career counselling (Kidd,
2006; McMahon & Patton, 2001).
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Biological Approach
and Neuropsychology
(Wilson, Goldstein, Broca,
Luria, Milner)

Psychodynamic Approach
(Freud, Adler, Erikson)

Behavioral Approach
(Skinner, Watson, Rotter)

12
Cognitive Approach
(Piaget, Bandura,
Wygotski)
Figure 1.

Humanistic Approach
(May, Rogers,
Maslow, Frankl)

Prominent perspectives in psychology. Data from Kidd, 2006; McMahon & Patton, 2001).

The fast growing popular interest in psychological advances and the drive towards including it in the scope of scientific endeavours that would allow utilitarian application of research
results, led to the widespread prevalence of behaviourism in the early 20th century. The notion
focuses on the observable aspects of human behaviour, its perception in terms of the stimulus-response framework. The career counselling process in behaviouristic approach leads to vocational preparation of students in terms of skills and knowledge. The chief aim is to recognize
and develop competence in tasks which a person will have to perform at work, home or in the
community (Arthur & Nicholls, 2014). In career counselling practice the aims similar to behavioural orientation is accepted in cognitive approach, developed for counselling by psychotherapist, Aaron Beck (Beck, 1970). Cognitive career counsellor tends to modify client’s perception
of own resources and external circumstances. It is expected that re-interpretation of personal
experiences and attitudes will support the right choice of career path (Sheward & Branch, 2012).
The similar approach underlie trait-factor theories, stressing the role of skills and abilities and
how they may fit a particular occupation.
An alternative to the extrinsic, mechanistic understanding of the principles determining
human behaviour is provided by psychoanalysis and its focus on subconscious conditioning.
However, the perception of a human being as acting in accordance with involuntary drives is
ultimately equally deterministic as the behaviourist approach (Sheward & Branch, 2012).
The two main concepts that long dominated psychology can account for many aspects
of human behaviour, nonetheless they remain unable to explain actions which are aimed
at achieving goals that are never fully attainable. The humanistic movement in psychology
originated from a comprehensive perception of a human being and as such, it soon became
the «third power» able to incorporate elements neglected by the other concepts such as self-awareness and intentionality of human behaviour, thus accentuating the importance of free
will. Humanistic psychology strives to apply both to people struggling with dysfunctions and
to healthy individuals to aid their better development. It aims to include in its scope all those
aspects of the human experience that are of importance in everyday life. The humanistic career
guidance stands apart from other orientations in understanding aims of guidance as supporting
motivation to development towards aims needed by a guided person (Chen, 2001).

Chapter 1. The role of career counsellor in counselling process
Career counselling approaches that have focused on Super’s life career development
concept (Super, 1978) have offered alternatives to practice based on more traditional theory.
Yet, despite an emphasis on more relational, contextual, and meaning-based perspectives in the
professional literature, current career counselling practice often continues to reflect traditional
matching and information-giving approaches (Amundson, Borgen, laquinta, Butterfield, & Koert,
2010).
One of interesting models of setting up career decisions process presents the use of five
partly interchanging processes which are critical to effective career planning: initiation, exploration, decision making, preparation, and implementation, as presented on figure 2. All processes
of career guidance address three core issues: (1) establishing an effective counselling relationship; (2) determining current motivation for career planning; and (3) building relevance for
career planning. Attending to these aspects should increase client’s awareness of the career
planning process. However, uncertainty during planning the future is always a major obstacle to
career planning and clients must learn to trust their intuition to guide them (Magnusson, 1995).

Initiation
Figure 2.

Exploration

Decision
making

Preparation

Implementation

Processes critical to effective career planning. Data from Magnusson, 1995).

Some career choices, career path selection decisions and vocational interests processes
might be treated as unconscious. The idea comes from understanding of complexity of human
decisions and behaviour. Current models of career counselling based on acceptance of unconscious backgrounds of vocational decisions are similar to psychodynamic models growing
in psychotherapy. The defence of pure psychotherapy theories, for example psychodynamic,
cognitive, behavioural, and person-centred, becomes less and less viable as our understanding
of the complexity of interrelated human processes develops, hence the trend towards integrative theories and therapies. The same process leads to the modification of many conceptual
approaches and leads theories of career counselling to be increasingly eclectic and systemic
(Dyer, Pizzorno, Valach L, & Young RA, 2010).
Narrative career counselling exemplifies the constructivist approach to career. Narrative
career counselling is a largely verbal process in which a professional counsellor and counselee(s) are in a dynamic and collaborative relationship, focused on identifying and acting on
the counselees’ goals, in which the counsellor employs a repertoire of diverse techniques
or processes, to help bring about self-understanding, understanding of the career concerns
involved and behavioural options available, as well as informed decision making in the counselee, who has the responsibility for his or her own actions (McMahon, 2017). The relationship
between client and counsellor is paramount in constructivist counselling. Narrative career counselling entails a meaning-making process through which the client creates his or her life story
with the assistance of a co-creator – the counsellor. It is not only a spoken process, some of the
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significant visual and spatial techniques that can contribute to a narrative approach include life-lines, life roles circles, card sorts, and goal map; construct laddering, family constellation (but
not Hellinger-style), and guided fantasy (McIlveen & Patton, 2007).
Systemic approach is becoming increasingly popular. There are some good practices
of structural solutions, prepared as results of experiences during hiring young adults (McMahon,
2005). A good example is The National Fund’s Young Adult Initiatives in USA. The NFYAI Fund
ultimately seeks to develop a deep understanding of how industry partnerships and employers
most effectively engage young adults, and share this information so that employers and workforce development collaborators across the country can access the potential of and invest in the
millions of young adults across the nation in USA (Wagner, 2015). Similar model of local agreements for prevention of unemployment are German Public Employment Service agreements
with local municipalities or the UK Employment Retention and Advancement (ERA) programme
(Spermann, 2015).
Within the Holland’s Theory of Career Choice, the career choice is framed as the optimal
fit between person and environment and is based on six general personality types that include
Realistic, Investigative, Artistic, Social, Enterprising, and Conventional (Gottfredson & Johnstun, 2009). The perspective of personal properties and their fit to occupational environment
is also the base for Theory of Work Adjustment. Within this model, individuals function best
when their values match the types of rewards given within the work environment. Some of the
critical values recognized within this model include altruism, achievement, comfort, safety,
autonomy, and status (Swanson & Fouad, 1999). Super’s Theory stresses other accents. Super
uses a developmental perspective and highlights important life stages and roles that individuals
take on throughout their lives and its interaction with the vocational environment. Lastly, Social
Cognitive Career Theory framework is predominantly focused on cognitive factors, such as self-efficacy, outcome-expectations, and learning experiences, among others (Bocanegra, Gubi,
& Cappaert, 2016).

Counsellors competencies
The competence can be defined as “the ability of people to meet complex demands
in particular situations, drawing upon adequate psychosocial resources in a reflective manner”
(Schiersmann et al., 2012, s. 34). Definition and classification of career counsellor competencies
depend on understanding of counselling, its area and main aims. The career coaching profession is a dynamic field that has grown over the last decades. However, there exists a limitation
to this field’s development, as there is no universally accepted definition or empirically based
competencies (Hatala & Hisey, 2011).
One of qualitative study in which authors explored school counsellors’ perceptions
of competence in the area of career counselling stated that a competent school counsellor would
have the following characteristics: (a) the ability to secure accurate information and quickly
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provide it to students, (b) an active membership in state or national school counselling organizations, (c) the use of professional networks for professional development, (d) well-maintained connections with students in spite of large caseloads, (e) outreach to marginalized student
populations, and (f) personal respect and reflection of the role of a professional school counsellor. (Morgan, Greenwaldt, & Gosselin, 2014).

Career Development
Theory

Individual and Group
Counselling Skills

Individual/Group
Assessment

Information /
Resources

Program Management
and Implementation

Consultation

Diverse Populations

Supervision

Ethical/Legal Issues

Figure 3.

Research/Evaluation

Technology

Areas of minimum competencies of career counsellor in USA (NCDA). Data from NCDA National Carer Development Association, 1997/2009.

Nevertheless, there are many detailed guides describing each steps and supporting career
guiding process (Bonk & And Others, 1973; Ettinger, 1991), addressed also specifically to girls
and women (Birk et al., 1985; Coogan PA & Chen CP, 2007). Authors agree that the knowledge is
the primary basis for the ability to help others in career planning. Knowledge allows to develop
awareness and improves ability to understand ourselves as well as others. By employing facilitation abilities grounded in the knowledge, counsellor is able to enhance student’s understanding and provide emotional and behavioural support to counselee (Baryła-Matejczuk, 2013;
Brammer & MacDonald, 1998).
The specific demands for competences come from globalisation processes. At the dawn
of the twenty-first century all career counsellor educators, supervisors and trainers have to
address two prominent trends. The first trend concerns the profession’s response to the needs
of an increasingly diverse workforce, and the second trend is the change in the workforce from
a world of independent national economies into an interdependent global economy (Evans
& Larrabee, 2002). Multicultural competencies are essential for effective practice in career
counselling psychology, what is especially visible in European Union countries. Multicultural
counselling competencies have also become an increasingly important component of counsellor training and there are some well described courses focused on training the multicultural
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competencies (Hays, 2002). However there is no multidimensional and multicultural, integrated
tool supporting career counselling process during transition.
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In the light of various conceptual theories presented above, the counsellor ought to be
able to satisfy a range of requirements in terms of both personal qualities and competence.
Within the humanistic framework, the establishment of conditions to facilitate a counselees’
proper development is only possible when counsellors and advisors participating in the process
fully accept the counselees, while at the same time not allowing them excessive freedom to do
whatever they want and motivate to cross over theirs limitations and copy challenges. If that
is accomplished, the counselee does not need to constantly strive for other people’s vocational instructions and will be able to behave according to own needs, while at the same time
experiencing the sense of being appreciated by others. Based on the above, the perfect counsellor should display such qualities as: belief in human kindness, respect for individual dignity,
patience, self-awareness, self-honesty, and self-control (Crisp, 2010).

Belief in human
kindness

Self-control

Respect for
individual dignity

Self-honesty

Patience

lf-awareness

Figure 4.

Counsellor personal attributes. Data from Crisp, 2010.

In Brammer’s opinion the process of establishing external conditions that will facilitate and support the development is effective when the facilitator is characterised by such
qualities as: empathy, warmth and caring, openness, positive attitude and respectfulness,
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straightforwardness and specificity (Brammer, 1977; Brammer & MacDonald, 1998). The fundamental condition of effective vocational development facilitation is trust and believing in the
client’s ability and will to develop, as well as justified self-confidence. Moreover, it is a matter
of taking upon oneself the responsibility for creating proper conditions for the student’s development through mutual understanding, establishing an environment of mental comfort, enabling
action, etc. (Brammer & MacDonald, 1998; Snyder, Shapiro, & Treleaven, 2012 pp. 713–716).
As suggested by some authors, in the course of facilitation the relationship between the
facilitator and the student is based on the feelings of mutual affinity, respect and trust. Such
a relationship fosters openness to communication and receptivity to change. Efforts that can be
made to improve such a relationship rely on expressing and emphasising by the facilitator their
own qualities, such as: attractiveness to the student; fluency and authority; empathy; warmth
(Goldberg, 1998).

Counsellor skills
Specificity of counsellor’s skills is discussable. The research showed that mean proportions of response modes used by the career counsellors differ from general counsellors models
in strength, but not in type. Career counsellors used primarily information (42%), with lesser
amounts of direct guidance (18%), paraphrase (14%), and closed question (9%). These four
response modes made up 83% of what the career counsellors did.)
Career counsellors were within a standard deviation of the mean for the response modes
across all types of helpers, indicating that they were similar to helpers in general. In sessions
the mean proportion of response modes used by career counsellors were the same like used by
brief psychodynamic therapists, Rogers, Perls, and Ellis, mental health professionals, nonprofessional mutual help group leaders, family practice lawyers and radio psychology talk show hosts
(Nagel, Hoffman, & Hill, 1995). The response mode is a result of non-specific career counsellors
training. The most popular set of skills provided for counsellors in training includes active listening, empathy, mediation, decision-making, self-management, and building collaboration for
developing (Smaby & Peterson, 1994).
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information
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closed questions

14%
other
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Figure 5.

Career counsellors’ typical skills used in communication process. Data from Nagel,
Hoffman, & Hill, 1995.

Classical counsellor skills typology (Brammer & MacDonald, 1998; Nystul, 2016) used
also in career guidance divides most important skills on 3 main groups with subsets, as shown
in figure 6. Major groups are: the ability to understand, the ability to establish mental comfort
and utilise crises to facilitate development, the ability to encourage positive action and behavioural changes.
A. Skills related to understanding and communicating can be grouped into seven sets:
1.	 Skills related to listening: paying attention what the other person is communicating,
paraphrasing, clarifying, checking counsellors perception.
2.	 Abilities related to controlling (maintaining) a conversation: indirect and direct control
of conversation theme, focusing the conversation on one of the topics, asking open
questions.
3. The ability to reflect: reflecting feelings, experience, and content present in information
given by the counselled person.
4. The ability to recapitulate many thoughts and feelings expressed by the other person.
5. The ability to confront: recognising counsellor’s own feelings, describing and sharing
emotions, providing feedback, facilitating contact with one’s own body and feelings,
reiterating, and associating.
6. The ability to interpret: using interpretative questions, fantasy and metaphors.
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7. The ability to inform: providing information important for counselee, giving advice
coming from counsellor’s own experiences, suggesting ways of approaching a problem
and possible solutions.
19
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Figure 6.

refering to other
specialist

Counsellor skills categories. Data from Nagel, Hoffman, & Hill, 1995.

B. Skills related to establish mental comfort and utilise challenges and crises to facilitate development can be grouped under four categories:
1.	 The ability to support: establishing contact, soothing, and relaxing.
2.	 The ability to intervene in a crisis: inspiring hope, comforting, control.
3. The ability to focus: identifying strengths, reviewing developmental experiences, recalling «peak experiences».
4. The ability to refer to other specialist and, if necessary – help in reaching and establishing contact with the specialist..
C. The ability to encourage positive action and behavioural changes can be grouped under two
categories:
1.	 The ability to solve problems and reach decisions: identifying problems, analysing
problems, converting problems into goals, investigating alternatives and consequences,
planning ahead, generalising proven solutions and extending them to include other life
situations.
2.	 The ability to change behaviour: modelling, rewarding, extinction, desensitisation
(Brammer, 1977; Brammer & MacDonald, 1998; Johnson & Johnson, 1992; Nystul, 2016).
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Specific part of counsellor’s communication activity is often connected with feedback.
Counsellors give and receive feedback. Feedback is „the transmission of evaluative or corrective
information about an action, event, or process to the original or controlling source.” Specifically,
positive feedback focuses on strengths, which may reinforce behaviour. Corrective feedback
addresses behaviours that have undesirable consequences, and although it may be perceived
at times as threatening, this feedback may promote change (Swank & McCarthy, 2013).
Counsellors career guidance activity is done mostly at schools. In school institutional
context youth career counselling is based on counsellor-teacher cooperation. Analysis of the
results of a study done among parents asked for sorting their expectation for counsellor activities revealed nine general themes, or categories of topics that are of interest to parents of
middle school children: Parenting Skills, Adolescent Self-Management, Self-Awareness and
Esteem, Academic Opportunities and Career Choices, Peer Relationships and Skills, Emotional
Wellness, Physical Health and Wellness, Parent-Teacher/Staff Communication, and Technology
Safety and Use (Grubbs, 2013). Guiding students’ academic opportunities and career choices
understood in terms of career planning covers most of skills mentioned above. For better
meeting parents’ needs school counsellor should be partly a career guide, designing in his/her
activity plan parent also career education and consultation curriculum and interventions.

Counsellor tools
The career counselling may be understood as a process of providing effective tools for
better understanding of counselled person. Typically sets of tools contain self-assessment
surveys, questionnaires and tests helping recognize counselee resources and limitations,
general and local sources of information about labour market, schemas of exercises, group
training tools, individual coaching tools, and many other instruments. The tools are used during
direct interpersonal contact, but there are some indirect ways of supporting counselees. The
use of computer-based communication and social media tools increase exponentially and their
application creates new areas of needs and new models of an interpersonal relations. Guidance
practitioners may require competences for using ICT as a resource, as a medium for communication and for material development. In career services, social media is fast becoming as much
a necessity as an opportunity and competency to work in this new mode is an area of increasing
importance. To many, social media is simply a collection of online tools used to share information, communicate and socialise with one another. In the broader sense, social media is defined
as a process in which individuals and groups develop common understandings and meanings
with contents, communities and Web 2.0 technology. Kettunen and colleagues classified practitioners’ competencies for social media in career services into four categories of abilities to use
social media for: delivering information, delivering career services, collaborative career exploration, and for co-careering (Kettunen, Sampson, & Vuorinen, 2015). The first two competencies
are clear and widely applied using ICT by counsellors. Competency to utilise social media for
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collaborative career exploration occurs when emphasis is placed on the methods, techniques
and activities that foster collaborative processes in career learning among peer group members.
While in the previous categories social media functioned merely as an alternative channel, here
practitioners perceive social media as an interactive working space and an integral part of career
services (Kettunen et al., 2015, pp. 49–50). Authors accent that competency for social media
in career services is an ability to utilise social media for co-careering where shared expertise and
meaningful co-construction on career issues take place with and among community members.
The practitioners approach to social media is systemically focused, meaning that emphasis is
placed on rethinking the organisational culture of career services, as well as the ideology and
methods of practice and training (Kettunen et al., 2015, pp. 50–51).
self-assessment surveys
questionnaires and tests helping recognize counselee resources and limitations
general and local sources of information about labour market
schemas of exercises
group training tools
individual coaching tools
other
Figure 7.

Groups of counsellor tools.

There are many interesting online tools for career counsellors based on theories of intellectual abilities, one- or multidimensional. The example of such tools can be MIDAS - the Multiple
Intelligences Developmental Assessment Scales, elaborated by C. Branton Shearer. The tool
is addressed to 10-14 year-old children and is based on integration of multiple intelligences
theory into career counselling process. It is proved by the tool authors and some other scientists that clients might get improvement of career decision-making process and enhancement
of personal development thanks to the application of multidimensional point of view onto the
intelligence (Bordei, 2015). Similar example is the online Test of Multiple Intelligences (TMITUW) tool for 7-16 year-old children based on Gardner’s theory. The tool allows to assess intellectual potential and supports planning educational and early vocational orientation (Poleszak,
Porzak, Kata, & Kopik, 2014). These tools have proved to be very useful but one must keep
in mind that the results of complex and early assessments must be understood not as labels
but as a starting point for future exploration. It is compulsory to compare the information got
by MIDAS or TMI scales with the information obtained from other sources like school records,
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hobbies or in-depth interviews with the pupils and knowledgeable persons like parents, teachers
or other reference persons.
Counselling may be supported not only by ICT tools, but can be done completely online,
without direct personal contact. Internet-based services open up a new world of possibilities
in service provision that enhance the effectiveness of career services, and at the same time
enhance the profile of the discipline and those who practice within it. Some authors and practitioners treat online counselling and online-based services as dehumanised and because of that
not acceptable. From the other side it is argued, that by paying attention to the user in the
development of client-centred service provision, many of the arguments about dehumanising
technology can be largely addressed. Understanding that the imperative to tailor the user experience is just as strong with Information and Communication Technology (ICT) Systems as it is
with face-to-face counselling, lead to offer the possibility of more effective and useful systems
(Bright, 2015).
The useful techniques and tools to provide online career counselling, developed on the
basis of general cybercounselling model, are present in advisory practice since about 20 years.
Career cybercounselling may be provided for example as emailing, bulletin boarding, chat room
discussions, computer-assisted or simulated conversation, and text-messaging (Nystul, 2016).
There are well elaborated and evaluated techniques of overcoming the absence of tone of voice
and the non-verbal elements of communication in written cybercounselling, referred to as
Presence Techniques. The Presence Techniques are: Emotional Bracketing, Descriptive Immediacy, Descriptive Imagery, and Time Presence. Emotional Bracketing employs the use of square
brackets wherein we write about inner non-observable thoughts and feelings. Descriptive
Immediacy provides the client with information about the counsellor’s observable, non-verbal
behaviour toward the client. Descriptive Imagery is the use of descriptive language to help
the client create a mental picture that is relevant to the counselling environment. Descriptions
of the counsellor’s office, the weather and the community context are some typical images
that may be relevant. Time Presence involves writing as tough the interaction between client
and counsellor is in the present. The technique is especially important in asynchronous counselling (Murphy & Mitchell, 2009). Research comparing face-to-face and online counselling
with clients from the same referral source indicates that there are no significant differences in
outcome measures. It seems likely that the Presence Techniques play an important role in the
lack of difference in outcomes between the two modalities (Murphy & Mitchell, 2009).
All the facilitation skills and abilities and the use of tools described above can be learnt
and developed by anyone willing to do so. Improving said skills is only possible with long-term
psychological training and is aided by the use of well-prepared, educational multimedia materials. It should be emphasised that competences of a career consultant will only yield desired
results when coupled with active participation and willingness of the facilitated person. Next
chapters of this book contain descriptions of selected tools and techniques mentioned above.
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Chapter 2. General groups of professions
Occupations are changing rapidly and the number and the structure of job opportunities
in society is becoming increasingly complex. The context in which career decisions are made
is dynamic (Magnusson, 1995). We can describe groups of professions, but description of a
single modern profession lasts as valid one not longer, than a couple of years. It is especially
visible for example among information technology (IT) professionals in open knowledge companies and communities. The impacts of employee participation in external knowledge communities, very popular among informatics and many young people, strengthen this process (Huang
& Zhang, 2016). The competency set for some professions is a mix of two professions or is
dynamically changing, like for web pages designer or net-based trendsetting marketer, which
are informatics and graphics or models, sociologists and selling specialists, competent in the
Internet tools exploitation.
The other issue comes from a selection between job and career. A job, understood as the
work that a person does regularly in order to earn money, is generally easy to define describing simple tasks. A career, defined as a job or profession that someone does for a long time,
demands development and changing not only positions, but sometimes professions and occupational tasks is more complex. A person usually holds several jobs in their career. It is also
easier to change jobs in the same field of work that define ones career. Switching careers is
more difficult and may require the person to start at the bottom of the ladder in the new
career. Some teachers become principals at schools and some engineers become managers in
factories. At the same time, for a typical engineer becoming a teacher and then a principal at
school could be much more difficult, and vice versa. The description of any career path in terms
of occupations may be misleading and classification of careers is impossible. What is more, there
are many definitions of the same profession, depending on a country. Definitions of professions
and professional groups should be analysed bearing in mind all of the above limitations and
connections between different aspects of professions to be described.

Methodology of professions’ classification
There are many job market-related classifications. One of most important is International
Standard Industrial Classification of All Economic Activities (ISIC). ISIC is the international reference classification of productive activities. Its main purpose is to provide a set of activity
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categories that can be utilized for the collection and reporting of statistics according to such
activities (ISIC, Rev.4, 2008). ICNPO is the classification recommended for delineating the non-profit institution’s sector in the Handbook on Non-profit Institutions in the System of National
Accounts. Educational institutions are classified according to International Standard Classification of Education and Training (ISCED) on the basis of the type of programmes that they provide.
UNESCO developed ISCED classification to facilitate comparisons of education statistics and indicators across countries on the basis of uniform and internationally agreed definitions. In 2011,
a revision to ISCED was formally adopted by UNESCO Member States (ISCED 2011, 2012).
International Labour Organization creates and actualies the International Standard Classification of Occupations (ISCO). ISCO provides a system for classifying and aggregating occupational information obtained by means of statistical censuses and surveys, as well as from administrative records. It is one of the main international classifications for which ILO is responsible.
The ISCO standards were established as a part of international family of economic and social
classification. The first version of ISCO was adopted in 1957 by the Ninth International Conference of Labour Statisticians (ICLS) and it was known as ISCO-58. Next versions were adopted
and popularised as ISCO-68, and ISCO-88. The last version of classification valid at the moment
of this text preparation, is known as ISCO-08 (adopted in 2007). It forms the structure, definitions and correspondence tables between occupations. It provides a basis for comparing
occupational statistics for different countries and communicating other occupational information, such as for the recruitment or admission of migrant workers. It also serves as a model for
countries when they develop their national occupational classifications or revise their existing
ones. There are many national occupational classifications witch are based on or are similar to
one of these ISCO versions and its methodology. The primary units to be classified to ISCO are
jobs. Jobs are classified to ISCO on the basis of the type of work performed, that is, the tasks
and duties to be carried out (ISCO-08, 2012).

Jobs, occupations, skill levels and specializations
The core methodology of occupations classification in most of categorisations is prepared
with support of the International Standard Classification of Occupations (ISCO) and the International Standard Classification of Education (ISCED). To understand the such categorisations it
is necessary to know some basic definitions offered by ISCO-08 classification. A job is defined
in ISCO-08 as „a set of tasks and duties performed, or meant to be per-formed, by one person,
including for an employer or in self-employment”.
Occupation refers to the kind of work performed in a job. The concept of occupation
is defined as a „set of jobs which main tasks and duties are characterised by a high degree
of similarity”. A person may be associated with an occupation through the main job currently
held, a second job, a future job or a job previously held. Occupation are divided into ISCO-08 10
major groups visible on figure 8.
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1. Managers
2. Professionals
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3. Technicians and Associate Professionals
4. Clerical Support Workers
5. Services and Sales Workers
6. Skilled Agricultural, Forestry and Fishery Workers
7. Craft and Related Trades Workers
8. Plant and Machine Operators and Assemblers
9. Elementary Occupations
10. Armed Forces Occupations
Figure 8.

Major groups of professions. Data from ISCO-08, 2012.

Skill is defined as the ability to carry out the tasks and duties of a given job. For the purposes
of ISCO-08, two dimensions of skill are used to arrange occupations into groups. These are skill
level and skill specialization. Skill level is defined as a function of the complexity and range
of tasks and duties to be per-formed in an occupation. Skill specialisation is considered in terms
of the field of knowledge required, the tools and machinery used, the materials worked on or
with; and the kinds of goods and services produced (ISCO-08, 2012).
Detailed description of skills provided by ISCO-08 is grouped in four levels described
in figure 9.
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Level 1 - performance of simple and
routine physical or manual tasks that
may require the use of hand-held tools,
such as shovels, or of simple electrical
equipment, such as vacuum cleaners.
They involve tasks such as cleaning;
digging; lifting and carrying materials
by hand; sorting, storing or assembling
goods by hand (sometimes in the context
of mechanized operations); operating
non-motorized vehicles; and picking fruit
and vegetables.

Level 2 - tasks such as operating machinery
and electronic equipment; driving vehicles;
maintenance and repair of electrical and
mechanical equipment; and manipulation,
ordering and storage of information. The
ability to read information such as safety
instructions, to make written records of
work completed, and to accurately perform
simple arithmetical calculations is essential. Many occupations require relatively
advanced literacy and numeracy skills and
good interpersonal communication skills.

Level 3 - complex technical and practical tasks that require an extensive
body of factual, technical and procedural
knowledge in a specialized field. Ensuring
compliance with health, safety and
related regulations; preparing detailed
estimates of quantities and costs of
materials and labour required for specific
projects; coordinating, supervising,
controlling and scheduling the activities
of other workers. Occupations at this skill
level generally require a high level of literacy and numeracy and well-developed
interpersonal communication skills.

Level 4 - complex problem-solving, decision-making and creativity based on an
extensive body of theoretical and factual
knowledge in a specialized field. Analysis and
research in a particular field, diagnosis and
treatment of disease, imparting knowledge to
others, and design of structures or machinery
and of processes for construction and production. Extended levels of literacy and numeracy,
and excellent interpersonal communication
skills. The understand complex written material and communicate complex ideas in media
such as books, images, performances, reports
and oral presentations.

Figure 9.

Skills levels. Data from ISCO-08, 2012.

Major groups of occupations are connected with skill levels. The description is based on
statistical data, but informs about possible expectations. For some groups skill levels are more
consistent, like for elementary occupations, and for others are diverted, like for armed forces
occupations:
• Managers: 3 + 4
• Professionals: 4
• Technicians and Associate Professionals: 3
• Clerical Support Workers, Services and Sales Workers Skilled Agricultural, Forestry and
Fishery Workers, Craft and Related Trades Workers, Plant and Machine Operators, and
Assemblers: 2
• Elementary Occupations: 1
• Armed Forces Occupations: 1 + 2 + 4
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Educational paths
The concept of skill level is applied mainly at the top (major group) level of the classification, giving more emphasis to the first of these operational measures, the nature of the work
performed, than to the formal and informal education and training requirements, however it is
transformable, what is shown in figure 10.

ISCO skill
level

ISCED education level

4

6 Second stage of tertiary education (leading to an advanced research qualification)
5a First stage of tertiary education, 1st degree (medium duration

3

5b First stage of tertiary education (short or medium duration)

2

4 Post-secondary, non-tertiary education
3 Upper secondary level of education
2 Lower secondary level of education

1

1 Primary level of education

Figure 10.

ISCO skill levels and respective ISCED education levels. Data from ISCO-08, 2012 & ISCED,
2011.

Occupations classified to groups 1-4 and 0 are typical for high-skilled workers and demand
higher level of competencies than occupations classified to groups 5-9. Proposed tides between
ISCO skill level and occupation classification with ISDED education level does not assume that
competencies remain the same through the work life span and depends on occupation. The
hypothesis that engaging in cognitively-demanding activities can prevent or impede age-related
decline in cognitive abilities, known as the ‘use it or lose it’ hypothesis, is not valid for older
workers. Data collected in 21 OECD countries about literacy, numeracy, and problem-solving
show that from age 35 to age 65 in two aggregate categories of occupations: a group of high-skilled workers (ISCO major occupations from 0 to 4) and a group of low-skilled workers (ISCO
major occupations from 5 to 9) skills decline with age by about 0.1 standard deviations per
decade for both groups, independently of skills used at work (Albæk, 2016). However, that classification is helpful for young people starting their career paths.
Categorization of education is used for educational counselling, what is often an introductory part of career counselling for school students. The aim is to classify education programmes
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and their related qualifications by fields of education and training on the basis of the content
of the programme and not the characteristics of the intended participants (ISCED-F 2013, 2014).
The use of International Standard Classification of Education and Training (ISCED) is not limited
to educational area, but is implemented in job market, for example to assess the correlation
between the structure of graduates by study fields and real Gross Domestic Product GDP per
capita. The analysis done for the 25 countries of the European Union, Iceland, Norway, and
Switzerland suggest that the structure of graduates by study fields correlates with the GDP per
capita, confirming the importance of this classification (Potočnik & Tominc, 2013).
It is the main subject matter which determines the field of education and training into
which a programme or qualification should be classified. Subject matter is the factual, practical
and theoretical knowledge imparted during the programme and which is recognised by the
related qualification. There are 11 broad fields, 29 narrow fields and about 80 detailed fields
of education and training in ISCED. Fields are grouped depending on level of education. ISCED
provides three-digit coding schemes for the levels of education programmes and educational
attainment (ISCED-F 2013, 2014). Broad and narrow fields of education are listed in figure 11.
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00 Generic programmes and qualifications
001 Basic programmes and qualifications
002 Literacy and numeracy
003 Personal skills and development
01 Education
011 Education
02 Arts and humanities
021 Arts
022 Humanities (except languages)
023 Languages
03 Social sciences, journalism and information
031 Social and behavioural sciences
032 Journalism and information
04 Business, administration and law
041 Business and administration
042 Law
05 Natural sciences, mathematics and statistics
051 Biological and related sciences
052 Environment
053 Physical sciences
06 Information and Communication Technologies (ICTs)
061 Information and Communication Technologies (ICTs)
07 Engineering, manufacturing and construction
071 Engineering and engineering trades
072 Manufacturing and processing
073 Architecture and construc
08 Agriculture, forestry, fisheries and veterinary
081 Agriculture
082 Forestry
083 Fisheries
084 Veterinary
09 Health and welfare
091 Health
092 Welfare
10 Services
101 Personal services
102 Hygiene and occupational health services
103 Security services
104 Transport services
Figure 11.

Fields of education. Data from ISCED-F 2013, 2014.

Orientation is understood in ISCED as an accent in the content of programmes of education: general or vocational. Orientation and fields of education and training are two different
dimensions in ISCED and must not be confused. Vocational education is defined in ISCED 2011 as
programmes that are designed for learners to acquire the knowledge, skills and competencies
specific to a particular occupation, trade or class of occupations or trades. General education
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is defined in ISCED 2011 as programmes that are designed to develop learners’ general knowledge, skills and competencies, as well as literacy and numeracy skills, often to prepare students
for more advanced education programmes at the same or higher ISCED levels and to lay the
foundation for lifelong learning.

Bibliography
Albæk, K. (2016). A Test of the “Use it or Lose It” Hypothesis in Labour Markets around the
World. Una Prueba de La Hipótesis “usarlo O Perderlo” en Los Mercados de Trabajo Del
Mundo., 34(2), 323–352.
Huang, P., & Zhang, Z. (2016). PARTICIPATION IN OPEN KNOWLEDGE COMMUNITIES AND
JOB-HOPPING: EVIDENCE FROM ENTERPRISE SOFTWARE. MIS Quarterly, 40(3), 785-DDD4.
International Standard Classification of Education ISCED 2011. (2012). Montreal: UNESCO
Institute for Statistic.
International Standard Classification of Occupations ISCO-08. (2012). Geneva: International
Labour Office.
International Standard Industrial Classification of All Economic Activities (ISIC), Rev. 4. (2008).
New York: United Nations.
ISCED Fields of Education and Training 2013 (ISCED-F 2013). Manual to accompany the
International Standard Classification of Education 2011. (2014). Montreal: UNESCO Institute
for Statistic.
Magnusson, K. (1995). Five Processes of Career Planning. Ottawa (Ontario): Canadian Guidance
and Counselling Foundation. Retrieved from http://search.ebscohost.com/login.aspx?direct
=true&db=eric&AN=ED404581&lang=pl&site=ehost-live.
Potočnik, J. H., & Tominc, P. (2013). POVEZANOST STRUKTURE DIPLOMANTOV TERCIARNEGA
IZOBRAŽEVANJA Z GOSPODARSKO RAZVITOSTJO -- ANALIZA EVROPSKIH DRŽAV. Correlation
between Tertiary Education Graduates by Field of Study and Economic Development--An
Analysis of European Countries, 59(1/2), 56–65.

Robert Porzak

37

Chapter 3. Factors influencing career choices
and selection of professions
When we are asked about factors influencing career choices, first things that immediately
come to mind are: job description, training and education required, career outlook, and salary.
But when we look deeper, there is a number of other factors that may influence our decisions.
Some of these factors are constituted by theories, which were shortly described in chapter 1
and are classified on three main groups: deterministic and constitutional factors, developmental
experiences influencing personality and interests, and demographic and environmental factors
(Gautam, Nigam, & Mishra, 2016; Roe, 1957; Schiersmann i in., 2012; Schmitt-Rodermund &
Silbereisen, 1998). The importance of some factors depends on profession (Schoon, Parsons,
2002). Frequently analysed factors selected by author on the base of publications review for
wider description are presented on figure 12.

occupational
interests

personality type

temperamental
factors

skills and abilities

educational and
professional
experiences

life planned
and present roles

culture

socio-demographic
conditions

Figure 12.

Factors influencing career choices. Data from Gautam, Nigam, & Mishra, 2016; Roe,
1957; Schiersmann i in., 2012; Schmitt-Rodermund & Silbereisen, 1998.

Some of this factors has importance in a variety of professions. There are many occupations which are likely to be correlated with personality traits and other human properties more
than others. Factors related to personality are often used by authors of new terms accenting
a complex set of personal properties and / or context of work environment. The example could
be emotional labour. The term “emotional labour” refers to expressing emotions expected to
be shown during professional interactions in occupations involving providing services (Hochschild, 2012). The term connects interpersonal communication process with specific job tasks.
Despite such contamination or maybe thanks of tat the term became very popular and gave
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a contribution to a number of studies analysing correlates of vocational decisions. It is assumed
that emotional labour requires control of one’s emotions, so as to, during interactions with
clients (patients, students, guests), display emotional states that meet the demands determined
by an employer and job characteristics. Its purpose is to evoke specific emotions in clients,
most often positive ones, and consequently, to achieve objectives set out by an organization
or company. Neuroticism and extraversion correlates with emotional labour, there is a high
significance of neuroticism in the tendency to express fake feelings. Some authors have also
reported a positive correlation between neuroticism and surface acting (Mróz & Kaleta, 2016).
On the other side there are some occupations which are from the same major group, have
similar educational courses but demands different properties. The example is a pair of health
professions: occupational therapy (OTs) and physiotherapy (PTs). Competencies necessary
in these occupations are in a matter of fact very different, however the way of providing service
looks partly similar (Bazyk & Brandenburger Shasby, 2011; Bazyk, Glorioso, Gordon, Haines,
& Percaciante, 2010; Fouche, Kenealy, Mace, & Shaw, 2014; Lo, Osadnik, Leonard, & Maloney,
2015). The research results revealed similarities between OTs and PTs in self-ratings of conscientiousness, extraversion and neuroticism. However, differences were found between the two
groups for the traits of agreeableness and openness, with OTs rating themselves higher than
PTs on both traits. In regard to the two additional traits of assertiveness and empathy, OTs and
PTs rated PTs higher than OTs in assertiveness, while both OTs and PTs rated OTs higher than PTs
in empathy. Within the groups, OTs rated themselves as more empathetic than assertive, while
PTs tended to rate themselves equally high in both empathy and assertiveness (McCombie,
O’Connor, & Schumacher, 2015). Similarly, the MBA specialisation is selected by students taking
into account personality factors as well as predicted career outlook. Extraversion is for example
most important in marketing and HR specialisations, when travelling connected with future
occupation is more important in marketing. Computer knowledge is highly important in systems
and finance specialisation (Manna & Bhanot, 2016).
It is also worth to mention that some studies suggest that career indecision is a specific
and not an accidental phenomenon. Career indecision should be understood as a multifaceted
factor. Both personality and vocational interests are more strongly related to career indecision
than has been suggested by past research (Burns, Morris, Rousseau, & Taylor, 2013).

Demographic and social factors
The demographic factors are well recognized as important for career choices. The distinction between male and female in the world of work is perhaps the most visible. The etiologic
of occupational sex differences has been studied within the fields of psychology, vocational
guidance, and counselling psychology for decades (Weisgram, Bigler, & Liben, 2010). There are
different classifications of demographic and social factors, one of them is presented in figure 13.
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Some sources includes to demographic properties also data on generation, preferences, hobbies,
lifestyle and more.
Age

Sex

Race

Ethnicity

Education level

Employment

Occupation

Income level

Marital status

Size of a family
Figure 13.

Religion

Demographic and social factors. Data from Haron, Reicher, Riba, 2014; Hsiao, de Castro
Casa Nova, 2016; Weisgram, Bigler i Liben, 2010.

Nursery students of different gender, age, and ethnicity make significantly different career
choices and choose different study program. Students in the USA have different motives of entering nursing than students in South Korea. American students decide because of the profession’s curative aspect, and an economic security is on the second place, when in South Korea
most important are employment opportunities and the fit for the type of work is less important.
There is also a significant influence of nursing profession’s public image created by media on
choosing it as a career by mentioned groups (Haron, Reicher, & Riba, 2014).
Increased school time and increased years of schooling are also associated with career
choices. The new generations enter into the job market later, since young individuals wait and
try out professions, remain with their families, and delay marriage. The educational and career
decisions are influenced by the characteristics of modern society (Bimrose & Mulvey, 2015).
People believe that a young adult is never prepared for a professional career, she/he is expected
to acquire further knowledge and expertise during a long first stage of a professional career.
It is a problem of generations (Begu & Vasilescu, 2017; Bowlby, McMullen, Human Resources
Development Canada, & Statistics Canada, 2002; Konstantinovskii & Popova, 2016). This new
generation, called the Gen Y, which has been entering the job market in recent years, shows
some traits that make it different from previous generations. The Gen Y consists of young people
who are eager to consume new technologies, look for immediate outcomes and rewards, yearn
for autonomy and balance between personal life and work, are prone to multitasking, settled
down to a domestic life and civic duties. Some authors does not confirm the existence of Gen
Y, but sociological trends described above may force young people to postpone career choices
and prolong their education to allow procrastination of adulthood (Hsiao & de Castro Casa
Nova, 2016).
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Occupational interests often define career choice as one of the most important factors,
sometimes in spite of any obstacles coming from other dimensions (Gottfredson & Johnstun,
2009). It was shown in a study involving over 1 million of persons in USA that vocational interests are more significant than ethnicity and age. It is one of decisive factors for the vocational
decision in spite of obstacles coming from other factors. The most popular theory of vocational
interests was formulated by John Holland. The theory’s core idea is that most people have
a combination of six personality types presented in figure 14.
• People who are interest in activities
requiring motor coordination, skill,
physical strength, and masculinity.
People oriented toward the Realistic
type prefer acting out problems or
being physically involved in performing
work tasks; they typically avoid tasks
involving interpersonal and verbal skills
and seek concrete rather than abstract
problem situations.

• Main characteristics include thinking
rather than acting, organizing and
understanding rather than dominating
or persuading, and asociability rather
than sociability. They like to discover
and research ideas, observe, investigate
and experiment, ask questions and
solve problems. Investigative types
prefer to avoid close interpersonal
contact, leading, selling, or persuading
people.

• Manifestations of strong self-expression
and relations with people indirectly
through artistic expression are central
to Artistic types. The artistic members
of our society like to create things. They
are imaginative and usually extroverted.
Likes to use words, art, music or drama
to communicate, perform, or express
themselves, create and design things.

R: Do-ers (Realistic)
prefer to deal with
things.

I: Thinkers
(Investigative) prefer
to deal with things and
ideas.

A: Creators (Artistic)
prefer to deal with
ideas and people.

• Social types generally gravitate to
activities that involve promoting the
health, education, or well-being of
others like teaching, nursing, or giving
first aid, providing information. They
tend to to seek close relationships and
like to be concerned with social
problems. Generally avoid isolative
activities, as well as activities that
require extensive physical functioning
or intellectual problem solving.

• They lean toward leadership roles. They
are willing to take on challenges and are
extroverted. Enterprising types tend to
use theirs skills for self-gain rather than
to support others, usually aspiring to
attain power and status. They like to
persuade people, to sell things and
ideas. They generally avoids activities
that require careful observation and
scientific, analytical thinking. They can
be aggressive as well.

• Conventional types prefer structured
tasks and tending to details. They are
often conservative and presents great
concern for rules and regulations, great
self-control, subordination of personal
needs, and strong identification with
power and status. Conventional types
prefer structure and order and thus
seek interpersonal and work situations
where structure abounds, like to work
with numbers, records, or machines.

S: Helpers (Social)
prefer to deal with
people.

E: Persuaders
(Enterprising) prefer to
deal with data and
people.

C: Organizers
(Conventional) prefer
to deal with data and
things.

Figure 14.

Occupational personality types – Holland’s theory. Data from Nauta, 2010.

The acronym commonly used for vocational personality combination is the RIASEC. Each
type is characterised by a constellation of interests, preferred activities, beliefs, abilities, values,
and characteristics. A Holland test results code, typically constructed as the first letters of the
three RIASEC types the person most resembles, can be generated on the basis of assessments.
Holland accentuated however that each person has all types and he recommended using
the rank ordering of all six types to describe individuals. Similarly, work environments can be
categorised by their saturation by RIASEC types, and Holland codes are often used to describe
them as well (Nauta, 2010).
Classical Holland’s categorisation of vocational interests in terms of vocational personality
is supported in many countries by classification of educational career path, like described in ISCED
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or in national regulations. The relation between vocational interests classified using Holland’s
types and gender in group of urban adolescents shows that male students have greater Realistic
interests and females have greater Artistic and Social interests. Structural equation modelling
revealed that males tended to approach the occupational world with assertiveness, the desire
to create opportunities, and the use of instrumental support. Females tended to approach the
occupational world by being adaptable, capitalising on their skills and abilities, actively preparing themselves for the future, exploring options, and using emotional support. Authors of the
study state that middle-school adolescents are being limited by gender stereotyping regarding
their interests as well as their career development skills and motivational approaches. Authors
recommend that counsellors, school administrators, and policy makers should intervene to
overcome these effects. Intervention should fall into two categories: (a) build on adolescents’
strengths in the career skills and approaches they have already developed and (b) encourage
adolescents to strengthen other skills and develop approaches that may be lacking or may have
been misapplied.
This idea also undelays also many advisory models. The suggested direction proposed by
Authors accentuate for example paying particular attention to supporting females in ways that
are emotionally satisfying for them through listening to them as they discuss their career interests and career direction. Teenagers should also be encouraged to consider how to develop
skills and approaches they do not currently use by supporting their prosocial and work readiness with the use of exercises during small-group, interactive career counselling sessions and
exploring environments and job tasks related to various occupations to identify same-gender
and cross-gender occupation that they would be interested in exploring (Turner, Conkel, Starkey,
& Landgraf, 2010). The key to success in counselling done in developing model described by
Turner and colleagues is the construction of supportive information about diagnosis results and
motivating feedback. Very important part is connected with selection of motivating exercises
based on job market recognition. These competencies are described in other chapters of this
book.

Personality and temperament
Personality is conceptualised as a stable property of the person that predicts behavioural,
emotional, or attitudinal outcomes. Personality-job fit theory (based on the broader concept
of person-environment fit) suggests that certain job environments are more suited to individuals with certain personality characteristics. One of the most prominent conceptualizations of
personality-job fit theory is the Big Five approach. The Big Five provides a promising taxonomy
presented in figure 15 and that model may be easily linked to descriptions of occupational
demands. Similarly, Holland and many other authors believe that one’s selection of an occupation is an expression of one’s personality. Researches prove that personal characteristics
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are important determinants of occupational choice. Associated with that, identical personality
traits are differently rewarded across occupations (John & Thomsen, 2014).
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Neuroticism

Extraversion

Openness

Agreeableness

Individuals
who are high
in neuroticism have
a tendency
to experience
negative
affects such as
fear, sadness,
embarrassment, anger,
guilt, and
disgust. They
are also prone
to irrational
ideas and tend
to cope poorly
with stress.

Individuals
who are high
in extraversion
are sociable;
they like people
and prefer
large groups
and gatherings.
Extraverts
are assertive,
active, and
talkative. They
like excitement
and stimulation and tend
to be cheerful
in disposition.

Individuals
who are high
in openness
to experience
tend to have an
active imagination, aesthetic
sensitivity,
attentiveness to
inner feelings,
preference
for variety,
intellectual
curiosity, and
independence
of judgment.

Individuals who
are high in agreeableness tend
to be fundamentally altruistic. They tend
to be sympathetic to others
and eager to
help them, and
believe that
others will be
equally helpful
in return.

Figure 15.

Conscientiousness
Individuals
who are high
in conscientiousness are
purposeful,
strong-willed,
and determined. They
are typically
involved
in planning,
organizing,
and carrying
out tasks

Big Five taxonomy. Data from John & Thomsen, 2014.

Personality effects are found to be significant, relatively large and persistent across all
occupations being analysed for example in Australian study. The personality effects are strong
enough to rival that of various education credentials. These personality effects include but
are not limited to managers being less agreeable and more antagonistic; labourers being less
conscientiousness; and salespeople being more extraverted (Wells, Ham, & Junankar, 2016).
There is also evidence for negative influence of selected personality traits, called Dark Triad
(i.e., narcissism, psychopathy, and Machiavellianism) on behaviour and consequently on the job
performance (Jonason & Jackson, 2016).
Work is a core part of almost everybody’s lives and the possibility that personality traits
may both affect and be affected by work is widely accepted. Personality measures, when classified within the Big-Five domains, are related to a variety of criteria of job performance and they
are valid for predicting job proficiency. It is however worth to remember that best correlations
averaged for conscientiousness and performance is 0.22 only (Mischel & Shoda, 1998). Social
cognitive theories of personality emphasise the contextual factors that influence behaviour.
In particular, the work of Mischel on situational strength and behaviour encouraged a focus
on the conditions under which traits are likely to manifest in behaviour, leading to the development of trait activation theory, specifying conditions under which individuals express their
traits when presented with trait-relevant situational cues and their performances are likely to
occur. Specific traits are expressed in behaviour when the situation or context allows freedom
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of trait expression (i.e., the situation is weak), and the features of the situation activate those
specific traits. The purpose that the direction of influence from personality to work is only one
way, rather than reciprocal, seems from this point of view impossible (Woods, Lievens, De Fruyt,
& Wille, 2013). The process of two-directional influences should be considered during career
counselling as important factor increasing possibility of adaptation in work, even if personality
of a counselee is not fitted exactly to job or position profile.
Professional and educational performance is associated with temperamental aptitudes,
treated by some theories as included in personality, but sometimes described separately. There
is a strong evidence that temperament plays important role in job performance. For example
one of researches proved that fear is lower among administration and communications workers
and higher in groups of computing and office workers. Drive is lower in those unemployed and
at home and higher in groups of people from occupational groups of fitness and administration.
Control is significantly lower in arts and higher in teaching and health caring. Anger is lower
in subjects in the areas of teaching and health caring and higher in human studies and unemployed (Schmidt et al., 2010).
The usability of personality and temperament assessment as predictors for job performance is limited by individual tendency to self-presentation. The results of research done among
drivers who were offenders involved in fatal injury road crashes in comparison with drivers that
never had been involved in road crashes and professional drivers suggest that if psychological
tests are to decide on whether a person may be a professional driver or may drive vehicles, the
three questionnaires assessing temperament and personality (FCB-TI, EPQ-R(S) and IVE) do not
provide a valid diagnosis of professional drivers’ aptitude because of drivers’ high tendency for
positive self-presentation (Luczak & Tarnowski, 2014). However, questionnaires can be used in
job counselling and in screening, especially when the process is supported by additional tools
diagnosing other properties.

Values and attitudes
Edgar Schein stated that every one of us has a particular orientation towards work and that
we all approach our work with a certain set of priority and values. Career Anchor in Schein’s model
represents unique combination of perceived career competencies, motives, and values. People
tend to stay anchored in one area and their career will echo this in many ways. Schein identified eight themes and has shown that people will have prioritised preferences for these (Klapwijk
& Rommes, 2009; Weisgram et al., 2010). Short description of each career anchors is presented
in figure 16.
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Technical/
Functional
competence

This kind of people are motivated by doing what they are good and aims to
grow in expertise in an area. They enjoy doing tasks for the sake of using their
skill.

General
Managerial
competence

This people want to be managers. They like problem-solving and dealing with other
people. They thrive on responsibility. To be successful, they also need emotional
competence.

Autonomy/
Independence

These people wants a feeling of autonomy and independence. They tend to
avoid organisational structures and seek to work alone or in situation which they
can control.

Security/Stability

Security-focused people seek stability and continuity as a primary factor of their
lives. They try and avoid uncertainty and threat to themselves and their life.

Entrepreneurial
Creativity

These people are motivated by creating something new which is their own. They
are often bringing new ideas to the table and trying to develop new perspectives or
items.

Service/
Dedication to
a cause

Service-oriented people are driven by how they can help other people more than
using their talents. They prefer to work in public services or in such companies like
HR.

Pure Challenge

Lifestyle
Figure 16.

People driven by challenge seek constant stimulation. They are motivated by
success, promotion and recognition. They are very goal focused and focused
on a sense of progression.
Those who are focused first on lifestyle look at their whole pattern of living. They not
so much balance work and life as integrate it. They may even take long periods off work
in which to indulge in passions such as sailing or traveling.

Career anchors in Schein’s model. Data from Klapwijk, Rommes, 2009; Weisgram et al.,
2010.

Brown’s values-based career theory emphasises the central importance of values in career
counselling and occupational choice even stronger than Schein’s model. Values are defined
in Brown’s theory as cognitive structures that are the basis for self-evaluation and one’s evaluation of others. Values also have an affective dimension which is the primary basis of goal-driven
behaviour. Values are understood by Brown as more fundamental traits than interests, and
the Author suggested that concerns for values should be the primary consideration in career
counselling (Brown & And Others, 1996). Such model accentuates life-role counselling because
of the interaction among life roles and occupation. There are three types of values in this model:
cultural, work, and life values. Cultural values can be subdivided into five categories of social
relations, time, relationship to nature, activity, and self-control. Work values are those values
that clients expect to fulfil as a result of choosing and entering an occupation. Life values are
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those values that clients expect to have satisfied as a result of the choices they make in their
major life roles, such as work, leisure, citizen, and relationships to significant for them people
(others) (Brown & Crace, 1996). The concept could be very useful in career planning, supporting
career counsellor in searching with counselee an occupation that matches values structuring
other life roles in ways that will satisfy wider perspective (Leong, 2008; VanVoorhis & Protivnak,
2012).

Cognitive aptitudes
The nature of intelligence, creativity and cognitive abilities and the structure of intellect
were explained in many ways and are still undiscovered. Charles Spearman proposed two-factor
theory, dividing intelligence into two types – the general intelligence (G) and specific abilities.
Thurstone used factor analysis to prepare multiple-factor theory (Warne, 2016). He identified 7
specific mental abilities presented in figure 17. Thurstone accentuated that there is no general
factor of intelligence but later he has proved that there is one second orgder factor called
induction.

Verbal
comprehension

Perceptual speed

Number ability

Reasoning

Word fluency

Associative
memory
Figure 17.

Spatial
visualization

Thurstone model of intelligence. Data from Warne, 2016.

Guilford’s Structure of Intellect model of human abilities, extracting 150 different intellectual abilities organized along three dimensions: operations, content, and products, was popularised in past decades as the first complex theory of cognitive abilities. The model is rather not
supported today. The Gardner’s theory of multiple intelligences suggested existence of eight
different types of intelligence. He also suggested that because the types of intelligence are
located in specific regions of the brain, they may be lost with brain damage (Baş, 2016). There
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are also very popular models of Cattell and Wechsler, used in worldwide known intelligence
tests (Kubinger, Litzenberger, & Mrakotsky, 2007). His model is presented in figure 18.
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Verbal
Intelligence

Mathematical
Intelligence

Spatial
Intelligence

Bodily-Kinesthetic
Intelligence

Musical
Intelligence

Interpersonal
Intelligence

Intrapersonal
Intelligence

Naturalistic
Intelligence

Figure 18.

