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Vocational Rehabilitation Centre basic 
information
� Established in 1984 (Vocational rehabilitation programmes  were part of 

Institute services since 1954)

� 3 Unites in different parts  of  Slovenia
� Ljubljana, Maribor, Murska Sobota (all Units 50 Employees)

� 700 clients per year:
� 200 in training programmes, 500 in assessment programmes

� Basic way of work – team  approach (5 member  
teams)

� Referral organisations: 
� Employment agencies, Health Insurances,  Pension Insurances, 

Others

� Our clients: 
� Persons with physical & visual impairments



Quality management in Vocational Rehabilitation 
Centre
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� In 2003 Taking the decision for implementation ISO 9001:2000 in 
Vocational Rehabilitation Centre

� First External audit and certification in 2005

Process chart:

� In 2006 decision for implementation of EQUASS Excellence
� EQUASS Excellence certification in November 2007

Referral organisations  /  stakeholders

Vocational 
Rehabilitation 
assessment

Vocational 
Rehabilitation 
training and 
employment

Vocational 
Rehabilitation 

Project 
management
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Process management
Documentation of quality system:

� Quality manual

� Procedures

� Work instructions
(complete documentation is published in intranet and available to all professionals)

Quality indicators:
Individual level

Results of tests and work, questionnairs, interviews, filled forms, etc.

Process  level
Results of client  and other stakeholder satisfaction
Efficiency of professionals (e.g. average time to write different reports)

Outcome level
Number of employments, job retention, job satisfaction
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Activities

Responsible  
persons

Relevant 
documents

Description 
of the 
activities
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NN
� Female, single, 32, cook (3 years of secondary 

education)
� Asthma, emotional problems
� 2 years of work experience with poor job retention 

and negative experience, low  work efficiency
� Long-term unemployment (10 years), wrote 352 job 

applications
INPUT INFORMATION:
- Employment service vocational counsellor  
- referral document 
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Vocational assessment process overview: 
phases and documents (QP:)
� Preparatory phase 

� Referral, client file, waiting list, invitation, daily schedule
� Implementation phase

� Initial interview, informed consent, insurance
� Interdisciplinary assessment 

� National standard of practice (Ministry of Labour)
� ISO regulated documentation, including outcome measures 

(quality indicators):  Assessment of Work Behaviour, Self 
Assessment of Work Behaviour, team meeting report, 
professionals’ documentation

� Closing phase
� Conclusive meeting, Employment problem scale , Individualised 

rehabilitation plan 
� Process quality indicator: Satisfaction Questionnaire
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NN in assessment
� Referral, motivation
� 40 hours of Individualised team assessment: 

physician, psychologist, social worker, occupational 
therapist, technologist (national standard)

� IRP:
� Assessment of Work Behaviour
� Self Assessment of Work Behaviour
� Employment Problems Assessment Scale 

� Satisfaction Questionnaire
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Assessment of Work Behaviour-1
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Self Assessment of Work Behaviour-1
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Employment Problems Assessment Scale 
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Vocational rehabilitation and employment process 
overview: phases and documents ( OP… )
� Preparatory phase: referral, client file, waiting list, invitation
� Implementation phase

� Initial interview, informed consent, insurance, Rules of participation, 
Work safety instructions, daily schedule

� Interdisciplinary treatment 
� National standard of practice (Ministry of Labour)
� ISO regulated documentation, including outcome measures (quality

indicators):  Assessment of work behaviour, team meeting documentation, 
professionals’ documentation

� Closing phase
� Conclusive meeting, Assessment of work behaviour, Self Assessment of 

Work Behaviour
� Employment problem scale 
� Final report with individualised plan of support in employment or Final 

report with referral to social inclusion programmes. 
� Satisfaction Questionnaire
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NN in vocational rehabilitation   - 1
� IRP, Referral, motivation
� 1 year of individualised team treatment- combination of 

individual and group work and case management approach to:
� Counselling, encouraging and motivating an active role
� Assistance at accepting own disability and learning about possibilities of 

participating in training and work
� Assistance at choosing appropriate vocational goals

� Developing of social skills

Context: 

� Workplace training – Institute for rehabilitation (2 mo nths)
� Assessment of Work Behaviour, Self Assessment of Work 

Behaviour, team meeting report, professionals’ documentation
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Assessment of Work Behaviour-2
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Self Assessment of Work Behaviour-2
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NN in vocational rehabilitation   - 2
� Assistance at looking for a suitable work and employment

� Finding a suitable  workplace: “scanning documents”

· Workplace and work environment analysis: 
� Tripartite agreement
� Work duties
� Health-related limitations

� Workplace training – Employer (10 months)
� Continuous evaluation of rehabilitation process:

� Workplace support to client (weekly) and employer (on request)

� Reporting: Assessment of Work Behaviour, team meeting report, 
professionals’ documentation 
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Assessment of Work Behaviour-3
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Self Assessment of Work Behaviour-3
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NN in vocational rehabilitation - 3
� Employment phase :

� Assessment of workplace efficiency: 70%, stable health
� Final report with individualised plan of support in employment
� Employment (1 year)

· Outcome measurement :
� Assessment of Work Behaviour 
� Self Assessment of Work Behaviour
� Employment Problems Assessment Scale 

� Satisfaction Questionnaire
� Follow-up in employment (1 year)

� Workplace support to client and employer
� Reporting: Assessment of Work Behaviour, team meeting report, 

professionals’ documentation

� job retention after 1 year
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Employment Problems Assessment Scale - 2
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Satisfaction Questionnaire - rehabilitation (2007):
Indicator 

Organiz. Unit 2006 2007

Entire programme Ljubljana 4,8 4,9

Maribor 4,9 5,0

Information Ljubljana 4,1 4,6

Maribor 4 4,8

Usefulness of the programme Ljubljana 5,2 5,2

Maribor 4,8 4,9

Opportunity for active 
participation

Ljubljana 5,1 5,2

Maribor 4,8 5,1

Evaluation of professionals Ljubljana 5,4 5,3

Maribor 5,3 5,7
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Conclusions
� Advantages of process approach:

� Clear defined procedures / contents of the process steps
� Well defined responsibilities (for clients  and employees)

� Quality indicators of the process :
� as a base for decision making during the process
� as a tangible results for evaluation and improvement  

� Opportunities for improvement:
� Maintenance of the Quality system
� Quality documentation updating
� Involvement of Clients, Employers and other 

Stakeholders

Thank you for your attention ��� �


