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INTRODUCTION 
 
The purpose of this document is to identify the e-service needs of 
employers and job seekers. In particular, it focuses on the needs of youth 
and adult Job Connect clients at the local level. The expectation is that the 
resulting findings and recommendations provided will help inform future 
e-service developments within the Job Connect network. This document 
was produced for the Ministry of Training, Colleges and Universities 
(MTCU) by the Ontario Association of Youth Employment Centres 
(OAYEC), with contributions from the Ontario Association of Help 
Centres (OAHC), private consultants and community advisors. 
 
This document is comprised of three research reports, each dedicated to 
different populations’ use of employment related e-services. These reports 
are as follows:  
 

1. The first report is based on research performed with job seeking 
youth, the majority of who were Job Connect clients or youth 
facing multiple barriers to employment. The rest of the 
participants were students, aged 16-24. 
 

2. The second report pertains to employers. All were employers of 
Job Connect eligible individuals and/or of youth. 
 

3. The third report considers the specific needs of adult Job 
Connect clients and their employers. It also looks at the Help 
Centre network as a whole and what role e-services play for 
workers and agencies. 
 

The MTCU report, An E-Business Direction: Strategies for enhancing the Delivery 
of the Job Connect and Summer Jobs Service Programs, sets out the Ministry’s 
interest in incorporating e-services into the overall service provision for 
job seekers. Internet-based tools and services are understood to be 
complementary methods with which to provide: 
 

greater customer service, specializing in local labour markets, … as a 
way to strengthen Ontario’s labour market and to extend to clients the 
use of multiple efficient and effective channels to get the services they 
require.1 
 

Building on MTCU’s stance on employment e-services, this document 
does not assume that e-services can replace services provided off-line at 
local employment centres. Rather, it aims to show how e-services can 
Providing Effective E-Services for Job Connect 
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 support overall service provision. As such, the research reports contained 
within this document were developed with this commitment in mind. E-
services are an important route to providing certain forms of information 
efficiently and for reaching clients who face transportation or other 
accessibility related challenges. In some cases, communication through 
Internet-based tools is an excellent way to maintain contact with certain 
client populations, as has already been demonstrated by some Job 
Connect delivery agencies. However, the essential role of off-line service 
provision must not be forgotten. 
 
MULTIPLE BARRIERS 
 
Since both adult and youth Job Connect clients face multiple barriers to 
employment, the integration of off- and online services (rather than sole 
dependency upon the Internet) is especially important. Two 
considerations must be highlighted: issues of access and the usefulness of 
the Internet job search strategy.  
 
Individuals Who are Not Accessing the Internet 

 
The “digital divide” was recognized early on as the Internet grew more 
and more popular. Initially the divide was perceived as a drift between the 
“have” and “have-nots”; it was an issue of physical access to a computer 
with Internet connection. For many Canadians, the Internet has become 
more available due to a variety of factors, including improved technical 
infrastructure, the creation of the Community Access Program (CAP), the 
integration of the Internet into the school system, the decreased cost and 
greater availability of the equipment and connection, and the increased use
of the Internet in many workplaces. 
 
However, for youth and low-income families, the issue of access has not 
gone away. Tracking the Dual Digital Divide, a 2002 report to HRDC, 
demonstrated that financial cost, as the most important barrier to access, 
has increased for non-using youth and women and that the “division of 
home access based on income has continued to widen between upper and 
lower income households” since 1997.2 Access can also be limited by 
utility infrastructure, such as unstable hydro-electricity or the unavailability
of high-speed cable connection, which in an issue in some regions of 
Ontario.3  
 
More recently, social commentators have also recognized that there are 
other digital divides that are mainly based on perceptions of and attitudes 
towards Internet communication technologies. For example, studies are 
Providing Effective E-Services for Job Connect 
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now demonstrating how some people do not perceive Internet technology 
to be useful or important in their lives4 or perceive its usefulness to be 
limited to entertainment.5  
 
These two forms of access – physical and social – have implications for 
the use of e-services in Job Connect program provision. Individuals who 
cannot use computers with Internet connection, will not be able to tap 
into services offered online. Individuals who do not share the value placed 
on the Internet that mainstream society presently demonstrates, will also 
not access these services. In both cases, these may be the very individuals 
the Job Connect program has been created to serve. 
 
The following are some examples of access levels that demonstrate the 
digital divides applicable to potential Job Connect clients. 
 

Youth Access:  
Overall Canadian youth usage of the Internet is very high, with reports of 
75% to 90% weekly usage. This logically implies that some young people 
are not using these technologies as often as their peers. Analysis of usage 
indicates that non-users face other challenges in their lives, such as 
poverty and lower levels of education.6 This indicates that very low or no 
use of the Internet may be a symptom of other disadvantages in an 
individual’s life. As more and more government services are performed 
online, these individuals will face greater barriers to employment and other 
aspects of social inclusion.  
 
When asked to compare students with Job Connect clients in a survey 
conducted by OAYEC in Fall 2003, the majority of youth employment 
counsellors reported that there were distinct differences. Counsellors 
perceived students as having greater access to the Internet as well as better 
skills with the technology and with computers generally, than Job Connect 
clients. Issues of literacy and lower education levels were also seen to 
negatively affect Job Connect clients’ use of the Internet. Approximately 
half of the counsellors surveyed by OAYEC suspected that poverty 
affected the usage for the “average” Job Connect youth.  
 

Adult Access:  
Tracking the Digital Divide noted that cost is the main barrier to access for 
women, seasonal workers and the unemployed. The report also found that 
certain employment sectors place less emphasis on the importance of the 
Internet. The trades and unskilled labourers perceive less need for the 
Internet than other sectors. American research demonstrates that there is 
little available online specifically for new speakers and readers of English 
roviding Effective E-Services for Job Connect 
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and for low literacy readers, although there are plenty of off-line resources 
designed for such audiences.7  
 
The Usefulness of Internet Job Searches 

 
“There is a real perception that online job searching is the way to go 
and I think it is for some professions. Also employers often do have 
a fax only policy. [However,] it is my opinion that online job 
searching … is still not a very effective way for Job Connect youth to 
job search. Many local employers still prefer youth to drop off 
resumes (particularly retail/food service)…. Some of the youth, who 
have little or poor work histories, may be missing out on jobs 
because they do not have an opportunity to market themselves in 
person. We need to encourage youth to pursue traditional routes for 
job searching as well as online.” 
 
- Jenni Brooks, Manager, Second Chance Employment Counselling, Guelph

 
It is generally assumed that the Internet is a useful, if not essential, job 
search strategy. However, a recent study suggests that as a strategy, the 
online job search is helpful only for some job seekers. Internet Job Search and 
Unemployment Durations, a discussion paper by Mikal Skuterud and Peter 
Kuhn8, is one of the first efforts to analyse the effectiveness of the 
Internet job search.  
 
The researchers considered activities such as posting resumes, visiting job 
boards, completing online applications and sending resumes via email. Of 
the 4139 participants in their study, many did find work with some success 
using the Internet. However, the successful individuals tended to be well-
educated, work in occupations with lower unemployment rates, in their 
working “prime” (aged 26-55), and using other job search methods. Kuhn 
and Skuterud note that these are characteristics generally associated with 
shorter periods of unemployment.  
 
When they held these characteristics constant, Kuhn and Skuterud 
discovered that “persons who searched for work on line actually entered 
re-employment more slowly than those who did not”.9 The researchers 
hypothesize that poor informal networks, conflicting information about 
re-employment prospects, low motivation levels and the low cost of the 
Internet in comparison with other job search methods may cause this 
surprising result.10  
 
This research is particularly important to considerations regarding the job 
Providing Effective E-Services for Job Connect 
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search strategies of Job Connect clients.  
 

• Kuhn and Skuterud suggest that a lack of social networks results 
in higher use of the Internet for job searching and a less 
successful search. Because they usually have a limited 
employment history, youth will also have less extensive networks 
that can be utilized during a job search. The lack of contacts is an 
issue for many adults new to Canada as well. Newly immigrating 
adults often arrive with impressive work histories, yet lack 
Canadian work experience and thus the networking contacts. 

 
• Kuhn and Skuterud suggest that a lack of clear information about 

employment prospects may limit the usefulness of an Internet job
search. Job Connect clients may not know where to access 
information about employment prospects and youth especially 
may lack the critical skills necessary to assess occupational market 
information that is available both on and off the Internet. One 
third of employment counsellors surveyed by OAYEC reported 
that Job Connect youth tend to have less skill searching for and 
utilizing resources on the web. New immigrants may have 
misinformation about employment prospects in Canada, 
particularly in regard to certification standards and employer 
expectations. 
 

• Kuhn and Skuterud suggest that unsuccessful Internet job 
searchers have low motivation levels. Youth in OAYEC's Fall 
2003 focus groups said that one of the main reasons they used the
Internet for job searching was because it was easy. Some youth 
referred to themselves as “lazy” because they used the Internet 
rather than other job search strategies.  
 

The findings of Internet Job Search and Unemployment Durations strongly 
suggests that for Job Connect clients, online job searching is a helpful 
strategy only if it is integrated with other methods. 
 

*  *  * 
 
With these considerations in mind, OAYEC presents the following 
reports on e-service usage. 
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Youth Use of Employment E-Services 
 
 
INTRODUCTION 
 
This report is a qualitative analysis of the present and potential role of e-
services for youth seeking employment. To complete this research, input 
was gathered from more than 145 young people across the province. The 
goal was to understand how the Internet could be used most effectively to
serve youth who are looking for work and planning their careers. This 
study specifically aims to: 
 

• Determine what types of employment e-services are used and 
valued by youth, particularly at the local level; and 

 
• Explore and recommend successful models of web intervention 

that Job Connect deliverers could adopt over the next few years. 
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METHODOLOGY 
 
Preparatory Research 
 
In late 2003, OAYEC collected information from Ontario youth, and the 
front line workers who support them, through surveys and focus groups 
conducted at Job Connect delivery agencies. This material greatly 
informed other reports OAYEC produced for the Ministry in early 2004 
as well as setting the foundation for the data collection performed for this 
report. 
 
As pilot tests, OAYEC conducted two focus groups in November 2003. 
The goal was to gain a general understanding of youths’ perception of 
online employment resources. A total of 14 youth from two Job Connect 
delivery agencies participated. They were self-identified users of 
employment related web sites and eleven were Job Connect clients, while 
the rest were students. Their employment centres had active and 
innovative web sites. One centre was located in a large city and the other 
served a rural community.  
 
OAYEC also posted online surveys for youth, employment counsellors 
and staff in charge of agency web sites. These surveys probed employment 
related e-services and e-business tool usage, as well as general Internet use 
and demographic information. In the case of web site administrators, 
implementation of Internet-based tools and services within Job Connect 
agencies was also investigated. Job Connect delivery agencies were notified 
and subsequently directed their personnel and clients to the online 
questionnaires. This resulted in responses from almost 70 youth and 160 
employment sector workers. This survey is available as Appendix 1. 
 
In addition, an Environmental Scan of Employment Sector E-Services 
was also performed by OAYEC. This scan examined the public, private 
and non-profit employment services available online, with a special focus 
on the Job Connect network. Regional differences among Job Connect e-
services were explored, as were the specific e-services available. This 
document is available as Appendix 2. 
 
This preparatory research highlighted key issues for youth who use 
employment related e-services, such as the lack of local job postings and 
problems with access. The research also illuminated the e-services that 
were most popular, as well as services that held possible value. This 
Providing Effective E-Services for Job Connect
Clients and their Potential Employers 
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present project builds on the initial findings by probing into specific 
observations in greater detail, testing hypotheses and exploring potential 
innovations.  
 
Goal-Setting  
 
To help build upon the successes of the preparatory research, a half-day 
goal-setting workshop was organized. The workshop served to clarify the 
research goals and devise a strategy for data collection. The research team 
developed interview and focus groups questions for youth participants, 
which were further refined after the two pilot focus groups were 
conducted. The workshop lead to the development of focus group and 
interview question scripts as well as a questionnaire for participants. These
are available as Appendices 3, 4 and 5, respectively. 
 
 
Areas of Inquiry 
 
Questions were designed to probe the following: 
 

• General internet usage  
o Skill level 
o Access 
o Motivations 
o Values 

 
• Use of employment related e-services 

o Motivations for use 
o Types of e-services used  
o E-services perceived as most helpful 
o E-services perceived as not helpful or missing  

 
• Other employment related supports 

 
These issues would be covered by all three of the data collection methods 
listed below. 
 
Further questions were developed to examine issues that arose during 
OAYEC’s preparatory research with youth and employment counsellors. 
This research indicated that certain needs were not being met, or met well,
by present e-services. Hence, strategies were proposed by youth and their 
counsellors, as well as by the research team. It was then decided that the 
following proposed strategies would be tested with the focus group youth 
Providing Effective E-Services for Job Connect
Clients and their Potential Employers 
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of this study.  These strategies were: 
 

• Making local job boards available via local employment centre 
sites 

• Creating the ability to search or filter job postings by experience 
or level of education completed 

• Delivering job postings via email  
• Conducting counselling online via chat or email 
• Creating online youth forums or peer discussion boards 
• Developing online workshops 
• Hosting off-line Internet/computer training workshops 

 
 
Data Collection Methods 

 
The information for this study was gathered from youth through the 
following three methods: 
 

1. Focus Groups - in which groups of youth were questioned 
regarding their employment e-service use; 

 
2. One-on-One Interviews and Usability Tests - in which individual youth 

explored the usability and relevance of various employment e-
services by performing web site walkthroughs with specific tasks 
in mind; and 

 
3. Surveys - which were available both online and off, and included 

questions regarding respondents’ general Internet usage as well as 
their use of employment related e-services. 

 
In January and February 2004, the field researcher traveled to locations 
across Ontario conducting ten focus groups, nineteen interviews, and 
facilitating survey delivery. Focus groups and interviews were audio-
recorded and all youth signed consent forms agreeing to participate. The 
consent form is available as Appendix 6. Each participant received a $10 
honourarium. This process resulted in twelve hours of recorded audio and
over a hundred pages of transcripts.  
 
Additionally, CAP sites and libraries near the focus group locations were 
visited by the field researcher. An anecdotal record was kept on these 
facilities in order to provide information on what forms of free public 
Internet access were available to participants locally. 
Providing Effective E-Services for Job Connect
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Selection of Participants 
 
An effort was made to ensure that various characteristics were represented 
among research participants. These distinguishing characteristics were: 
 

• Urban/rural 
• Regionally diverse 
• In school/Out of school 

 
Research was to be performed at ten locations with representation from 
each Job Connect region. Three focus groups were to be carried out at Job 
Connect agencies affiliated with colleges.  
 
Since the Job Connect program is specifically designed to serve individuals 
who face multiple barriers to employment, an effort was made to ensure 
the inclusion of such individuals in this investigation of job-seeking youth. 
However, it was anticipated that at-risk youth might not be able to attend 
the focus groups as readily as other youth. Therefore, the researchers 
included the youth of two employment-related federal programs. On top 
of unemployment, the individuals in these programs faced such challenges 
as street involvement, homelessness, single-parenthood, poverty and 
involvement with the justice system. Of these two programs, one was 
rurally located and one was urban. 
 
 
Analysis Framework 
 
The goal of this research was to provide a snap shot of the current 
environment for job-seeking youth and their use of Internet and e-
services. To meet this goal, it was determined that the findings would be 
accepted as qualitative and anecdotal. Therefore, no statistical tools were 
used to distill findings. 
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FINDINGS 
 
 
A total of 149 youth were involved in this research. Sixty-eight youth 
responded to OAYEC’s preparatory research survey regarding online 
employment services and tools.11 Of these youth, 14 also participated in 
two pilot focus groups that probed their usage in greater detail. The 
feedback from these youth set the stage for focus groups, interviews and 
further surveying with another 81 youth. The following findings are based 
on the data collected from these 81 participants. Where relevant, findings 
from the preparatory research participants are referred to specifically. 
 
General Demographics of Focus Group and Interview Participants 
 
The following chart sets out the main participant demographics. 
 

Region # of 
Locations 

# of 
Participants 

Male/Female Out of 
School 

Central 2 21 11/10 16 
North 2  21 15/6 15 
East 3 19 10/9 12 
West 3 20 10/10 11 
Totals 10 81 46/35 54 

 
Additionally, 18 of the 81 participants were involved in programs 
specifically designated for at-risk clients. One of these programs was 
located in the Eastern region, the other in the Central region. 
 
General Internet Access and Usage 
 
General Usage 
 
According to survey responses, almost one quarter of the youth reported 
Internet usage rates of less than once a month. Sixty-seven percent 
reported using the Internet at least once a week. Recent studies of Internet 
usage are claiming slightly higher levels among youth. For example:  
 

• a 2002 report to HRDC on Internet access stated that 90% of 
young people under the age of 25 claim "recent Internet usage"12 
 

• a 2002 OECD report found that 70% of Canadian 15-year olds 
have home access and are daily users13 
Providing Effective E-Services for Job Connect
Clients and their Potential Employers 
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in a 2001 survey of the general population in the Niagara region, 
75% of aged respondents 15-24 reported web usage weekly 
usage14  
 
in OAYEC’s preparatory surveys, 84% of youth reported using 

the Internet at least once a week; however, this survey was 
designed specifically for youth who were using the Internet to 
look for employment related information 
 

ation from the general Canadian youth population may be due to 
oseful inclusion of at-risk youth. Participants from the at-risk 
s typically described lower Internet use and experience. These 
o reported less access and home access was not an option for 
live-in facility for previously street-involved youth could only 
nts a few on-site computers and usage was restricted to two to 
r windows, twice weekly. The other program for at-risk clients 

high-speed access for the first time the day the OAYEC focus 
s conducted. In comparison, the Job Connect delivery agencies 

 with this study had well equipped, high-speed computer 
 as part of their Resource Centres. The inclusion of the at-risk 
rolled in specific programs may also have skewed regional affects.
’s Environmental Scan of Employment Sector E-Service uncovered 
egional characteristics among Job Connect agencies and it was 
that these differences might surface among clients as well.15 
, the findings indicated no discernable regional differences 

outh for usage of either the Internet or e-services. 

earch participants were “highly active”, accessing the Internet 
mes a day for a variety of reasons, including chats with friends, 
ool work and online gaming. However the larger percentage 
d with only moderate interest in what the Internet, and more 
lly the web, had to offer. Participants were most often using the 
for task-oriented activities – checking email, looking for job 
or searching for a specific piece of information – and not for 
ment-related, learning or recreational pursuits. The low 
ge of participants that had high-speed access at home is a likely 
 this finding. 

d of the research participants did not have access to the Internet 
 Of those that did have Internet access at home, almost half said 
Providing Effective E-Services for Job Connect
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that they were accessing the Internet using a slower dial-up connection – 
typically 56Kbps – rather than high speed (DSL or cable technology with 
speeds above 128Kbps). Therefore, one third of participants were able to 
access bandwidth-intensive e-services from their home. 
 
Motivators: Community and Utility 
 
Based on participants’ reported online activities the two main motivators 
for Internet usage were connecting with their communities and 
completing tasks. Many of the youth interviewed had reached the point 
where the Internet’s novelty had worn off and its entertainment value had 
passed. One youth stated, “It’s not really fun. I’m bored with it now.” 
 
When asked about their current usage, participants indicated that they 
were either looking for job postings, employment-related information or 
keeping in touch with friends via email. Some youth were engaged in 
“network” games, online dating, or participating in discussion forums 
related to such activities. For the most part, participants were not 
interested in “surfing the web” as a way to pass time or as a replacement 
for television. They tended to be more focused and stayed online only 
long enough to find what they were looking for specifically. 
 
Usability and Content Supercede Appearance and Style 
 
“I think it would be helpful to me if websites weren’t so confusing.  
You get there and you spend time looking to see where to go next  

because there are so many things listed.” 
 

“Hotmail just did a new design. It’s not as functional as the old one. 
As far as Google goes, I find that their search results could be more 

descriptive or focused.” 
 

When asked for examples of general e-services they used and enjoyed 
using, many participants pointed to HRDC's JobBank16, Hotmail or 
Yahoo! Mail. The utility of these e-services appeared to be the primary 
attraction. There was a consistent trend toward wanting “simple” 
interfaces that facilitated task-oriented objectives. When web site 
walkthroughs were performed in the one-on-one interviews, the youth 
were often able to point out usability-related challenges and suggested 
insightful improvements. 
 
Participants were most interested in the quality of information. If 
Providing Effective E-Services for Job Connect
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information was helpful and current, the appearance and presentation of 
the information took a clear second place. As an example, interview 
participants visited TVO's Career Matters – a Flash-enhanced web site – 
and Job Futures – a visually understated Government of Canada web site 
– with the task of finding helpful career planning information. With both 
sites, the participants easily found useful information. However, there was 
no preference for either site, indicating the information was more 
immediately important than the presentation. The issue of quality 
information resurfaced again in discussions surrounding job boards, which 
will be addressed in greater detail below. 
 
The frustrations most consistently experienced by participating youth were 
pop-ups and spam – the plague of all Internet users.  
 
 

"I hate things that’ll just pop up and stop you from finding wha
I'm look ng for" 

 
"Little things that just popped up. As soon as you get to a place, 

 like, you have to start r ght over again " 
 
Web site walkthroughs were conducted in computer labs at the Job 
Connect and federal program delivery agencies. During these 
walkthroughs, almost without fail, progress was impeded by pop-up 
advertisements. Many youth access the Internet on a regular basis from 
these labs.  As such, productivity for Internet-related employment 
activities would likely increase if this basic frustration was addressed and 
omitted. 
 
 
Employment Related E-Services 
 
Motivations for Use  

 
“If I see a help wanted sign, then I walk in and do my best to get a 

job. I need the money. It’s all about the money.” 
 
Job seeking was the primary motivation for employment related e-service 
usage among participants. When asked, “Why do you visit employment 
related web sites? What do you think they are going to offer you?” focus 
group participants and interviewees were definitive in their answers of ‘job 
leads’. The importance of finding work was further demonstrated by the 
broad range of positions to which the participants considered applying. 
Providing Effective E-Services for Job Connect
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Jobs that caught their interest were all those that participants did not find 
unfathomable or repulsive, and this did not filter out much. The most 
used e-services were job boards and the most frequently visited web sites 
were the ones that provided job listings. This focus on job searching was 
also reflected in the survey responses and in the previous research 
performed by OAYEC.  
 
To a lesser degree participants indicated interest in e-services that explored 
other aspects of the employment-information spectrum, such as career 
planning, job aptitude assessment, skills upgrading, and 
apprenticeship/skilled trades-related information.  

 
“[RecruitingForces.ca] gives you qualifications - which most people
have. Your training, what you’ll be doing for a whole lot of weeks.... 
the location, subject, time, schooling. It has advanced training and 

specialty training courses that you can take [and lists] related 
civilian occupations that you can do once you get out of the 

mil tary.” 
 
Other Job Search Techniques and Supports 
 
Compared with other job search strategies, employment related e-services 
were of middling importance for most participants. While much of the 
focus group and interview discussion circled around online services, 
participants also indicated that they were utilizing the off-line services 
provided by the agencies. When asked to describe the most helpful 
technique used in their job search, the majority of youth cited their work 
with a job developer or employment counsellor. “Word of mouth” 
followed closely.  
 
“I recommend you go into Job Connect. They’ll give you a bus pass 
to a job. Got a letter from the college and the college will give you 

money if you need work boots and all that.” 
 

“The most productive was going out and handing out my 
applications.  

But here [the local Job Connect deliverer] has also been really 
good.” 

 
E-Services were considered of mid-range usefulness in survey responses, 
rated slightly higher than employment centres’ notice boards or resource 
binders, but much lower than employment counsellors and networking. 
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Job Boards 
 
Since the vast majority of the participants were motivated by job seeking, 
it is not surprising that web sites providing job listings were the most 
frequently visited. The clear leader was HRDC's JobBank with well over 
70% of the survey responses, although focus group and interview 
responses appeared to suggest that almost all participants were familiar 
with this site. Other commonly visited sites were private ones such as 
Monster, Hot Jobs, JobBank.ca and Workopolis.  
 
The participants’ interest in electronic job banks was also supported by the
fact that a significant17 number of focus group participants reported 
successfully securing employment through an online job posting. Most 
often this was through the HRDC JobBank.  
 
“On HRDC I found exactly - right beside my house - the job that I 

was looking for. 
 I applied online and I got the job. Then when I moved up here I  

did the same thing and got a job.” 
 

“My father was looking for a job and he showed me
this website [HRDC’s JobBank] and I went on and got a job every 

time I wanted it.” 
 
The surveys strongly indicate that boards that provide regional listings of 
job openings are of particular interest to the youth. Almost half of the 
survey respondents reported that they highly valued the local job listings 
available through their employment centre’s web site (through either a 
board available on the site or links to other regionally specific sites that 
provided listings). Just less than half said that, “a local job board” was the 
most useful thing they found on the Internet. Sixty-two percent of survey 
respondents felt that ways to find jobs in their own town/city was the 
most important item missing from the Internet. These findings are very 
similar to those in the preparatory research. 
 
Limited Knowledge of Employment E-Services 
 
To examine the extent of participants’ knowledge of e-services available, 
the researcher listed various public and private sector sites that included 
both job listings and broader information about career planning. These 
sites also included job search techniques and labour market trends. In 
most cases, participants’ knowledge was limited to one or two of the ten 
sites mentioned and, of those, it was most often the “job listing” sites that 
Providing Effective E-Services for Job Connect
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the youth remembered hearing about or having visited. 
 
RESEARCHER (R):  I’m going to list sites. Let me know which 
ones you’ve heard of. Workopolis? 
YOUTH (Y)   No. 
R:  Monster? 
Y:  Yeah. 
R:  Jobfutures.ca? 
Y:  No. 
R:  Careercruising.com? 
Y:  No. 
R:  Careermatters? 
Y:  No. 
R:   Jobsetcetera? 
Y:  No. 
R:  Apprenticesearch.com? 
Y:  No. 
R:  Tradeability.ca? 
Y:  No. 
R:  Mazemaster? 
Y:  No. 
R:  JobBank? 
Y:  Yeah. 
 
The majority of focus group participants had not visited the web site of 
their local employment centre. This finding is consistent with an earlier 
study of a youth employment agency and how clients were accessing the 
Internet.18 Participants often responded to the question, “Have you been 
to your centre’s web site?” with a confused look and the rhetorical, “They 
have a web site?” If a youth had visited the centre’s site, they often could 
not remember it clearly or felt that it had little to offer their current 
situation. One third of survey respondents reported visiting their local 
employment web site and were able to describe its most useful service. 
This feature was almost always local employment listings and/or external 
links to regionally-specific listings. 
 
Areas of Frustration 
 
“A lot of [job postings] look interesting, but what is suitable for me?

Wood sander  I know I could do that … but they p obably want 
at least a couple of years of experience.” 
Providing Effective E-Services for Job Connect
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 “It all depends on who can give you a job or who needs a job. 
Usually I go for retail and there’s not a lot on the Internet.” 

 
“Even when its says, ‘Sudbury and area,’ it’s often, like,  

Whitefish or Manatoulin Island.” 

o examine what youth are not finding online, focus group participants 
ere asked a variety of questions that explored their current frustrations 

nd recommendations for future improvements. Most responses focused 
n job listings and, specifically, the HRDC JobBank site. While some 
rustrations were related to usability issues, such as search filters and 
eywords that required knowledge of employment sector jargon, many 
oncerns focused around issues of content, in particular the lack of 
elevant job openings. A minority of participants acknowledged that their 
imited computer and Internet skill levels resulted less satisfaction with e-
ervices generally. According to the surveys, two thirds of youth cannot 
ind either “Ways to find a job that is in my town/city” or “Ways to find a 
ob that fits my skills and interest”. Participants’ recommendations for 
mproving job boards are covered later in this report.  

rial Balloons: E-Service Strategies 

he OAYEC preparatory research with youth and employment 
ounsellors indicated that certain needs were not being fully met by 
resent e-services. The most commonly unmet needs were the availability 
f local job openings that were suitable for youth with limited experience 
nd e-services for clients who had limited access to employment centres. 
all participants suggested or expressed interest in particular e-service 

mprovements that might meet these needs.  

s such, four youth-identified strategies were tested by the field researcher 
ith the focus group participants:  

• Local job listings on employment centre web sites 
• Improved search options for job boards 
• One-on-one online access to employment counsellors and job 

developers, and 
• Online workshops 
 

n addition, two strategies were put forward by the research team:  
• Email delivered job postings, and  
Providing Effective E-Services for Job Connect
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Finally, employment counsellors suggested another option:  

• Online discussion forums for job seeking youth. 
  
These strategies were presented to focus group participants in order to 
gauge potential Job Connect client reaction and interest. 
 
Local Job Listings on Local Employment Centre Web Sites  
 
There was a very positive response to the suggestion of having a “local job 
listing” accessible via the participants’ employment centre web site. The 
demand for local job listings was high due to the lack of regionally specific 
job listings on the public and private job boards for all but the largest 
urban centres. It should be noted that many of the Job Connect delivery 
agencies involved in this research project did not provide online listings of 
local jobs.  
 
Improved Job Board Search Options – Ability to Filter by Experience and Education 
Level 
 
Responses to the option of a filter for experience or level of education 
required were mixed. The positive responses tended to indicate that 
frustration is experienced when youth search job boards and have to 
explore each posting in detail before finding that the position requires a 
specific number of years of related experience. Interested youth thought 
that such a tool could address this frustration.  
 
“Another thing is, you get on at web site, and they’re like ‘we want 

this and that from high school and this and that experience’. 
[Employers] expect too much. They want like CGEDs and stuff like

that for entry level jobs.” 
 
On the other hand, other participants were concerned that such a tool 
would filter out positions that they might apply to anyway, or could give 
an advantage to those with more experience.  
 
Email Delivered Job Postings 
 
Youth expressed mixed interest in having job postings sent to them via 
email. While they liked the idea of receiving job postings, they did not 
believe that relevant postings would surface. This belief was based on the 
fact that most of the searches they performed on electronic job boards 
Providing Effective E-Services for Job Connect
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turned up long lists of positions that were not good matches. They did not 
believe that an email service could provide better information if it was 
based on the job bank listings to which they already had access. 
 
Less than ten focus group participants indicated that they were currently 
receiving “job alerts” - from either HRDC’s JobBank or Workopolis - and 
most reported that the postings they had received were not helpful. The 
jobs were either well outside of their experience level or travel area. 
Currently, it is possible at both the JobBank and Workopolis to refine a 
search to the degree that job alerts could be more relevant but, in the case 
of the positions that these participants are searching for, it is likely that 
few matches would occur, resulting in few alerts.  
 
Although the youth have expressed concern as to whether email alerts will 
deliver relevant postings, it should be noted that the job boards mentioned 
above are bigger, national web sites that cover large geographical areas 
with numerous types of jobs.  Job Connect delivery agencies, therefore, 
are in a more favourable position to consider using email-delivered job 
postings because they are community based. With these local connections, 
Job Connect providers have access to job openings that are much more 
geographically relevant to their clients. 
 
One-on-One Online Access to Employment Counsellors and Job Developers 
 
Online access to counsellors and developers was presented as an e-service 
option that would utilize either chat or email. It appears from participants’ 
responses that this strategy would serve only some youth, an observation 
that was made by many Job Connect deliverers in the preparatory 
research.  This is due to perceived need, Internet access, and trust 
concerns on the part of the youth. 
 
Ease of geographical access to an employment centre limited some 
participants’ interest in this option. For example, urban focus group 
participants lived relatively close to their employment centres and reported 
that traveling to the centre did not present enough of a challenge for 
online exchanges to be routinely useful. (Of course, those youth whose 
travel was restricted by child care responsibilities, transportation costs, 
physical disability or other issues may not have been available to attend 
the focus groups.)  
 
Another factor that affected the perceived usefulness of this strategy was 
the location from which participants accessed the Internet. More than half 
used their Job Connect delivery agency’s resource centre. The irony of 
Providing Effective E-Services for Job Connect
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exploring online counselling in this scenario was not lost on the youth.  
 
A significant portion of the youth reported accessing the Internet at 
libraries, schools and CAP sites. Chat is not permitted in many of these 
locations and terminals were found by the field researcher to be set up to 
prevent the downloading or installation of such tools. Also, at both library 
and CAP sites, there are time restrictions on how long a person can use a 
computer and there are often only a few stations to support an entire 
community. In one rural focus group location in eastern Ontario, the CAP
site consisted of three stations. In a northern city, the local library had ten 
stations and use was limited to 45 minutes. That said, the Job Connect 
delivery agency, Victoria County Career Services, has ensured the 
cooperation of local CAP sites in order to provide chat counselling for its 
remote clients.  
 
Trust was another important factor for online counselling among the 
participants. In essence, the foundation of the social exchange that exists 
in a chat environment is one of trust – either having met personally or 
having been introduced by a friend to a potential chat “buddy” is 
imperative from youths' perspective. Therefore, youth reported that not 
knowing who was on the other side of the chat would reduce their trust in 
the quality of the information they were receiving. Also, in the case of chat
counselling with a known counsellor or developer, youth were aware that 
such people would have limited availability due their client workload. 
 
Email counselling offered greater appeal to participants and some of these 
youth were already exchanging emails with their counsellors and 
developers. These emails were often used to relay feedback on resumes or 
cover letters. Many participants who had not used email counselling said 
that they would “just pick up the phone” well before sending an email or 
engaging in a chat conversation. This said, some youth, particularly those 
with small children or lacking personal transportation, were particularly 
interested in this e-service option. 
 
Online Discussion Forums for Job Seeking Youth  
 
Participants were asked if they would be interested in an online youth 
forum “where youth swapped tips and information with other youth.” In 
the early stages of the data collection, the resounding answer was “no.”  
Much of this was related to a lack of trust in the other discussion forum 
users and to a perceived lack of usefulness of the exchange. As one youth 
put it, “What’s the point of sitting around talking about work with 
someone who doesn’t have a job, when you could really be using your 
Providing Effective E-Services for Job Connect
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time to look for one?” When probed further, those youth that did have an 
interest in participating in online forums where already doing so in 
Internet communities more closely related to their interests. 
 
As more focus groups were completed, however, a trend emerged toward 
a common community building activity – complaining, gripes and negative
feedback. Participants began to see an online youth forum as a great 
opportunity to share bad employment-related and job search experiences, 
“whistle blowing” on unfair employers and warning others about job 
listings that lead to temporary agencies, short-term work or resume 
collectors. Although this could be a valuable tool for youth in their 
employment journeys – especially if a youth is transient or new to a city – 
it is not an initiative for the faint of heart nor is it likely to fit the Job 
Connect agenda. 
 
Online Workshops 
 
Many youth had already experienced some form of Internet-assisted 
learning or testing, often while taking a W.H.M.I.S19 or “Smart Serve”20 
certification or, in some cases, performing high school coursework online. 
When participants were asked what other online workshops or courses 
could be offered, most indicated they would only be interested if the 
outcome of such an activity was certification or accreditation. There was 
limited interest in employment-preparation related activities – such as 
resume building, interview skills or career planning – as participants 
indicated they were able to find most of that information online already in 
other forms. 
 
Participants were also asked what kind of online workshop or course 
would be preferable: self-paced (asynchronous), real-time interactive 
(synchronous), or a mix of both. Self-paced was described as an online 
course that could include readings, learning activities and testing; real-time 
was presented as an online lecture that would be followed by group 
discussions and question/answer periods; and the mixed approach would 
combine some features of each, including the ability to do the readings at 
your own pace but having a “window” when you could get live help via 
one-on-one or group chat. Of those that indicated they would be 
interested in online workshops, most said that they would prefer a 
blended approach. 
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Offline Internet Training Workshops 
 

“Never. I can never find the information I need. I always struggle 
with computers. I never get the information I need now, or for what 

I want to do ”
 
Only a small group of participants expressed interest in traditional off-line 
workshops that would focus on building Internet and computer skills. It 
was proposed that such workshops would be presented through the local 
employment centre. Responsive youth were those that identified 
themselves as lacking the most basic computing skills. When presented 
with the scenario of a “level two” or “advanced Internet skills” workshop 
– one that would cover a variety of employment-related sites, tools and e-
services, and how to best make use of them – most participants still 
showed very little interest. Many implied that they felt their Internet skills 
were already very good. Youth indicated that such a workshop would be 
appealing only if it could offer certification or accreditation. 
 
 
Summary of Findings 
 
The youth involved with this study were very practical and goal-oriented 
in their approach to the Internet in general, and to employment e-services 
specifically. Participants demonstrated slightly less access and usage levels 
then other youth populations, which may be due to the significant percent 
of at-risk youth involved. Their motivations for using the Internet were 
two-fold: to connect with their communities and to complete tasks. They 
held usability and content relevancy as paramount, in comparison to more 
superficial characteristics related to appearance. 
 
The vast majority were job seeking and, as a result, the e-service that 
interested them the most was the electronic job board. HRDC’s JobBank 
was the job board most frequented by respondents and some youth had 
found work through its online listings. However, regional listings that 
offered more local jobs were desperately sought. Frustrations with all job 
boards were identified and centre around content relevancy, e-service 
design and, on the part of some participants, limited Internet skills. Job 
board filters and emailed job alerts were not generally seen as ways to 
improve the online job search problem due the lack of relevant positions 
generally available online. 
 
Aside from dramatically improved job boards, it is clear that no one e-
service will meet the needs of all youth. E-services that provide interaction
Providing Effective E-Services for Job Connect
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with other job seekers and with employment counsellors and job 
developers received some interest, although participants voiced trust 
concerns and access-related issues that limited the helpfulness of these 
options. Online counselling with previously acquainted counsellors was 
seen to offer some value and a few participants were already utilizing this 
e-service. Indeed, youth reported that their relationships with counsellors 
and developers were the greatest supports in the job search, closely 
followed by networking. While many youth demonstrated limited 
knowledge of the employment related e-services available and some lacked 
skills, most were not interested in conventional workshops on Internet 
techniques. Online workshops that could provide a form of certification, 
however, did attract attention. 
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Recommendations 
 

Information Distribution: Improve Awareness of Online Resources 

 
“I don’t know where to look for a job in manufacturing. I’m taking a

course in carpentry and cabinet making, but I don t know where 
that course will go.  I’m taking the course at the college, but it’s two 

or three years until I get a placement. I need a job now.” 
 
While there appears to be a number of useful e-services available to youth, 
there was a substantial lack of knowledge among participants about the 
range and complexity of options available to them currently.  
 

• For many participants, HRDC’s JobBank was the only job board 
known despite the wide array of job boards available. 
 

• Although almost all participants used job boards, a sizable 
number appeared unaware of or unskilled with the search options 
and filters available.  
 

• Many respondents indicated interests in apprenticeships and 
trades-based careers; however, resources such as 
ApprenticeSearch and TradeAbility were virtually unknown. (It 
should be noted that these sites provide job listings and resources 
for specific regions in southern Ontario only, although much of 
their general information is relevant to users located anywhere in 
the province.) 
 

• Many participants did not know about resources to support career 
explorations, such as Job Futures, Career Matters and Maze 
Master. 

 
The challenge is that youth do not perceive themselves as having limited 
Internet skills or awareness. Only those with almost no Internet or 
computer experience appeared willing to take training. Alternative routes 
for improving youths’ knowledge must therefore be considered. The goal 
of the following four recommendations is to improve the flow of 
information between youth and the agencies who serve them about the 
relevant employment e-services currently available. Three of these 
recommendations build on aspects already integral to Job Connect 
program delivery. 
Providing Effective E-Services for Job Connect
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1) Maintain and Improve Internet Access for Youth 
 
Two patterns, in relation to Internet usage, were observed by the field 
researcher as he performed the focus groups and interviews: 
 

• Access and Use:  
The first is the relationship between a participant’s “level of access” – 
how, where and at what speed they access the Internet – and their 
current “level of use,” which describes how often a participant would 
turn to the Internet for employment-related information. The more 
access the youth had (i.e.home access and/or high speed access), the 
greater the level of use. From the data, it is unclear whether access 
brings about increased use, or if interest and need encourages the 
youth to seek out access. 
 
• Skill and Satisfaction:  
The next was the reciprocal relationship between a participant’s skill 
or experience with Internet-related activities – often determined by 
how long they had been using the Internet – and their ability to feel 
successful when attempting employment-related tasks online. 
Generally, when responding to the question “Have any of these 
[online employment] services been useful to you? If so, how?” those 
participants that would be considered “high use” exhibited greater 
satisfaction with their ability to find helpful employment-related 
information online, or with the amount and quality of information 
available. Those who reported little Internet usage typically expressed 
lower overall satisfaction with their ability to find helpful 
employment-related information online. The survey responses 
support this observation: of the 11 youth who reported web sites as 
the most helpful support in their job search, eight were daily Internet 
users. In comparison, 35 of 80 survey respondents were daily users.21 

 
Ensuring that Internet access is well maintained in Job Connect delivery 
agencies is an important way of helping youth utilize existing e-services. 
More than half of the participants accessed the Internet from their Job 
Connect delivery agency or federal employment program’s location. In the 
preparatory research survey of Job Connect delivery agency youth, 70% of 
respondents reported visiting their employment centre for Internet access. 
In both survey populations, slightly less than half the youth using 
computers in employment agencies did not have home access.  
 
Job Connect delivery agencies are thus already serving an important role in 
supporting youth as they use employment e-services. However, more than 
simply providing free access, agencies need to consider ways of offering a 
Providing Effective E-Services for Job Connect
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helpful computer environment that will encourage the skill development 
of less experienced users and increase the success of more active users. As 
repeatedly noted by the participants, annoying pop-up ads constantly 
interrupted online time in agency computer labs. Pop-up ads are usually a 
sign of deeper software-related issues that come from unprotected 
Internet surfing. A build up of cookies, thousands of temporary files and 
modified registry entries can seriously affect the performance of a 
computer, including non-Internet applications.  
 
The Job Connect agencies may wish to consider system administration 
strategies related to Internet security, privacy and unwanted pop-ups. 
Information on lab maintenance software and techniques could be 
distributed or training opportunities provided for staff involved in 
maintaining agency’s computer networks. Much knowledge about these 
problems, as well as their solutions, lies within the Job Connect network 
itself and simply needs to be shared among agencies. This could be 
possible by facilitating regional collaborations among agencies to build 
expertise locally. Alternatively, a solution may involve non-profit 
technology consultants that work regionally to maintain public access labs, 
or a training network similar to that which the Voluntary Sector Initiative 
has presently underway.  
 
2) Use E-Business Tools to Push E-Service Information into the Hands of Youth 
 
While the youth demonstrated a strong disinterest in formal training (i.e. 
workshops) for Internet skill development, other routes towards 
connecting youth to this information are already available. Some of the e-
business tools presently in use at most Job Connect delivery agencies can 
serve up the referral information, encouraging youth to self-direct their 
own learning. 

 
• Email Alerts: While participants were not excited by the job 

posting email alert strategy put forward in the focus groups, this 
was because they suspected that the content of such alerts would 
be poor due to the lack of relevant job postings. However, email 
alerts providing relevant information would be more welcomed.  
 
OAYEC’s E-Business Internet-based Tool Inventory reported that some 
Job Connect deliverers are already collecting clients’ email 
addresses and inputting this information into their client 
databases. A few deliverers have already distributed news updates 
to clients through mass emails on topics such as job fairs, 
workshops and large hirings. Moreover, those deliverers who 
Providing Effective E-Services for Job Connect
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have not already done this are planning to send these updates in 
the near future.  Informing clients about relevant e-services also 
appears to be a useful content option. Brief descriptions and links 
within an email would take the user directly to the e-service. 
 
Such a form of communication offers several advantages. First, 
email newsletters are relatively “low tech”. That being said, having
a streamlined client database that allows easy access to the 
addresses is an important step in the process. Second, according 
to many employment counsellors, email is one of the more 
reliable, long term, ways to keep up-to-date with many clients.22 
Finally, consistent and relevant email newsletters are a 
relationship/community-building tool. A bi-weekly e-bulletin 
would reassure clients during their job search and indirectly 
remind them of the other services available at the local 
employment centre.  
 
The challenge with such emails is ensuring that the information is 
relevant to the recipient, otherwise it is seen as “just more spam”. 
Constructing the content so that it is brief yet informative takes 
some practice; however, free resources exist on the web that 
provide tips on successful email communication.23  

Web Site Resource Listings and Databases: Information about e-
services are often posted on Job Connect deliverers’ web sites in 
the form of a resource database or listing. Such resource banks 
are useful when the centre already has an active site that is well 
designed, regularly updated and highly promoted. However, this is
not always the case because web site maintenance is a demanding 
task. As well, some sites have excellent - but buried - resource 
listings and some web listings are left unattended and eventually 
accumulate numerous dead links.24  
 
Approximately eight out of ten focus group participants had not 
visited their local centre’s web site and, in most cases, if they had 
visited, found little information that was relevant to their 
immediate situation. This is because many Job Connect delivery 
sites speak primarily to potential clients rather than established 
ones; they are used as outreach tools rather than opportunities for 
service provision. Participants’ physical presence ‘in’ the centre 
reduced their need for program information and directions to the 
centre and, therefore, the need to view a centre’s “brochure-style” 
web site. It also seemed that some centres are not actively 
promoting their web properties or are uncertain as to how to 
build valuable e-services for this specific client group.  
Providing Effective E-Services for Job Connect
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To make the most of web sites as a way to support youth, 
financial resources must be invested. Job Connect agencies may 
appreciate learning ways to better design, promote and provide 
useful web content for Job Connect clients. Once again, there are 
excellent resources within the Job Connect network and lots of 
free information available on the web. However, the challenge is: 
1) ensuring that workers have the time to access this information 
in an efficient manner and 2) the resources to implement site 
revisions and complete regular content updates.   
 
Resource Centre Computer Desktops: Resource centre computers, as 
already noted, are well used by youth. As such, they offer yet 
another platform for presenting e-service information. However, 
most centres visited for the focus groups did not take advantage 
of the “desktop” opportunities in their labs.25 
 
The desktop can be designed to act as a portal to employment e-
services. A common complaint about the Internet is information 
overload. If a centre can set up its lab terminal desktops to 
highlight relevant e-services and tools, this will help inexperienced
users as well as job seekers unfamiliar with the spectrum of e-
services available. Simple options include setting the Internet 
browser homepage to the centre’s web site (if the site provides e-
service listings or useful e-services of its own) and browser 
bookmarks to relevant e-services. Documents with hyperlinked 
lists of e-services can sit on the desktop as well.  
 
Job Connect deliverers may also consider more complex portal 
designs. For example, Intranet e-services could provide internal 
job listings or coordinate workshops and counselling 
appointments.26 Fanshawe College in London is also 
experimenting with personalized portals for individual users.27 

er Employment Counsellors and Job Developers  

nts identified their relationship with a job developer or 
ent counsellor as the most important job search support. Of 
spondents who rated this relationship highly, none lived in or 
e urban centres, and many were not in school and had not 
d high school. Once again, this indicates the Job Connect 
gencies are providing very important services to youth who face 
arriers. 
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A developer or counsellor almost always has specific knowledge of a 
client’s needs. This makes them the best catalysts to help improve youths’ 
utilization of e-services. Aware of their client’s immediate employment 
concerns and possible career plans, as well as some knowledge of the 
client’s barriers to employment and other job search activities, the youth 
worker can hone in on the e-services most relevant to the individual. To 
further support the clients’ job search, workers who are not already 
providing e-service information might be encouraged to do so. This may 
include referring clients to formal Internet training if available for free at 
the employment centre or within the community. Counsellors and 
developers are also likely to know if e-services will not be helpful for a 
specific client who may have unique needs or career aspirations. 
 
Job Connect counsellors and developers are aware of the potential that e-
services hold for the youth population. Job Connect agency staff 
enthusiastically responded to the preparatory surveys OAYEC distributed 
for this report and many have expressed keen interest in seeing the 
outcomes of the research. While they expressed concern that an 
overemphasis on e-services would not serve higher risk Job Connect 
clients, the vast majority of survey respondents saw the Internet as 
offering useful tools that can help in outreach as well as maintaining 
contact with many clients. Workers’ awareness of their client population 
was clearly demonstrated in how closely their own perceptions of youths’ 
use of e-services matched what youth reported themselves. Job Connect 
delivery staff are also using e-services and Internet-based tools as ways to 
improve their own effectiveness. Resource databases were reported as the 
most important e-business tool by a majority of survey respondents. 
 
With this in mind, it is recommended that steps be made to ensure that 
counsellors and developers are well supported with information on e-
services. This may include formal training or scheduled time for self 
directed training as well as opportunities to share e-service related 
information with other front line workers. Tools could be developed or 
re-purposed to support workers. These could be as straightforward as 
“resource sheets” available for regular download from a central 
information gathering source and distributed by workers to new Job 
Connect clients, or complex relationship management systems that would 
help personnel track all the points where workers interface with clients 
and employers. However, due to the fact that employment e-services, and 
Internet technology generally change quite rapidly, training and 
networking must be ongoing. 
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 4) Share Information with Other Public/Non-Profit E-Service Providers 
 
This research project has collected a good deal of feedback from youth 
regarding the e-services provided by non-profit and public sites beyond 
the Job Connect network. Many career related sites, such as Apprentice 
Search, TradeAbility, Career Matters, Maze Master and Job Matters, are 
not on the youths’ radar. On the other hand, the well advertised private 
sites like Workopolis and Monster, which do not necessarily meet the 
needs of youth, are much better known.  
 
This is not because public and non-profit e-services lack appeal or 
relevancy in comparison to private ones. Rather, youth simply did not 
know about them. In fact, participants seemed inspired by such services 
once they were introduced to them during the interview walkthroughs. 
The few youth aware of non-profit sites could describe various helpful 
aspects of these resources. 
 

“I’ve used Maze Master to do my resume and that was helpful. I 
used that because in grade 10 someone came from Maze Master to

my class and did a presentation.” 
 
 

These e-services need to be better promoted. The organizations and 
government bodies that provide employment e-services need to receive 
the information uncovered by this research: youth are interested in what 
they have to offer, but they need to be informed about the existence of 
such resources. It would then become the provider’s task to determine 
how to carry out marketing efforts. This would save Job Connect 
deliverers some of the time and effort required to share e-service 
information with their clients. 
 
E-Service Development Options 
 
Aside from improving youths’ knowledge of already available e-services, 
the findings suggest three options for future e-service development. The 
first two strategies focus on improving current resources, while the third 
suggests a new collaborative strategy. 
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Job Boards: Increase Content, Improve Design 
 
The job board was by far the dominant e-service. Almost all participants 
in this study had visited job boards and some youth also reported 
successfully achieving employment as a result. The HRDC JobBank 
provides the most popular board and, in many cases, it was the only job 
board mentioned. Its usefulness stems from the number of job listings it 
provides and how well it serves communities outside large urban areas. 
These findings were consistent across the province and with OAYEC’s 
previous findings. 
 
Although highly valued by the participants, job boards also have their 
limitations and frustrating aspects. Youth reported both content and 
usability problems. Some of these issues, as well as some helpful 
recommendations, are highlighted in the following quotes.  
 

“Not enough information. I like to know everything about the job 
before I apply. More detail. Where, how to apply, etc. And if it was 

more organized, that would make it better.”  
 

“Having the name of the place, public transportation [route],  
what date it was posted, the status, etc ” 

 
“Status of the positions. Whether they’re [still] open. When a job 

says vacancy,“We could have a kind of eBay rating system with the 
stars. You know, we can write the comment underneath it. That 

might be a good system to follow.” 
 

“A list of skills that a person might want to have before they app y 
for that job. Then a person could see the job and what it takes to get
that job and then go out and get experience they need and apply for 

the job and they’d have a better chance.” 
 

“The ones that are listed for my city are out of my league 
– too much experience needed.” 

 
“Too much experience needed. It’s usually career-oriented jobs that

are posted and you need to have lots of experience to get into 
them.” 

 
The list of suggested job board improvements below is based on 
participants’ comments and research team observations.  
Providing Effective E-Services for Job Connect 
Clients and their Potential Employers 
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Content  

• Provide more regionally specific job postings  
• Provide more job postings for positions suitable to individuals 

with limited experience 
• Offer maps and public transportation directions, or links to these 

resources 
• Provide links to information on certifications required within job 

postings 
• Provide information on the type of company posting the job (i.e. 

a temporary agency) 
• More detailed information on job duties and skills required 

 
Usability and Design 

• Offer a selection of filters (such as experience and education 
levels) 

• Improve key word searches to accommodate poor spellers 
• Provide search helpers, “wizards” (like the ones often found in 

office suites) and interactive demonstrations to guide new users 
• Avoid search terms that are specific to the employment sector 

and may not be known by “lay” users (i.e. “NOC”) 
• Provide information on how recently a job was posted  
• Indicate the number of times a posting was viewed  
• Provide a system of icons to bring attention to different aspects 

of the posting (such as required education levels or certifications) 
 

In order to increase the value of this e-service for Job Connect clients, 
these suggestions imply that at the local level, more low skill or entry-level 
job postings need to be made available on electronic job boards. There are 
a variety of challenges involved with this content-related recommendation. 
 

1. A suitable number of jobs must be available in the community. 
Some communities struggle with high unemployment. 
 

2. Employers must be encouraged to post such jobs online, either to 
a local job board or to HRDC’s JobBank.  
 

3. If Job Connect delivery agencies wish to put such jobs on their 
own electronic job boards, they must have trained staff who have 
the time to regularly collect and update postings. Alternatively, 
agencies may also wish to post jobs to another local board or on 
an intranet available only to those clients who visit the centre. 
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If providing local listings Job Connect deliverers’ job boards should be 
well designed and easily found if they are to be useful to clients. Some 
prototypes exist among the Job Connect network and are even available 
for purchase.  When developing a job board, an agency may wish to turn 
to other public or non-profit e-services for design ideas suitable to Job 
Connect clients: 

28

 
“With RecruitmentForces.ca, they have a job profiling where you 

answer a bunch of questions and they pick out certain jobs for you. 
My friend got a job there and that’s where I’m looking now.” 

 
To make local electronic job boards valuable to youth, Job Connect 
deliverers will require resources to either purchase a job board application 
or train staff in its proper design. Even more importantly, deliverers must 
have the resources to maintain the content and keep it current. The cost 
of this investment must be balanced against the appropriateness of e-
services to this client group - an issue raised by some employment 
counsellors and youth - as well as against its suitability for the local 
community (related to infrastructure, availability of other regional job 
boards and availability of local jobs) and the personnel resources available 
to the agency. 

 
“I think that if you put too much online - so you can do 

everything at home – then people won’t get out and look for a 
real job. The whole motivation means that you have to leave 

your house.” 

Accreditation through E-Learning 

Participants were open to taking advantage of e-learning opportunities, 
but only if these opportunities resulted in accreditation or certification that
would be perceived favourably on resumes and job applications. 
 
As previously noted, many of the participants had taken either W.H.M.I.S. 
or the Smart Serve program. Some of the participants had received this 
training online and reported satisfaction with that experience. It would be 
beneficial to promote further opportunities of this kind, particularly if it 
could assist youth who have difficulty traveling to employment centres. 
 
Another area of exploration would be to offer a form of certification for 
workshops already provided in employment centres. These would have to 
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be workshops that are not limited to job searching and career planning but 
provide crossover skills applicable in a variety of work environments. 
Internet and computer skills are obvious choices as enhancing these skills 
would be an opportunity to improve youths’ abilities with employment e-
services. Internet training could also take place fairly easily in online 
spaces. Some Job Connect agencies already offer Internet related 
courses.  Locally certified courses should be promoted to employers as 29

well so that employers understand their value on applicants’ resumes. This 
will also increase the usefulness youth see in taking such courses. There 
are challenges with such an option however. Some centres are so small 
that there are not enough staff or clients to warrant group training 
sessions and workers are often so strapped for time with other duties that 
to design certified workshops would be difficult. 
 
Additionally, Ontario Colleges and Universities have been making a range 
of certificate courses available via distance education and e-learning 
initiatives. There are also many programs offered at the local college level 
that would benefit youth seeking entry in to a skilled or trades-related 
profession, such as “Pre-apprenticeship Carpentry Program” to “Culinary 
Arts, Chef Training.” These opportunities and others could be explored as 
potential routes to support Job Connect clients with life-long learning 
experiences, in addition to the EPP and JDPS programs. 
 
Collaboration with Other Employment E-Service Providers 
 
A recommendation for increasing youths’ knowledge of the e-services 
currently available was that non-profit and public providers of e-services 
be encouraged to market their products more assertively to youth. Such 
promotional efforts could occur on an individual provider basis. However, 
another option could be an online collaborative presence of non-
profit/public players, including Job Connect delivery agencies. 
 
This collaboration could result in a central portal to e-services. While 
designed primarily to serve youth looking for employment resources 
online, the collaboration would also encourage partners to share 
information related to usability standards, user expectations, and content, 
thus resulting in better and better e-services for youth and other job 
seekers. Even the ever popular HRDC JobBank could benefit from the 
collaboration, as it would learn which aspects of its e-services are best 
meeting user needs and which need improvement.  
 
An example of such an electronic collaboration already exists within the 
Ontario training community. OAYEC is a participating member of a pan-
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provincial online content sharing group called the Content Sharing 
Constellation. This project, lead by A Commitment to Training and 
Employment for Women (ACTEW), brings together a coordinated 
network of non-profit agencies related to the community-based 
employment and training sector. Constellation members use a database-
driven self-publishing tool to post news, events, and job listings to the 
shared database.  Content is fed to all members of the Constellation and 
each agency then has the capability to vet the content by editing, posting 
or deleting it to suit their own needs.  The content-sharing relationship has
allowed each of the participating organizations to distribute high-quality 
information to its members and target audiences, reduce duplication, 
benefit from combined staff effort and expand the range of information 
that they can provide.  In addition, the Content-Sharing Constellation 
facilitates the online promotional efforts of dozens of non-profit agencies 
to a much wider audience than could be reached through individual sites.  
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Conclusion 
 
This report demonstrates that youth are most interested in locating 
regionally specific employment when they turn to e-services. The one e-
service that is perceived as meeting this need is the job board. The HRDC 
JobBank is seen as especially useful because it provides some entry level 
and regionally specific openings. Some youth have achieved employment 
through its listings. However, most youth find the relevancy of content 
available on this and other job boards lacking. To support job-seeking 
youth, this report identifies two main e-service related options for the Job 
Connect network.  
 
The first is to help youth increase their knowledge about the e-services 
currently available, particularly expanding their awareness of other job 
boards but also introducing them to other e-services. This can be done 
through optimizing Job Connect supports already available: the front-line 
workers of Job Connect delivery agencies, the computers in agency 
resource centres, and the e-business tools presently utilized by most 
agencies. It can also be accomplished through improved marketing on the 
part of the non-profit and public players who provide employment e-
services.  
 
The second option is to improve e-service provision. With regards to job 
boards, this requires increasing the number of locally available job 
postings relevant to youth, as well as improving design aspects of job 
boards. Online workshops are also an e-service that could be explored 
more extensively, especially now that it is understood that youth find e-
learning most appealing when accreditation is offered. A third avenue for 
e-service development is the creation of a non-profit and public e-service 
provider collaboration that ensures easy access to e-services for end-users 
and encourages the creation of increasingly useful online employment 
resources. However, it is important to note that the improvement of 
present e-services and the development of new ones will have limited 
effects if Job Connect clients are not supported with suitable access and 
skill development opportunities. 
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INTRODUCTION 
 
 
The following report provides a snapshot of the experience of employers 
who use e-services for hiring purposes. Through the collection and review 
of the feedback provided by these individuals, this research aims to point 
to the potential ways Job Connect deliverers can develop and improve e-
services for employers.  
 
The goals of this study are: 
 

• to understand the challenges and barriers employers face when 
using e-services; 

• to understand the value e-services may offer employers; and 
• to consider ways in which Job Connect deliverers can add value 

to employers’ experience of e-services. 
 
For the purposes of making this research as usable as possible, it was 
decided that the investigation would focus specifically on the hiring 
process. It should be noted however, that employers also use e-services 
for training staff, researching salaries and other human resource needs. 
These other employment related e-services are not investigated in this 
report – although, there is one exception. This exception is recruitment 
for apprenticeship training and it will be discussed as a case study in the 
final pages of this report.   
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Preliminary Research 
 

• Recent e-services research undertaken by OAYEC set the stage 
for this particular study. An outline of each of these research 
reports follows: 
 

• A survey of 16 employers of youth was conducted in Fall 2003. 
Slightly less than one quarter of the respondents did not use the 
Internet in any capacity for employment related purposes. Of 
those that did, the vast majority seemed satisfied with the 
experience as they reported that they would recommend 
employment related e-services to other employers. The most 
common use was posting job openings. Low cost and time 
efficiency were the key attractions of e-services for these 
respondents. Very few had screened resumes. The majority of 
respondents used the HRDC Job Bank. (This survey is available 
as Appendix 7.)  
 

• In late 2003, OAYEC created an E-Business Internet-based Tool 
Inventory. This documented the availability, accessibility and 
usability of various employment-related online tools. Tools for 
employers include resume databases, resume scanning 
applications, and posting tools for online job boards.  
 

• In January 2004, OAYEC performed an Environmental Scan of 
Employment Sector E-Services available to both employers and job 
seekers in Ontario. This review demonstrated that there are 
regional differences in the type and complexity of e-services 
provided by Job Connect deliverers due to a variety of factors. 
(The Environmental Scan is available as Appendix 2.) 
 

Process 
 
The researcher sought participating employers through the Job Connect 
network, sector associations and community development councils. An 
effort was made to ensure that there was provincial representation among 
participants. Participants were also selected based on their contact with 
Job Connect clients or eligible individuals. 
 
Interview questions were designed based on previous e-services research 
(noted above) and on anecdotal information gathered from job developers 
within the Job Connect network. The questions focused on the hiring 

METHODOLOGY 
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experience from the employer's perspective, tracing the steps of this hiring 
process and probing into when and how e-services have been utilized. The 
inquiry also considered the employer's general use of the Internet for 
other aspects of running a business. The interview script is available as 
Appendix 8. 
 
The original intention for this research process was to collect data from 
both focus groups and telephone interviews. Time restraints and the time 
of year presented challenges and the methodology was therefore adjusted 
accordingly. The time of year was an issue as data collection fell within the 
holiday season in December and January. There were no employer 
associations meeting during this period and as such, the researcher was 
unable to make contact with many employers at once through such 
gatherings.  The project’s timeframe was too tight to organize focus 
groups. As a result, it was decided that the researcher would perform only 
telephone interviews. The telephone interviews unfortunately coincided 
with other surveys performed for MTCU at this time. This contributed to 
survey fatigue on the part of some employers.  
 
Ultimately, in order to encourage employer participation under these 
conditions, the researcher worked hard to best accommodate participants. 
Once the researcher made contact with each employer, she offered 
options for participation. Respondents could complete the questions via 
telephone interview, e-mail or fax. Respondents were also offered access 
to a summary of the outcomes of the research; one third have since 
requested to see the summary. 
 
Once the data was collected from participants, it was reviewed for 
patterns, as well as regional and sectoral differences, and placed in the 
following report.  
 
Lessons Learned from Employer Research 
 
Job developers at numerous Job Connect agencies were contacted in order 
to gain access to employers. However, some job developers felt that they 
were unable to provide names of employers due to the need to steward 
their employer relationships carefully. Positive relationships with 
employers are very important to Job Connect deliverers and employers 
must trust the agency before they will accept Job Connect clients (who are 
often perceived as requiring extra support on the part of the employer). 
As well, employers are very busy and sometimes do not experience much 
return value in participating in research projects. It is recommended that 
employers are offered incentives for participation, such as access to 
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research outcomes.  
 
As noted above, many employers had also recently completed surveys for 
MTCU and were not interested in being surveyed again. Developers who 
had made recent requests to their employers for other projects were not 
comfortable requesting additional support for this research project. When 
some job developers did give names of employers to OAYEC, upon 
follow-up by the researcher, many of these employers were no longer 
interested in participating. 
 
 
Anecdotal Information on Employers’ Use of E-Services 
 
Although often unable to provide names of employers, developers were 
able to convey information about employers' use of e-services. A common
observation was that many employers are reticent about using e-services 
because they feel they lack the required technical expertise. Some 
developers help employers learn about e-services by providing one-on-one
tutoring sessions. (For details on this, see the example of Kingston KEYS 
in OAYEC's E-Business Internet-based Tool Inventory.) Developers also 
mentioned other barriers, such as cost for employers who use private 
online job boards. One job developer described how she posts job 
openings for small local businesses to a popular private online job board 
because she has administrative access and does not have to pay to post. 
Her efforts allow her to continue to offer free services to these employers 
while keeping abreast of the employment situation in her community. 
These two examples indicate the effort job developers invest into their 
relationships with employers. The developers' sensitivity to the employer 
hiring experience greatly informed the design of interview questions as 
well as the manner in which employers were approached. 
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Twelve respondents were surveyed through telephone interviews, nine 
employers responded via e-mail, and two chose to fax their responses. 
Due to the small sample size and the data collection limitations noted 
above, these employers should not be deemed representative of all 
employers across the province. However, their experiences are significant 
in providing a glimpse into employer’s experiences of e-service usage in 
the hiring process.  
 
The following are general characteristics that help to define and categorize 
the respondents: 
 

• Job Connect - 21/23 of the employers surveyed have hired Job 
Connect eligible individuals (youth and adult) in the past. More 
than half reported that youth (ages 16-24) represented 10% or 
more of their workforce.  

FINDINGS 
 
The findings below are categorized as follows: 
 

• Description of participants 
• Usage of e-services 
• The hiring process 
• Strengths and weaknesses of e-services 

 
(Note: While the participants were selected based on their contact with 
Job Connect clients or eligible individuals, the employers’ responses were 
not limited to this category of employee.)  
 
Description of Participants 
 
Twenty-three employers were interviewed for this study. Two participants 
had previously completed an online survey for employers conducted by 
OAYEC in Fall 2003, in which they indicated their interest in providing 
more information on their use of e-services. The remaining 21 participants
were located through Job Connect deliverers, the Horticultural Trades 
Association and the Halton Industry Education Council. It should be 
noted that Rachel Banks at the Job Connect delivery agency, Employment 
Planning and Counselling Peterborough (EPCP), provided over a third of 
the respondents. This contributes to an overrepresentation in the data of 
employers using e-services offered by EPCP and employers in the Eastern 
region of the province.   30
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• Urban/Rural - Respondents were located in both urban and rural 

Ontario, with representation from large urban areas such as 
Toronto and London, as well as rural communities such as 
Seaforth and Mount Elgin.  
 

• Region - Nine respondents were from Eastern Ontario, two were 
from Northern Ontario, six were from Central Ontario and six 
were from Southwestern Ontario.  

 
• Business Size - The size of respondents’ businesses and 

organizations varied.  The majority of employers surveyed were 
small in size (1 to 50 employees), two were medium in size 
(between 51 and 99 employees), and the remaining three were 
large (100 or more employees). 

 
• Sector - Respondents were from a mix of sectors, with the majority

coming from the service sector. The number of employers from 
each sector was as follows:  

 
9 - service (7 general service, 2 hospitality/tourism) 
4 - non-profit 
3 - manufacturing 
3 - retail 
2 - business  
2 - mining 

ould be further noted that three respondents are identified as 
iding unique perspectives: 

 Human Resources consultant offered responses based on experience 
with various clients of a private consulting and recruiting firm. His 
clients are located primarily in Central and Southwestern Ontario. 
 
 representative of the Kingston YMCA shared her experience of the 
combined off-and online job fair set up by Job Connect agency, 
KEYS. This integrated service format is highlighted as a Case Study 
(page 49). Additional comments from this employer are integrated 
into the report where appropriate. 
 
 representative of the Local 183 Life Long Learning Centre discussed 
his participation in an online forum presented by FOCUS, the Job 
Connect agency that serves the Alliston area. The representative’s 
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goal is to recruit candidates to the Local’s training facility, rather than 
hiring employees. His perspective is limited to a Case Study found on
page 55.  

vice Usage 

al Use of the Internet  

ty-two of the 23 respondents currently use the Internet on a regular 
 or weekly) basis, with e-mail as the most frequently reported 
ion - used by all of the respondents - followed by Internet research.  
espondent reported not using the Internet on a daily or weekly basis.
er participant indicated that she is not able to access the Internet at 

due to security issues; however, this second respondent accesses the 
et on a regular basis from her home, often for work purposes. 

five percent of respondents reported challenges with using the 
et in the workplace.  While inter-related, these challenges can be 

ly categorized under personnel, access/cost and Internet specific 
rs. The most common problems appear to arise through lack of staff 
ng. The specific challenges and the corresponding number of 
ndents that identified each challenge are listed as follows: 

rsonnel Issues (14) 
Lack of staff training (i.e. overloading drive with saved emails) (6) 
Inappropriate use of the Internet/misuse of employee time (4) 
Lack of technical support (3)   
Lack of understanding and commitment to technology at the 

decision-makers’ level (1) 

se staff 50 and older avoid [the Internet], using faxes instead.” 

cess/Cost Issues (10) 
Inaccessibility due to equipment issues (i.e., server goes down) (4) 
Slow downloads or programs without high speed connection (3) 
Inaccessibility of computers for all staff (1) 
Lack of adequate technology (1) 
Cost of Internet service (1) 

 
ernet Specific Issues (7) 

Viruses (3) 
Spam (3)  
Not permitted to use the Internet at work for security reasons (1) 
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“We actually had 300-400 spam emails in one day!”

eral Use of Employment-Related E-services 

eteen of the 23 respondents currently use or have used e-services to 
port their hiring processes. There were no differences in e-service use 
ording to region (urban or rural), sector, or size among respondents. It 
uld be noted that this could be due to the participant selection process 
er than an overall reflection of usage trends.  

ployers also demonstrated a preference for free e-services and other e-
vices that were best able to reach the local population. (Examples of 
se e-services include local employment centre web sites and HRDC’s 
 Bank, which appear to serve communities outside large urban centres 
ter than most other electronic job boards.) 

ly two respondents identified aspects of their e-service experiences that
 specific to hiring youth. The Human Resources consultant surveyed 
erved that from his experience, both younger applicants and younger 
 managers in larger urban centres are more likely to use e-services.  

 the four respondents who have not used e-services, perceived need for 
se services was the biggest determinant. Two non-users reported that 
rings have happened as the result of internal staff giving referrals” and 
t “an ample number of candidates make themselves known to us.” 
wever, these employers also stated that they would use e-services if 
eone were available to help them through the process. Another non-

r reported the company had not used e-services in the past and would 
 use them in the future, even if supported in the process. “I’m not a 
 fan of computers,” explained this respondent. The fourth non-user 
uld not use e-services in the future because his company is creating its 
n recruiting tool.  

With the Internet, [a job applicant] could be lying through the r 
teeth.” 

 
he [hiring process] can t be done electronically. It’s so personal. 

Little things can come across in person.” 

s important to note that many users of employment related e-services 
re adamant that e-services should not replace in-person contact at 
ious points in the hiring process. The personal contact made through 
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receipt of resumes and during interviews was perceived as essential to the 
screening process. At times it was as if respondents appeared to see this 
issue in black and white and if pressed, would drop all use of e-services in 
favour of traditional methods. 
 
Hiring Processes 
 
There are three main steps involved in the hiring processes described by 
respondents: 
 

1. Advertising the position, 
2. Resume receipt and screening, and 
3. Interviewing 

 
Respondents had different approaches to each step. The following 
examines these approaches, highlighting the role of e-services where 
applicable.  
 
Advertising the Position 
 
(Numbers next to the subheading denote the number of employers that 
provided that specific response.) 
 

“Charges for [job] postings are difficult as we are a not-for-profit.  
E-services tend to be free.” 

 
Online Posting (19): The vast majority of respondents used electronic 

job boards to advertise positions. Online services from local 
employment centers (39%) and Human Resource Development 
Canada’s (HRDC) Job Bank (26%) were used most often.  
Employers were much more likely to use free services rather than 
private web sites that charged for advertising positions. Employers
also utilize e-services that reach local populations. (A breakdown 
of the web sites used is available as Appendix 9.) 

 
External Supports for Posting Positions (10): Almost half of the 

employers sought hiring assistance from services outside their 
company or organization. Six employers use their local 
employment center to post job openings. One employer reported 
using temporary placement agencies frequently as well as some 
other placement services. Two employers noted that a recruitment 
company was used to promote “higher end” (salaried, managerial 
or skilled) positions. When questioned about the use of external 
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supports, the HR consultant interviewed replied that clients from 
larger communities are more likely to use headhunters and HR 
firms than those from smaller communities. 

 
onnect is able to meet my needs with good response time.
 It is a t me saver…doing exactly what a recruiting 

 company does – for free.” 

wspapers (8): Slightly less than a third of the respondents reported 
advertising positions in newspapers.  Three of these respondents 
specified that they use local newspapers. One noted that their jobs 
do not typically attract commuters and another emphasized the 
importance of supporting their community by hiring locally. The 
Human Resources consultant commented that clients from small 
communities tend to be more likely to use local newspapers. 

ord of Mouth/Referrals (3): Surprisingly, only three employers 
specified word of mouth and/or referrals as a method of 
advertising available positions. A respondent based in a small, 
northern community noted that her business’ hiring process did 
not involve resumes or interviews, but that applicants were always 
known beforehand, either as a member of the community or as 
someone recommended by a member of the community. A large 
manufacturer noted that no advertising is necessary for hourly 
positions due to referrals from existing employees and the regular 
receipt of unsolicited resumes. 
 
scellaneous (7): 
 
Fax: Four employers indicated that they post internally first as part
of their advertising process. One employer noted that they fax job 
postings to other community agencies while another has their 
local information office send out broadcast faxes.  
 
Telephone:  A large employer from the hospitality sector uses a 
telephone employment line message to post openings.  
 
Job/Community Specific Advertising:  One employer explained the 
business advertises according to the opening. (i.e., in a variety of 
print and electronic media, including listservs, web sites, journals 
and newspapers) This respondent also specified a commitment to 
outreach to “traditionally marginalized communities,” noting that 
this sometimes requires advertising in primarily community-
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specific newspapers and organizations. 

ubmission and Screening 

bmission: Most employers noted that applicants submit resumes in 
person, rather than via email attachments, and that they appreciate 
this face-to-face contact in the hiring process. While many of the 
employers receive resumes electronically, only one specified 
requesting that applicants either fax or email their resume.  

st people have been sending resumes by email and that’s  
at. I really like that. I still have to go through all of them.  

About 75-100 resumes usually come in (per job  
osting) and probably two thirds of them are emailed.” 

eening: Two employers noted that they hired recruitment 
companies to screen resumes and conduct initial interviews with 
candidates. Four respondents specified that they receive screened 
resumes online through their Job Connect service provider. 
Resumes are typically screened for work experience, education, 
skills, additional experience, and the number of times the applicant
has changed jobs. According to the HR consultant that 
participated in this survey, screening for ‘job jumping’ is a popular 
request of clients. 
 
 

ernal vs. External Interviews: For employers that utilize recruitment 
companies, after the companies' screening processes, two or three 
interviews are conducted by the employers themselves. One 
respondent noted that it is necessary to have these “internal” 
interviews in order to assess a candidate’s “fit” within the 
organization. 

mber of Interviews: More than half of surveyed employers currently 
have more than one interview with candidates. Each interview 
may involve two or more staff.  Four employers include peers in 
the interview process and four employers conduct telephone 
interviews prior to in-person interviews.  One employer uses a 
group interview process at the initial stage, and reports that this 
process works very well as it allows general information and a 
workplace tour to be covered with several candidates at one time. 
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Testing: Almost one third of the employers use testing as part of their 
interview process.  Basic literacy and math tests were most 
prevalent with these employers, and one reported using a 
“thinking” test that includes questions such as, “Does England 
have a July 1st?”  While none of these respondents indicated that 
they pay a fee for such testing, the HR consultant in this study 
reported that, “…some clients are paying $40 per head for 
personality profiles.” Another employer asks applicants to actually 
work on site for one hour, one half day and then one full day 
before being hired.  Through this job site’s process, candidates are 
tested on their ability to withstand physical labour and arrange 
transportation to a remote location. 
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CASE STUDY: Integrating Off- and Online Services 
 
In 2003, Kingston’s YMCA was expanding dramatically and had many 
positions to fill. Job Connect deliverer KEYS supported the organization 
by presenting a successful job fair that was greatly enhanced by the 
integrated use of e-services.  
 
YCMA department heads wrote job descriptions for the available 
positions. KEYS Community/Employer Liaison Tanya Dee designed a 
PowerPoint presentation that showed YMCA staff how to upload their 
job descriptions to the KEYS’ online job board. These postings specified 
that interested applicants apply in person at a job fair presented at the 
KEYS offices. Applicants were expected to bring resumes and to be 
prepared for interviews. On the day of the job fair KEYS staff registered 
and screened applicants before they made contact with YMCA staff.  
 
The YMCA representative interviewed for this report spoke highly of the 
experience. The process meant that at the first stage YMCA personnel 
could concentrate on the job description design and learn about the e-
services provided by KEYS. Once the jobs had been posted, staff could 
return to regular duties without being distracted by incoming applications. 
Because the job fair took place outside their offices, YCMA staff were 
able to focus solely on the applicant screening process. Applicants arrived 
well prepared, further increasing the efficiency of the process. While no 
hires occurred on the spot, personnel took away many names and 
resumes. Fifty to 75 hires resulted from the job fair. 
 
KEYS staff person, Dees, noted that applicants also appreciated the 
process because they could arrive with a good understanding of positions 
of interest and customized cover letters and resumes in hand. One 
hundred and thirty-eight candidates attended the three-hour job fair. All 
were registered with KEYS and linked to other services provided by the 
agency in the event that they did not achieve employment through the job 
fair.  
 
The success of this project has encouraged the YMCA to continue posting
positions on the KEYS web site. It has also increased KEYS’ profile in 
the community and confidence with e-service provision. They have 
recently performed second job fair for another local employer. 
 
Challenges within Hiring Processes 
 
When asked to describe challenges within the hiring process, respondents 
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spoke of two main general areas of difficulty: 1) the lack of appropriate 
applicants, and 2) the time involved in proper hiring, including the accrued
costs. Other issues noted are outlined as follows. 
 
Lack of Available and Qualified Applicants (12): 
 
“It’s really hard in our business to find applicants w th any kind of 

 relevant work experience.” 
 

“[The] last position received 75 resumes….  
Over half were people didn’t have the qualifications.” 

 
“Chronic shortage of qualified applicants.” 

 
With respect to the overall hiring process, more than half of the 
employers cited a lack of available and qualified candidates as a primary 
challenge.  Some employers noted that they receive resumes from 
unqualified candidates, while others reported a skill shortage and lack of 
applications for their vacancies.  Two employers identified organizational 
restraints, such as inability to offer incentives or sufficient hours of 
employment, as reasons for their lack of appropriate candidates.  One 
employer pointed out that competition with other employers in the same 
field is an issue. A union representative noted that the employers he 
represents are contending with a skill shortage; the average age of its 
members is 50 to 53 with very few under 34 years.  
 
Time Consuming Process (12): 
 

“It can be a really long process.” 
 
More than half of employers indicated that the overall hiring process 
and/or certain elements within the hiring process were very time 
consuming. While most employers saw this as a problematic issue, some 
indicated that they did not see a need for change. These employers felt 
that the time they invested increased the likelihood of selecting the most 
appropriate candidate for the position. 

 
“A flood of resumes, but what a problem to have! 

If I had none, then that would be a problem!” 
 

High Volume of Resumes: Several respondents stated that they receive a 
considerable number of resumes, 75 to 350 resumes per posting. 
One employer received 40 resumes in one day alone. Respondents 
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reported frustration with having to screen many resumes only to 
discover that few candidates have appropriate qualifications. While
this issue is particularly salient in the discussion of e-services later 
in this report, it should be noted that the volume of inappropriate 
resumes appears to be an issue, regardless of e-service used. 

e Consuming Interview Processes: Time and staff resources present 
challenges for employers in the interview stage. As noted earlier, 
most respondents include two or more staff in interviews and 
these staff often require training. Surveyed employers generally 
conduct more than one interview as well, lengthening the process. 
While some respondents contract the services of recruiting firms 
to support the interview process, one respondent noted that it is 
necessary for the company to interview candidates at some point 
in the process as well. 

allenges in the Hiring Process 

st: One employer identified the costs of job advertisements as 
prohibitive. This employer reported that a newspaper job 
advertisement costs $100-$130 and this is difficult as they are a 
non-profit organization.  
 
ining and Awareness of the Hiring Committee: Two respondents 

mentioned challenges in writing job postings/descriptions that will
attract appropriate applicants. Another respondent noted that 
Managers often need support to consider more than just a list of 
required skills. This employer reported that, “We set up a peer 
interview process that is a very functional and attractive to 
managers as they do not often have the most accurate knowledge 
of the day-to-day aspects of the job.” 
 
lue of References: Four respondents specified references as a 

challenge in the hiring process.  In addition to the task of having 
to contact the references, respondents often feel the need to 
question the credibility and appropriateness of references. Two 
respondents also acknowledged that it can be difficult for 
candidates to secure references. For example, one employer noted 
the potential impact that the new privacy legislation could have 
upon this process. It is interesting to, again, note the experience of
the HR consultant with regard to the lack of reference checks 
employers obtain. He commented, “it amazes me how many 
people don’t check references as part of the hiring process.” 
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Strengths and Weaknesses of E-Services in the Hiring Process 
 
All of the 19 respondents that currently use or have used e-services in the 
hiring process reported that they would use e-services again.  In fact, the 
positive e-service experiences of a number of respondents are 
encapsulated well in a comment made by one of the respondents. He said, 
“[e-services are] simple and time effective and allow greater access to 
candidates.”  
 
However, almost half of the employers commented on the importance of 
integrating electronic hiring efforts with in-person exchanges, stating that 
e-services could not replace personalized screening.  Employers cited the 
need for soft skills, as well as the importance of having applicants actually 
experience the work and/or workplace. One employer noted that issues 
such as rate of pay, working hours, and driver’s license can be dealt with 
electronically to “weed out” applicants, to then be followed by personal 
contact and in-person assessment. As a related issue, three employers 
reported a mistrust of written resumes and applications, whether or not 
they are submitted electronically. These employers meet any potential 
applicant in person. 
 
Strengths 
 

“Employment Plann ng and Counselling Peterborough is very 
quick,  stores all information, maintains and updates the 

informa ion.  Within 48 to 72 hours I have a pile [of resumes].” 
 

“ApprenticeSearch worked well. We’re hired two people through 
them. We got to look at their resumes online and phoned their 

references right up front.” 
 

Broader Access to Candidates and More Applicants: The specific 
advantage most often identified – by approximately one third of 
participants – was access to a broader range of potential candidates 
and the increased number of applications that result. (Note: this is 
also identified as a detriment in the Weaknesses section below.) 

 
“Twelve of 40 [emailed applications] received in one day were good. 

 I thought that was great.” 
 

“E-services allow us to broaden our recruitment area.” 
 

Time Efficiency: Several employers noted that e-services tend to result in 
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a quicker response time to job postings. This, in turn, could move 
the hiring process along more efficiently. 

“I liked how quickly resumes came in –  
sometimes we need people [within a couple of days].” 

 
rage of Information: In using e-services, respondents appreciated the 
ability to access an electronic bank of applicants’ resumes without 
having to store, maintain and update resumes themselves. 

ility to Update Posting: Another strength noted by participants was the 
capacity to tailor job posting information, re-jigging job descriptions 
as inappropriate applications were received.  
 
egrating Off- and Online Services: In the case study of the off- and online 
job fair, the Kingston YMCA found its partnership with KEYS to be
a very efficient way to hire. Having reviewed the job postings online, 
candidates who attended the job fair were well informed about 
positions and customized their applications accordingly. Meeting the 
employer in person served to dissuade casual and unqualified 
applicants. 

nesses 

e respondents, there were two main challenges associated with e-
es. The first was the volume of inappropriate applications received 
online postings. The second was a lack of knowledge of e-services 
e part of the employers. 

 
“The only negative I would identify is that there is  

a tendency to be overwhe med with unqualified  
applications when a position is posted on a web site.  
This creates a lot of work for the hiring committee  

in screening out candidates who are completely 
 inappropriate for the position.” 

 
eater Volume of Applicants: The expanded access to potential 
candidates that online job postings provide employers increases the 
volume of unqualified applicants. More than half of the employers 
identify this as a great disadvantage of online posting because it 
dramatically increases the workload for employers during the 
screening process. The greater number of applicants, both suitable 
and not, also results in more requests for information regarding a job 
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opening.  

“People keep coming back to me and want  
more information and they’re taking up my time. I  

find that people are more likely to make  repeat  
emails than repeat phone calls.” 

While some employers reported skill shortages or lack of employer 
incentives as reasons for the inappropriate applicants, several 
respondents seemed to attribute this challenge to one or more of the 
following issues: 

According to respondents, applicants often do not understand or 
disregard information in job postings that would inform them as to 
their inappropriateness as a candidate.  Based on employer 
responses, this information may include details and qualifications 
such as the ability to perform demanding physical labour, basic math 
or reading/writing skills, hours of work required, rate of pay, related 
experience, or significant travel/relocation required. 

“We received too many apps from across the  
untry with the [HRDC] Job Bank. We can’t relocate people.” 

Applicants choose to ignore their own lack of qualifications. One 
employer wondered if it might be too easy for people to send a 
resume via online routes to a position for which they are not really 
qualified. Employers, in some cases, also do not clearly specify all of 
the desired qualifications in their postings. 

Many online job posting applications/programs do not have 
efficient mechanisms (i.e., enough space, fields customized to 
address specific sectors, etc.) in place to allow employers to 
accurately describe qualifications that are required to “weed out” 
inappropriate applicants. 

“The HRDC site [Job Bank] gives broader access.  
t this is an issue too. You’re not able to be as specific in your 
ting and may get more resumes. [Employment Planning and 
selling Peterborough] allows you to get more detailed. It gives
 huge spaces  to provide any information to help screen out.” 

ck of Knowledge about E-Services: Although the vast majority of the 
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respondents use employment related e-services, a number were 
unaware of the variety of e-services available and how they can 
benefit their work during the hiring process. Respondents also 
expressed some confusion as to what sort of candidates could be 
found through e-services. While it should be pointed out that online 
employment related services are constantly changing, many 
respondents appeared frustrated with their lack of knowledge and 
skill.  

ere’s so much I don’t know because there’s so much to know.”  
 

 have to do a bunch of research before you know where to go to
is. Maybe there is a specific site on the Internet, but I have no 

idea where that would be.” 
 

creening takes me days sometimes. I don’t have informa ion 
about how to do that on the Internet.” 

 
It appears that e-services need to be promoted more effectively to 
both employers and job seekers in order to provide quality service. 
One employer noted that HRDC’s Electronic Labour Exchange 
(ELE) program had been a potentially useful e-service for 
employers, but was not sufficiently advertised.  The ELE offered the 
posting and matching service that the employer was looking for but 
she “didn’t find anyone through it because applicants didn’t seem to 
use it.”  
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CASE STUDY: Using E-Services to Confront the Skills 
Shortage 
 
As a way to provide clients with career planning options staff at FOCUS 
(an Alliston area Job Connect deliverer) presented various online 
discussion forums in 2003. (More information about these forums is 
available in OAYEC’s E-Learning: Four Case Studies with Youth.) 
 
Clients identified issues they wished to discuss in the forums. As a result, 
one forum focused on apprenticeships and the trades. Lito Romano, a 
representative of Local 183 Life Long Learning Centre, participated in this
discussion. His goals were to encourage participants to consider the 
construction trades as career paths and to inform interested youth about 
the Life Long Learning Centre, a training facility located in Vaughan. 
 
The construction trade faces a severe skills shortage. The average age of 
union members is 50 to 53, and very few are under 34 years. Attracting 
new workers is critical. Romano felt that an online forum was a good way 
to make contact with youth because the Internet is clearly a medium with 
which youth are familiar and comfortable. Local 183 also uses a variety of 
other ways to promote the trades and its training facilities. These include 
presentations at high schools, an open house at the training facility, print 
material and a video. 
 
The online discussion lasted about 20 minutes with eight to ten youth 
participating. Romano described it as a good starting point and sees great 
potential for future online discussions. Forums could be presented in 
other regions of the province (there are two other training facilities: one in
Toronto and one in Cobourg) or offered to youth from across Ontario.  
 
Local 183 is exploring other employment related e-services. They are 
registered with TradeAbility, a new web site from the Durham region that 
focuses on the trades, and this has led to some training referrals. They 
have a web site and Romano reports that, while simple, the site is 
increasingly used by union members and employers who are seeking 
training. “Now that new recruits are applying online for the training 
programs, this relieves human resources up front; [because] data inputted 
from the site goes right into an Access database.” 
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Summary of Findings 
 
Nineteen of the 23 respondents currently use or have used e-services to 
support their hiring processes. There were no differences in e-service use 
according to region (urban or rural), sector, or size among respondents. It 
should be noted that this could be due to the participant selection process 
rather than an overall reflection of usage trends.  
 
All of the respondents who use e-services for hiring reasons would use 
them again. Respondents reported that they found e-services efficient, 
economical and convenient. Specifically, resume banks provided good 
storage of up-to-date resumes and online job boards allowed for 
customization of job postings. The greatest advantage of employment 
related e-services is the access to a boarder selection of candidates and 
increased applicants. However, this is also one of the greatest challenges 
because it can lead to more resumes from unqualified applicants. This can, 
in turn, result in increased screening work on the part of the employer. 
Some employers also feel under-skilled and unknowledgeable about e-
services. More than half of the respondents emphasized that e-services 
could not replace in-person contact at various points during the hiring 
process. 
 
The main hiring challenges for the employers in this study were a lack of 
quality applications, a significant volume of resumes, and the time 
consuming nature of the hiring process.  These challenges are common to 
hiring processes with and without the use of e-services, although a 
number of respondents noted that e-services improve some aspects of the 
hiring.  31

 
Many respondents did not perceive e-services to be a time saving measure;
to the contrary, some commented that e-services required more time.  
This was generally due to the increased number of resumes received 
through e-services, and an increased number of unsuitable applicants. 
While employers reported that the hiring process was time consuming, 
many comments indicated that respondents see this as a necessary part of 
the process.  Some suggested that the time investment was worthwhile.  It 
was, however, stressed by many that this time investment must include 
face-to-face contact with candidates.   
 
While some employers reported skill shortages or lack of employer 
incentives as reasons for poor quality applicants, several respondents 
seemed to attribute this challenge to other issues particularly when it came 
to online job postings. Respondents felt that applicants sometimes 
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disregard their own lack of qualifications, possibly because the low risk or
ease involved with e-mailing a resume. Respondents also suggested that 
applicants may not understand the qualifications put forward in job 
postings or that job posting applications do not allow an employer to 
include clear details that would dissuade inappropriate applicants. Finally, 
employers also admitted that even when not limited by an online job 
posting mechanisms, they sometimes fail to provide clear expectations 
within their postings.  
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RECOMMENDATIONS 
 
 
E-Services Support for Employers  
 
Although most of the employers involved with this study were actively 
using employment related e-services, Job Connect deliverers could 
improve employers’ online experience by providing hiring-focused e-
service support. As the HR consultant in this study noted,  
 

“Education to increase awareness would be a really valuable tool 
and a cost saver for those who don’t use e-services.”  

 
Employers can benefit from support in the following areas: 
 

 Development of Clear and Thorough Job Postings:  This would help employers
benefit from the advantages of broader access to applicants without 
receiving increased numbers of inappropriate applicants. The 
Kingston YMCA experience with KEYS’ job fair demonstrated the 
virtue of this type of support within e-services.  The two 
organizations worked together to develop online job descriptions. 
Candidates were well informed about the positions and customized 
their applications accordingly. Such a partnership would also provide 
valuable information and experience to Job Connect deliverers as 
they develop and improve electronic job board applications. 
 

Information on Job Boards: Employers may appreciate guidance on 
determining which online job boards serve specific sectors best. 
Awareness could also be increased regarding the applicability of e-
services to all types of positions.  Two respondents in this study held 
the opinion that e-services are useful only for“lower end” or hourly 
positions, while another two employers reported using recruitment 
companies (that may or may not include e-services) for “higher end” 
positions. Another employer suggested that e-services may be more 
beneficial for “higher end” or managerial positions.  Individuals 
searching for managerial positions may be more willing to relocate, 
making it more appropriate for employers to receive applications 
from a broader search area. 
Providing Effective E-Services for Job Connect 
Clients and their Potential Employers 
 

61 



 

 

Providing Effective E-Services for Job Connect 
Clients and their Potential Employers 
 

 
 

 

 

 
• 

t
t

• 

• 

“It’s just tough sometimes figuring out which job site is best to use. 
You post something there and get no response and you don’t know 

if it’s because no one uses the site or there just aren’t any people
out there looking for the work.” 

Screening Tools: Increased education regarding available electronic 
screening tools could help employers avoid investing too much time 
in the application/resume screening process.  
 

 
“Most people have been sending me resumes by email and tha ’s 
great. If there is a screening process, I’d love to know about tha . 

I have no idea what it would look like. ” 
 

Once again, working and communicating with employers on screening 
needs can inform the Job Connect deliverer as to how to improve or 
create appropriate screening tools. It could also introduce employers to 
other screening services Job Connect deliverers can offer, such as initial 
interviews. 
 
Integrating Off and Online Services: Employers may also need to understand 

that e-services do not necessarily replace all in-person assessments in 
hiring. A number of respondents in this study are very satisfied with 
their in-person assessment strategies and more than half expressed 
concern that e-services should not replace in-person aspects, but 
rather, enhance them. Job Connect deliverers could work with 
employers to strategize ways off- and online employment services 
could be expanded. The Kingston job fair should serve as an 
excellent starting point. 

 
Explore Ways to Expand Employer E-Services: Establishing a connection 

with employers through e-service hiring-related training could lead to 
other opportunities. For example, once many local employers 
became comfortable with simpler online hiring processes, they may 
be willing to explore more interactive e-services, such as the online 
discussion that Local 138 participated in. Such forums could help Job 
Connect clients in career planning and open doors to hiring higher 
risk individuals. 
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Such forms of support are already provided by some job developers 
within the Job Connect network (as noted in the introduction of this 
report). They see this as a logical part of relationship building with 
employers. While, developers and counsellors have noted that Job 
Connect clients may not be best served by e-services because they lack 
work experience or computer skills themselves, it should not be forgotten 
that building relationships with local employers by helping them locate 
other employees will open the doors for placing higher risk clients when 
appropriate positions arise. Providing e-service support also allows job 
developers to stay in tune with the local job market. 
 
An important consideration to bear in mind, however, is that such support 
provisions are extremely time consuming. Relationship building is not a 
quick task, as all job developers will attest. As well, e-services are 
constantly changing and improving. Job developers will require ongoing 
training, whether formal or self-directed, to stay on top of the technology. 
Opportunities must also be established for job developers across the 
province to share strategies for relationship building, training employers 
and integrating off- and online employer services. Funding directed to the 
training and support of job developers in these areas can add great value 
to employers’ experiences of e-services. 
 
Improved E-Service Functionality: Resume Banking 
 
Comments from many respondents implied a need for a free, up-to-date, 
electronic bank of resumes/applicant information. Such a resource could 
do away with the need to post a job opening, which in turn often results in 
the time-consuming flood of inappropriate applications. Respondents 
indicated that it is challenging for them to have to store and update this 
type of information themselves, or to pay recruiting companies to access 
such a bank.  HRDC’s Electronic Labour Exchange (ELE) was identified 
by one respondent as an effective model for this purpose, but it is no 
longer active. This employer noted that, “we’ve got Monster and 
Workopolis for those looking for work but need the same for [employers] 
without the advertising costs…a bank of people we can look at.”  
 
There are some examples of successful e-services that meet this need, 
however, they are regionally specific and some areas of the province not 
served at all. For example, many respondents were satisfied users of 
Employment Planning and Counselling Peterborough. This Job Connect 
deliverer provides a variety of options for Peterborough area employers, 
including an extensive resume database and a large hiring application. The 
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employer noted above, who speaks highly of the defunct HRDC ELE, 
notes that this private web site called People Quest provides a resume 
bank but is not free. Another respondent located two new employees 
through Apprentice Search, which serves the Halton region. The very 
strength of these banks may be that they are regionally specific and are 
thus best able to serve their local employers. 
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CONCLUSION 
 
All of the respondents that participated in this study that have used or are 
currently using e-services are willing to use them again in the future.  
 
Many have experienced effective hiring through e-services, although some 
note that e-services can make the process more time consuming. The 
main effect of employment related e-services is the increased number of 
applications received. This serves to both improve the number of 
candidates and lengthen the screening process. 
 
With increased awareness and collaborative support through the job 
posting and resume screening process, employers could achieve improved 
efficiencies and reduced costs through e-services. 
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INTRODUCTION 
 
 
The Adult Help Centre Supplement was written to insure that the unique 
perspective of adult oriented Job Connect delivery agencies was captured 
in the Job Connect E-Services Research Project. This supplement reviews
and assesses the e-services offered to job seekers, career planners, and 
employers, by Job Connect agencies serving adults. The supplement will 
serve to highlight the challenges and opportunities that e-services offer 
such agencies. As a supplement this document was designed to avoid 
duplicating material developed by the OAYEC research team. 
 
The Ontario Association of Help Centres (OAHC), as the umbrella 
organization representing agencies serving unemployed and under-
employed adults, was requested to develop the Adult Help Centre 
Supplement by the Ontario Association of Youth Employment Centres 
(OAYEC). OAHC represents 15 Job Connect delivery sites serving adults
across Ontario. The organization provides a unified and informed voice 
for the adult service activities and intentions of its members. 
 
The information supporting the Adult Help Centre Supplement was 
gathered through online surveys, a review of OAHC member web sites, 
the Environmental Scan of Employment Sector E-Services performed by 
OAYEC, and through research conducted by the Ministry of Training 
Colleges and Universities in 2003. Further details regarding the 
methodology used for research can be found in Appendix 10.  
 
As was pointed out in numerous surveys, the nature of e-services is 
constantly changing and evolving. As a result, the information contained 
in this supplement should be considered a ‘snapshot’ of the state of adult 
e-services, and not an accurate picture of the current or ongoing role. It 
was designed to support future policy decisions with information about 
the opportunities and challenges e-services offer adult Job Connect 
deliverers. 
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EMPLOYMENT RELATED WEB SITES: COMPARISON OF 
SECTORS  
 

Private 

 
The most popular private sector web sites seem to target adult job seekers. 
Web sites, such as Monster and Workopolis, cater most of their content 
towards experienced workers. Many times this precludes youth from 
applying to positions, suggesting that the focus of these web sites is on 
experienced adults. However, these web sites do not serve inexperienced 
adults or adults with multiple barriers to employment. Many such adult 
job seekers are competing for entry-level positions, from which they hope 
to build their skills. The two most popular private web sites, Monster and 
Workopolis, both offer searchable job boards. As well, they offer users the 
opportunity to create and post their resume on the web site. These online 
resumes are then searched by companies. Despite attracting a wide 
audience of adult job seekers, there was a trend among the job seekers 
involved in this research to place little faith in private web sites’ ability to 
connect them with employment. 

Public 

 
The most popular public sector employment web site, and arguably the 
most popular employment web site overall, is the federal government’s 
‘JobBank’. Maintained by Human Resources and Skills Development 
Canada (HRSD), formerly Human Resources Development Canada 
(HRDC), the JobBank allows employers across Canada to list availabilities 
within their organization free of charge. Positions are sorted by geography 
and by date of posting. Job seekers accessing the site are able to search job 
postings by keyword or by job title. The JobBank does not allow job 
seekers to post their resumes. The job postings list a wide range of 
available positions and the web site is updated daily. The JobBank is 
recognized by OAHC career counsellors and surveyed adult job seekers as 
one of the most valuable employment related Canadian websites available. 
 
Non-Profit 
 
Almost all of the adult employment web sites maintained by members of 
the OAHC are from the non-profit sector. These web sites range 
considerably in style and content. Recently OAHC member websites have 
been going through a series of upgrades, as member agencies strive to 
provide adult service users with the greatest range of support. A number 
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of recently revised web sites suggest that OAHC members are taking a 
leading role in utilizing the Internet to supplement their services.  
 
A selection of the services being offered by adult Job Connect providers 
to include: 

online calendars of events 
comprehensive program information 
resume posting 
downloadable forms, and  
email contact information for employment counsellors.  

 
E-services targeted to employers are also available. These services include:

comprehensive listings of program information 
job posting opportunities, and  
access to a resume databases. 
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E-SERVICE REVIEW 
 
 
Benefits 
 
E-Services offer many benefits to adult job seekers, employers, 
employment counsellors, and service providers within the OAHC 
network. Through the proper leveraging of technology, all stakeholders 
tied to Job Connect’s adult service providers can benefit. The positive 
effects can result from very simple technologies that are fairly easy to 
implement to very complex technologies requiring multi-stage 
implementation.  
 
This section examines existing technologies and practices, as reflected in 
feedback from on-line surveys and research, and attempts to highlight the 
benefits of e-services to all parties. This overview is by no means 
exhaustive, but attempts to capture points of particular interest and 
relevance. 
 
Job Seekers 
 
Job seekers have two very clear and readily identifiable goals when using 
the Internet in their job search. As identified in survey results, job seekers 
are using the Internet to ‘learn how to find a job that fits their interests 
and skills’, and secondly to ‘find a job’. These two goals are distinct from 
each other, and although easily confused, should be treated independently 
and equally. 
 
Job Connect sites serving adults have a solid tradition of supporting job 
seekers in learning how to find a job that fits their interests and skills. 
Most adult-serving Job Connect web sites currently offer links to sites that
will help job seekers determine their employment goals. These services 
range from in-house web sites, such as Niagara Falls Employment Help 
Centre’s ‘Career Planning Wizard’, to external sites such as University of 
Waterloo’s ‘Career Development e-manual’. Job seekers readily make use 
of these services, often with the support of their employment counsellors, 
during career transitions.  
 
It should be noted, however, that the web sites most widely used by job 
seekers are job posting sites. According to the job seekers surveyed, the 
two most popular are the JobBank and Workopolis. These sites can 
generate tangible job leads, something all job seekers can use. Job seekers 
reported feeling empowered by their discovery of online resources, 
 

70 



Providing Effective E-Services for Job Connect 
Clients and their Potential Employers 

 

 

especially online job postings. Most job seekers, even those with limited 
exposure to computers and e-services reported having used electronic job 
boards. This suggests that there is an established demand for e-services 
among job seekers, even those with little familiarity with computers. 
 
Some of the most useful applications that job seekers found on job-related 
sites were resume and cover letter tips, online surveys of skills and 
interests and local job boards. All three of these applications could be 
readily provided by local Job Connect agencies supporting adults. In fact, 
many Job Connect agencies already offer these services on their web sites. 
 
Employers 
 
There are a number of services available to employers who hire adults 
using the web. These include online job postings, searchable databases of 
potential employees, and resources geared to supporting adult 
employment.  
 
Currently, the most popular feature in the services available to employers 
is the ability to post employment opportunities to the web. This allows 
employers to reach a wide range of potential candidates, often for very 
little expense. Online job postings also allow employers to post 
information targeting certain key groups; for example, an employer 
looking to hire licensed engineers might post to the Professional Engineer 
Ontario job board. Not surprisingly, online job posting is the most widely 
used e-service by employers.  
 
Job Connect service providers are ideally positioned to benefit from the 
popularity of this e-service. As a trusted and established bridge between 
employers and job seekers, Job Connect deliverers can market their web 
sites to employers as ideal job posting sites. There is a wide degree of 
difference in the delivery of this service by Job Connect adult service 
providers. The most advanced service providers offer interactive 
submission of job postings via online forms, such as the Unemployed 
Help Centre in Windsor, while some service providers rely upon off-line 
requests to generate online postings. 
 
A second e-service available to employers is the opportunity to search 
through an online database of candidates. This is currently being offered 
on a number of different Job Connect delivery sites, including the 
Employment Help Centre in St. Catharines. The Employment Help 
Centre offers a Human Resources database grouped according to 
professional. This HRSD funded project supports the efforts of workers 
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over the age of forty in finding employment. 
 
Another e-service currently available to employers is resource listings that 
provide information on such topics as employment standards and local 
labour markets. These resources are often missed by employers and do 
appear to be highly valued by the agencies that provide them, yet they can 
potentially provide great benefit to employers. This is an opportunity for 
Job Connect deliverers to position themselves as authorities regarding 
employment standards, labour relations, and human resources. Time-
strapped employers would appreciate easily accessible information on 
these topics. In turn this would help build strong employer relationships 
with the Job Connect delivery agencies. 
 
Employment Counsellors 
 
Employment counsellors have identified a number of benefits of e-
services in the delivery of the Job Connect program. Although there are 
differences between the various agencies serving adults, some 
commonalities do emerge. Employment counsellors have commented that 
the Internet is a powerful tool and excellent supplement to traditional 
methods of employment counselling. Ninety-seven percent of surveyed 
adult-serving employment counsellors felt that the Internet is an 
important component of job searching and career planning. A further 
90% of surveyed employment counsellors refer clients to the web as part 
of the job search. These numbers make it clear that these counsellors have 
embraced the Internet as an important employment counselling tool. 
 
The website most employment counsellors consistently refer their clients 
to is the HRDC JobBank. This web site, previously discussed in the 
Comparison of Sectors, is a national job posting service. Employment 
counsellors felt that the HRDC’s JobBank offered a good mix of 
employment opportunities on its job posting board and that the web site 
was suitable for any job seeker, regardless of their field of employment. 
 
The use of technology allows clients and counsellors to stay in touch more 
readily. An example of this can be found at the Unemployed Help Centre in 
Durham Region. This location creates client email accounts, allowing 
clients and counsellors to easily share information over the Internet. This 
allows electronic documents to be effectively and efficiently passed back 
and forth for revision, greatly facilitating the development of employment 
related documents. 
 
Employment counsellors also reported that they benefit from using the 
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Internet as a research tool. Counsellors are able to easily research 
employment opportunities, job descriptions, company profiles, and other 
labour market information. The ability to find readily accessible 
information quickly and easily has meant that counsellors are better 
prepared to support their client’s job search.  
 
Employment counsellors consistently identified online links to services 
and programs as the most useful services available on their employment 
centres’ web sites. They felt that the links to other agencies, programs, and 
forms made their role much easier to carry out. Although counsellors rely 
most heavily upon job databases, they place an almost equal reliance upon 
resource databases containing information on labour market information 
and occupational training. These databases allow counsellors to develop 
an accurate idea of the requirements for different fields, including 
education, experience, and aptitude. 
 
Job Connect Service Delivery Agencies 
 
Perhaps it is at the agency level that the greatest benefits of e-services are 
manifest. Each Job Connect delivery agency surveyed for this supplement 
has an electronic presence or is in the process of creating one. Several web 
sites are in the process of being, or have recently been, upgraded. This is a 
reflection of the focus of Job Connect service providers on providing 
service users with a wide selection of convenient methods for accessing 
service.  
 
Three major benefits emerged. E-services: 

connect adults to a greater variety of services,  
make efficient use of organizational resources, and  
are accessible for adults who live far from the Job Connect service 

deliverer (such a client would otherwise have difficulty accessing 
service).  
 

All three benefits stand to have huge implications for the delivery of 
employment related services, especially in the non-profit core.  
 
Each of these benefits is intertwined and supports the others. The first 
benefit noted by adult-serving Job Connect agencies is that e-services 
connect adults to a greater variety of services. This observation is perhaps 
the most intuitive. The number of services with limited availability to a 
client could expand dramatically with an electronic method of delivery. 
Clients would now be better able to access traditional services like job 
postings, employer listings, and professional counselling electronically. As 
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an e-service, the program’s reach would be almost limitless, allowing all 
individuals with Internet access the opportunity to utilize the service. This 
in turn reflects a much more efficient and strategic use of resources and 
organizational capacity. With limited increases in resources, Job Connect 
delivery agencies will be better positioned to reach more service users, 
without the added overhead of opening entire resource centres. This is 
particularly relevant in rural areas, where large geographic, but sparsely 
populated, areas may be under-serviced. 
 
A fourth advantage of e-services is the ability to capitalize on translation 
software. Using readily available and inexpensive software packages, many 
e-services can be accessed in languages other then English or French. This 
application will potentially allow Job Connect agencies serving 
internationally trained individuals who have English as a second language 
the opportunity to capitalize on e-services. 
 
In addition to the four advantages listed above, a final benefit to agencies 
offering e-services is the greater presence it creates. Agencies operating an 
on-line presence will be better able to create a corporate identity or brand. 
The creation and reinforcement of this brand, supported by an active 
virtual location, could garner more interest from potential service users 
and employers.  

 
Barriers and Challenges 

 
E-services, while offering many opportunities for job seekers, employers, 
employment counsellors, and Job Connect service delivery agencies, also 
present many barriers and challenges. These challenges are multifaceted 
and will require a concerted effort by all stakeholders to ensure that e-
services are successfully implemented to best support Job Connect’s goals 
and job seekers’ needs. 
 
Many of the barriers facing adult job seekers in their use of e-services are 
unique to the individual and will require carefully considered solutions that
recognize specific needs. However, many of the challenges adult-serving 
Job Connect agencies confront are similar to those facing other Job 
Connect agencies. 
 
Job Seekers 
 
Various barriers were identified for adult job seekers. These barriers, 
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identified by counsellor and job seekers, include age, limited computer 
skills, low income and a need for in-person contact. All of these barriers 
restrict job seekers’ use of e-services and will be discussed individually 
below. 
 
Age can be a significant barrier to a job seekers’ comfort level with 
computers. Although age does not preclude an individual from using a 
computer, counsellors have related that many clients over forty years of 
age have previously never needed to use the Internet. This puts these 
clients at a major disadvantage in their job search. Some clients are 
uncomfortable embracing a new technology, preferring to rely upon 
traditional means of job search. 
 
Lack of familiarity with computers is often an obstacle for job seekers. 
Front line staff have observed some service users with post-secondary 
education who are unfamiliar with the operation of a computer. These job 
seekers, despite a lengthy education, are unfamiliar with e-services. They 
have never been required to utilize online services. This is even true of 
some clients as young as age thirty. This lack of exposure to computers is 
a significant barrier to their accessing e-services. 
 
As well, job seekers in lower socio-economic brackets are often unable to 
afford home computers, and therefore are less likely to have the time and 
confidence to browse the Internet and learn. As a result, they will be less 
likely to access e-services. Job seekers with low income may lack 
confidence in their abilities, or be unwilling to invest the time in learning 
computer skills when their job search seems more pressing. 
 
Job seekers have reported that using the Internet can be isolating and 
intimidating. Some have felt that the use of technology minimizes the 
amount of time counsellors spend with their clients and leaves clients to 
struggle with computers. This is most often reflected by individuals who 
are hesitant to use computers – often because of the aforementioned 
barriers. 
 
Employers 
 
Although it seems that many employers utilize e-services, usage is actually 
limited to a very small section of the labour market. This seems to be 
because only larger organizations tend to post to the Internet, either 
through internal web sites, external job posting web sites, or a 
combination of both. This would seem to imply that smaller employers 
lack the resources to properly benefit from e-services.  
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The challenge for Job Connect delivery sites is to find a way to make e-
services attractive to smaller organizations, and to encourage them to 
utilize their services. Job Connect agencies can act as a service provider to 
the employer, facilitating their transition to using e-services in recruitment. 
Part of this effort should be dedicated to marketing, while an equal part 
must be focused on education. Job Connect agencies with sufficient focus 
and resources will be able to position themselves as a service provider for 
small to medium sized employers. 
 
Adult Job Connect agencies, many of which operate their own Job 
Development Placement Support (JDPS) component, are ideally 
positioned to support employers. In fact most have already targeted small 
and medium sized businesses in their community for traditional job 
development. These existing relationships are ideal starting points for 
offering e-services. 
 
Employers are also increasingly aware of the risk of being inundated with 
applicants as a result of posting employment opportunities online. The 
Internet knows no borders, and as a result, online job postings can be 
circulated far wider then traditional print advertisements. Employers 
utilizing e-services for recruiting will need to adopt strategies to address 
the mass of applicants that can result from online job postings. 
 
A technical barrier, shared by Job Connect agencies and employers alike, is 
the lack of consistent technical service in northern Ontario and rural 
regions of the province. These geographical areas are often under-serviced 
by Internet service providers and suffer from irregular service. Employers 
are less likely to widely adopt e-services if they face continual service 
disruption. 
 
Employment Counsellors 
 
Employment counsellors with adult-serving Job Connect agencies have 
proven to be one of the most accepting groups with regards to new 
technologies. Most employment counsellors already operate extensively 
with e-services, using the Internet for research and maintaining contact 
with clients. 
 
However, there is some hesitation among employment counsellors in 
regards to accepting new technologies. Counsellors do not seem to object 
to the technologies, but rather fear that the technologies will distance 
them from their clients. There is a perception that increased use of e-
services might relegate counsellors to ‘sitting behind a screen all day’, 
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instead of meeting with clients in person. Whether these fears are well-
founded or not, they must be addressed to gain employment counsellors’ 
full participation in future e-service projects. 
 
There is also a sense that constant reliance upon e-services may give 
clients false confidence in the use of the Internet to find work. Job 
opportunities posted on the Internet become part of the visible job 
market, which is estimated as only 20% of the greater job market. To rely 
too heavily upon e-services for job postings is to eliminate the opportunity
to discover the hidden job market. Counsellors will have to maintain a 
balanced approach to employment counselling, incorporating e-services, 
but not excluding traditional methods of job search – especially 
networking. 
 
Job Connect Service Delivery Agencies 
 
Job Connect delivery agencies serving adults have much to gain from 
pursuing a strategy that promotes the use of e-services. However, they 
also face many barriers. The most significant barrier seems to be a lack of 
resources. The construction and maintenance of a web site (offering even 
the most basic e-services) requires many resources. Not only is there a 
cost involved with hosting a web site, but there are also significant costs 
involved with developing and designing web content. 
 
Some of the strongest web sites developed by adult-serving Job Connect 
agencies have been the result of generous donations by local Internet 
developers. However, this strategy, while effective in the short-term, does 
not guarantee the long-term viability of a web site. Web sites also require 
ongoing updating to maintain their accuracy and relevance. This requires 
Job Connect agencies to retain staff who are knowledgeable in web 
maintenance. Currently, most Job Connect agencies surveyed have added 
the role to another staff’s duties, dedicating less then a half of a full time 
employee to the role. In fact, Job Connect agencies surveyed outsource 
most or all of their web development and some of their web content. The 
most advanced web sites, offering the most e-services, often outsource 
almost all of their web design and maintenance. The long-term success of 
e-services appears dependent upon stable and dedicated funding that can 
ensure out-sourcing or staff training and time. 
  