Gardner’s types of intelligence. Data from Baş, 2016.

There is also a wide description of emotional intelligence, described by Salovey and Meyer
and popularised by Goleman (Cho, Drasgow, & Cao, 2015). The description of emotional intelligence shows that it is rather a competence, not disposition and is consisted of four abilities
shown on figure 19.

Figure 19.

Ability to take
the perspective
of others

Ability to understand
the influential
and dynamic role
of emotion

Ability to utilize emotion
to facilitate thought

Ability to manage
and control emotions
in oneself and
in other people

Emotional intelligence. Data from Cho, Drasgow, & Cao, 2015.
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Transversal skills, such as complex problem solving (CPS) are viewed as central twenty-first-century skills / abilities. Empirical findings support the importance of CPS for early academic
advancement as well as for career advancement later in life. It was shown in pilot study that
CPS and intelligence factors level correlates with individual neuro-cognitive properties, like the
location of a grey matter and its thickness (Haier, Schroeder, Tang, Head, & Colom, 2010).
A study at a large German automobile company shows the possibility of prediction of career
advancement with CPS in addition to general mental ability (GMA). Participants’ job level
in accordance with the international standard classification for occupations (ISCO-08) and the
number of professional training days as a proxy for lifelong learning efforts correlates significantly in a structural equation model with CPS beyond GMA (Mainert, Kretzschmar, Neubert,
& Greiff, 2015).
Intellectual factors presented above influence the possibility of achieving educational
successes and the level of competencies necessary to do a job interesting for a counselee. His
or her occupational interests, personality and values creates tendency to gain skills and finally
to select one of occupations. Demographic properties moderates occupational choices. The
complexity of job market is increasing and the specificity of occupation is decreasing. It is necessary to monitor changes on job market and professions classification to help counselee select
the right direction on career path, leading through this very complex and dynamically changing
territories.
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Chapter 4. Styles of work of a career
counsellor

Theoretical background for styles of work a career
counsellors
The basis for the styles of work of career counsellors are psychological concepts of a human.
The psychological concepts of a human and ways of understanding people’s behaviour existing
in psychology are substantially different and even mutually exclusive. However, we should notice
that usually when we analyse their foundations, the terms characteristic of specific assumptions come to the fore and by that conceal basic similarities (Hall, Lindzey, & Campbell, 1997).
Scientists and practitioners are not unanimous in the way they perceive a person, and the most
important views are linked with the dominant approaches in psychology. The main approaches
are connected with the way of understanding and describing personality and they aim to identify major dimensions which define the unique way of behaviour of an individual (cf. Nalicki,
1999). Here, a concept shall be understood as a system of hypotheses and speculations which
cannot be fully justified and not always allow for anticipating and explaining facts (Kozielecki,
1997, p. 15). The majority of theoretical systems in social sciences are classified as concepts.
According to such a definition of this term, portrayals of a man presented by psychologists
in the sphere of psychoanalysis, humanistic, cognitive and behavioural psychology are classified as concepts. In order to describe the styles of work of career counsellors, the underlying
concepts need to be presented in more detail.
The first one, which is psychoanalysis, is the oldest among contemporary concepts. Psychoanalysis and psychoanalytic therapy derived from it are based on the assumptions presented in
the works of Sigmund Freud. His observations about human nature were the result of clinical
observations. He saw human behaviour as deterministic. He thought that it is determined by
biological instincts, drives and previous experiences in life. Freud’s (1935/2016) approach was
based on the psychology of intrapsychic conflict between drives and instincts. In his opinion,
in order to understand the basic motives of human behaviour we should not limit it to consciousness, because the most important drives, passions, denied emotions and thoughts can
be found in the subconscious sphere. Psychoanalysis also expanded the scope of possible
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interpretations of behaviour. For good, it has introduced the issue of defensive mechanisms,
the importance of unconsciousness and identifying the mechanisms of personality disorders
into the discussion of personality psychology (cf.Hall et al., 1997).
Behaviourism became an alternative for the subconscious-oriented psychoanalysis. Representatives of this approach reduced all human behaviour to a stimulus-response association.
Behaviourists departed from classical psychology, which indicated the need to analyse internal
experiences, in favour of the analysis of situational factors and the environment. They focused
on the observable aspects of human behaviour. Despite the fact that in the radical version
behaviourists do not use the term of personality, they also propose a specific way of presenting
coherence of behaviour. Representatives of this approach think that the stimuli which have
an effect on the organism play a role as drives (emotional) and signals (cognitive) (cf. Hall et al.,
1997). They also raised the subject of the control of an external situation over behaviour. They
analysed what elements of external environment have a controlling function over the behaviour
and what the essence of such impact would be. In the opinion of behaviourists, changes in the
environment induce changes in behaviour. Their views are naturally linked with the fact that it
is learning processes that have an impact on personality. It should be stressed that attempts
to speak of oneself, the subject are especially difficult within behaviourism because, according to its representatives, a human being can fully exist and develop in her/his behaviour
(Nalicki, 1999; Tolman, 2000). In the context of career counselling, it is worth noticing that
within the theme of education understood by behaviourists, the axiological theme is lost. In the
view of behaviourists, science claimed the right to provide information about the directives
of human behaviour and eliminated the notion of values. Behaviour had to be learned, and not
authentically cognised. That being so, in the learning process, the objective environment was
to be constructed, where with the system of penalties and rewards desired behaviours would
be reinforced and those which should be eliminated would be suppressed. According to the
representatives of behaviourism, there are no such human characteristics as sense of freedom
or dignity. Skinner (1963/2000) referred to them as hazardous rules of behaviour, since they
lead to irrationalisation of human life. The mechanism of instrumental reinforcement was to
replace the notion of values in individual and social life. In the context of career counselling,
behavioural concepts (including social learning) stress the meaning of environmental factors
and experiences gained at school and at work (Savickas, 1993).
On the basis of the criticism of behaviouristic assumptions of environmental determinism
and a contrasting approach to the meaning of the unconscious part of the psyche, cognitive
psychology emerged. According to its representatives, the environment and the organism interact. In this approach, human activity is justified with reference to cognitive factors, such as e.g.
cognitive styles, constructs, patterns, attributions, representations, expectations and beliefs. The
subjects tackled within this domain include the issue of giving meaning to human experiences,
evaluating the events, other people, oneself, establishing goals, selecting strategies adequate to
a given situation, subjective control and self-regulation (cf. Nalicki, 1999; Tomaszewski, 1998).
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Emphasis is put on: 1) rationalism of cognition, 2) cognitive process itself or on effects of this
process. According to cognitivists, human activity depends on a representation held by a given
person, model of the world. According to the representatives of cognitive psychology, a change
in the way of thinking of individuals is important for changing their system of values, and by that
for changing their behaviour. In cognitive psychology, people are independent entities owing
to the information they receive, process and generate and which constitutes the basis for their
behaviour (Kozielecki, 1997).
Humanistic psychology is the most recent approach in psychology, called the „third force”
in psychology, developed as a rebellion against the minimalist and fragmentary way of seeing
a man offered on the one hand by behaviourism, and by orthodox psychoanalysis on the other
(Maslow, 1978; Rogers, 1983). Humanistic psychology emerged and developed due to the growing
conviction of the limitations of behaviourism and psychoanalysis in describing and explaining
the specificity of human behaviour; the need to support personal growth of a human being,
their mental health and interpersonal relations; the need to develop a new concept in psychology - the study of a human being (person) experiencing themselves as a subject of existence
and behaviour (Uchnast, 1983, p.5). The humanistic approach in psychology assumes seeing
a person as a whole, takes account of human consciousness and intentionality of his actions,
freedom of choice which was earlier ignored (Porzak, 1995). In humanistic psychology, a human
being is treated in the aspect of his potential. A person is perceived in the process of improvement, becoming and fulfilling as a personality. It should also be stressed that in humanistic
psychology growth is seen as a fundamental property of human nature. A human being is seen
in the aspect of his potential, that is in the process of his becoming, improving and fulfilling as
a certain personality (Rogers, 1959/1984).

Chosen classifications of career counsellors work styles
One of the most frequently used classifications of styles of work of career counsellors is the
division into directive, dialogue-based and liberal counselling.

concept of a human

counselling style

In Poland, the classification is based on counselling types described by Alicja Kargulowa).
This classification is the consequence of adopting one of the above-mentioned concepts
of a person. She distinguish five models: expert, informant, consultant, compliant guardian and
laissez faire.
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For the sake of consistency in the meaning of the concepts used, in the following chapter,
the behavior and thinking characteristic of counselors will be referred to as the style (Wisbey,
1972; „Styl” n.d.). Style combined and expressed in a particular (often unique) and consistent
manner („Style” n.d). Classifications of styles result from the assumptions of the human concepts
described above. They are based on the method of perceiving the causes of someone’s difficulties and the possibilities of coping with them proposed by the representatives of the main
trends in psychology. The advisory styles that are a consequence of the adopted human concept
will be described below.
Directive counselling is based on the principles of behaviourism and assumes the advantage of the counsellor over thair client. The counsellor feels like an expert, she/he knows
better what the client needs and owing to that she/he controls, instructs and proposes courses
of action. In this way, counsellors also provide ready-made solutions, determine the direction
of growth and its path. The counsellor sees a client as a person who is unable to manage by
themselves, who is not independent enough to be able to manage their career. Thus, mastering certain activities consists in teaching the client responses to the stimuli which are carriers
of the structure of this activity. Within the approach understood as above, counselling boils
down to simple activities (tasks, exercises, etc.). It is also called positive management which
is meant to help change the behaviour. Counsellors adopting such a style of work rely on the
principles, rules of effective operation, and also on ready-made solutions and proven codes
of conduct. In this approach, adequate preparation of a counsellor to his profession is important. A counsellor should possess a set of skills and abilities which may be useful in his work.
A drawback of an approach focused on observing principles and rules is paying no attention to
solving unique and non-standard situations, and also to an individual approach. The consequence of such an approach is selecting methods of work which are close to behaviourism. Among
others, these include positive reinforcement, convincing, providing information, suggesting,
evaluating, persuading, giving guidelines. Directive counselling makes use of directing, asking
questions in order to make a diagnosis, convincing the client to proposed solutions, persuading or instructing. In this relationship, a client learns about the existing possibilities, listens to
advice, asks questions, performs exercises and tasks, observes guidelines, monitors his progress
and results. Therefore, a client is in a way controlled, treated instrumentally. The whole relationship is focused on the goal which is set mainly by the counsellor. Far-reaching controllability
of the counselling process is noticed. From this perspective, working with the client is to a large
extent based on repeating complex response chains. It is assumed that the course of behaviour
is mainly influenced by external stimuli. Effective counselling equates with repeating an activity
model, managing through instruction which ensures positive reinforcement (Kargulowa, 1990,
2010). It is worth adding that in the behaviourist approach to education, teachers are often
treated as a bureaucrats who are to diligently implement specific procedures as a result of which
they receive standard products (students) (Pitsoe & Maila, 2012). The situation is similar in the
case of counselling where we speak of controlling the ‚object” of counselling. Consequently,
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such an approach may result in schematic operation, reproduction of patterns, experiences,
actions of other people, learnt earlier which were frequently connected with a different situation (Singh, 2005).
Behavioural strategies of work are based on the theory of learning and are focused on observable specific behaviours. They are effective when the goal is to modify inappropriate behaviours and teach those which are more adequate to a specific situation. The basis for this is the
belief that a change in the behaviour will lead to a change in the feelings and thoughts, and the
counsellor is able to evaluate his effectiveness only through the observation of specific changes
and effectiveness indicators.
The basis for the second type of counselling is the cognitive concept of a man. Dialogue-based counselling focuses on reaching a consensus and searching for alternatives together
and by that expanding the view of the context of the whole situation. The whole counselling
process usually takes form of a dialogue between the counsellor and the client. The counsellor
aims to arouse in a client a kind of cognitive motivation. In their work, counsellors assume that
by providing the client with the information she/he gives the conditions to process it by which
the client creates her/his own picture of the world. Client’s behaviour is regulated by the information coming from the external world and processed according to previous experiences. The
clients build their attitude to the world on their own. Together with the clients, the counsellors
look for the information and try to define the purpose of their assistance. Due to a variety of
possible goals, they try to identify the main goal, the achievement of which will be possible
owing to the work with the counsellor. The counsellor conducts a dialogue, asks questions in
order to have a better understanding of the problem and helps the client to understand it. The
questions are to help to direct the client to fulfilling specific goals and encourage formulating
longer statements. The purpose of this cooperation is to define, name and specify a problem
and check if it can be solved in this counselling situation. For the dialogue-based style to be
effective, a counsellor has to avoid suggesting answers, combining questions or questions which
are tricky or indiscreet. The counsellor interprets client’s statements, clarifies problematic situations, shows a different perspective, assigns new meaning, reinterprets. Counselling work
makes use of interpretation which is understood as a process of presenting events in such a way
so that the client is able to see them from a different perspective. Constructive interpretation is
described as putting forward certain hypotheses which are discussed with the client. Its nature
is not only of the truth about the client, his life and behaviours. The counsellors do not shift
responsibility to the client but they do not assume full responsibility either. In the process of
negotiations, they try to reach a consensus. Frequently, this is a type of intellectual motivation.
Please note, that the strategies based on the cognitive concept are particularly useful in taking
certain educational and professional decisions, as well as in solving problems and decision-making in other situations in life, as it is assumed that in order to make a choice or a decision,
information about facts, attitudes and beliefs are needed. A reflective analysis of the situation
is made, when new aspects of conduct are indicated, and inspiration is given to establish new
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goals. The risk coming from working with the client on the cognitive level is connected with
fragmentary and inconsistent perception. That is why, e.g. the ability to ask questions is so
important in dialogue-based counselling (Kargulowa, 1990, 2010)
The basis for liberal counselling are the psychodynamic and humanistic concepts of a man.
To a large extent, counselling is based on keeping a client safe in reaching a correct solution
or making a correct choice on their own. Emphasis is put on the client’s strengths, abilities,
potential and ways to develop and unlock the same. Contrary to directive counselling, attention
is focused on clients and their needs, and not on a measurable goal as such and ways of its
achievement. Counselling is non-directive and gives responsibility to the clients. In work, clients
and their needs are followed, and conditions for growth are created. The clients receive support
in the decisions and choices made and in discovering their own individuality. Working together is
based on building an empathic and accepting relationship of equal partners. Increasing client’s
awareness plays a crucial role. It shows that the counsellors do not play the most important
role, they are as neutral as possible, non-intrusive and certainly do not impose their views. They
provide indispensable information. To a large extent, in their work, the counsellors make use
of the process taking place between them and clients, as they are aware that this relationship is
important and the information about it is the source of insight for both sides. Thus, they strive
to build mature cooperation and by that prepare clients for being self-reliant. A real situation
of contact between counsellors and clients may be for the clients a model relationship which
they can build with other adults and feel confident. Counselling provided in this way requires
the appropriate psychological climate (Kargulowa, 1990, 2010). According to the humanistic
concept of a man, the councellor adopts asic conditions of a situation, where the goal to be
met is a personal growth. These include 1) realness (internal coherence); 2) acceptance (care,
appreciation called ‚unconditional positive regard’); 3) empathic understanding (Rogers, 1995).
Realness is the basic element of the attitude of a person supporting growth. It means
the counsellor’s readiness to experience, express, communicate in words and behaviour,
the feelings, thoughts and attitudes which develop inside them. So, realness requires a high
level of self-awareness (Thorne, 2003). Alternatively, such situations are described using the
terms of coherence or congruence, which is understood as the experience of the current
moment which is present in the awareness. And if what is present in the awareness is reflected
in communication, we will achieve congruence at all levels. This authenticity, congruence is
a prerequisite for good communication (Rogers, 1995, cf.Thorne, 2003). In counselling, it may
be demonstrated by honest and sincere communication of feedback on observations concerning contact with the client. Another prerequisite for creating a climate which supports growth
is acceptance, also called unconditional positive regard. The person supporting growth cares for
the feelings, attitudes and values of the client, regardless of their own feelings, attitudes, values,
way of understanding and thinking and beliefs. It is not about friendliness, sentimentality or
caring kindness, but some goodness, respect, responsibility and selflessness (Rogers, 1995).
The third characteristic necessary for supporting growth is empathy. Among the prerequisites
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which have been mentioned, empathy is the easiest to practice, which does not mean however
that it can be easily achieved. According to the assumptions of the representatives of the humanistic concept, the only reality is the world perceived by a given person experiencing it at a given
moment (Rogers, 1995, p. 117). It means that realities of the clients differ and there are as
many of them as there are people. Under this approach, subjective experience of another man
requires the greatest respect. That is why a counsellor needs to understand as well as possible
the way the client sees himself, his situation and the surrounding world. Empathic approach is
some kind of ability to understand the attitudes, feelings, personal difficulties faced by another
person in the way they are experienced by another person. The condition for „empathising”
with client’s situation is stability and confidence about own identity as experienced by the counsellor. To accompany the client, the counsellor needs to be self-confident and emotionally independent. Only then will she/he be able to effectively help another person understand their own
individuality in an empathic manner. It should be stressed that it is not about dispassionate
and impersonal use of empathy as a tool to collect information about client’s inner life, but this
particular aspect of discovering the meaning of what another person is going through (Rogers,
1995; Thorne, 2003).
From the above description it turns out that this approach requires a reflection supported
with theoretical knowledge which serves managing complex and untypical situations. The liberal
style is particularly important since we are dealing with an unconventional, exceptional and individual situation, where established experiences and rules of operation become useless. As far
as modes of operation are concerned, working with the client, one of the purposes of which is
to develop the self-image, requires deepened self-awareness. That is why an active listening is
an effective strategy here. Such a style of working with the client takes time. However, it should
be noted that active listening is also effective and appropriate in informal or short-term relationships, where listening to and understanding someone’s problems or difficulties is the most
important help. In their work with the clients, the counsellors employ advanced verbal reactions such as: paraphrase, surveying, reflecting, interpreting, clarifying, checking, confronting,
informing and recapitulating. They pose open-ended questions, try to reflect emotional states
of the client (cf. Czerwińska-Jasiewicz, 1991; Kargulowa, 2010; Taber, Hartung, Briddick, Briddick, Rehfuss, 2011; Wojtasik, 2011).

Styles of work of career counsellors
Counsellor in directive style of counseling
A counsellor acting as an expert in a way manages (and sometimes manipulates) the client.
Such an approach results from thinking that the counsellor knows better what the client needs,
has an idea for his career, future and tries to put it in practice. They place themselves in the
role of experts who know all professions, are convinced that they can make a diagnosis, define
the client’s characteristics and in a way match them with the requirements for an adequate
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profession. Therefore, experts have extensive knowledge and experience and in their opinion
know what is best for a given person. Also, the counsellor often offers ready-made solutions,
gives orders, advice, instructions, makes decisions, but also bears responsibility for a choice to
be made. Such an approach is based on directive counselling which indicates ‚best’ solutions. It
is driven by the behavioural concept of a man described above.
The less extreme, however still directive approach is presented by counsellors who give
instructions, however their role is focused more on providing information about employment
possibilities and possible professions. They provide knowledge about possibilities, propose
solutions which in his opinion are the best for the client (Wojtasik, 1993).
Counsellor in dialogue style of counseling
The role of the counselor in directive career counselling Wojtasik (2011) compares to
the role of a consultant. Counsellor, when choosing a given profession, take into account the
client’s motivation and values that she\he follows. The counsellors analyse the client’s cognitive
processes, that is they make use of the information which comes from inside. In addition, they
are aware of the importance of external information (situation on the labour market, environment, etc.). So, clients consult their choices and decisions, and by that the responsibility is
shared by both sides. Consultant is a typical representative of a counsellor for dialogue-based
counselling. The approach to a person is based on the cognitive concept, and the role itself
is reduced to education, providing information in order to plan a career in a better and more
conscious way (Wojtasik, 1993).
Counsellor in liberal style of counseling
The work of liberal counsellors is based on the conduct where they are themselves They
unconditionally accept and respect the client, understand empathically (ability to empathise
without judging or criticising). A broader explanation of the conditions mentioned has been
provided in the description of the liberal style (Wojtasik, 1993). Wojtasik (1993) gave liberal
counsellors the following labels: a compliant guardian and laissez fairer. According to the counsellor’s work models developed by the author, the basis for their methods of functioning is
the humanistic and psychodynamic concept of man. Considering, however, that the humanistic
concept was created as an expression of resistance to psychoanalytic human perception in this
study as a basis for the development of a way of working, a humanistic conception was adopted.
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Figure 20.

behavioural concept
of a man

cognitive concept
of a man

humanistic concept
of a man

directive counselling

dialogue-based counselling

liberal counselling

choosing the profession
‚for’ the pupil

educating the pupil
to plan a career

supporting the pupil
in building a career

Models of work of career counsellors (based on: Wojtasik, 2011).

The focus in the counselling work is shifted from profession (expert, informant) to person.
Such a counsellor is aware that each person is different, that there are no ready-made answers
and solutions and what seems to be good from the counsellor’s perspective may not be good
from the client’s perspective. So, career planning is treated as a process which comprises development and education. Liberal type accompanies the client on the way of his professional
growth, does not focus on selecting one specific profession. The counsellors devote their time,
provide support in growth, encourage reflection, create the possibilities to conduct self-analysis
and get to know themselves (also with the view to future occupation), but do not give any
specific advice. They are focused more on stimulating reflection and asking questions rather
than on providing answers. They define problematic areas, create conditions for experiencing
own assets and limitations without judging or criticising. They also create conditions for assuming responsibility for own decisions indicating that it is the client who makes the final decision
about her/his further professional career. An attitude of counsellor is warm, open and accepting. They try to stimulate activity, not impose their views or opinions. When necessary, they
give advice and express their own opinion. Finally, the client makes the decision on his own,
however due to the role of a counsellor ,the responsibility is shared by both sides (Wojtasik,
1993).

Individual style of work
A question arises how to develop our own, optimal counselling style, an adequate method
of cooperation with those interested in professional advice. There isn’t one answer to this
question, but there are internal and external conditions and dimensions in the functioning
of a human being which may be crucial for developing a style of work of a counsellor. We should
bear in mind, that our attitude to relations with other people is formed as a result of our education, family, culture, socioeconomic status, biological factors, gender, life experiences, contact
with various attitudes, schools of thinking, people we learn and cooperate with or various other
circumstances. Our personality is also important in managing interpersonal relations. Probably,
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our choice of the approach which is best for us is not always made fully consciously. However,
it is worth becoming aware of our concept of a human being, understanding his potential, difficulties and sources of motivation. Self-awareness in this sphere helps better plan assistance,
support, counselling, which will be a reply to the needs of the client, counselling recipient,
and not the willingness to put into practice our idea or a popular theory. Becoming aware
of the concept of human behaviour is important for everyone working with people, because the
knowledge about shaping and developing personality, types of motivation, ways of motivating
people to act, cognitive processes, learning process, development-related tasks, role of a peer
group or methods of modelling behaviour and changing behaviour is important for counselling
practitioners (Okun, 2002; Okun & Kantrowitz, 2014). Counsellors, aware of their beliefs about
human nature, see the meaning of what they do, are able to be constructive in what they do,
rely on the knowledge about rules or guidelines defined for a particular approach. A person
who wants to develop counselling skills needs a specific basis for their own experience, some
kind of a reference system which offers a perspective for seeing our own work, increases reflectiveness plus the ways and possibilities of our own operation (cf. Wojtasik, 1993).
The evaluation of own work is helpful in building and developing our own individual counselling style. The style of work may change with the experience gained, changes of functioning
and views, adapting methods of work to the needs changing as a result of social, economic
and cultural changes, etc. Sometimes, experiencing ineffectiveness of our own work makes us
change the way we work. More superficial changes concern searching for new methods, techniques and strategies, however these may become more reflective when the counsellor starts
to focus on what is important in his work. The evaluation of own work may be helpful here,
using surveys of the client performed at the beginning and the end, systematic reflection on the
effectiveness of provided counselling services.
Selection or becoming aware of the style of work of a counsellor is not a matter of any
choice. Lawrence M. Brammer (1984) writes that our own theory of helping, way of working
with the client comprises three stages which merge and overlap. The first one is the counsellor’s
reflection on his experience. This is the process where counsellors become aware of and name
their system of values, needs, style of communication and impact of these factors on others.
In turn, they complement their knowledge and make a review of experiences of other practitioners. Such experiences usually take form of structured theories, they give a perspective
and suggest specific methods of operation. Another step is to merge own reflections and observations about himself with the experience of other practitioners and build own unique theory
and own style of work. The author adds that no theory of helping is the best one. Each method
is unique because of experiences and ways of seeing people. Analyses of data from practical
activities show that various styles and approaches are effective. The most important thing for
the counsellor is to have his own style, and the conditions for the meeting and methods of work
subsequently built that should be a fair reflection of the helper’s style. It is when an authentic
meeting oriented to real help is possible.
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Currently, directive counselling is being increasingly abandoned in favour of client-oriented,
supportive consulting. Also, active methods of work, role-playing, interviews and biographical
analyses which are typical of non-directive approach are gaining significance. The counsellor
does not strive to change the client but to get to know him better and address his actual predispositions and needs (cf. Wojtasik, 1993). The research on the expectations towards counsellors
which was done, among others by D. J. Tinsley, Holt, Hinson and H. E. A. Tinsley (1991), Tinsley,
Bowman and Westcot Barich (1993) plus Thompson, Loesh and Seraphine (2003) has shown
that the clients’ knowledge about the work of counsellors is still very superficial and the knowledge of their usefulness is insufficient. Insufficient and schematic information and also a lack of
it are frequent reasons for unrealistic expectations which reduce the effectiveness of the counselling process (cf. Paszkowska-Rogacz, 2010; p. 125).
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Part II
General competencies
necessary in career
consultancy

Grzegorz Kata

Chapter 5. Successful communication
with a client
The quality of communication between a career counsellor and their client is one of the key
factors for achieving success in counselling. Diagnosis of predispositions, strengths and weaknesses in specific spheres, confrontation of student’s plans with the requirements of specific
occupations, a self-analysis of career interests, are all tasks which are stressful for some adolescents and may cause anxiety about the student’s competencies. Proper communication with
the client increases their sense of safety and builds conditions which facilitate self-analysis and
a choice of career plans. Effective communication is also crucial for discussing and interpreting
results of the career aptitude test. Traditionally in career counselling little attention was paid
to the quality of the relationships between the counsellor and the client. Nowadays, acceptance, understanding, the ability to listen and provide counselling displayed by the counsellor
are much more important (cf. Patton, McMahon, 2006).

Interpersonal communication – process and components
Interpersonal communication is the process of transmitting information between two
individuals or between groups of members. This process comprises the sender, the recipient,
the message (transmitted information), the response (feedback) and communication barriers
(see graph 1). All the above aspects are perceived differently by each participant of the process.
Mutual feedback takes place between the participants, i.e. the statement made by one person
influences the other person and determines their response. The interlocutors are in constant
interaction, their roles interchange. The way the statement is received is determined by individual traits of the communicating persons, i.a. experience, personality, communication skills
and emotions. What is more, whether the statement is received correctly depends also on external
factors, e.g. place, surroundings, conditions which influence the meeting (cf. Devito, 2015; Krizan
et al. 2008). Being aware of the complexity of the communication process the counsellor can
prepare for it and control it better, in order to be more effective. Interpersonal communication
takes place on many levels, via many channels and in different modes of transmitting information. Receiving student’s statements, taking into account possible communication barriers, and
paying attention to non-verbal signals increases the quality of a counsellor’s advice.
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Communication process and its components (ed. on the basis Krizan et al., 2008, p. 10).

Figure 1. Communication process and its components (ed. on the basis Krizan et al., 2008, p. 10)

Below, all components of the communication process are described in more detail (Devito,
2013, McLean, Moman, 2012):
• The sender and the recipient – the sender forms an utterance, decides what information
will be transmitted. Then, depending on the intentions and the content of the transmission,
the sender chooses appropriate words, sentence structure, and intonation, and transmits
the information. The sender also observes their listener’s reactions and adjusts their subsequent utterances. The recipient receives the statement, analyses it and attaches their own
meaning basing both on the content of the message which the sender intended, and on
the content uncontrolled by the sender. Both roles – the sender and the recipient – are
simultaneously taken on by the interlocutors. The effectiveness of the sender and the recipient depend on i.a. their knowledge and communication skills. Knowledge is related to the
topic of the conversations, interlocutor’s characteristics, and the influence of non-verbal
communication on the transparency of the statements. Competencies encompass i.a. the
ability to adjust to the context of the conversation and the other person’s needs, the ability
to listen, show understanding and uphold the conversation. Another important competence
is the interlocutor’s self-awareness (cf. Gaś, 2003). It consists of the knowledge about own
needs, felt emotions and possessed values. These aspects can affect the attitude towards
other person or create the hidden motive that influences the meeting. An example could be
a situation in which in an unconscious way a contact with second person is used to demonstrate superior knowledge or experience and that becomes more important than showing
understanding. Another example, related to the lack of awareness of own emotions, is the
situation when the feelings derived from other relations are transferred to the counselling
situation.
• Message – a signal with a specific meaning which is transmitted by the sender to the recipient. The message is not only words, but also the way sentences are formed, intonation and
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tone of voice. Another element of the message is all that is transmitted non-verbally while
the words are uttered; these are posture, gestures, outfit, and context of the conversation.
Channel – the way the message is transmitted between the interlocutors. The most obvious
way of transmitting the message is the verbal channel - words uttered during the conversation. Other communication channels are: the visual (gestures, posture, signs, graphics etc.)
and the written channel (letters, emails, text messages, documents, blogs, websites etc.).
Many communication channels are used during the conversation simultaneously. Each one
of them is governed by certain rules which influence the message. A statement in the verbal
channel should be coherent, continuous without noticeable interruptions. When using the
written channel one can spend more time to select the words and control the utterance; but
there is no immediate feedback from the recipient.
Feedback – the recipient’s reaction to the message. It can take any form of the feedback
message and it can be transmitted via any channel. It informs if the recipient understood
the message, whether it was clear and logical, and what kind of reactions it triggered. Feedback may then be used to modify communication and subsequent messages e.g. to improve
mutual understanding, and the quality of the relationship towards a more open one.
Environment – the physical space where the conversation takes place. Important factors
include: distance between the interlocutors, the number of people taking part in the
meeting, the location of furniture, the look of the room, its size, the way the interlocutors
are dressed, etc. These factors may impact the interlocutors’ attitude towards the meeting,
their comfort and their sense of safety.
Context – related mainly to the interlocutor’s expectations, which stem from their own
experiences, from the norms they follow, or the rules pertaining to the situation of the
conversation. For instance, the first meeting with a school career counsellor may be influenced by the student’s past experiences of talking to teachers, psychologists, and specialists
offering support. How much the meeting is formal may also results from general norms
of a particular school.
Distractions – barriers which hinder transmission and understanding of the message; they
distract interlocutors’ attention and distort the message. Barriers fall into several categories
described below. Awareness of these factors may help the counsellor prevent their negative
impact.
o External factors: noise, unsuitable time of the day, lack of comfort due to e.g. too high or
too low temperature in the room, sunglasses worn by the interlocutors, illegible handwriting etc.
o Physiological factors: barriers which are beyond the individual’s control such as hearing,
sight, speech and other impairments.
o Psychological: interlocutors’ needs which contradict the goal of the meeting – rush,
stress connected with recent events, lack of competencies, lack of openness, unwillingness to establish contact.
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o Semantic factors: differences in dialects, different language competencies, using professional jargon and terms which are difficult to understand.
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Two main types of interpersonal communication can be distinguished from the above list:
verbal and non-verbal. Verbal communication requires the use of words. Non-verbal communication encompasses all the signals which accompany the uttered words, and play a significant
role in shaping human relationships. In situations when there is a discrepancy between verbal
and non-verbal communication, the latter is seen as more salient. The main features of nonverbal communication are: supporting the linguistic message, communicating emotions and
attitudes towards the other person, replacing words (see Kurpas, Kaczmarek-Dylewska, 2012;
McKay, 2001). Main types of non-verbal messages are:
• Facial expression. Especially the eyes and eye-contact play a crucial role in the communication process. This is related to the poor control of facial muscles and the type of information which can be decoded while observing facial expressions. Each of the six basic
emotions can be read from the face by simply analysing mimics: fear, anger, disgust,
surprise, happiness, and sadness.
• Posture, gestures, looks, build, movements. Gestures may visualise the content of the
message and complement the uttered words. Using too many gestures, however, may
distract from the message.
• Paralinguistic elements of speech - tone of voice, pace of speaking, intonation, habitual
interjections, strength of voice, laughter etc.
The quality of career counselling depends not only on the basic knowledge about the
communication process but also on the ability to make use of specific factors which influence
the effectiveness of communication.

Communication in career counselling
There are five stages in career counselling (cf. Kris, 1995):
Stage 1: Initiation: the main aim of this stage is establishing a supporting relationship
between the counsellor and the client. The relationship needs to make the student feel safe
enough for them to be able to analyse their own strengths and weaknesses, to speak about
their plans, and personal and professional development. The quality of the relationship is also
important because of the fact that many client who seek career counselling see their choice
of profession as uncertain, and concentrate on their own limitations and shortcomings. The first
stage is also about analysing motivations to seek counselling, which then can be used to formulate the goal of the counselling (cf. Brammer 1984).
Stage 2: Exploration: stage one ends with determining student’s motivations and the goal
of the counselling. Exploration is devoted to a broader analysis of the client’s vision of their
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development, their qualifications, available forms of support and opportunities for acquiring
competencies. The aim is to confront the client’s vision with the conditions and possibilities
of realising the vision. This stage is also about creating a plan of action and look for the necessary skills to realise the plan.
Stage 3: Taking a decision: the previous two stages lead the student to the moment
of taking the decision about the direction of their professional development. During the third
stage the decision is verified, confronted again with the student’s expectations and needs, and
then it is transformed into a specific goal.
Stage 4: Preparing the plan: the previous stages result in writing down a list of tasks which
should lead to the desired goal. The tasks are written down on a schedule. The career counsellor helps the clientto determine what additional abilities, help, and knowledge they need to
achieve their aims effectively.
Stage 5: Realization: the career counsellor gives the client the necessary support, motivates them to cope with difficulties they might encounter while realising their plan, and monitors their activity. Together with the client they decide about the deliverables for each task
which will show that the task was completed and the plan was realised.
The first two stages are the ones which require such communication which will facilitate
building rapport, determining the needs, opportunities and difficulties in the student’s professional development. Effective communication in the process of counselling depends not only
on the counsellor’s competencies and communication techniques, but also on their attitude
towards the client. Stage one of the process – establishing the relationship – is easier when
the way the career counsellor communicates with the student is strengthened with acceptance,
authenticity, sensitivity to student’s difficulties and experiences (cf. Rogers, 1969). Acceptance
means a warm and kind attitude towards the student, setting challenges but not making judgements on the student’s failures and weaknesses. Such an attitude facilitates exploration and
self-analysis. Counsellor’s authenticity, open and safe self-expression build client’s sincerity
and authenticity, give the grounds for establishing an open relationship conducive to exploring
various possibilities of professional development. Sensitivity to client’s experiences, understanding their experiences, reactions and feelings allow the counsellor to adjust to how the client
communicates and to their present needs. This is how the counsellor is able to observe how
the client functions and how they assess their own abilities. Taking an accepting, authentic
and emphatic attitude facilitates using specific communication techniques which help to understand the client’s situation and build the conditions for effective counselling.

How to achieve more effective communication
Higher effectiveness of communication with a client requires active listening on the part
of the career counsellor. The message communicated by the student becomes the counsellor’s centre of attention; the counsellor shows understanding, engagement, and interest in
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the meeting with their body language. To achieve this active attitude during a conversation the
counsellor may: ask open-ended questions, confirm that they are listening, paraphrase, reflect,
and clarify (cf. Geldard, Geldard, 2004).
Asking questions helps the client analyse themselves, leads them through the counselling
process. It is also a way to make sure that what the client says is being received and understood
correctly (cf. Devito, 2013). On the other hand, asking too many questions, connecting many
questions into one may be perceived as a sign of not listening at all. The most effective, at the
stage of building the relationship and exploration, are open-ended questions. They let the
student share their thoughts, they encourage the student to formulate their utterances freely,
to take the time they need to speak and choose what to say. They help to analyse the student’s
needs and the goal of the counselling in more detail. Open-ended questions usually begin with
the words: “How?”, “What for?”, “Where?”, “When?” etc. The counsellor should choose the
subject of the conversation and ask questions within the subject. Beginning with open-ended
questions is a good practice, closed questions can then follow. Closed questions are used to
obtain specific information, encourage making a decision, and to check understanding. These
questions reduce the number of possible responses. Closed questions usually begin with the
words: “Do?”, “Which?”, “What?”, “How?”. They are especially useful during the last stage while
summarising, taking decisions and making choices. Using closed questions at the first stages
of the counselling might make the student feel dominated. Asking questions about specific
aspects of how the student functions or summarising their behaviour might seem suggestive.
Suggestive questions help to direct the conversation. On the other hand, too many of them
may give a feeling of too much control over the meeting. Suggesting specific subjects, if they
run counter to the client’s reasoning, may inspire distrust and a sense of not being listened to.
For example, the student says they hated physics in school, and the counsellor responds, “So,
you don’t like physics?” Forming the response this way means making a statement about the
student’s lack of interest in physics. This conclusion, though probable, may be misguided. It
would be better to ask an open-ended question eg. “Could you tell me something more about
these lessons?” (cf. Kurpas, Kaczmarek-Dylewska, 2012; Wojtasik, 2011).
The counsellor may confirm that they show understanding and that they concentrate on
what the client is saying by supplying short confirmations. These include: “I see”, “mhm”, “go
on”, “that’s interesting”. Such short phrases inform the interlocutor that the recipient is focused
on their words. However, using these phrases too often could be treated as a sign on boredom
or lack of genuine interest (Geldard, Geldard, 2005).
Another technique which allows the counsellor to establish a relationship and encourage
the student to continue the conversation is paraphrasing. Expressing the received message with
one’s own words is a sign of interest and a way to make sure that the message was understood correctly. The counsellor using a paraphrase has a chance to introduce a new topic to
the conversation and guide the conversation towards student’s self-reflection. When paraphrasing it is important to keep the statement objective, refrain from interpreting and ascribing
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feelings or thoughts to the sender. On the other hand, using too many paraphrases gives a sense
of a routine and artificiality. This technique is especially useful when the counsellor feels the
need to show support and makes sure the meaning of the utterance is clear. For the student it
is a chance to see the counsellor follows their line of thought and is trying to understand them
(cf. Devito, 2013). When paraphrasing it is good to: listen carefully and try to understand what
the client is saying, summarise the utterance and present its gist using a paraphrase, observe
the student’s reaction to see if the student was understood correctly. For example:
Client: I love doing maths. It’s like doing logic puzzles. Sometimes I look for extra, more
difficult tasks, even in my free time.
Career counsellor: I see you like mathematics - it’s your hobby.
The paraphrase may begin with: “If I understand you correctly...”, “So, you’re saying that...”
“It seems that...” (cf. Brammer, 1984).
A similar technique concentrated mainly on emotions and experiences of the interlocutor
is reflecting. It is expressing with one’s own words the emotions observed in the client - directly
expressed by the student or suggested by their tone of voice, non-verbal signals, gestures
and mimics. Naming interlocutor’s emotions is used to show understanding and help in analyzing student’s experiences. Listening to the reflection, the student may take a more objective
attitude towards their own experiences, they may relate to what they are feeling and try to
explain that (see Devito, 2013). The main aim of using reflection is: showing the interlocutor
understanding, creating conditions to facilitate a broader analysis of experiences and encouraging the student to continue the conversation. Talking about the student’s experiences
the counsellor should pay attention to the right choice of words when naming feelings. Any list
of words may be useful for this purpose, for instance (in Geldard, Geldard, 2004, p. 76):
Table 1.

Words describing student’s feelings (Geldard, Geldard, 2004, p. 76)

Apathetic
Proud
Nervous
Unhappy
Spirited
Moved
Excited
Ashamed
Worried

Terrified
Upset
Disappointed
Sad
Frustrated
Happy
Offended
Surprised
Tired

Guilty
Furious
Delighted
Satisfied
Interested
Embarrassed
Devastated
Angry
Confused

Reflecting is especially helpful at the stage of exploration, when the client tries to determine their predispositions, specify their professional interests and plans for development.
These decisions evoke emotions which might point to areas that are especially important for
the student: the ones that are fraught with difficulties or the ones where activities and self-development are a source of satisfaction (cf. Geldard, Geldard, 2004). Naming emotions helps
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the student to better understand their own functioning and helps them to organise and plan
their actions. The student may express their emotions indirectly this way:
Student: There are so many university courses. I have no idea what to choose. Time is
running out, I’m 19. I’ve finished school and I have to apply somewhere. All my friends have
already done that.
This utterance is a sign of anxiety, which may be expressed by the counsellor via a reflection. It also points to the seriousness and the importance of the decision the student is about to
take, which can be paraphrased. Both techniques may be combined, eg.
Career counsellor: You have a very important life decision to take and you are worried.
Continuing the conversation on the subject of the student’s anxiety related to the choices
they are about to make may help them tackle their emotions and find a solution, which will
address both the aim for the counselling (choosing the university course) and the experienced
anxiety (its sources and activities which reduce anxiety). The counsellor should bear in mind
that using reflection and starting a conversation about student’s feelings might cause additional
tension and confusion in the student. Therefore, it is important to provide safe and comfortable
conditions of the meeting or to decide to postpone the conversation if the student is not ready
for it (cf. Geldard, Geldard, 2004).
The last technique suggested for effective communication is clarification. This technique is
used in case the counsellor is uncertain of the meaning of the student’s message, when there is
a risk of misunderstanding, the message is unclear or ambiguous. Clarification is very similar to
paraphrasing, but here the counsellor starts by expressing their difficulty at understanding the
client; then they try to get at the gist of the student’s utterance, and then they ask for confirmation, repetition or rephrasing. The way the counsellor asks for clarification should not burden
the student with the responsibility or a sense of guilt for being unclear (cf. Brammer, 1984).
Sample statements used for clarification:
Career counsellor: “I’m not sure I got it. Did you mean that...?”
“You’ve lost me there. I’m not sure what is important for you. Is...”
“May I try to repeat what you’ve just said? Correct me if I’m wrong.”
All the above mentioned techniques increase the effectiveness of communication giving
the client the conditions to present themselves freely and the counsellor the possibility to listen
carefully. The following chapter presents barriers in communication.

Barriers in interpersonal communication
Communication barriers are such utterances which decrease understanding, lower trust
and openness. Often related to stress, the need to control the interlocutor, and trying to change
their point of view. They may make the student unwilling to share their experiences, and lower
their autonomy in looking for solutions to their own problems. There are three categories
of barriers in communication:
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Table 2

Selected barriers in interpersonal communication (source: Gordon, 2000, p. 36; Stewart,
2011, p. 163)

Avoidance
Lack of attention
Calming down
Rationalising

Judgement
Criticising
Insulting
Diagnosing

Giving solutions
Ordering
Threatening
Moralising
Interrogating
Suggesting solutions

Actions in the “Avoidance” category are intended to change the subject of the conversation to an easier one, avoiding difficult experiences expressed by the student. These actions are
to reassure, calm down and change the interlocutor’s focus on negative experiences. In reality,
in many cases the opposite is achieved: a sense of being ignored and not being listened to.
If the student shows confusion, tension and talks about difficult experiences, the following techniques might prove ineffective (cf. Gordon, 2000):
• Lack of attention – changing the topic of the conversation to a more pleasant and interesting one, taking the student’s mind of the difficulties and calming them down. The
avoided issues will reappear in subsequent meetings or the student will decide not to
mention them again since they are ignored by the counsellor.
• Calming down – reassuring, giving comfort, looking for positives in painful experiences.
On the one hand, it is a means of changing one’s attitude temporarily; on the other
hand, the person who shares difficult experiences is left alone with them and does not
find any real support in looking for a solution.
• Rationalising – presenting logical solutions, trying to explain student’s emotions and difficulties rationally. Rationalising is useful at the stage of looking for solutions, but when
emotions are revealed the student moves away from experiencing them. People who
experience high tension rarely act logically and lecturing them about rational behaviour
may discourage them.
Judging is trying to convince the other person to one’s own opinion. It is a sign of lack
of effort to understand the student from their perspective, and using only the counsellor’s point
of view on the problem (cf. Stewart, 2011). The following barriers fall into this category:
• Criticising – the opposite of showing understanding. It makes the interlocutor react with
defence, it makes them reluctant to reveal themselves again and talk about problems
in fear of more criticism. It makes the student feel inferior, as if what they are doing is
inappropriate. It also leaves them without any information about how to make their
behaviour more constructive.
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• Insulting – connected with giving judgemental labels eg. “childish”, “backward”, “wise
guy”. Labels categorise people and their behaviour. A student who has been labelled is
no longer seen as independent and subjective.
• Diagnosing – labelling the student and convincing oneself that full knowledge of the
student is already obtained and their behaviour can be predicted on the basis of observations and conclusions made to date. As a result the student is unwilling to work on
their own, since they feel that their behaviour will be seen through the perspective
of the already made diagnosis. It is difficult for the student to go beyond the schema
of the label which was attached to them.
Giving solutions which may take any form, from suggesting to being order-like, is usually
a sign of care and the need to solve the student’s problem. If solutions are suggested too early
in the counselling process, the client is deprived of the possibility to make decisions on their
own and of their autonomy in looking for solutions. Advice given without proper exploration
of the problem and getting to know the interlocutor may be inadequate to the situation and the
student’s resources (cf. Gordon, 2000; Stewart, 2011).
• Ordering or threatening – these are the most directive forms of changing someone else’s
behaviour. They take away the possibility of making decisions about oneself; they are
often preceded by blackmail, suggesting a change in order to avoid punishment, e.g.
“If you don’t take a decision in 10 minutes, we finish the meeting and you’re on your
own.”; “Put those books back on the shelf, because I say so!”
• Moraliing – pointing to correct solutions, informing about the proper way to behave and
the right things to do. Solutions like that do not take into account individual motivations
and needs.
• Giving advice – offering ready solutions to the problem may be a sign of a lack of trust
in the student, like stating that they would be able to choose the right solution on their
own. Giving advice does not include all the possible aspects of the identified problem.
It is the person who is listening to the advice who has all the knowledge about these
aspects, and it is this person who- with the aid of the counsellor- is able to find the solution most appropriate for themselves.
***
The subject of this chapter was the process of interpersonal communication, its components, techniques that increase the effectiveness of communication and barriers that hinder
communication. The choice of issues was related to one of the tasks of a vocational counselor,
which is building conditions for self-analysis and discovering your interests and predispositions.
The adviser strives to make the student make an independent decision about his own development. A number of factors are important in achieving this goal, among which is the quality
of interpersonal communication between an adviser and his client (see Stewart, 2015).
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Chapter 6. Rules of presentation and discussion
of the results of the diagnosis

Types of diagnosis applied in careers advice
Careers advice aims to point young people/individuals entering the labour market as well
as those who have lost their employment, in the right direction on their development path.
The advisor’s actions are complex and need to be analysed thoroughly. The key element is
a thorough research into accumulated facts as well as a correct analysis of information obtained.
These actions will lead to the correct results being achieved and the presentation and examination of the results of the diagnosis.
The concept of “diagnosis” comes from the Greek word “diagnosis”, which means recognition (Kopalinski, 2014). However, in psychological terms diagnosis means both the diagnostic
process, its effects as well as its relation to the educational domain (Stemplewska-Żakowicz,
2009, s.15). Such a wide ranging definition covers many spheres of activity, which remain together within a cause and effect correlation. The choice of appropriate investigative tools gives
a green light to the correct way in which to gather information and their examination. The
results obtained thus allow diagnostic questions to be answered. The diagnostic process is also
often seen as a problem-solving process/tool (Turner, DeMers, Fox i Reed, 2001) as well as an
investigation into other hypotheses which lead to a solution to an existing diagnostic problem.
(Fernández-Ballesteros i in., 2001)
Polish scientists and scholars most frequently refer to the definition formulated by
Stefan Ziemski in 1973, in their deliberations. At that time he described the idea of diagnosis
as “the recognition of a condition and its tendency to develop based on its symptoms and
supported by its proper general features” (Ziemski, 1973, s. 17). This definition, in view of its
wide ranging framework, can be applied today in many educational fields, as well as to the
careers advice process.
Stemplewska-Żakowicz (2009) notes, however, that in the field of psychology, diagnosis as
a „recognition” is a specific narrowing of the subject. In Polish, it is associated primarily with the
medical model of nosologic diagnosis. On the other hand, the effect of psychological diagnosis
should be primarily the understanding of the phenomenon, its causes, internal and external
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mechanisms of change, anticipated consequences and outlining of the plan of intervention that
will be evaluated by appropriate monitoring.
The above mentioned recognition in the diagnostic process during the careers advice
process, can for example, refer to the recognising the individuals’ skills, their natural predispositions, interpersonal skills or personality attributes/traits. The information gathered during the
analysis process will not be very valid unless they are properly presented and discussed. It is
only then that the advisory can be recognised as complete and producing the desired effect.
When analysing the concept of diagnosis, two key elements must be taken into consideration,
upon which the whole process is based, i.e. experience and reasoning.
Ziemski based his research on advanced diagnosis issues, which in his opinion are made up
of five types of minor diagnoses including:
1. Classification (typological)
2. Genetic
3. Significant
4. Phase
5. Prognostic
(source/reference)
The first one of these is particularly popular with career advisors. It is based on establishing a relationship between an individuals’ particular characteristics with universally accepted
norms, ratio criteria or types. During the advisory process the advisors apply various questionnaires, tests and files. The referential careers Questionnaire drawn up by John Holland is also used.
In 1958 he submitted the theory according to which an individuals’ own personality inclines them
towards certain careers, including several factors connected to their environment. This argument for a careers choice is a combination of personal interests and choices offering prospects
currently available on the labour market. According to Holland “the choice of a professional
career is above all a form of projecting one’s character into the world of employment following
the identification of the individual with social stereotypes. When the individual compares their
own ‘self’ with the idea of work environment, then they accept or discard certain options which
allows them to reach their final decision. (Bańka, 1995, s. 139)
In practice, careers advisors can draw up a list of an individuals’ personal choices from the
replies given by them, in relation to the types of career personalities identified by Holland. The
results of the diagnosis are thus presented and discussed based on this general information,
which will then enable a careers choice to be made which is most suitable to the individuals’
personality.
Included in frequently applied classification diagnoses, those which refer to the theory
of attributes and parameters should also be mentioned. The main principles of this theory are
based on the certitude that an individuals’ character, their interests and skills can be measured.
This is also true in relation to careers which are defined by job descriptions. Careers satisfaction
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in this case is a combination of the individuals’ personality and the qualifications required for
that particular career.
Other types of classification diagnoses which merit a mention are based on the achievements made in the psychometric domain, in other words the structural approach which
is typifies by the building of various types of measuring tools used to test and diagnose the
interests and skills of those being assessed. Frederic Kandars questionnaire which investigates
interests can be used as an example, (Savickas, Taber i Spokane, 2002) as can Howard Gardeners concept of multiple intelligence regarding skills, and even David Kolba’s (Rosalska, 2012)
concept of teaching techniques. This form of presentation of the results of the diagnosis are
characterised by a high level of objectivity. This is decidedly due to the fact that the tools used
in this analysis are firmly rooted in theory. Thanks to this, the presentation and discussion of the
diagnosis, provide those individuals who are interested in career advice with a factual reply as
well as the key to its’ interpretation.
Genetic diagnosis on the other hand is particularly useful when diagnosing various types
of educational failures as well as those occurring on the job market. The problems being
examined here aim to analyse the cause and effect. From the careers advisor’s point of view,
this type of diagnosis offers a wider perspective of the situation and allows it to be analysed
from various angles. Regarding the individual who is being assessed, it gives them an opportunity to better understand the situation in which they find themselves, to re-evaluate what has
happened and become more self-aware. An illustration of the above type of diagnosis is the
recognition of cognitive beliefs. However, if this is based solely on an individuals’ own beliefs,
this then obliterates the actual reality.
Significant diagnosis also known as objective diagnosis concentrates on a chosen subject
and its influence on a wide range of events. Once the factors governing certain behaviour
patterns or reactions have been determined, it becomes easier to understand the individuals’
behaviour and thus the appropriate careers advice can be given. Often decisions regarding the
choice of educational or career paths are taken regardless of the individuals’ predispositions or
wishes. These can be influenced by their environment, family, social circumstances. An appropriate significant diagnosis can help the individual being assessed to adopt a different outlook
regarding their skills and direct them onto a different careers pathway/career path.
Phase diagnosis according to Ziemski describes the development of the circumstances being
assessed or its process. An attempt to give a reply to the question “At what stage of the development phase is the state of analysis?” often leads to many interesting assumptions. The final
minor diagnosis, i.e. prognostic diagnosis aims to establish the development of the circumstances being assessed and its process. This diagnosis combines the data obtained from the
genetic, significant and phase diagnoses (Jarosz i Wysocka, 2006, s. 20). It must be recognised
that all the types of minor diagnoses described above, complement each other.
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Every careers advisor must possess appropriate qualification and expertise. The most
important of these from the point of view of the presentation and discussion of the results
of the diagnosis are the following:
• essential knowledge regarding thought, memory and emotional processes
• ability to find solutions to the individuals’ problems in a social context and a knowledge
of the individuals’ social behaviour mechanisms
• ability to utilise their knowledge and expertise
• ability to monitor and conduct interviews
• knowledge of diagnostic techniques as well as their practical applications (Jarosz
i Wysocka, 2006).
The above listed qualifications can be developed on several levels. The deciding factor
for careers advisors is their educational specialisation. A teaching qualification can lead to the
development of expertise quite different to that developed by those who studied psychology.
In addition, a careers advisor can also be a post-graduate student.
This is quite significant regarding the scope of diagnostic responsibilities. Stemplewska-Zakowicz (2009, s. 21) defines diagnostic competence as follows “the ability to utilise appropriate methods (interview, tests, observation) to describe fundamental characteristics of individuals, groups, organisations or situations relative to the attested service. Concerning the
diagnostic expertise of careers advisors, it is very important to scrutinise this in the context
of activities which are essential during the presentation or discussion of the results obtained
during the analysis. These include the following:
• description of the problem or issue being analysed
• anticipation of possible procedures
• evaluation of the progress of the diagnosis
• presentation of recommendations (source/reference)
Such a wide-ranging expertise means that the careers advisor must not only have theoretic
diagnostic knowledge, but above all, experience.
The choice of appropriate diagnostic tools depends on with whom they are working and
their designated needs. Relevant preparation will guarantee that mistake will not be made when
presenting the results of the diagnosis. A diagnostic mistake can take the form of:
• loss of methodological conformity
• following incorrect beliefs
• incorrect interpretation or evaluation of data obtained (Tarkowski, 2000, s. 96).
Failures such as the incorrect presentation of diagnostic data are caused by inadequate
investigative skills, weak communication skills, inadequate knowledge of methodologies and
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diagnostic techniques used in the diagnostic process. Other factors which might increase the
possibility of an undesired effect are unsuitable working conditions, time constraints and pressure from outsiders (Skałbania, 2011). Other reasons could be due to the career advisors’ personality. Guzik-Tkacz (2011) indicates that over-confidence, exaggerated belief in their higher
qualifications, lack of self-criticism regarding work practices, lack of openness or empathy,
a tendency to simplify matters as well as shortcomings in manners or inadequate meritorious
preparation, can all lead to misdiagnoses and incorrect presentation of the analysis.
Subject documentation also stresses the importance of the relationship between the
careers advisor and the individual must be assessed. There must be mutual trust and openness.
In a situation where the diagnostician is unable to steer the advisory process in the right direction or sets up communication barriers, then the chances of obtaining a correct evaluation and
presentation of the diagnosis are reduced. It is therefore important to recognise that the career
advisors’ attitude can have a bearing on the whole advisory process. To better understand this
subject, it is helpful to identify the types of attitudes described by Antoni Kepinski (2002). He
cites the following most frequently identified errors made in therapeutic attitudes:
• error in attitude which is manifested by an inflexible approach and judging the problem
from their own perspective
• masking error which relies on hiding behind their own position of advisor
• judgement error, where they made baseless assumption and assessments
• error of concentrating on the negative traits of a subject/person
• error of concentrating on the consequences without recognising the causes
• error of reducing the sources of information, in other words not seeing the correlation
between “hot information” which comes from the careers advisors’ life experience, and
“cold information” i.e. educational and objective (Jarosz i Wysocka, 2006, s. 44; Kępinski,
2002).
In addition, Jarosz and Wysocka also include other factors which influence the correct
preparation and presentation of the diagnosis. These relate to attitude taken by the careers
advisor in relation to the individual being assessed. The most negative of these attitudes is as
follows:
• boredom – typical of those who are over-confident of their high qualifications
• impassive scholar, one who wishes to determine and solve the problem in detachment
from the individual who has come to them for help
• inflexible instructor
• indifference
• typical psycho-therapist
• individual social worker who conducts the diagnostic process according to their own
invented convictions
• collective social worker who relies on concentrating the diagnosis around formal conditions unconnected to the individual’s problems
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• moralistic which aims to realise their own ideas (Skałbania, 2011)
It is very clear from the above that the careers advisor, apart from a purely theoretic preparation based on academic knowledge, should also be guided by “soft” knowledge in their work,
these include an open mind, vigilance, empathy and open communication. The attitude shown
by the careers advisor has a bearing upon the quality of their work.
During the process of presenting and discussing the diagnosis it is very important to
consider possible errors and minimize their impact. assessments. This includes the character
of the individual being assessed as well as their abilities and developmental prospects. Referring
to the principles of social cognition, the following errors may occur in the assessment of the
current situation:
• tendency to centralise
• contrast and comparison
• prioritising
• fresh approach
• halo effect (Kossowska, 2001, s. 41; Wojciszke, 2011)
The first of these is the non-inclusion of fringe values which leads to similar almost average
results. That of contrast and comparison leads the careers advisor to credit the individual being
assessed with characteristics and skills which are in direct contrast to the ones that they possess
themselves. Often all sorts of characteristics which the careers advisor perceives as being desirable in an individual to be assessed, are magnified and presented as key. Unfortunately, the
advisors’ divergent view which is subject to the error of contrast and comparison completely
misses the point.
The effects of prioritising and freshness are in direct opposition to each other. In the first
instance the advisor is guided, during the whole of the process, by information obtained at the
start of the study. These give a whole picture but do not allow the wider view of the problem to
be considered. The fresh effect on the other hand forces the advisor to be guided by the information obtained towards the end of the process when publishing and presenting the results
of the diagnosis.
The last of the identified errors, called the halo effect is manifested by projecting the results
of the facts appraisal, onto another. This effect usually assumes an extreme position this can be
either negative or positive (Rosalska, 2012).

Areas of human functioning being the subject to
presentation and discussion of results in diagnostics
The contemporary labour market is characterised by a considerable dynamic of change.
Technological developments as well as the accessibility of information has influenced the attitude of young people to work. It is no longer perceived solely as a means of subsistence and
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satisfaction of basic needs. It is a means to realising one’s/an individual’s personal ambitions,
a raising of one’s/an individual’s status and developing one’s/an individual’s competencies.
The rapid development of the labour market poses a greater challenge to the professional advisors. A familiarity with the realities currently dominating the workplace as well as
compliance with a cross section of the social demographic, are the basic requirements in order
to work effectively on a daily basis. It is also important to remember that the diagnosis itself is
not the advisor’s sole aim. The most important aspect here is the gathering of relevant information, its analysis, presentation and discussion. When analysing the advisory process from the
view of aims, it is important to view them from four basic perspectives. Of these the following
are deciding factors:
• educational perspective
• situational problems perspective
• needs and expectation of the labour market perspective
• advisory process perspective (comp. Rosalska 2012)
The first of these relates to a whole view of the educational pathway which the individual
has to complete before entering the labour market. The second, on the other hand, allows the
individuals’ position to be assessed in the context of their up-to-date needs, resources and
experiences. . The perspective which analyses the situation on the labour market is governed
by an appropriate correlation of the individuals’ skills and those required by the employers. This
analysis aims to increase the chances of finding work as well as maintaining a position.
The final perspective covers planning as well as the execution of the supportive advisory
process.
Experts in professional advice have identified many variable lists and catalogues, which
need to be analysed during the diagnostic process. They are deciding factors during the decision-making process in relation to the choice of career or employment. The most frequently
used techniques are as follows:
• variable lists used during the self-awareness process
• can-want-need model or what-capable-able model
• ability pyramid model (Rosalska, 2012).
The most comprehensive of the above mentioned techniques relating to the presentation
of the range being analysed is the variable lists method. It is characterised by the absence
of a wider classification and categorisation. It includes a stock of variables in the form of proposals which should be treated by the professional advisor as prompts leading to further analysis.
Examples of factors which could be analysed during the diagnostic process can be as
follows:
• abilities competencies
• talents
• experience
• limitation
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• values
• attitudes
• interests
• aspirations
• opportunities
• lifestyle (Blum i Davis, 2010).
This concept was presented by two American experts examining professional advisory techniques. The variables that they put forward can help professional advisors obtain and analyse
the data. It is important to remember that every factor mentioned by Blum and Davis may turn
out to be a complicated issue. The specifics of this may only be described fully after it has been
analysed in relation to an actual situation in which an individual finds themselves.
Meredith Belbin, a British expert in the field of team management, offers an alternative list
of variables. In his/her opinion the following should be taken into account during the analysis
of the diagnostic process:
• personal characteristics
• intellectual capabilities
• current values and motivations
• external limitations
• experience
• learning their part (Aritzeta, Swailes i Senior, 2005; Belbin, 2003)
The criteria put forward by Belbin allow for a very wide spread analysis of the given facts.
Therefore during the whole process it is essential to extract the key points and present them
in an appropriate manner. Thanks to this kind of list of factors which need to be diagnosed
having been drawn up, Belbin (2003) was able to demonstrate that in order for an individual
to carry out their work effectively and with commitment, they must be suited to the task. It is
therefore of the utmost importance when diagnosing careers predispositions, to examine the
individuals’ qualifications, the experience they have obtained so far, their references as well as
their aptitudes, and suitability to the demands of the job market or versatility.
In the case of the “can-want-am capable” model the presentation should include the following factors:
• centred around the “can” category, which provides information about the individual’s
skills, aptitudes, health, social status and financial situation.
• relating to the idea of “want” which supplement the information garnered by the advisor
conducting the diagnosis, in relation to the individual’s desires, their interests and aspirations or dreams and plans for the future.
• identification of the “am capable” category, this includes facts about current trends on
the job market, describing social and economic situations in a given country as well as
employment policies.
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The job of the professional advisor who uses the above method of analysis and presentation of the diagnosis, relies on identifying which the individual who is being assessed, possesses
from the first two groups and then on the correlation of them with the results obtained from the
last group “am capable”. An analogical method of gathering information is seen in the “want-be
capable of-able” model (comp. Steffen, 2008, s. 28) as well as in the presentation of the variables proposed by Uta Glaubitz, who is an experienced professional advisor from Germany. She
puts forward the thesis that during the diagnostic process, the professional advisor should aim
to encourage the individual being assessed to give answers to the following questions:
• What am I capable of?
• What do I want?
• Where will I find the career which will include these answers? (Glaubitz, 2014).
Another model which is often used by professional advisors when presenting the scope
of the diagnosis, relates to the behavioural methods group. The phrase “competency pyramid”
refers to three elements:
• basic skills
• careers skills
• outstanding skills.
The first group of skills allows the social traits of the individual being assessed to be
analysed, as well as an assessment of their personal life-style, and their ability to move through
the job market to be made. Careers skills are closely linked to a specific branch area in which
the said individual is qualified. In this case factors such as expertise, competence in their field,
the level of professional specialisation and competence in carrying out the work are analysed.
It is important to remember that the level of professional competency is closely correlated
with individual inclinations of the individual being assessed as well as their inherent abilities
and aptitudes. The final skill type, that is outstanding, allows those factors which make up the
competitive advantage element, to be identified. This is when an individual has a very high level
of specialist knowledge, is conversant in a very little known foreign language or an exceptional
level of professional experience.
The skills which are listed at the base of the pyramid are fairly common. They can be found
in many professional groups and are not differentiated. Whereas the skills typically found on the
second level, i.e. professional ones, allow wider conclusions to be drawn and give the professional advisor a much greater scope of vital information which is essential for the presentation and discussion of the diagnosis. Completing the whole are the outstanding skills. Identifying these often leads to them becoming a bargaining chip for progression on the professional
pathway (Rosalska, 2012).
The presentation and discussion of the results of the diagnosis should progress after due
consideration by the professional advisor and be based on solid facts, which had been obtained
during the course of the assessment. The effectiveness of this process is determined by several
factors. Of key importance here is identifying the individual being assessed. It is important to
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remember when presenting the results obtained the biological traits of the individual, their
capabilities and interests as well as the qualifications and expertise they have obtained and
their ability to reach/achieve their aims.
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Chapter 7. Recommendations for effective
methods of motivating a jobseeker

Utilising the theory of motivation in the work of the
professional advisor
The question of work motivation is one which has interested specialists such as human
resources, economists, sociologists and psychologists. According to the definition of the Dictionary of Psychology, motivation is „the force or driving force responsible for initiating, sustaining, and maintaining the power of goal-oriented behavior” (Colman, 2009, p. 412). On the
other hand, the verb to motivate means “incite someone to do something, encourage, arouse,
five incentive, actuate, inspire the motivation to act, triggering action (Dudaj, 2005, p. 536) or
„stimulate to act, induce state of motivation; set a goal, excite „(Reber, 2000, p. 385).
Motivation is generally seen as a process which activates, marks out and maintains established behavioural patterns in humans. The aim of these activities is the achievement of precisely
pre-determined results. It is important to remember in all this, that this process occurs when
two basic conditions are fulfilled (Pawłowska, 2009):
• the aim must be perceived by the person to be useful
• the probability of achieving the aim by the subject must be above zero.
Within the scope of management of a team, business or any other social group, understanding the problems appertaining to the motivation of work, should be the dominating element
of the whole management process. A whole spectrum of factors, which encourage a person/
individual to behave in a planned, specified manner, is the basic field of knowledge which the
persons/individuals dealing with human resources should possess, i.e. managers or professional
advisors (Denhardt, Denhardt, i Aristigueta, 2008).
The vast majority of contemporary research on the motivational process is conducted
in relation to the three major trends. The first one is a physiological approach, the main problem
being the functioning of the nervous system and biochemical processes, which are the basis
of motivation. The explanations that we find here are: primary impulses (eg hunger, thirst,
sexual desire, pain avoidance, etc.), drive and homeostasis. Behaviourism emphasizes „the
development and refinement of the theory of impulses and the theory of learning” (Reber,
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2000, p. 384). The third approach in the context of motivation is a psychosocial trend, aimed
at explaining complex, learned human behaviours. In this trend, the concepts describing motivating factors are: hierarchy of needs, internal and external motivation- conscious and unconscious and cognitive dissonance (Reber, 2000; Zimbardo, Johnson and Werber, 2006).
Feeling the need stimulates the behaviour of the subject (Juchnowicz, 2000). If the need
is not satisfied, then the subject generally feels the need for further action and once again the
desire to satisfy it arises. The conditions and behaviour which lead to the satisfaction of the
need that has arisen are well defined. The next step is the beginning of the process which leads
to the realisation of the need this is then followed by an assessment of the level of satisfaction.
When the assessment is perceived as positive it then becomes the basis for adopting the designated solution. Conversely if the accepted solution is rejected by the subject then the process
of searching for an alternative more effective way of satisfying the given need commences
(Zimbardo, Johnson i Werber, 2006).
During the motivation process, the aim for which the subject strives is also important. This
could be materialistic where for example it concerns remuneration, or alternatively non-materialistic – which is linked to a feeling of achievement and satisfaction. The aim may also be the
desire to gain a reward as for example an employers’ acknowledgement or a raise. This is conditional on many factors, however the deciding one is the subjects’ personality, their abilities as
well as the representative system of worth (Rathus, 2004).
Equally important is the age and sex/gender of the worker, the level of education, work
experience, family situation as well as cultural norms within the subjects’ community which
determine their aspirations (Jasiński, 1998)
Studies show that the level of motivation is very important. If the motivation is too intense
it can result in the action being incapacitated and can have a negative influence on emotional
stress (Borkowska, 1985; Zimbardo, Johnson i Weber, 2006). Consequently, increased emotional
stress can have a catastrophic effect on normal human behaviour. A person/individual solves
problems or is most effective when the level of motivation is middling (Pietroń-Pyszczek, 2007).
The question of incentive and motivation are far ranging. Therefore, no-one should be
surprised that they are constantly being analysed and tested. So far no one has found the solution to one single effective motivational theory. Endless discussions are held relating to the best
and most effective methods of motivating people/individuals. These debates relate particularly to the motivating workers. The question “how to motivate?” remains topical (Czerniawska,
1980). Justyna Osuch (2012) analyzing various forms of motivating employees states that that
the work motivation is not solely linked to an increase in wages or giving the workers opportunities for work advancement. Representatives of various social groups have other needs, which
become the driving force for action.
Choosing the most effective motivational method is primarily dependent on the targeted
group. A univocal response and behavioural pattern are difficult to determine here.
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Creating a motivational system that will be tailored to the needs and capabilities
of an employer and will at the same time be responsive to employees’ expectations is not an easy
task. There are many external factors in the company’s environment and internal changes resulting from changes within the company, which hinder implementation of the adopted strategy.
The dynamics of changes in the needs of employees and management are affected not only by
the financial situation of the company, but also the opportunities offered by the local market.
In addition, the number and variety of pay and non-pay components included in the motivating system are growing year by year. It’s hard here to have a clear answer and a clear scheme
of conduct.
Human capital development and its continuous growth are carried out within the personnel
function of each enterprise. Correct communication, a clear system of evaluation, reward,
and development opportunities shape interpersonal relationships. The realisation of these
processes is not possible without proper motivation.
Rainer Niermeyer, an advisory and coaching specialist, states that a few skills are necessary,for a person/individual, to successfully motivate themselves and others. The key ones he lists
are:
• strength of conviction
• familiarity of the aims
• ability to pass on constructive information
• empathy.
In his opinion these are basic personal skills, which can be developed on several levels
in each subject individually. What determines the greatest value is their constant development and practise. Where, during the personal development process there is a disinclination
to broaden these skills, a person/individual will never gain the ability to motivate themselves or
others, to achieve better results at work (Niermeyer, 2009).

Motivational process based on needs – Abraham Maslov’s
Theory
Specialists from many fields, who study the analysis of motivational problems often base
their deliberations on Abraham Maslov’s theory. The intellectual wealth of one of the greatest
psychologists of the 20th Century, is still used as the basis for current humanistic and social
studies. The theory he propounded explains the way in which people satisfy the budding needs
of which they become aware.
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Figure 22.

Maslov’s pyramid of need (source : author’s analysis).

In the first instance mankind aspires to satisfy their basic physiological needs. The next
level is the satisfaction of safety needs. The feeling of stability, order or justice only appears
when their physiological needs have been satisfied. Social needs play a very important role
in a person’s/an individual’s life. They need to form relationships with other people/individuals,
belong to a pack. This group of needs is very important, because if it is not satisfied it can lead
to a subject being ostracized and to a feeling of being rejected. Consequently, this person/
individual cannot function effectively in either a social environment or the workplace. Next
place in the order of needs belongs to the feelings associated with the desire for recognition.
Professionalism and the subject’s efforts, which are often realised subjectively, do not exclusively rely on the desire to satisfy one’s own ego. It is important for the recognition to be made
evident from others – carers, peer group or bosses. It is also important to remember in all this,
that an excessively strong desire to gain recognition may result in difficulties in co-operating
with colleagues and could even hamper their effectiveness. A person’s/individual’s ambitions
and constant need to lift the bar to achieve their aims greatly influence the last group of needs.
Striving for a specified aim becomes a priority. As long as the proverbial “sick ambitions” do
not hamper the realisation, then the group of needs associated with self-awareness becomes
the driving force for constant widening of horizons. In Maslov’s view “a person/ and individual
must be the best he/she can. He/she must be true to his/her nature. We can call this need self-awareness” (Penc, 1998).
By posing these values into the workplace we can perceive several interesting dependencies. Of basic value to the worker are the needs relative to pay and the guarantee of a suitable
environment and sanitary conditions in the work place. Safety needs on the other hand are
based around a guarantee of permanent employment a fair pension following long term employment and the ability to benefit from a social package. The needs of association (belonging) can
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be satisfied through contact with other workers either during the employment period or also
during integration meetings (Nyameh, 2013). Employment should also give rise to the satisfaction of the need for approval. An appropriate appointment, company car, participation in significant work events. The satisfaction of this level of needs paves the way to self-awareness which
is achieved through increased self-improvement (qualifications), the ability to make independent strategic decisions, or taking part in the decision-making process from the firm (Pyszczek
– Pietroń, 2007).
In accordance with Maslov’s theory, a person’s/an individual’s behaviour is governed by
two laws:
• homeostasis
• reinforcement
Primary needs function as a homeostatic system. Failure to meet these needs distorts the
balance of the organism,their satisfaction restores the balance, removed the need and this
leads to the birth of a higher level of needs. Once these have been satisfied they are strengthened. Maslov himself states that “the satisfaction of a higher level of needs leads to the desire
for more subjective results i.e. to a deeper level of success, cheerfulness and a more rewarding
inner life (…) Life on a higher level of needs means more advanced logical proficiency, longer
life, fewer illnesses, better sleep, appetite etc.” (Penc, 1998, pp. 149–150)
The order of a person’s needs changes over the years. It depends on the age of the person/
individual, where they live, or their social standing as well as their personal development. Relating to the last mentioned factor a certain need can be detected – a greater personal development determines their inclination to satisfy a higher level of needs. The following shows the
above mentioned dynamic of change.
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Personal development vs persons’/individuals’ needs (J. Penc, 1998, p. 151).

When analysing the factors influencing the level of motivation, it must be remembered that
each person/individual is different – upbringing/socialisation, the acknowledgement of values,
belonging to a certain social group are all important. For a certain group of people the most
important need may be that of raising a family, for others a key need may be a professional
career. What unifies them is the fact that they have needs which have to be satisfied (Nyameh,
2013).

The influence of social changes in the employment market
The dynamics of change in the modern world influence our lives quite considerably. It is
very clear that the constant developments in technical education influence the changes in every
aspect of social life. Life styles, the system of values as well as the course of one’s career are
subject to changes. The progress of the process of globalisation is also important and the widespread accessibility of information influences the level of consciousness of society.
There are many reasons and sources which influence the level of supply and demand in the
employment market. The state of the economy of a given country, state or city is undoubtedly one of the key reasons. When the economic situation worsens the level of consumption
falls accordingly as well as the need for various good and services, this leads to a reduction
in production and redundancies.
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The employment market has also undergone changes. The process of forming a market
economy influenced the change in relations between employers and employees. The employers
market began to function actively in a competitive economy. From that moment on making
all professional decisions, must take into account any trends on/in the employment market.
Present day employers set their candidates ever new challenges, constantly lift the bar for
new generations of graduates – demand changes in given areas and positions at work. It must
be clearly stressed here, that competition rules the employment market. The ideal candidate
for employment will have an appropriate level of education, with experience, or knowledge
of foreign languages, be prepared to undertake business trips or be specialised in a very narrow
field. All the above determining factors have a deciding influence on the employment market,
which has a major influence on structuring careers. It can thus be acknowledged that future is
seen by persons/individuals in the productive age group not as a time for a successful career
or being upwardly mobile, but as a time of uncertainty and social peril (Fitoussi, Rosanvallon,
2000).

Generation X,Y,Z in the employment market
In the last few years social intellect has undergone a great change. The development of (the)
information community which KK and MS describe as …”a community in which information is
utilised extensively within their economic, social, cultural and political lives; it is a community
which possesses expensive communication and storing equipment, which is the basis for the
major part of the national revenue and ensures the basic income for the majority of people …”
(Krzysztofek, Szczepański, 2002, s. 170) has contributed to the evolution of the system of values.
Formerly changes in social structures did not evolve at such a fast rate, one era could last an
age or even several hundred years. Today this process is very dynamic. It can undergo several
changes in one person’s/individual’s lifetime whose mind cannot keep up with such revolutionary changes.
These changes are very important during the process of motivating a subject to take up
employment or change to another/an alternative form of employment. Generations X,Y,Z already
identified in other works, perceive the world differently and have a different view of reality. The
idea of “generation x” was used for the first time in 1964 by the British sociologist JD, who
carried out and published the results of tests on the behaviour of the youth of the day, in a book
entitled “Generation X”. The phenomenon was then described in DC’s book “Generation X: Tales
of an Accelerated Culture.” PK defined generation X as a “group of people born between 1965
and 1977 brought up in times of crisis and political and income change” (Kotler, 2005)
Generation X is often identified as that which became lost in the realities of life. This
generation is made up of people/individuals who don’t quite know what to aim for, and feel
lost in the chaos of present times. The fact that a representative group of generation X was
born at a time of moral revolution is also very important, as this changes the conservative and
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traditional customs/dynamic prevailing at the time. On the economic scene, in addition to the
normal production of goods, a demand for services began to increase which resulted in society
increasing the development of software skills and communication networks. This generation is
still reluctant to become mobile on the employment market. They formed habits and expectations. These are more grounded and connected to the local employment market (Lager, 2006;
Regnier, 2009; Ritson, 2007).
The next Generation Y includes people/individuals born in the eighties and nineties of the
20th century. They are the product of a demographic explosion, also known as “the Millennium
generation”, “millennials”, “next generation” or “the digital generation” (Read, 2007; Wrzesień,
2007). This is a group which is very open to innovation, adapts quickly to changes occurring
in the world. Generation Y has conformist attributes. Hard work is no longer perceived as being
a virtue, ideas and their instant realisation are more important. In order to reach this aim generation Y eagerly makes use of new communication systems – start-ups and viral Internet projects
are very popular. The world of Generation Y is pervaded with virtual reality. They carry our many
functions on-line. Their attitude to others is tolerant and open (Rugimbana, 2007; Wells, 2008).
They are also characterised by their willingness to widen their horizons and self-development.
However, they do at the same time forfeit the ability to forge permanent relationships. Tests
carried out by the University of New Hampshire show that generation Y has a very high opinion
of their abilities as well as a belief in their own uniqueness, in addition they have unrealistic
expectations and a strong aversion to any criticism aimed at them (Wells, 2008; Wrzesień, 2007)
The youngest generation is generation Z. These are people/individuals born in the 1990s pf
the 20th century and are subsequently connected to the world-wide web from birth and use it
more actively. They are skilled in multi-tasking, rapid retrieval of information and are very tolerant of others. They are very enterprising and aspire to self-improvement. Generation Z grew up
in a time of crisis and are therefore aware of the realities of market forces. Potential employers
of generation Z should take into account their social predispositions and encourage them with
a suitably prepared proposal, in-house training, and participation in projects which will ensure
the employees comprehensive deelopment(Generation Z).
A different set of values as well as the attitude to work in the different social generations
should also be analysed theoretically as well as purely from a practical point of view by expert
groups as well as private firms. According to the report published by the firm of D (Deloitte)
(Kaźmierczak, Kocur, 2009) in 2009 and the government report “Youth of 2011”, it appears that
generation X had to deal with changes in the political and economic systems and the problems
of unemployment. It must also be remembered that “thanks to the reserves of innovation”
of 30 year olds and then of 40 year olds and thanks to their ability to adapt, basic changes to the
system were possible including changes to the social structure (Boni, 2011).
Preferential analysis as well as the expectations of the above-mentioned generations threw
up fundamental differences in their attitude to the employment market. Not everyone puts
a monetary value on the work they carry out, sometimes the psychological or social question
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is more important. One generation may seek stability where another seeks self-development.
For some guaranteed remuneration is important, whereas for others it is happiness. The generation gap is also linked to the fact that generations X,Y and Z are at different stages in their
lives. Various factors will therefore influence the motivation to work of a given social group, the
methods used to penetrate their consciousness as well as the methods used to influence their
system of values (Benjamin, 2008; Holstein, 2003; Langford, 2008).

The role of motivation in the process of stimulating
the unemployed
Entering the employment market, the loss of one’s (an individual’s) job or a lengthy unemployment period are some of the most stressful experiences in one’s life (in an individual’s
life). One’s (an individual’s) feeling of self-worth and belief in one’s (an individual’s) are often
undermined. These situations impinge on other areas of our (an individual’s) lives. They influence family relationships, friendships and leisure activities. If the period of looking for work
(seeking employment) is too lengthy it can lead to a crisis of belief in oneself (an individual’s)
(confidence) that one (an individual) can satisfy their (an individual’s) needs and can lower their
(an individual’s) ability to act effectively. The level of intensity in seeking work by the subject/
individual is above all dependent on the strength of motivation they (the individual) have/has
to satisfy their (the individual’s) needs.
Philip Zimbardo declared that internal and external motivation affects everybody. “The
motivation that makes us take up any activity for its own sake and for no recompense is called
internal motivation. Whereas external motivation compels us to take up an activity as a result
of external pressures or in order to gain specified external advantages. When externally motivated a person’s/an individual’s behaviour is instrumental in gaining something supplementary.
In seeking work the activities of the unemployed or people/individuals seeking work/employment, are incidental to both these types of motivation.” (Zimbardo, Gerrig, 2012, p.)
Many factors influence the level of motivation. Any person/individual seeking work should
try and find the main motivator to act/trigger, within themselves. Letting go of a certain attitude
to act is in many cases the key step to gaining success. However, this process is often neglected
and the persons/individuals bogged down for a lengthy period with the problems of finding
work/employment, slowly lose the enthusiasm and desire to act. If the level of motivation falls
and the subject stops wishing to satisfy their needs, then finding work/employment will become
increasingly difficult.
At this time completing higher education at a reputable institution does not, unfortunately, guarantee success in finding work/employment. More and more employers are looking
for people/individuals who have well developed so-called soft skills. A report presented
by the Polish Business Development Agency concerning the co-operation between businesses

99

Career guidance. Theoretical assumptions and exemplary practices

100

and education states that young people/individuals are not aware of the expectations their
employers may have. Only 3.5% of those surveyed gave the response that communication skills
and work experience within a team were important to employers. The ability to make decisions was considered important by only 3% of young people/individuals and the ability to make
independent decisions byonly 5.5% of them (the target group). Meanwhile the results of the
employers’ survey showed positively opposite data. The firms which were surveyed stressed
that they observed lack of soft skills in young people. They lay particular emphasis on customer
services skills (34%), problem solving skills (32%) and interpersonal skills (24%) (Jawor-Joniewicz,
2014). There is a simple conclusion to be drawn from these results – the needs of the people/
individuals seeking work do not always match the expectations of employers. The expectations
of both sides are not always synonymous/compatible. Therefore, it is important to motivate the
youngest group of workers to develop soft skills (skills set?) Having a higher level of education
and being conversant in several foreign languages may not be enough. Actively pursuing market
research regarding employment will give young people/individuals a chance/ an opportunity
to learn about the realities of the market and will allow them to prepare accordingly to take up
work.
In the motivational process of those seeking employment, their substantive preparation
and the provision of advice where they can obtain support, is also very important (source/
reference). It is also useful to have at least a basic knowledge of the issues associated with
the working mechanisms of the employment market, with special emphasis on local issues.
As a result, it will be possible to discover which skills and predispositions are sought at that time
in the employment market. The next important condition/criteria is to prepare a successful self-presentation. Just preparing one’s curriculum vitae or motivational letter can be very demanding. The stress associated with interviews is yet another matter for which one/an individual
must prepare accordingly.
Successful motivational methods of persons/individuals seeking work/employment should
centre around a few fundamental elements. The first of these is to set an aim which this person/
individual must achieve. Ambitious tasks normally release creativity and a desire to discover
new paths leading to the development. However, this aim should not be either too difficult to
attain or too complex. Thanks to this the feeling of satisfaction will be greater and the motivation for further actions will increase (source/reference).
Positive thinking is undoubtley of key importance here. A negative attitude will always
diminish the chance of achieving success. A belief in one’s own strengths and abilities energises
our / an individual’s activities. It is also important to conjure up a mental picture of the aim
and the means to achieve it. Work experience or additional courses which increase our / an
individual’s competency are helpful. Seeing the established aim in one’s / an individual’s mind’s
eye can also be helpful. In this way, what at the beginning may see as the unachievable, can
take on a completely different dimension.
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Planning has an integral part in the motivational process. Being aware of the sequence
of events results in preserving composure and an increased feeling of safety. Even the smallest
step forward gives us / the individual the confidence that the process of seeking employment
will be crowned with a success. This effect can be strengthened if the aim is combined with
its value. This value will be different for each individual. For a representative of generation X
the primary value will be a feeling of stability, for people/individuals from generation Y flexible
working hours and generation Z will value frequent business trips.
Motivational means and methods should therefore always be chosen deliberately, especially when identifying the named group. Having needs impels the subjects to act. The desire
to satisfy them as well as the desire to achieve one’s/individual aim are very important. Market
changes and the demands of employers force the employment seekers to have a flexible
approach which will meet employers’ expectations. Appropriate advice relating to the direction
of the activities they should take up and help with dealing with the situations in which they find
themselves will results in their desire and motivation to act.
Work is an integral part of everyone’s / each individual’s life. It enables people to satisfy
various needs, starting with the most basic ones dealing with day to day existence, up to
a higher level of one’s / individual’s needs, including a need to be appreciated and the possibility
of self-fulfilment. In a situation where the employment market is subject to dynamic changes,
employment becomes a very valuable commodity. Technological progress is being constantly
acknowledged, the changes of system of values, lifestyles all transfer themselves into the workplace affecting the structure and the form of the workers’ employment. Previously recognised
occupations disappear and new ones appear in their place, a percentage of which gives way
to automation. Due to these factors the universal expectation is that employers will adapt to
prevailing conditions and be willing to change. Modern working life is characterised by rapid
change, it is not as permanent as in the industrial era. It is due to this that the motivational
process of people seeking employment must be based upon a clear designation of professional
aims and the wishes and needs of that person/individual must be defined.

In the case of lack of interest in professional development
The process of career planning is a complex and long-lasting activity. Initiated at school, it
is continued even during work. It requires from an individual the careful consideration of many
factors and the analysis of their own predispositions and correlating them with the opportunities of the market. Unfortunately, young people often have problems with defining the key
elements in the planning process of professional development. We have to remember that at
the stage of obtaining qualifications and competence, possible roads of building and developing
of career should be analysed.
The number of college graduates is increasing. Unfortunately, in practice, this does not
mean that people who have obtained a master’s degree or engineering degree are adequately
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prepared to start a professional activity on the domestic, European or global labour market.
Many young people choose a field of studies without thinking about the impact on future occupation and development opportunities. Personal preferences and suggestions of closest family
and friends have sometimes the impact on their decisions. It also happens that they simply
select the currently popular field of studies. Lack of awareness of the consequences of such
actions makes young people not feeling the need to develop their careers on the stage of the
final years of education. Motivating them to action and examination of opportunities in the
choice of career is a very important task.
Of particular importance here is to reach individuals who in the course of education are not
willing to undertake activities aimed at planning future careers.
The solution to this problem seems to be the introduction, into every level of learning the
basics of education in a career that would support the development of young people in career
planning. This education is defined as: „The whole experience, thanks to which a person acquires knowledge and the right attitude towards self and work and skills enabling this person to
identify, select, plan and prepare for work and other options in life, potentially making a career”
(Hoyt, 1978, for: EL Herr, S. H. Cramer, 2001, p. 56). This base provides a solid foundation for the
introduction of appropriate motivation system.
A very important role in motivating people uninterested in professional development is
also performed by Career Offices. Usually, they act as organizational units of universities. They
ensure that all students and graduates have the opportunity to receive information about
the labour market, they also learn how to properly prepare application documents and how
to present their skills during the interview. They acquire the employers’ offers on practices
and internships at home and abroad. Career Offices very often organise various workshops,
trainings and conferences, job fairs and meetings with employers. People responsible for career
counselling actively work within their structures. Through their activity, Career Offices become
visible among young people and thus have a greater opportunity to motivate them to take the
initiative of planning career paths.
The current labour market is increasingly demanding for new employees. Consequently, it
forces young people to gain work experience already during studies. The process of motivation
should therefore be primarily focused on the conversion of passive attitudes towards building
a professional career path to the active ones.

Successful methods used in career advice
A competitive market economy together with a high level of unemployment render it is
necessary to draw specific attention to the education of pupils completing their schooling as well
as people/individuals entering the employment market, when offering career advice. The development of skills which are helpful in making rational decisions associated with career choices
is very important for the further growth of the subject. This question has been an emotive one
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for many years and has been the subject of international debates . The European Union Council
in 2004 undertook a decision to draw up a resolution relating to career advice during their
meeting with Education Ministers of Member countries.
Whole life career advice in the global educational process is undoubtedly very important
in today’s world. Experts on the subject have amassed a wealth of information, supported by
studies and analyses and are thus able to confirm the importance of career advice not only
for individuals in their development process but also whole communities (Council of the European Union, 2008). In relation to the trend of whole life education, the work of career advisors is directed to the identification of skills as well as the abilities and interest of the subject/
individual. This type of preparation leads to an appropriate decision being made in the choice
of career or education. Actively managing one’s own career path at school will lead to the recognition of that person’s/individual’s abilities and strengths.
The key aspects of careers advice include:
• Help in identifying a person’s / individual’s strengths and weaknesses when choosing
a career
• Learning how to objectively describe one’s own situation in life
• Stimulating the motivation to actively seek work
• Acceptance of long term consideration about the development of one’s / an individual’s
career path.
These activities should commence at school. At this stage it would be done by a qualified person/individual such as a careers advisor who could be able to observe the student.
Help in discovering individual predispositions and interests which would be useful in later life is
given in individual interviews. It is normal for parents to be included during the whole process.
As a result of this it is possible to steer the subject and furnish them with information about
suitable careers and conditions of work.
The career advisors’ professional help is also very valuable when the subject/individual
enters the labour market. Advice regarding where to seek employment offers, how to prepare
for an interview, or write a CV and letter of motivation, will result in employment being found
more rapidly. Professional advisors are, on the whole, well versed in current market trends. This
information is also very useful to people/individuals who come for advice after having lost their
full-time employment.
Effective professional advice is based on the diagnosis which conforms entirely to the
aims of the advisory process. Depending on the foundations accepted from the start, the type
of advice and study of the subject are chosen. Professional advice is normally given either to
a group or to an individual. Unfortunately, there are fewer opportunities for individual attention in a group session. Accordingly, it is important to carefully consider what range of self-awareness is required in order to make correct educational or professional decisions. It is also
important that the advisor has a knowledge of the persons/individuals that he/she is dealing
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with. An appropriate knowledge of their needs and abilities leads to an achievement of the best
results (source/reference).
Many factors need to be assessed at the diagnosis stage. Lists of variables are normally
drawn up, which need detailed analysis in the initial stages of the advisory process. The most
common typologies are as follows: (Rosalska, 2012):
• Lists of variables used in the process of self-awareness
• Can – want – need model
• Pyramid of abilities
• Analysis of resources model
Lists of variables include groups of characteristics which should he analysed at the initial
diagnostic stage. “The intention of the authors of these lists is to prompt which factors can
influence a professional decision and what knowledge is required by the pupil as well as his/her
advisor, in order to make a deliberate decision (Rosalska, 2012, p. ..). In the opinion of DB and TF
(2010) the choice of appropriate factors in the advisory process should include such elements
as skills and abilities, talents, experience, limitations, accepted values and attitudes, interests as
well as aspirations and lifestyle. These aspects are merely suggested variables which can but do
not need to, be analysed at various stages of professional education.
It is also very important that every practising career advisor, regardless of their advisory
education, should consciously build up their own list for the diagnosis and analysis of accumulated tests. This type of work results in objectivity and accurate operation.
The following can be included in universally accepted methods of individual professional
advisory sessions:
• Discussions with professional advisors
• Behavioural interviews
• Diagnosis of professional skills
• Various tasks and questionnaires
• Developmental exercises in the form of case studies using graphic and imaging methods
• Creative problem-solving techniques such as mind mapping, SWOT and SMART analyses
(Rosalska, 2012).
All the above mentioned methods aim to motivate the subject to work at their personal
development. An appropriate positive attitude will encourage an active development of one’s /
individual’s abilities or search for work/employment. This ensures that the teamwork is on the
right track and the aims can be set for the person seeking work. The advisor normally draws up
a list of tasks and exercises which the subject has to undertake personally. The crowning success
of this collaboration is always a better knowing one another and the professional predispositions assigned to the subject/individual (source/reference)
In the case of professional advice within a group, the advisory process is carried out
in stages and centres on a fixed subject. The aim of the analyses are the problems which nurture
the group of people. Usually they are the result of the action of external factors, such as stress
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resulting from the loss of work, or problems with finding an appropriate path to professional
development (Leadership & Management in the UK). The aim of group meetings is therefore
not to work on one’s / individual’s personality, or recognising one’s / individual’s predispositions
but solving the problem affecting the whole group. (Paszkowska-Rogacz, Tarkowska, 2004) The
agenda for a group meeting should include the following:
• Specifying the scope of the information to be analysed
• Definition of the priorities during the meeting
• Definition of the role of participants
• Carefully working out a good joint solution
The process of group advice has been successfully practised by teachers, educators and
professional advisors. Persons leading the sessions must above all remember to be open-minded with regard to the group. There can be no question of bias or any limitation on freedom
of speech. The most popular group advice methods include the following (Paszkowska-Rogacz,
Tarkowska, 2004, ss. 94–95):
• Creative activity in the form of creating graphics, making up stories
• The so-called “aquarium” technique which allows the group work to be observed
• Mini lectures
• Demonstrations and film shows
• Enactments and drama methods
• Presentations
• Discussions
• Case Studies.
The person/individual leading the meeting is responsible for choosing the appropriate
group advice techniques. It must be appropriate to the subject matter and character of the
group. Regardless of which forms of professional advice are selected, the predispositions of the
person/individual leading the session are key ones. They must be universally trusted and be
seen as trustworthy. These attributes help to give rise to a feeling of trust in both parties and
will help in motivating the people who are seeking help to act (source/reference).
In addition, the professional advisor must be very conversant with the situation of the
labour market and have knowledge of conditions and employment opportunities on the local
labour market. A knowledge of the law, legal regulations and educational opportunities will
allow the person responsible for the creation of professional career paths for others, to provide
the best specialist support.
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Knowledge, technics
and tools used by career
counsellors

Monika Baryła-Matejczuk

Chapter 8. Developing competences
and social skills of career counselling clients

Meaning of competences and social skills
The term competences is widely used, ambiguous, and by that understood and defined
differently (see the Counsellors competencies Chapter 1 The role of career counsellor in counselling process, p. 14). Initially, competences comprised a narrow scope of powers to perform
specific activities, and effective operation was defined with the word qualifications. Competences were also understood as the ability and readiness of an entity to perform tasks at the
expected level and in the way complying with the standards for a given professional task (Oleksyn,
2006). In turn, competences would acquire broader meaning, which covered powers, duties or
responsibility. Competences started to comprise knowledge, skills and experience which made
it possible to perform duties and take the right decisions. The term of key competences also
emerged, that is the competences which for various reasons were the most important ones.
Currently, competences are understood as a cluster of related abilities, commitments, knowledge, and skills that enable a person (or an organisation) to act effectively in a job or situation (“Competence” n.d). Apart from the academic and professional competences, the key
competences which are essential for building a career, planning a future, finding oneself on
the labour market, and then for the quality of work performed, the so-called basic/soft competences are mentioned, which are important in building constructive relationships with people
(Levy & Murnane, 2005; Guerra, Modecki & Cunningham, 2014). The need of holistic education
is stressed, pointing to the significance of social and emotional skills (e.g. autonomy, responsibility, tolerance, critical thinking, intercultural understanding, conflict management) and cognitive
skills (e.g. understanding, memorising, learning, curiosity of the world, solving problems (OECD,
2015; Delamare Le Deist, Winterton, 2005). Social and emotional competences are also understood as an ability to interact with others, regulate one’s own emotions and behaviour, solve
problems, and communicate effectively. The data from the Centre for the Study of Social Policy
(2013) indicates that children with social and emotional competences demonstrate healthy
self-esteem, self-confidence, self-efficacy, self-control, personal agency, patience, persistence,
conflict resolution skills, communication skills, empathy, social skills and morality. Children who
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have these characteristics are not just successful in classrooms but also are successful in life.
There is strong research evidence that social and emotional development contributes to the
development across domains: cognitive, physical, communication.
The analysis of the socio-economic context in Europe shows specific needs as regards career
counselling, which result from specific needs in life which are the effect of e.g. technological
advancement, migrations, multiculturalism, the need to build interdisciplinary teams (Vespia,
Fitzpatrick, Fouad, Kantamneni, & Yung-Lung, 2010; European Lifelong Guidance Policy Network,
2014; Nota, Soresi, Ferrari, & Ginevra, 2014). Taking into account universality of requirements
(e.g. among employers), the competences considered to be the most important are: effective
communication, cooperation, entrepreneurship, autonomy, flexibility, problem-solving, effectiveness, planning and organisation of work or resistance to stress (cf. ComTal, 2012).
Changes related, among others, to the development of technology, digitization, create
the conditions in which young people don’t spend the time to the development of the sphere
of social functioning. Direct contact is often replaced by online communicators. Meanwhile,
social and interpersonal competencies and skills are indicated as indispensable for taking up
and maintaining employment (Levy and Murnane, 2005, Guerra, Modecki and Cunningham,
2014). The employees are expected to be able to cooperate, to deal with difficult situations,
and to be flexible. The styles and methods of work which are currently developed are focused
on teamwork, participation and activity within a community, seeing success in terms of cooperation, finding the source of growth in the diversity of perspectives. In the world of complex
tasks, diversified environment and constant activity, social competences have become crucial
for effective operation on the labour market. Changes in career counselling from selection to
independent construction (cf. Peavy, 1993) have also created the need to develop the competences important in relations with others. That is why, the idea of group counselling, which
constitutes environment for the development of social competences, will be elaborated here.
Group counselling will be an example of a method of supporting development of social skills.

Group counseling – environment for the development
of social competence
In career counselling, groups are built with the purpose to: 1) acquire competences necessary to actively enter and function on the labour market, 2) identify the characteristics which
are important in relations with others, 3) facilitate functioning in various social and professional roles. The conditions for the development of social competences in group functioning are
e.g. interactions (participation or withdrawal, speaking or listening); procedures (the method
in which a given group takes decisions, holds discussions, exchanges information) and content
(issues handled by the group) (Pyle, 2007). By working in such a group, we can acquire skills
needed in our future job. Groups have invaluable power which provides its members with
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experiences, triggers activity, creativity, opens up new opportunities, broadens the horizon.
The benefits which group work may bring include e.g. identification of one’s own strengths
and limitations in cooperation situations, mastering the skills of teamwork in a group of people
whose shared goal is to plan a career, and also the possibility to receive feedback from other
group members which may be used in the process of career design (cf. Pyle i Hayden, 2015). The
benefits also include assistance in developing constructive attitudes towards others and improving interpersonal skills such as supporting the ability to give and accept help and support,
expanding knowledge crucial for handling a difficult situation, assistance in transfer of these
skills to everyday life. The climate of working in a group is favourable for developing bonds
and social competences (cf. Rogers, 1995). The purpose of the group work may be to search
for solutions to specific problems with the use of experiences of other members, and also to
build a network of support within the group. In group counselling activities from the sphere
of prevention, psychoeducation and psychological assistance are being implemented. In work,
interpersonal processes which occur are exploited. A group creates conditions for development,
identification of resources, discovering potential and strengthening self-esteem. In turn, improving social skills helps handle the ongoing problems but also build a resource for the future (por.
Paszkowska-Rogacz i Tarkowska, 2004). Experiences of the group also offer the foundations for
building adequate self-assessment, confronting information about oneself with the perception
of other group members (cf. Betz, 1992).

Team building
To build a team, it is important to realise that cooperation is not a theoretical construct,
it is a skill which can be learnt through practical action (Oleksyn, 2006). To work effectively
together, team members must possess specific knowledge, skills and attitudes. „In sum, teamwork is an adaptive, dynamic, and episodic process that encompasses the thoughts, feelings,
and behaviors among team members while they interact toward a common goal. Teamwork is
necessary for effective team performance, as it defines how tasks and goals are accomplished
in a team context“ (Salas, Shuffler, Thayer, Bedwell & Lazzara, 2014, s. 2). The ability to cooperate is seen as: readiness and ability to actively and conscientiously be involved in team work,
cooperate with one another for a shared goal. It’s also the ability to create a climate of teamwork, performance in interpersonal relationships and ability to achieve assumed goals (ComTal,
2012). This ability is the opposite of unhealthy competition or competition. To start cooperation, it is necessary to meet certain conditions, which include, among others: sufficient knowledge of people and interpersonal relationships, the ability to implement social skills in practice,
especially communication skills, self-control, i.e. the ability to consciously use certain behaviors
and not allow situations, which we will be controlled by emotions, especially anger or fear.
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The first step is to plan the tasks, expectations, and to justify and prepare a detailed offer.
In order to implement such an order, we need to answer the following questions (Schneider,Corey Corey, 2002):
1.	 What type of a group will it be (e.g. group oriented to personal growth in the context
of building a career, orientation to formulate plans for a career)?
2.	 To whom is it addressed (population, e.g. graduating school students, first-year university students, university graduates looking for a job)?
3. Is the group voluntary or mandatory (decisions depend on specific conditions and
circumstances)?
4. What are the fundamental goals of the group (benefits from membership)?
5. What are the motives for creating the group and expectations related to it?
6. What are the principles, basis for the operation and direction of activities of the group?
7. How are group members being recruited and what is the number of members?
8.	 What is the planned frequency and duration of group meetings (specific plans regarding
regularity, number and duration of meetings)?
9. What will be the nature of the group? (open/closed)?
10.	What is the planned place for group meetings (way of space arrangement, arrangement
of chairs)?
11.	What materials are needed to implement planned activities?
12.	What will be the evaluation procedures?
13. How will prospective members be contacted (posters, announcements, meetings with
pupils, via head teachers)?
Each group goes through specific stages of development. Group forming starts with the
emergence of a preliminary agreement, establishing goals and norms of the group functioning. This phase is characterised by superficial integration, low level of trust and some kind
of correctness and politeness. Group members do not reveal their opinions, emotions, do not
build relationships, but are willing to make fun, tell jokes and are focused on feeling good. With
the increasing level of trust and sense of security, different opinions, goals or norms come to
the light more and more often. Another step is encouraging open communication of difficult
emotions and attitudes. Motives for group membership of individual people become increasingly clear, which facilitates emergence of specific roles. This is when conflicts arise most
often which, if constructively managed and solved, give a chance for open expression of views,
verification of inadequate goals and building deeper relationships. This is when more constructive cooperation may begin. These constitute very good conditions for learning new social skills,
making use of deepened interpersonal relations or honest feedback. A counsellor who decides
to provide group counselling has to be aware of the dynamics in group functioning. Knowledge about group development stages and the ability to employ such knowledge in work are
to a large extent decisive for the success of the process and for the fulfilment of planned goals.
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The research done on team formation and development has shown that most of the teams
have a clearly defined and common development cycle. This does not mean that such cycles
take place in an exemplary manner and in the same way in each group. The stages of group
development are (Tuckman, Jensen, 1977; cf. Paszkowska-Rogacz, Tarkowska, 2004; Pyle 2007):
Stage 1: Forming - starting a process where people share a goal to meet. What should be
noted, however, is that at this stage the goal may be understood differently. The dominant
emotions which accompany this stage are anxiety, fear and strong tension which, however,
are not revealed. In contacts, kindness and ‚testing’ the situation dominate. Responsibility is
shifted to the group leader, and rules and limits are tested. Group members think how they
will be received, they try to find their place in the group. It is important for those starting work
in a group that they have enough information to decide about membership, because motivation
for the membership and a cognitive attitude are important. Also, knowledge about the work
of the group makes it possible to sort out our own expectations, evaluate readiness and openness to new experiences. At the forming stage, we cannot speak of any emotional involvement.
Members learn to show understanding, respect, empathy, to communicate with each other and
react to each other. They build a safe atmosphere, trust and norms.
Already at this stage, the obstacles may occur: mandatory group membership, lack
of adequate information about nature of the group, its goals, etc.
Stage 2: Storming - resistance to tasks, requirements and the leader appears and is
shown. Members protest, the atmosphere of conflict, resistance and tension prevails. Growing
emotions may be channelled in emotional activities such as separating, division into subgroups,
or rational activities which are oriented on tasks, introducing norms and acceptance of differences. Fear is usually the source of resistance. Members may be afraid to reveal themselves,
share experiences, may be afraid whether they will be accepted by others and also of what they
might discover on the personal level when performing a specific task. They go through internal
conflicts because they balance between the decision to keep distance or to engage more. It is
also when the need to control and desire to get power usually develops. Conflicts emerge in the
relationship with the leader but also with other group members. Group members may verify
and undermine the competences of the leader, test whether he is a trustworthy person. At this
stage, the task for the group members is to build readiness to work on their own resistance;
move from the protest to the stage of using, learning, independence, constructive confronting
with others, working on conflicts and not avoiding them.
At this stage, not revealing difficult emotions or a conflict results in stopping or disturbing work. The work can be stopped by group members but also by the counsellor who is
afraid of the discontent or difficult emotions of the group members. Constructive group work is
possible only when the group goes through this stage in a constructive and open way.
Stage 3: Norming - norms, openness in sharing opinions and views, cooperation, providing and making use of support emerge. The sense of identity develops within a group. It is
possible due to constructive management of resistance of group members. A group at this
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stage experiences an increasing level of trust and cohesion. Communication is open, members
share their current experiences, relationships are not tense, members are not afraid to address
difficult issues. Members know how to provide feedback, do not escalate difficult emotions, do
not attach labels, do not judge.
Stage 4: Performing - by solving interpersonal problems, assuming roles in the group and
creating flexibility, the group completes its tasks in a constructive way. Members cooperate and
make use of their potential in order to achieve their common goal and by that they experience
individual success. They treat conflict situations as tasks, are able to manage the work of a small
task-oriented group, discuss.
Stage 5: Adjourning - closure of the group work. It takes place when the group has fulfilled
specific goals, verified success reinforced with the sense of satisfaction. An important task for
this stage of a group development is to reinforce and consolidate what the members have
learnt and experienced working in a group. This is the time when the members realise that this
form of work is coming to an end. At the final stage, there should be less task-oriented activity and more focus on the process, experienced emotions (e.g. sadness or anxiety related to
departure), analysis and evaluation of group experiences. We should remember however about
an important element of planning future activities, planning changes and fulfilment of established goals. The purpose of this stage is to transfer the knowledge, skills and experience acquired to everyday life activities.
Despite being characteristic of group work, these stages may develop in a dynamic way,
depending on additional factors which are significant for the group. One of them is the already
discussed style of work of the counsellor. The work which is excessively controlling both in terms
of task-oriented and interpersonal situations may hinder group development. In addition, the
fear of difficult emotions, confrontation, dissatisfaction of the members also disrupts the course
of the group process. It means, that the maturity of the counsellor translates into the development of the group work. We should also remember that groups do not have to develop
in a harmonious way and always according to a specific model. Sometimes, a group moves back
to the previous stage, which gives a chance for further constructive development (Jaskulska,
Poleszak, 2015; Paszkowska-Rogacz, Poleszak, 2012; Pyle, Hayden, 2015; Tarkowska, 2004;
Tuckman, Jensen, 1977).
Group, prepared in this way, creates conditions for working, conditions for the development of individual members of the group. In a well-prepared group different exercises can be
carried out , depending on the needs and purpose (you can also use the exercises contained
in Chapter 9 Practical exercises, exemplifications of chosen subjects).
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Chapter 9. Providing feedback – practical
description

Meaning of feedback
Most people treat their communication or information transfer behaviours as something
obvious and, consequently, think that there is no need to focus on them or develop a related
awareness. However, for those working in customer support professions, it is a must to concentrate on their own communicative behaviours, as well as understand their underlying meaning.
Communication is understood here as an ability of effective information sharing, careful listening and perception, and also giving verbal and non-verbal responses to customer behaviours
in such a way that they are convinced of having been heard out and thoroughly understood
(cf. Okun, 2002). This chapter is devoted to explaining the essence of feedback and its significance in the effectiveness of consultancy support. It provides practical guidance on how to
communicate the content on one’s own and understand non-verbal aspects of messages received from others. It also presents examples of feedback tools (cf. Hulse-Killacky, Orr, & Paradise,
2006).
Feedback is an important element of communication between the client support person
and the client. Giving and receiving feedback is an important counselling skill. Feedback is
defined as a process in which the effect or output of an action is ‘returned’ (fed-back) to modify
the next action (Business Dictionary). Feedback is also define as “the transmission of evaluative
or corrective information about action, event, or process to the original or controlling source”
(Swank & McCarthy, 2013, p. 100) and feedback “conveys information about a behaviour that
has occurred and influences the likelihood and nature of its reoccurrence” (Claiborn & Goodyear,
2005, p. 210). Feedback can serve as an inspiration for changes and improvements and be a tool
for integrating information that comes from internal and external sources. Feedback is about
providing information on the person’s performance methods or the quality of task completion.
Its primary objective is to create conditions and inspiration for the development, to motivate
and stimulate improvement. As such, feedback gives a possibility to: 1) clarify mutual expectations as regards behaviours and outputs of cooperation and thus increase understanding; 2)
reflect on behaviours, attitudes and mutual impressions; 3) juxtapose a self-image with what is
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seen by others; 4) confirm the validity of own actions and boost self-confidence; 5) avoid incomprehension, misunderstandings and conflicts. Therefore, feedback should be given ‘here and
now’, in a sincere, matter-of-fact and supportive manner (Lambert, Harmon, Slade, Whipple, &
Hawkins, 2005; Toth & Erwin, 1998). Developing skills in giving and receiving feedback may also
help counsellors in becoming reflective practitioners (Swank & McCarthy, 2015).

Feedback – basic counselling skills
Preparation and transfer of feedback require communication skills. The skills are overall:
‘active listening; asking a balance of open, reflective, facilitating, and closed questions; challenging; and summarising’ (King, 1999). People who are considered most helpful, in both formal
and informal contexts, are those with strong communication skills.
Some customers who resort to the support service may know their problem but still be
unable to verbalise it. Others are able to identify the existing difficulties but need help in determining what the underlying problem is all about. Still others do not even realise that they do
have a problem or difficulty (those are often referred to as “difficult” or “resistant” customers).
Regardless of the support type, there are some behaviours that favour and other that hinder
mutual understanding and acceptance of help (table 3). They have been identified based
on psychological support experiences, but they also find application in customer support relationships. If we think about a situation in which we received help or support or experienced our
own understanding , we will probably recognise such behaviours as useful for us personally too
(cf Okun, 2002).
Customers who use psychological help or consultancy support services consider as the
most effective communication, the one that involves careful listening and attention, respect,
honesty, care, support, encouragement and empathy and at the same time is devoid of evaluation and criticism. If the relationship displays such attributes, and so the customer feels the
interlocutor’s interest and acceptance, then they are not afraid to disclose information about
themselves, and cooperate with the support person to reflect on their strengths and weaknesses (Okun, 2002).
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Table 3.

Behaviors that support change (Source: own compilation based on Okun, 2002, p. 31)

Verbal
Using intelligible words (no intellectualisation or use of a slang)
Reflecting
and
clarifying
customer
statements
Accurate interpretation
Making summaries for the customer’s
benefit
Responding to basic messages
Using verbal reinforcement (e.g. ‘Oh yes’,
‘OK’, ‘I see’)
Referring to the customer by name
Giving relevant information
Occasional use of humour to reduce tension
Showing respect
Refraining from judgment or criticism
Showing understanding of what the
customer says
Interpretation of customer messages on
request so as to provide authentic feedback

Non-verbal
Mirroring the customer’s tone of voice
Maintaining good eye contact
Occasional nodding
Lively facial expressions
Smiling at appropriate moments
Gesturing
Maintaining a close physical distance
A moderate rate of speech
Leaning towards the customer
Maintaining a relaxed an open attitude and
posture
A trusting tone of voice

Obviously, most people can also identify behaviours that make it difficult to receive help,
and are not helpful themselves either. Sometimes they are easier to identify than those working
in favour of an effective help. It is because of the fact that they stir difficult emotions, resentment and resistance to maintain the relationship, not to mention its deepening. Then a natural
tendency occurs to avoid, rather than to explore the existing difficulties (table 4).
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Behaviors that are not conducive to change (Source: Own compilation based on Okun,
2002, p. 32).

Verbal
Interrupting (e.g. not allowing the other
person to explain things in full; finishing the
customer’s sentences)
Giving advice (“I know better what is good
for you”)
Preaching (e.g. talking about past experiences or ‘the young people today’)
Bribery
Blaming (for the current situation, failures)
Flattery (without reference to specific
customer experiences)
Reprimanding
Interrogation
Insistent probing (why?)
Setting requirements (from one’s own
perspective)
Overinterpretation
A patronising approach

Non-verbal
Averting eyes from the customer, not looking
at them
Standing or sitting too far from the customer
Sneering
Too serious facial expression (frown)
Index finger shaking
Too strong, distracting gestures
Yawning, showing boredom
Closing one’s eyes
An unpleasant tone of voice
Too slow or too fast speech rate
Hurried, jerky movements
Demonstrating impatience
tapping)

(e.g.

finger

Using a professional jargon that is incomprehensible for the customer
Intellectualising
Digressing
Excessive analysis
Self-focus
Disdain and disbelief
Research and observations on characteristics of effective helpers show that besides
academic knowledge, the factors that are essential for the quality and effectiveness of one’s
work with people include self-awareness and the ability to use oneself as a tool of change.
In addition, theoretical background may turn out to be less important than practical skills and
self-knowledge building (Brammer, 1981; Corey & Corey, 2002; Okun, 1990).
Effective professionals, whose work focus consists of support, hold some common opinions
(Combs, 1989, cf Brammer, 1981; Egan, 1990; Rogers, 2002):
1.	 They see people as capable of acting, being valuable, trustworthy, helpful, friendly and
optimistic about their environment – as opposed to people with a pessimistic attitude,
who perceive others as helpless, unreliable, hostile and alienating.
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2.	 They have a constructive self-image. They feel competent, do not isolate themselves,
identify with others and feel needed and valued.
3. Their approach to helping others is focused on people rather than on things, and so they
try to see problems from the customer’s and not their own perspective.
The topic is undertaken by many theorists and practitioners, Carkhuff i Berenson (1967),
Corey (1995), Sue (1990), Egan (1990), Barammer (1981), Ivey, Ivei i Simek-Morgan (1993),
Rogers (2011).
The basis for the development of methods were the structures of constructing feedback
used in the 1980s, developed for the purpose of training doctors. Consulting was treated as
fundamental to medicine. The developed way is adequate for both formal and informal feedback (King, 1999; Lam, 2004). According to King (1999), students or trainees have a great
need of receiving regular and constructive feedback, and at the same time both students and
lecturers have deficiencies in providing such feedback. Therefore, a program was created to
develop appraisal skills and constructive feedback with a structure distinguished to provide
such feedback. Firstly, a client/patient is encouraged to identify their own strengths. Then, the
trainer consolidates such strengths and adds other additional assets (from their own perspective). Thirdly, a client is encouraged to identify areas which need improvement. To sum up, the
trainer reinforces and, if needed, complements client’s statements. This way works on the basis
of a simple principle of emotional balance. Pointing to difficulties, areas that need improvement
may not take place without previous building of resources to rely on. Such a manner of formulating feedback also points to the fundamental role of support and building challenges. Such
a method does not allow for ignoring strengths or advantages, or for excessive focusing on vices
or difficulties (King, 1999).
In the literature, we encounter four basic types of feedback (Claiborn & Goodyear, 2005;
Swank & McCarthy, 2015):
• Descriptive feedback – involves an account or description of the behaviour.
• Evaluative feedback – critiques an individual’s behaviour.
• Emotional feedback – is related to the feedback sender’s feelings about the behavior
demonstrated by the receiver.
• Interpretive feedback – help the receiver develop awareness and insight by providing an
interpretation of behaviour.
The some of existing studies also mention other types or categories of feedback, including
positive, negative, corrective and constructive feedback (cf Hulse-Killacky et al., 2006). Positive
feedback focuses on benefits and positives or, in other words, attributes and behaviours that
should be encouraged. Its aim is to reinforce such behaviours, i.e. provide information that a
given behaviour complies with the expectations or a certain reference standard. On the other
hand, corrective or constructive feedback is often equated with negative information. However,
it is by no means about negative information, criticism, or identifying the existing flaws (Claiborn
& Goodyear, 2005; Swank & McCarthy, 2015). It must be borne in mind that if only positive
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feedback is given, this could build resistance to changes or development. It also fails to increase
self-awareness or the recipient’s reflection on their own development. On the other hand,
if the message is limited to corrective feedback this may help to reduce or modify some undesirable behaviours and draw the attention to the path of improvement (Swank & McCarthy,
2015). However, such feedback entails the risk of stirring difficult emotions, including fear and
anxiety, and may have an adverse effect on the person’s future openness (King, 1999). These
assumptions have been confirmed by numerous studies (including those by Coleman, Kivlighan,
and Roehlke (2009); Daniels and Larson (2001); Parkes, Abercrombie, and McCarty (2013). The
authors agree that the best solution would be to give tough feedback along with information
that contributes to the feeling of satisfaction and efficiency resulting from the person’s current
resources and traits. This approach supports both the customer satisfaction and the development. Here comes another important conclusion and an idea for work with customers. Some
people may perceive constructive feedback as criticism. This can be related to their cultural
background, upbringing and education, nationality or family history. This fact should be borne
in mind while working with the customer, which means that the process of giving and receiving
feedback must be prepared in advance.

Effective feedback – practical tips
Now that we are aware of the customer support person’s role in the assistance process,
their work style and behaviours, we can move on to practical guidelines that will streamline the
introduction of feedback as the person’s work tool. Not every feedback has the same value. So
the question arises how we should construct and transfer feedback if we want it to contribute to
an effective customer cooperation, be inspiring, and support constructive changes. King (1999)
lists the criteria for effective feedback. In his opinion, people are motivated when they are:
1) descriptive - of the behaviour rather than the personality; 2) specific - rather than general;
3) sensitive - to the needs of the receiver as well as the giver; 3) directed - towards behaviour
that can be changed; 4) timely- given as close to the event as possible; and 5) selective- addressing one or two key issues rather than too many at once (King, 1999).
Writing about effective feedback McKimm (2009) lists specific tips, talking about what
promotes and what is not efficient in providing feedback (table 5).
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Table 5.

Do’s and dont’s of effective feedback (Source: McKimm, 2009, p. 160)

Do’s of effective feedback
Find an appropriate time and place
Agree what you are going to focus on
Start with what went well – accentuate
the positive
Distinguish between the intention
and the effect
Distinguish between the performance
and the personal
Identify areas for improvement
Offer alternatives
Check for understanding

Dont’s of effective feedback
Generalize
Comment on things that can’t be changed
Criticize without making recommendations
Be dishonestly kind – if there is room for
improvement be specific
Forget that your feedback says as much about
you as about the person to whom it is directed

The author points to the conditions in which an interview is going to take place, joint
determination of the conditions in which it will take place and its purpose. She sees as important a positive approach, focusing on positive aspects and stressing them in the client’s activities, differentiating between the intentions and the effect, between the performance and
the personal. Effective feedback should also include an element of specifying areas that need
improvement, offer alternatives and finally check client’s understanding of the content which
has been provided. In turn, generalising, commenting on things that can’t be changed as well
as pointing to difficulties and problems without recommendations what to do with them do not
foster effective feedback. The attitude which does not bring intended results is also dishonest
kindness. The author stresses that feedback provides information both about the client and
about the person who gives it (McKimm, 2009).
Below there are some tips on how to structure feedback in such a way as to ensure its usability (own study based on: Critchley, Gibbs, 2012; McKimm, 2009; Rosenberg, 2003; Seligman,
2005; Seligman, Csikszentmihalyi, 2000):
1.	 Providing feedback requires preparation, which involves, among others, a careful review
of the student’s results. Such results should be verified in an interview in spite of the
fact that the original information is comprehensive. As part of the preparations for the
interview we also plan how to communicate the results. More specifically, the preparations are about thinking over how to present the student’s results and predispositions
in two ways: by showing them in the context of education and career options which
coincide with such abilities and, on the other hand, in the context of those options that
will require much more effort and adjustment on the part of the student. Consequently,
if honest information is given, the student will be able to structure their self-knowledge
and, more importantly, take reasonable and informed decisions about their career. If we
encourage the other party to look at the results, it is an opportunity for dialogue and
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analysis of customer concerns. It should be noted that information on the outcome is
not supposed to be the final stage of the counselling service, but rather a starting point
for dialogue on one of the spheres of performance, a first step in a common review
of possible plans for the future. The counsellor does not show a single way or career
path, but asks the right questions while leading the dialogue, and interacts to show
a certain direction that is consistent with the person’s potential.
2.	 Information must be related to facts. Statements should be formulated in a clear and
understandable way, be communicated as a matter-of-fact and concrete. If feedback is
related to the style of behaviour, its description should be as objective and detailed as
possible. Indeed, the message can only be helpful when it is understood. Therefore, it
has to be adapted to a specific problem (e.g. the result), situation or behaviour. Generalisation, speculation or communicative blocks should be definitely avoided. To this end,
one should use the I-messages (only speak in one’s own name) instead of you-messages
(e.g. “you always”, “you never”, etc.). Information from the counsellor has to be oriented
on the results or the outcome, and at the same time encourage conversation. Collating the study results with the student information that we already have (e.g. their
history, current situation, dreams, plans, etc.), as well as their own views of and feelings
about the results makes it possible to carry out a comprehensive analysis of the person
in the context of their educational and career plans. Such information is based on facts,
analysed and targeted for being used in counselling. It is also necessary to make sure
whether the student has understood the information provided and how.
3. If we want to communicate a specific message to the customer, we must take care
of a good and supportive atmosphere. The basic principle of feedback should be always
a positive approach. Actually, any information can be conveyed in a negative way
(diagnosis-oriented, pointing to the flaws and shortcomings, evaluative, etc.) or a positive one (when we discuss characteristics and properties that are beneficial in specific
areas and those that are worthy of improvement as they do not coincide with the
person’s area of interest). If we work on the positives, it is not the point to be nice.
It is rather about of an objective, non-judgmental attitude and approach, according to
which every human trait is important and, depending on the situation or context, may
either be helpful and contribute to the quality of work performed or make it more difficult. If communicated in the right way, any information may be beneficial to the target
audience. If we want a person to accept some information (even if it is actually difficult
to accept), we must be able to convince them that the message is for their own good and
the person who gives feedback is really helpful, wants the recipient’s good or, in other
words, is on their side. In addition, if the counsellor themselves is convinced that they
act to the benefit of the customer, they are not afraid of offending or hurting the person
in some way. This approach has its roots in humanistic psychology, and in what is considered its continuation, i.e. positive psychology. The assumptions of positive psychology
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focus on the effort to understand and support human potential (Seligman and Csikszentmihalyi, 2001; Waterman, 2013), whereas the activities revolve around positive aspects
of human experience (Critchley and Gibbs, 2012). Seligman (2004) emphasizes that the
focus on pathologies and dysfunctions could result in their affirmation as natural or
universal phenomena. Therefore, the representatives of positive psychology attempt to
ensure that human strengths and powers now attract as much attention as used to be
given to weaknesses. At the same time, they note that the concentration on problems is
easily understandable and so the situation will not change entirely; still, they encourage
the approach in which good life is cultivated and promoted (Peterson and Park, 2007).
It should be added that Seligman (2004) does not ignore the importance of difficult
events. In his considerations he notes that “adverse events often contribute to extraordinary growth of strength and creativity” (Seligman, 2004, p. 19).
4. In feedback we avoid evaluations, diagnosis and labelling that can be a source of resistance. We do not criticise and we do not point out to the shortcomings or deficiencies,
but we rather focus on the areas for improvement. We concentrate on what the person
‘gains’ now while behaving in a certain way, and highlight the fact that any change will be
to the person’s own benefit (will work to their advantage, will be part of their self-investment). We describe the situation and do not assess the observed behaviour or ascribe
intentions. We focus only on our own feelings but also formulate the expectations
towards people to whom we want to give feedback. It is not the point to communicate
purely benevolent remarks only. If we actually do so, information provided is less valuable as we fail to present the overall picture of the person’s performance. It is also important to express doubts. Constructive feedback is about building an accurate picture with
respect to a specific situation (ideally, the one in which the counsellor was a witness or
participant). This helps to see and verify the role and importance of a given behaviour for
others and, consequently, introduce changes in the area so that the customer improves
their professional performance (cf. Rosenberg, 2003). King (1999) writes that „giving
feedback is not just to provide a judgment or evaluation. It is to provide insight. Without
insight into their own strengths and limitations, trainees cannot progress or resolve difficulties. Thus, the key skills are to listen and ask, not, as is often the temptation, to tell
and provide solutions” (King, 1999).
5. Providing feedback also requires that the counsellor identifies their own motivations.
In other words, they must be aware of their own concerns and fears related to communicating messages that are important, but may also be difficult for the customer. If the
counsellor identifies their own barriers in the sphere of emotions and expectations, they
will be more constructive in their development-oriented work with the customer. Examples of the counsellor fears include a fear of upsetting or harming the customer, a fear
of doing harm instead of good and a fear of being accused of criticism (McKimm, 2009).
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Providing feedback is one of the most important skills in the work of a counsellor. Each
of the applied tools or advisory methods involves providing information about the results. The
client himself must be heard, understood and the information provided is adapted to the type
of problem, as well as the stage of the consulting process. The contents included in the chapter
are to invite the counsellor to reflect on his own style of verbal and non-verbal communication. At the end, one should also emphasize the role of the skills of active listening and precise
expression by the counsellor, as well as the role of acquaintance and the ability to use verbal
response. The summary of the chapter is a set of guidelines for building messages accepting
the strengths of the client, providing difficult information in the context of what is the resource
and potential of the client.
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Chapter 10. Proposals of practical exercises
used in the work of a career counselor
Practical tasks or exercises whose main objective is to address the needs expressed
by the customer are a supplement to the career counsellor’s line of work. These exercises may
be associated with the area of professional interests, they may help learn about various professions, they may strengthen the motivation to work on professional development, they may
facilitate effective communication or acquisition of social skills. This way practical tasks create
the conditions for a deeper self-reflection and learning.
Below are a series of exercises illustrating the topics described in the other chapters. These
activities can be directly used to work with a client or they may be a source of inspiration
to search for similar ideas or design one’s own methods. These exercises can be adapted to
each student’s situation, difficulties they report, their capabilities and the career counsellor’s
work style. These factors should serve as an important criterion for selecting and modifying
exercises. Student’s personal experience, their contribution to the meeting and the conclusions they formulate are more important than strict adherence to the instructions presented
in the exercises. The presented proposals have been developed based on the sets of exercises
or publications of other authors (source information given at each exercises) or are prepared
by the author.
The exercises are arranged in such a way that in the first step the clients determine their
professional interests, goals and required predispositions. The exercises for gathering information about professions and analyzing them are used for this purpose. In the next step, the counseling clients prepare a plan of personal development in accordance with the interests and
plans that were diagnosed. The last set of exercises are proposals for work on selected competences relevant to professional functioning.
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Activity 1 – Occupation card (ed on basis of „Career Plan Project Workbook”, New York:
Glencoe)
Introduction for the career counsellor: In this exercise students gather information about
professions by themselves. The student should choose at least 3 interesting jobs. This exercise
may be helpful at the stage of exploration or the stage of formulating alternatives. To be able
to perform the task, the student needs to be directed to websites or publications where they
can find descriptions of professions they are interested in. It may be helpful to discuss student’s
ideas for acquiring knowledge and analysing the labour market.
The career counsellor should monitor student’s work on this task. It is also a good idea to
advise the student to include a wide range of qualities, skills and qualifications in their description of each profession, and make sure that the collected information is reliable and comes
from credible sources. In this task the student should learn to analyse and evaluate professions,
which they will later use to compare their interests and predispositions.
Instruction for the student: What kind of work would you like to do? Ask your career counsellor which web portals and publications are a good source of information on the professions
you are interested in. Try to interview or find out about people who work in these professions.
Search for information in order to be able to complete the following profession card.
PROFESSION CARD (ed on basis of „Career Plan Project Workbook”, New York: Glencoe):
PROFESSION NAME:

Describe the reasons why you chose this profession:

Do you know the duties and tasks of an employee in your chosen profession?
1. List the employee’s tasks and responsibilities:
2. Describe a typical day at work:

Chapter 10. Proposals of practical exercises used in the work of a career counselor
Abilities needed to do the job:
1. Specific abilities needed to fulfil your responsibilities on this job:
2. General abilities - useful in this profession and useful in everyday life
Personality traits useful in this profession:
1. Which personality traits will increase your chance of being successful in this profession?
Which of your personal values will you be able to realize in this profession? Write them down.
Work conditions
1. Describe a typical place where this job is done:
2. Which factors may put the safety and health of people working in this profession at risk?
3. What are the standard working hours:
4. What is the standard salary on this job:
Opportunities for development
1. What kind of school certificate, trainings, university courses etc. are necessary to be qualified for this job?
2. Find and write down all the courses which teach you the abilities necessary for this job:
Is this profession suitable for you?
1. What makes you a good candidate for this job?
2. What makes you most uneasy about doing this job?

Activity 2 – Analysing professions (ed. on the basis of Lelińska, 2006)
Introduction for the career counsellor: One way of categorizing professions is assigning
them to three groups: (1) occupations related to data- dealing with information, analysing data,
accumulating knowledge, making comparisons and calculations; (2) professions where you
deal with people - offering support, advising, working for the people and with the people; (3)
occupations related to objects - their production, repair, service, transport, installation, support
(cf. Lelińska, 2006). The aim of this exercise is to analyze the selected profession from the
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perspective of these three categories. The counsellor should familiarize the student with the
above categorization. The student gathers information on selected professions and then tries to
determine to what degree (expressed as a percentage) the employee’s duties and responsibilities in each profession are oriented towards: people, objects, and information. In the next step,
the counsellor encourages the student to compare this information with their own preferences,
i.e. which of the three areas the student would most like to work in in the future and whether
the analysed professions coincide with this vision.
Instruction for the student: Select three professions you are interested in. Read the description of duties and responsibilities in these professions. Then, assess which duties and responsibilities are related to working with people, objects and information. These three categories
will be explained by the career counsellor. Compare your results with your interests – what kind
of job are you most interested in: working with people, objects or information.
While you evaluate the professions divide the circle below into three parts- one for working
with people, one with data and one with objects, e.g.:

Data
People
Objects

Professions you are interested in:

Figure 24.

Circle of professions
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Analysis of professional preferences and student’s
predispositions
Activity 3 – Your opinion about the professions
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Introduction for the career counsellor: This exercise is to encourage the student to explore
and reflect on various professions. It is also an opportunity to talk about the factors that make
some professions seem better and more interesting than others.
Instruction for the student: Which professions are the least interesting for you, and which
are the most interesting for you? Fill in the following tables. What kind of work would you like
to do?
Table 6.

Interesting professions

Least interesting professions

Why?

Most interesting professions

Why?

Activity 4 – key competencies
Introduction for the career counsellor: Key competencies are traits and skills selected by
the employers as desirable in their potential employees. These are general competencies - they
are not limited to any specific profession, but possessing them increases the chance of being
successful in any work place. Before the students start this exercise, present an example with
key competencies. Let the student read through the list and the description. This exercise should
encourage students to analyse professions from the perspective of desirable competencies.
Students write down competencies which they believe are important for the given profession
and ideas on how they are used at work. Then the student and the counsellor analyse the ideas.
Sample competencies:
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Example of competencies

Communication

Cooperation

Problem solving

Decision taking

Planning and organizing work

Work under stress

Flexibility

Technical and/or IT skills

Initiative

Managerial skills

Instruction for the student: Fill in the heading of the table below with the name of the
profession you are interested in. Then, on the basis of what you know, write down desirable
competencies for the selected profession and in the column on the right, write how these
competencies are used, e.g. waiter- communication- contact with the clients, creating an atmosphere of hospitality in the restaurant.
Table 8.

Competencies in proffesion (ed. on the basis Gikopoulou, 2008)

Name of the profession:
COMPETENCIES

HOW THEY ARE USED

Compare competencies desired in the selected profession with the competencies you
already have. To do so complete the following table. Think what you can change and what you
need to do to increase your chance to do this job.

Chapter 10. Proposals of practical exercises used in the work of a career counselor

W you
czymgood
jesteś at?
dobry?
What are
wypisz jak najwięcej czynności, działań, aktywności, które
write down
as many
activities
and things you can do very well as possible
wykonujesz
bardzo
dobrze
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Jakie masz kompetencje?
What are
your competencies?
o jakich posiadanych przez Ciebie umiejętnościach i wiedzy
what competencies and knowledge do you have that are exemplified by the
świadczą wypisane wcześniej aktywności?
things you do well?

Jakie masz cechy?

What are your traits?

o jakich Twoich cechac osobistych (np. silny, wytrwały, itp.)
what personality
traits (e.g.wypisane
strong, persistent
etc.)rubryce?
are the basis for the things
świadczą aktywności
w pierwszej
you do well?
Rysunek 26. Posiadane kompetencje (źródło: oprac. własne)

Figure 25.

Possessed qualifications

Ćwiczenie 5 – dobra praca czyli jaka? (oprac. własne)
Activity 5 – What does it mean “a good job”?
Wprowadzenie dla doradcy: ćwiczenie jest okazją do dyskusji na temat tego, czym dla ucznia
Introduction
for sprawia,
the career
counsellor:
exercise
an opportunity to discuss what it
jest dobra
praca. Co
że dany
zawódThis
będzie
dawałissatysfakcję?
means for the student to have a good job. What makes a job satisfactory?
Instrukcja
dla ucznia:
według
jest
dobra
praca?
Jakie warunki
powinna
spełniać?
Instruction
for theCzym
student:
WhatCiebie
does it
mean
to have
a “good
job”? What
conditions
does
itByć
need
to fulfil?
Doesmieć
it have
to be well-paid,
have flexible
workingokazję
hours,do
give
opportunities
to
dobrze
płatną,
nieregulowane
godziny
pracy, dawać
poznania
nowych
meet
people,
entail travelling? What
Write
down
is important
forpracy.
you atZacznij
work.
osób, new
wiązać
się z podróżowaniem,
inne? else?
Wypisz
to, co
jestwhat
dla ciebie
ważne w
Start from the most important aspects.?
od tego, co najważniejsze.

Figure 26.

Rysunek 27. Dobra praca (źródło: oprac. własne)

Good job conditions
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Professional development plan
Activity 6 – professional development plan (ed. on the basis Gikopoulou,2008)
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Introduction for the career counsellor: The aim of this exercise is to support the student
in laying plans for their personal and professional development. With the support of the counsellor, the student goes through a series of steps to create the plan. Once completed, the exercise may be later modified to reflect life changes, development and subsequent achievements.
Instruction for the student: Personal development plan is your personal strategy to work on
self-development and achieve educational and professional goals. Below, there is a set of tasks
to help you create your plan. Remember the plan can be freely changed in the future – the
point is that it is tailored to you and your situation. Go back to your plans every time you make
a decision about a new training course, work, or you are wondering how to organize your time.
A good plan helps to make decisions about self-development every day.
Task 1 – Starting point
Before you decide what you want to achieve, determine from which point do you start
developing yourself – what your strengths are, what to change, what supports you and what
the obstacles are. In the following steps you will analyse what you want to achieve and the ways
you can do it.
Fill in the following table. Use the example given under the table. Responding to the
questions refer to both your traits and external factors (other people, conditions, environment,
etc.).
Table 9.

Self and environment analysis table (source: own elaborations based on the SWOT
analysis scheme)

My resources and strengths

What do I want to change in myself and what to work on?

External factors that can support me in working on myself

External factors that may hinder my work on myself
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Answers to the above questions may look like this: 1) I can listen to others, I like helping
others, I’m good at speaking to other people, people say I have a radio voice; 2) I want to develop
my work organization – I have a lot of backlog, I would like to be able to prepare good multimedia presentations; 3) What can support me? Maybe a holiday practice, additional course
in giving speeches and presentations; 4) modest financial resources for the course.
Task 2 – what do you want to achieve?
Your task is to set your development goals. Establish realistic, achievable goals which motivate you to take action, and constitute a challenge. Decide what your measure of success will
be – how will you know that you have achieved your goal? Defining the goal use the table developed in the previous step.
Table 10.

Objectives of changes (source: own study based on the SMART analysis scheme)

What is your goal?
What makes this goal attractive and valuable for you?
What can you do in the nearest week and month to find that you are working on your goal?
How do you know that you have achieved your goal?
Who can be a source of support for you in achieving your goal?

Task 3 – how to achieve your goal?
If you have named your goal (or several goals) it is time to write it down as a set of tasks.
Achieving a complex goal may be overwhelming. Dividing it into smaller tasks and focusing
on each of them makes it easier to work. Divide your goals on the tasks, taking into account the
time of implementation, the resources needed and the way of knowing that the task has been
carried out.
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Aim and tasks to be implemented (source: own elaborations)

Name your goal:
Tasks for
implementation:

Task performance
dates (start date
and end date)

What will change
after reaching the
goal and then I will
know it?

What kind of
support do I need
and where to get it
from?

Remember, while you work on achieving your objectives and after you have achieved them,
to come back to re-answer the question, “Starting point” (task 1), and on this basis set new
goals. Come back to the table with the tasks regularly (e.g. once a week) to keep track of your
progress. Check:
• what you managed to achieve,
• what you planned but did not manage to achieve,
• what you need to change in your plan to work more effectively.

Self-presentation
Activity 7 – self-presentation!
Introduction for the career counsellor: The purpose of this exercise is to encourage students
to reflect on their own strengths, resources and traits that prove they are a good candidate for
the profession they are interested in. In addition, the student must provide information about
themselves in an attractive and eye-catching way to prove their creativity. This exercise may be
done individually or in a group. If it is done in a group, it is good to ensure proper conditions
for each student’s self-presentation and encourage the group to provide every presenter with
supportive feedback.
Instruction for the student: Why should the employer offer the job to you? Prepare a presentation advertising yourself to convince your employer. Consider your personal resources and
strengths. What makes you the best candidate for this job? What qualities and abilities now (no
matter how old you are) prove your superiority. Be creative when you design your self-advertisement. Use any available means, e.g. a multimedia presentation, photos, videos, etc. You can
prepare a portfolio of your work or certificates proving your abilities. Present yourself to the
career counsellor or other students.
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Organizing activities
Activity 8 – do I have good time management?
Introduction for the career counsellor: This exercise is an opportunity to compare two
aspects of the student’s life: the most important spheres of their life and their ability to organize their activities. First, the student evaluates how important different areas of life are to
them. The student uses the so-called “wheel of life”, rating the spheres on a scale of 1 to 10.
Then, they write an hourly schedule of their typical week. The juxtaposition of these two is to
help change time organization so that it gives more satisfaction and a sense of accomplishment
in the most vital areas. The exercise develops two competencies: setting priorities and self-management in time.
Instruction for the student: You will be given two tasks. Your first task is to assess how
important some areas of activity are in your life. Rate each on a scale from 1 to 10, where 10 is
the highest rating (the sphere is very important). Your second task is to write an hourly schedule
of your typical week- include work and leisure activities. Compare the results of these two tasks.
What can you change to do more activities most important to you? Or maybe that is already
the case? What makes you organize your activities so effectively? What can you change? How
to take care of the balance between duties and other spheres of life? What motivates you to
work?
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Figure 27.

Wheel of life (source of the graphic: http://2.bp.blogspot.com/-t_KNJKzGPlU/
VpJR_6evi_I/AAAAAAAAIFs/WdK4rUq4qkU/s1600/KOlo-zycia.jpg.
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Task 2 – your typical week
Table 12.

Hours
7–8
8–9
9 – 10
10 – 11
11 – 12
12 – 13
13 – 14
14 – 15
15 – 16
16 – 17
17 – 18
18 – 19
19 – 20
20 – 21
21 – 22
23 – 24

Your typical week (source: own elaborations)

Monday

Tuesday

Wednesday Thursday

Friday

Saturday

Sunday
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Decision taking and communication
Activity 10 – decision taking
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Introduction for the career counsellor: The choice of further education or looking for a job
is one of many important life decisions. The student gets acquainted with the steps of the decision-making process, which can be used in any situation. Explain the steps from the table below
before the student starts working on the task.
Table 13.

Steps in decision making (cf. e.g. http://the-happy-manager.com/tips/
steps-in-decision-making/)

Name the problem or
the challenge

Gather information

Analyse the situation

Evaluate alternatives

Choose one of the solutions

Act

Decision to be taken
 Recognise the problem and what opportunities
stem from this situation.
 How important is this decision for your life, what
will change?
 What influences your decision?
 What information do you need to take the decision?
 What kind of support do you need and from whom
to take the right decision?
 Brainstorm various options.
 What alternative courses of action do you see?
Write down as many alternatives and solutions to
the situation as you can.
 Each option has its pros and cons.
 Imagine every alternative you wrote down with its
consequences.
 Analyse each alternative from the perspective
of your life plans, values and goals.
 Choose one of the solutions on the basis of the
previous step.
 Analyse it once again and return to the previous
step if necessary.
 What needs to be done to implement the solution
you chose?
 Set a plan of subsequent actions you need to take:
today, this week, the following months etc.
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Instruction for the student: After analysing the steps for taking decisions follow the steps to
analyse your own situation. Choose one of the decisions you have to take at the moment. If you
have any doubts, consult the career counsellor.
Activity 11 – effective communication
Introduction for the career counsellor: This exercise is to develop communication skills
in difficult situations that can potentially become a source of conflict. The student picks a situation at random, reads it aloud and then - simulating the situation - responds in such a way to
defend their rights, express their needs, while respecting the needs of others. The counsellor,
who is active in the exercise, responds to the student accordingly. At the end the student receives feedback if anything needs to be improved in how they communicate with others. Then
a discussion may ensue about expressing oneself, self-presentation and the ability to communicate one’s views in a constructive way which encourages cooperation.
Instruction for the student: Pick a situation at random. Read it and think how you could
react. What should you say in this situation? When you’re ready say it.
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Making a complaint
at a shop
You bought a sweater which
you really liked and the price
was good. You look great in
it. Unfortunately, upon closer
inspection at home, it turned
out that there is a big hole
in the sleeve. It’s good that
you’ve kept the receipt. Go
back to the store and make
a complaint.

Preparing for group work in
class
Your biology teacher told the
class to get into groups and
prepare a presentation about
various animal species. Some
people got snails, others
squirrels, still others got
dogs. Dogs are your favourite
animals - you know so much
about them! When your classmates selected their groups
you were sick at home. You
would love to join the group
which got dogs. Find them
and join them.

Distant aunt paying a visit
Today is the day when your
aunt from Warsaw you
haven’t seen for ages is
paying a visit. She is famous
for her awesome gifts and
very direct questions. You will
surely get something nice and
will need to listen to some
embarrassing questions. She
has just knocked on the door.
Keep her company until your
parents get back home.

Going for a summer camp
Visiting a sick friend
Mistake in the cloak room
by coach
Your best friend has pneu- You bought a great winter jacket
It’s your first day of summer
yesterday. When you were
monia and has to stay in.
holidays. Your parents sent
hanging it in the morning in
You decide to pay a visit to
you on a two-week camp to
share your notes and bring the cloak room you noticed the
the seaside. Lots of things to
same jacket on a peg nearby.
do: water park, ferry, discos, her up to date about school.
aquarium. But you don’t know You feel a bit uneasy, because You thought you were not the
only one who liked this jacket.
anyone. You get on board of
you have never been at her
After the class you go to the
the coach. Someone you don’t home before. You sit at her
know sits on the seat next to bed. Maybe you should start cloak room and see your friend
wearing your jacket. You are
by asking about her health.
you.
sure- his jacket is still where you
saw it in the morning.
Minding your friend’s
Braggers’ reunion
Unfortunate accident
younger sister
You promised to keep an
You are meeting your whole
You were walking fast not
eye on your friend’s younger
family. Everyone is talking
to be late for class, drinking
sister for one hour. You think about their successes: your
juice, when you suddenly
the girl likes you, because
cousin managed to retake
bumped into someone.
she’s asking you about everya test in maths and got
It turns out this someone is
thing: childhood games,
a D, your uncle grew giant
your teacher. And you have
favourite movies, fairy tales,
pumpkins by himself, and
just spilt your juice all over
your grades...
your grandpa taught his
him.
dog to fetch the newspaper.
Everyone is waiting for you to
tell the story of your success.
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Chapter 11. Resistance in the process of career
counseling
Resistance in counseling or help more often than in career counseling is found in general
concepts of psychological support or in psychotherapy (see eg Egan, 2012, Okun, 2012). The
client revealing resistance manifests a reluctance to work, expresses negative emotions related
to meetings, tries to undermine the sense and need of meetings. His attitude is contrary to the
goals of career counseling, he has difficulties in using support, help in determining career predispositions and laying out development plans. This attitude reduces the motivation to work on
both sides- a student and a counselor. In the classical sense, the sources of resistance were seen
in the client himself, his experiences and attitude towards help, without taking into account
the context of the help situation. In this work, the concept was adopted that the emergence
of resistance is related to the advisor’s activities and development conditions that he provides
(see Egan, 2012).
Resistance would not be so important if counselling was seen merely as a mechanical
activity. Working with the client would then mean performing a set of actions and using a set
of tools (tests, tasks etc.) to obtain the student’s decision about further education or starting
a professional career. This aim is achievable without establishing a relationship with the student
or building conditions for self-analysis. However, the situation is different if career counselling
is seen as dependent on the quality of communication and the relationship with the student.
From this perspective, student’s resistance and difficulties are an element of work, and neglecting them lowers the quality of the counselling. Working through both these impediments helps
to develop a more open and safe atmosphere which in turn helps the student to analyse their
interests and predispositions, and to draft development plans. Resistance and difficulties may
appear in all forms of career counselling (Blustein, Spengler 1995). They are present when the
student’s vision of their life, the desired plan or path of development run counter to inner
conflicts, tensions, limitations, and the pressure exerted by other people (cf. Gysbers et al,
2014).
Client behavior in the counseling process associated with resistance and reluctance to
work on oneself can result from several factors:: the student does not participate in setting
out the goal of the counselling; the counsellor does not inform them about the stages and
the purpose of career counselling as such; the student is not motivated (or they are forced)
to attend the meetings; they are afraid that difficult issues will be discussed; they fear that
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their weaknesses and lack of competencies will be revealed in a situation when the relationship
established with the counsellor does not give them a sense of safety and trust (cf. Okun, 2002).
Unwillingness may result from general tension caused by the need to take a decision and make
changes related to the chosen field of study or career path.
A basic rule for working with a resitant client is realizing that resistance to counselling may
occur in almost any relationship. If the counsellor is unaware of that, they will ignore symptoms
of unwillingness, and may develop a distorted assessment of how the student behaves. This
may lead to misunderstandings and the counsellor feeling guilty about the failure of counselling
(Gysbers et al, 2014). Whether resistance is caused by student’s experiences, or the counsellor’s style of work is irrelevant. What is important, is treating resistance as a natural phenomenon occurring in situations of giving support and help. Noticing signs of resistance may be
the right moment for revising one’s working methods and also an incentive to get to know how
the student functions better. If resistance occurs, it might be helpful to show the student acceptance and understanding. It is also good to analyse the quality of the relationship, and change
the subject of the conversation to talk about the observed difficulties (cf. Okun, 2002).

Symptoms and causes of resistance in counselling
Clients show resistance to counselling in various ways. The counsellor can observe how the
student communicates, what attitude they have towards the counsellor and the meetings, how
they are engaged in the conversation, and what subjects they bring up (Okun 2002). Symptoms
of resistance include:
• lack of concentration,
• not attending the meetings, or being late
• laconic responses,
• talking only about safe and unimportant subjects,
• uncertainty of the goal of the meetings, changing the declared needs,
• setting unrealistic or irrational goals,
• realizing tasks perfunctorily, unwillingly,
• shifting the responsibility for one’s choices onto others (Egan, 2002; Okun, 2002),
• avoiding responsibility and showing unwillingness to take decision,
• visible tension or anxiety before the meeting and the conversation,
• defensive attitude towards the counselling,
• passive and unengaged attitude,
• making a false appearance that the student is engaged and they are working,
• visible intense agitation (Gysbers et al, 2014).
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Resistance can be related to different attitudes and concerns of the client. Their knowledge
will allow for a better recognition of the type of difficulties encountered in contact with the
adviser. Selected factors related to resistance are (Egan, 2002; Gysber, 2014; Vogel et al, 2007):
• fear of revealing oneself – intense work facilitates analysing oneself and the experiences
related to taking professional decisions. The student may be afraid of revealing themselves too early in the process, they may want to stop, and they may feel overwhelmed by
the counselling process.
• fear of lack of competencies – in clients whose anxiety concentrates on their doubts
about the effectivity of career counselling as a form of help, and on the question whether
they themselves have the competencies that will allow them to engage in the counselling and participate in the meetings.
• difficulties with trust – express the fear of being cheated on, unwillingness to talk about
oneself and the uncertainty about the counsellor’s confidentiality. The student may also
have doubts if the counselling will meet their expectations (e.g. unrealistic expectations
towards the career counsellor and shifting responsibility for the student’s own decisions
onto the counsellor).
• sense of disorganization – taking a decision about making a change e.g. choosing a new
field of study, beginning a higher level of education, finding a new job, may transpire as:
disorganization, the need to leave all that is known and safe, a sense of being overburdened with changes compared to the way the student functioned before. Each change
requires increasing self-discipline and adapting to new conditions. Career counselling
clients may fear making the additional effort required in such situations. Avoiding change
is also a way to protect oneself from the vision of a possible failure. In new situations
the student is testing themselves – it is a test of competencies and an attempt to face
challenges. Failure threatens self-esteem, and lack of engagement means lack of loss.
• need to hide weaknesses – conversation, taking tests, analysing oneself may give a sense
of lack of control over what information is disclosed, and fear that personal difficulties or
failures will be revealed when the student is not ready to talk about m. Procrastination
is also a mechanism symptomatic of the client not being ready to analyse their strengths
and weaknesses. A client who declares high engagement in working on themselves,
sure of their predispositions and talents will choose a plan which will minimize the risk
of testing their true level of competencies. For instance, instead of working on the task
diligently, devoting enough time to complete it, they will put it off until the last moment.
Failure can then be explained by lack of time or laziness, and success will convince them
of their resourcefulness. This may become a habitual behaviour.
• negative convictions – a client who is resistant to work may base the way they function
on unconstructive convictions about themselves, other people and the world around
them. Examples include: “I’m too lazy”, “I’ve never been successful”, “People are evil”,
“You can only find a good job if you know the right people”. Such misconceptions, which
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stem from experience or a strong influence of people who are significant for the student,
become a self-fulfilling prophecy.
• sense of pressure – attending career counselling because others made the student do it,
and the student has no personal motivation to use this form of support.
Ways of working with a client who reveals resistance
Resistance from the client may occur at any stage of the career counseling process. There
are no ways to predict which topic will trigger the resistance reaction. It depends on from the
purpose of advice, individual experiences, the social context in which the student lives. The
occurrence of difficulties is an opportunity to get to know the student better and to observe
his behavior to choose the right way of working. However, there is no technique that would
be effective in advising clients in resistance each time. The following describes aspects of the
career counselor’s work that is important to working with a client who reveals resistance. First,
the factors related to the basis for establishing a help relationship are described, in the further
part of the activity they can improve the assistance offered.
Establishing a supporting relationship
Clients seeking career counselling, though they all have the same goal, differ in their readiness for receiving support. The differences may concern the need for safety and self-assessment; they may stem from their personality traits, past experience, stage of development etc.
Effective counselling requires taking into consideration this specificity of each individual. This
is possible mainly through establishing a supportive, open and accepting relationship. Such
a relationship helps to actively explore ideas for student’s development, interests and predispositions, and to take autonomous and independent decisions. Decisions about education and
professional work are strongly related to adolescence and entering maturity, when the young
adult has to build their own identity and knowledge about themselves (cf. Gelso, Hayes, 2004;
Miller, 2006). Building the relationship the counsellor may use the techniques for effective interpersonal communication described in one of the previous chapters. It is one of the best ways
to prevent resistance and discouragement in the process of career counselling. Building such
a relationship is, in essence, based on making five steps (see Enright, 1993):
1.	 Readiness to take part in the counselling. In this step the student answers the question
about their motivation to seek counselling. Completing this first step they should be
sure that the decision about seeking support is their own, free from external pressure
and other people’s suggestions. It is often the case that parents and teachers send the
student to a career counsellor („I came here because my parents wanted me to”). If this
is true, the student will attend the meeting with the counsellor to get rid of the pressure,
but they will not be motivated to plan their own professional development. The aim is to
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2.	

3.	

4.	

5.	

free oneself from the pressure and the sense of obligation. Only a student who accepts
their own autonomy and independence, can set their own genuine goal of the meeting.
Setting the goal of the counselling. In this step the client determines what they want to
achieve as a result of the meetings. First they describe the problem, the lack, the uncertainty or doubts, which justify the support of the career counsellor. Usually the client
presents something they are able to tackle on their own as the problem. They choose
an issue that is safe and does not require much effort to reach. This might not be the
real difficulty they are facing. Thus, to determine the goal of the meeting, it is worth
exploring the ways in which the problem manifests itself, with its accompanying feelings
and thoughts, and then extract the needs. For instance, the problem of not being able to
choose the university course may be rooted in the fact that none of the student’s friends
chose to study in the same city. Naming the true difficulty increases motivation to work
and helps in selecting the right methods of support.
Stating that it is possible to solve the problem. The goal set in the previous step, the
problem named by the client, should be something that the student subjectively feels is
solvable. It is crucial to know whether the client sees their plans as realistic, or wishful.
If the student is not sure of their goal, return to the previous step. A student trying to
realize an unrealistic goal will lose motivation to work, they will feel confused and unwilling to change. For example, trying to find a dream job without inner certainty that it is
possible to find such employment makes the counselling process inauthentic. What is
important is the personal conviction that obstacles on the way to the dream job can be
overcome.
Beginning co-operation. After setting the goal of the counselling, it is good to assess
whether the counsellor, the place and the form of support are acceptable to the client.
This step is about discussing doubts connected with the above issues. It is the time to
present formal aspects of the cooperation to the student and answer their questions
about career counselling and the student’s role in the process.
Competitive motives. If the student is unwilling to implement the changes agreed on
during the counselling, it is worth to explore the motives which compete with the goals.
Take for instance a situation where, despite declaring the intention to look for jobs based
on predispositions, realizing this goal and attending many meetings on the subject, the
client is still unsure whether the selected jobs are appropriate for them, and which
field of study to choose. Paradoxically, lingering in limbo, without a concrete decision,
delaying the moment of taking a decision, may be a desired situation for the client. Not
taking a decision about the future field of study may be seen as a good justification for
staying in the family house. This way the student avoids being responsible for housekeeping, they do not need to look for extra work or interact with new people. Understanding what prevents the client from changing, and talking about fears is one of the stages
on the way to achieving the goal.
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Changing the attitude towards a difficult client
Dealing with a client’s open resistance to work requires taking a specific attitude towards
them. The relationship will depend on empathy and the ability to see the client’s experiences
from their perspective, among other things. Additionally, the counsellor should perceive client’s
unwillingness to work on themselves as a natural element of the counselling process occurring
in the face of change. In other words, the counsellor should treat resistance with acceptance
and recognition of the client’s effort to achieve greater maturity. It is thus worth interpreting
the difficulties in the context of the whole life of the person: the development stage, roles
and tasks other than the decision about professional development. This way makes it easier to
explain the sources and functions of the observed difficulties. Showing the client understanding instead of contempt, and not fighting their difficulties will increase their sense of safety
and openness to analyse different options for career development and life changes. Since fears
experienced by the students are a common source of difficulty in counselling, it is good to work
on client’s resources. Identifying personal strengths can be a starting point to make changes and
determine their direction. Avoiding judgment, trusting that the client is acting in line with their
judgement and defending their rights, showing acceptance, are all factors lowering resistance
(cf. Gysbers, 2014).
The resistance disclosed by the client may relate to a negative feeling in the adviser supporting him. Therefore, it is important to reflect on one’s own perception of the client’s resistance.
If the counsellor sees resistance as a threat, it can lead to a conflict with the client, lowering
work standards, giving up some of the goals, pinning the blame for the existing difficulties,
impatience, trying to ingratiate oneself with the client or lowering expectations of the client.
Each of these behaviours is an attempt to defend against student’s unconstructive reactions.
Changing one’s attitude is one of the best ways to deal with clients in resistance. In general, it
may be useful to:
• help the client see their unwillingness as a normal and common attitude observed
in counselling,
• “befriend” client’s resistance, not blaming them for the difficulties, search for the causes
and analyse one’s own experiences related to the situation,
• observe one’s own style of work, techniques, interventions, and their impact on the
client’s behaviour,
• adjust the tools and techniques to the capabilities and needs of the client,
• base on and refer to the support network of other people who are important to the
student and who can help them take action (cf. Egan, 2002).
Informing about the goal of the support
Weak motivation to participate in the counselling may stem from not knowing the goals,
the process, and the formal aspects of this form of support. Before actual counselling begins,
the counsellor should, therefore, devote the first meeting to discussing the structure of the
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meetings, student’s motivation and needs, and the opportunities created by counselling. Providing information reduces anxiety and builds a sense of safety (cf. Okun, 2002).
Constructive confrontation
The aim of confronting is to show two often contradictory tendencies, experiences
or modes of behaviour observed in the client. Such a confrontation may concern the high ambitions and desires declared by the student with real actions that would lead to fulfilling the plans.
This may be analysing the inconsistencies in the client’s ideas for self-development, comparing
plans with preferred values and desires, confronting real possibilities and characteristics with
the student’s ideal image of themselves. The confrontation, which often involves discussing
feelings that block actions, requires a strong relationship between the counsellor and the client,
a sense of safety and trust. The immediate effect of confrontation is often an increase in anxiety
or tension. For this reason, it is essential to study one’s own intentions associated with the use
of confrontation. Its aim should be to support the student, provide them with an introspection, and not to accelerate the therapy process, or to prove to the student they have had no
successes. It may be a good idea to soften confrontation by exaggerating the problems or illustrating them humorously, for example: “It requires great strength to show your weakness all
the time. You are a strongman!”, “You have now analysed the pros and cons of virtually all fields
of study. With so much knowledge about them, you’ll make a great career counsellor!” (see,
Gysbers, 2015; Miller, 2006).
Changing the way difficulties are interpreted by the client
A phenomenon often encountered in clients showing resistance to counselling is a schematic (conditioned by habits or emotions) interpretation of their situation or skills. It may be
useful to encourage the student to look at themselves from the perspective of others or adopt
a different point of view (cf. King, 1992). For example, a physically disabled student avoids
thinking about their future profession, focusing on their own limitations and pointing out that
they will not be able to perform many jobs. Encouraged by the counsellor, they may look at
their disability from the perspective of what their situation has taught them, what experience
they have that others do not have. This may be e.g. the knowledge of architectural barriers for
people with disabilities, the knowledge about the adaptation of vehicles for persons with disabilities, etc. Combined with individual predispositions, these create several innovative jobs this
student could do. Another example would be a student discouraged by constant pressure from
parents to choose the field study. Looking at the problem from their parents’ perspective can
help them to understand their motives, mitigate conflict, or to make the decision about further
education on their own. Changing the way the client interprets their situation often helps them
re-evaluate their situation (which they know and see as hostile), motivates them to work creatively on the problem, and makes it easier to plan (Gysbers, 2014).
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Motivating the client to change
The issue of client’s motivation to work on themselves is important when one experiences
fear of changes in their life, they are challenged with a decision which is vital for their development, and when they set themselves unrealistic goals. Building client’s motivation to change it
is useful to:
• ask open-ended and exploratory questions (their function was described in the chapter
on effective communication);
• appreciate student’s efforts, resources, and aspirations;
• encourage the student to reflect on themselves – listen actively (a technique facilitating
communication described in another chapter),
• summarize subsequent stages of the student’s work and continuously adjust student’s
goals to make them realistic and relevant to their aspirations.
Implementation of the above propositions counteracts or reduces the resistance to work.
Additional methods to build motivation to change and prevent resistance include:
• encouraging discussions on the experienced uncertainty – open talk about the difficulties, maintaining a supportive relationship throughout, e.g. What causes your biggest
concern when it comes to choosing a field of study?
• determining the level of experienced fears, the significance of different plans, the intensity of different attitudes, etc., which helps the student to perceive their own experiences
more objectively and analyse changes, e.g. Select a number from 1 to 10 to indicate how
much you care about choosing the same school as your friends.
• analysing positive and negative consequences of their choices, which also encourages an
open analysis of the concerns that may result in resistance, e.g. Write down all the pros
and cons of the decision to study architecture. Try to put down everything that comes
to your mind.
• exaggerating fears, which helps in analysing the experienced tension, e.g. What’s the
worst thing that could happen if you started a language course abroad? What are your
biggest fears?
• analysing the lifeline – talking about the change in the context of existing activities and
the possible consequences in the future (profit and loss analysis), e.g. How did you feel
when you did not have to decide on the course of study, what do you miss from that
time? Describe your life in 10 years’ time, if you decided to take up your dream field
of study (cf. Miller, 2006).
This article adopts the concept that resistance is a reaction of the counseling client to
experiencing a threat, lack of understanding or pressure. With this approach, it is essential to
work with a client who is resisting to build a secure relationship based on trust and cooperation in order to achieve the set goals. The above-mentioned factors related to the resistance
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reaction and explaining it, the basics of building supportive contact in a way that minimizes
resistance and selected proposals for working with the client can be helpful in this.
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