In order, for Job Connect agencies to insure that the shift towards e-
services empowers their service users and does not marginalize them, it is 
necessary that the barriers facing adult job seekers are addressed. This 
means that Job Connect agencies serving adults must facilitate job seekers 
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use of the computer to access e-services. Many Job Connect agencies 
serving adults are already dedicated to this goal, offering computers with 
Internet access through funding by the Ministry of Training, Colleges, and 
Universities. Some agencies also provide support through Community 
Access Program computers and coaching on computer use. In order to 
benefit all clients, these services should be guaranteed. Job Connect 
agencies serving adults should offer or partner with agencies who offer 
basic computer training in order to create an inclusive job search 
environment. As well, traditional meetings with employment counsellors 
should still be offered. 
 
As mentioned earlier, Job Connect agencies operating in under-serviced 
areas such as northern Ontario and rural areas face disruptions to their 
ability to provide e-services to their clients. Job Connect agencies 
operating under these conditions will no doubt ensure that their e-services 
are only one facet of their services, and that contingency plans be available
in the event of significant disruptions to service. 
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CONCLUSION 

 
It is clear that the growth of the Internet and the rise in e-service 
technology offers adult-serving Job Connect agencies unprecedented 
opportunities. These opportunities include increased ability to: 

reach new job seekers 
provide the translation of information into languages other than 

English 
offer support over greater distances 
enhance long distance partnerships, and 
increase co-ordination between agencies. 

 
However, this growth also presents many challenges. Adult job seekers are 
often wary of using the Internet, mainly due to unfamiliarity. Although 
Internet usage decreases with age, even some younger adult clients are 
unfamiliar with e-services. As a result, Job Connect agencies must not only 
market the availability of their services, they must also educate their clients 
as to their use. 
 
Similarly, employment counsellors have clearly stated that employment 
counselling cannot be done solely online. As noted in An E-Business 
Direction: Strategies for Enhancing the Delivery of Job Connect and Summer Jobs 
Service Programs, a report by MTCU, e-services must be designed to act in 
concert and support the delivery of traditional employment counselling. If 
this is done properly, Job Connect agencies serving adults will recognize 
the opportunity that exists to better serve their clients. 
 
However, before this can occur, leadership and a commitment from 
funding sources must be made evident. Although very efficient at 
disseminating information, e-services can be very resource intensive, 
especially during design and implementation. In order for e-services to 
reach their full potential in support of the delivery of Job Connect to 
adults across Ontario, sufficient resources must be committed. 
 
Job Connect agencies serving adults are very much aware of the 
opportunities made available through e-services. Survey data and 
anecdotal information demonstrate that these agencies look forward to the 
challenge of implementing e-services to better serve their clients. 
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PROVIDING EFFECTIVE E-SERVICES: A SUMMARY 
 
The proceeding reports on e-service use among employers and Job 
Connect clients clearly establish which e-services are of most value. The 
reports also suggest ways to increase the value of e-services to both these 
end-users as well as Job Connect deliverers. The over-riding theme is that e-
services are only as helpful as the amount of human effort that can be dedicated to their 
promotion and maintenance.  
 
Electronic Job Boards: The E-Service of Greatest Value 
 
One of the key findings of this research is that job boards are the most 
important e-service for adult and youth Job Connect clients, as well as for 
employers. For clients, listings that include local job openings are 
especially helpful. Employers use online job boards as a time and cost 
effective way to reach more potential applicants.  
 
Job boards may be the e-service of greatest value but there are challenges 
related to their effectiveness. Job seekers must search through extensive 
listings for suitable positions. Job Connect clients frequently complain that
few postings are relevant, due to location and skill or experience 
expectations. When employers post positions to job boards, they are often 
frustrated by having to screen large volumes of resumes, many lacking in 
the basic requirements of the job posted. With these problems in mind, 
the following recommendations propose strategies that can enhance not 
only job boards, but all e-services as well. 
 
How to Increase the Value of E-Services 
 

 
These reports, and previous research by OAYEC,  demonstrate that the 
basic technological infrastructure is already in place. Job Connect delivery 
agencies offer their clients highly utilized Internet access in Resource 
Centres. The vast majority of agencies have web sites advertising basic 
information about their services. Many also provide various e-services on 
their web sites, such as local job boards, resume databases and resources 
listings. All agencies also use email as a common communication tool.  

32

 
Beyond the Job Connect network, a wide array of e-services is available. 
These include career planning, employment standards and labour market 
information as well as a variety of general, regional and niche job boards. 

1) Train and Educate Users 
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Although there is much room for their improvement regarding usability 
and content, many of these e-services are relevant and useful to Job 
Connect clients.  
 
However, the findings indicate that clients and employers are not aware of 
the extent of e-services available. End-users need tools and support in 
order that they may gain greater value from e-services in general and job 
boards in particular. Clients can benefit from direction on how to filter the 
postings they find on job boards and where to access listings that are best 
matched to their skills, interests, and locations. They can also be 
introduced to career planning information, interest and skill assessment 
surveys and other resources that may support and expand their 
employment options. Employers already utilizing e-services could be 
directed to other job boards and guided in the use of resume screening 
tools. Employers not using the Internet for hiring purposes may 
appreciate being guided to appropriate resources. All employers may 
appreciate learning about the human resources, employment standards, 
employee training options and other relevant material available online. 
Such support not only shares information about e-services, but also serves 
to welcome new, cautious or reluctant users to the potential of online 
resources.  
 
With these findings in mind, the following training and education 
recommendations are put forward as ways to engage people more directly 
with the employment e-services already available. These recommendations 
apply to all stakeholders within the Job Connect network: employers, 
clients and providers.  
 

• Employers: As the report on employer usage sets out, local 
employers need to be educated by Job Connect deliverers about 
the availability and benefits of e-services. Employers who are 
presently using e-services will benefit from learning about more 
services, such as niche boards, resume screening tools and 
relevant resource listings. Employers who are not yet using e-
services can be introduced to the various options available.   
 
Training employers on e-services, while time-consuming, has 
many benefits for Job Connect deliverers. Most importantly, this 
will serve to strengthen the employer/agency relationship, leading 
to more successful placements in the future. Such contact will 
also inform Job Connect deliverers as to how to best improve and 
design new e-services for employers. The use of some e-services 
and tools, such as automated job posting, will decrease the time 
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required of agency staff to input this data. Agencies will wish to 
strategize as to how to maintain the employer relationship and 
their intimate knowledge of the local job market once employers 
are regularly using e-services. 

lients:  Like employers, both adult and youth Job Connect clients 
lack information about e-services. For some clients, this 
knowledge deficit is related to a lack of Internet and computer 
skills and to limited comfort with the medium.  

Adults may be more open to traditional forms of training. For 
example, the Adult Help Centre Supplement suggests that workshops 
offered through Help Centres or partnered with training facilities 
can guide adult clients to improved e-service usage.  
 
Although also demonstrating limited knowledge of the e-services 
available, many youth reported disinterest with formal training 
opportunities. They perceived themselves as skilled users of the 
Internet. Helping youth reach appropriate e-services and utilize 
the tools with which these services are equipped, requires other 
forms of education. For example, e-bulletins with quick links to 
employment e-service can connect clients to relevant e-services.  
 
Distrust, discomfort or disinterest in technology exhibited by 
many Job Connect clients must be acknowledged. This is 
particularly obvious in the case of e-counselling, which appears to 
hold value only when the client has already established a trust 
relationship with the provider through in-person contact. 
Integrating Internet-based tools and services into one-on-one 
counselling exchanges can help reluctant clients learn new skills. 
Some in-person counselling appointments can be carried out via 
email when clients lack time or transportation. Revising resumes 
through email is good practice for sending an electronic resume 
to an employer.  

Job Connect Delivery Staff:  As the conduit between employer and 
client, the staff of Job Connect delivery agencies are the people in 
greatest need of training. This is not because they lack skills and 
knowledge. In fact, job developers and employment counsellors 
are well aware of the vast resources available on the Internet and 
many are responsible for the innovative use and development of 
various Internet-based tools and services. However, because so 
many clients and employers turn to them for expertise and 
because the technology and e-services are constantly changing, 
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staff must continuously upgrade their skills. 

Job Connect deliverers need time to formally and informally train. 
Information is available on the Internet and a good part of 
counsellors and developers’ daily work already seems to include 
some time spent gathering information through databases.  
These efforts need to be officially acknowledged and supported. 
Formal training opportunities could include courses offered on 
web site design and implementation, system administration, and 
other aspects of developing e-services and e-business tools, 
through local colleges or other recognized training institutions. 
Much expertise already exists within the Job Connect network, as 
noted in the Inventory of Internet-based E-Business Tools and the 
Environmental Scan of Employment Sector E-Services. Such knowledge 
could be tapped into through regional networking think tanks or 
other forms of information-sharing.   

33

34

ining and education recommendations build on the strong 
n already laid by the Job Connect network and, as such, are an 

use of resources. Furthermore, they will have the long-term effect 
sing individuals’ general computing skills and comfort level with 
rvices in an increasingly technologically driven society. By making 
ect deliverers the bridge connecting people who are left on the 

 of the digital divides to greater social inclusion, such 
ents will serve to increase the profile of Job Connect delivery 

 Finally, as important contributors to their local economies, their 
nd success with both clients and employers will increase. 

e Relevant Content 

recommendation arising from the findings in the three reports is 
ovement of e-service content both in quality and volume. Once a 
located an e-service, the extent of the e-service’s value is 
t upon the content it provides. If the content is out-of-date, 

t to the needs to of the user, disorganized or poorly presented, 
vice itself has little to offer. This issue is especially important to 
oking to access job boards. However, it also relates to the 
ion provided on web sites, within online resource listings and 
s, and in e-bulletins. 

ere clear about what sort of content they require. For youth, this 
nally specific, current job postings that fit their skill, experience 
ation levels. Adult clients were interested in local job postings as 
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well, but they also expressed an interest in resume and cover letter tips and 
skill related assessment surveys. 
 
One route to meeting high client demand for job board content is to get 
more local employers online. This relates back to the training 
recommendation outlined above. As more local employers are guided to 
making electronic postings, more clients will find the jobs they need 
online. In turn, employers will be more likely to receive position-
appropriate applications. 
 
Ensuring proper content is time consuming and resource demanding on 
the part of the e-service provider. This is particularly true regarding job 
postings because clients check job boards almost daily searching for new 
openings; positions quickly become unavailable. Individual Job Connect 
deliverers may wish to assess the resources they have available and balance 
these against their ability to provide e-services of value, based on the 
needs of their clientele. Tools and resources that help agencies prioritize 
their investments in technology and direct agencies to cost-reducing 
strategies would be advantageous. Once again, some Job Connect 
deliverers have been very successful with the technological aspects of their 
service provision and could share their experience with others. 
 
3) Use Internet-Based Tools to Provide E-Services 
 
A third recommendation that the findings of these reports point to is the 
utilization of other Internet-based tools to provide e-services. Much of the 
focus of the proceeding reports on e-services focused on job boards 
because this was the e-service upon which employers and clients placed 
most value. However, two Internet-based tools that provide e-services 
deserve mention in this Summary because of their importance to the 
entire Job Connect network.  
 
The first of these Internet-based tools is resource databases. These are very 
important for the front line staff who serve clients and employers. As 
experts on employment related information, counsellors and developers 
must constantly have searchable information available at their fingertips. 
Current, well-organized and easily manipulated databases help staff 
provide better service. Often this will lead to greater use of other e-
services when, for example, a developer can refer an employer to 
information on workplace safety requirements or a transient client to a job 
board in another part of the province. Database resources also help build 
agency personnel’s profile as employment experts and improve employer 
and client relationships. 
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The second Internet-based tool of importance to this discussion is email. 
Widely accepted by clients, employers and Job Connect agencies alike, 
email is the one tool not limited by most access issues (although the 
increasing prevalence of spam must be acknowledged). There is great 
potential for expanded use of this inexpensive technology, as the report 
on youth client usage recommends. For example, clients may benefit from 
regular e-bulletins sent by their agencies and from email-based exchanges 
as a part of their counselling programs. Many counsellors have anecdotal 
reported success using email for maintaining contact with clients. Suitable 
policies regarding e-counselling would guide counsellors in their 
exchanges and help youth develop trust in this form of counselling 
communication. Email could also be used more extensively to 
communicate with employers. Tools and strategies that enhance and 
support the use of email, such as applications that help track email 
communication, are worthy of further investigation. 
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CONCLUSION 
 
 
The findings and recommendations of this research are not about 
technology so much as about the people using and providing the 
technology. E-services can link job seekers to employers more readily 
when the end-users are skilled and knowledgeable in the availability and 
use of the services.  
 
Job Connect deliverers play an essential role in making e-services work. 
They provide training, guidance and information about e-services to 
employers and clients. They are continuously trying to improve their web 
site tools and e-services, and they work hard to ensure that the content 
their e-services provide is relevant. Investing in the “connectors” – the 
front line Job Connect staff themselves – is the best way to ensure that the 
e-services presently available are utilized and that innovative and effective 
employment e-services are developed in the future. 
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Appendix 1 
 
Youth Questionnaire 
"The Web and 
Work" 
 
(fall 2003, 
performed online) 

The Web a
A Questionna

 
This short questionnaire is for people  
the web to look for and learn about
to improve the web services of youth 
help you find the right work quicker. 
 
When you visit a job-related web site,
that apply. 
 
- a job 
- job placements, co-ops, internships 
- tips on resumes and interviews 
- how to find a job that fits my interes
- ideas about different kinds of jobs o
- what training and education I need 
- employment services in my commun
- information about employers 
- other: 
_____________________________
 
What job-related web sites have you v
 
- local youth employment centre's site
- ApprenticeSearch 
- CareerCruising 
- Careermatters.TVO 
- JobFutures 
- HotJobs 
- HRDC Job Bank 
- MazeMaster 
- Monster 
- Workopolis 
- other: 
_____________________________
 
The best job-related site is: ________
 
What are the most useful things you h
sites? Check all that apply. 
- a local job board 
  
nd Work 
ire for Youth 

 between the ages of 16-24 who use
 work. Your feedback will be used 
employment agencies so we can 

 what are you looking for? Check all 

or apprenticeships 

ts and skills 
r occupations 

ity 

__________________________ 

isited? Check all that apply. 

 

__________________________ 

_____________ 

ave found or done on job-related 
Providing Effective E-Services for Job Connect 
Clients and their Potential Employers 
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2. 

- a survey for figuring out my skills and interests 
- resume and cover letter tips 
- emailing or chatting online with an employment counsellor 
- booking a workshop  
- downloaded a form 
- pictures of the employment centre or the staff 
- other: 
______________________________________________________ 
 
If you have visited your local employment centre's site, what's the most 
useful thing on it? 
 
______________________________________________________ 
 
On job-related sites, have you ever done any of the following? Check all 
that apply. 
 
- checked out a job board  
- searched a job database 
- posted your resume  
- searched a database to find a resource or learn about an occupation  
- become a member/registered with a site 
- filled out a survey or feedback form 
- posted to a message board  
- used a chat 
- emailed in a question 
- downloaded forms and/or documents 
- other: 
_______________________________________________________ 
  

What's missing from the web for youth who want to find out about 
work? Check all that apply. 
 
- ways to find a job that is in my town/city 
- ways to find a job that fits my skills and interests 
- how to be an apprentice 
- emailing or chatting with an employment counsellor 
- online workshops 
- other: _______________________________________________ 
 

Where do you access the web? Check all that apply. 
- at home 
- at a friend's 
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- at the library or another community service  
- at an employment centre 
- at school 
- at a café or other location where you pay for access 
 
ow often do you use the web? 
- every day  
- 1-3 times a week 
- 1-3 times a month   
- other (specify): _____________________________ 
 
ou are:   
male  ||   female 
 
ou are:  
 
16-20   ||   21-24 
 
ou are: 
 
- in school    
- not in school  
 
ost school you have completed: 

 
- have not completed high school 
- completed high school 
- completed college or university 
- completed apprenticeship/trade/vocational program 

hat's the population of the town or city where you live, or the nearest
town or city? 
 
- less than 9,999 
- 10,000 – 49,999 
- 50,000 – 399,999 
- 400,000 – 799,999 
- greater than 800,000 
 
hat part of Ontario do you live in? 

 
- Northern Ontario  
(boundaries: south to Orillia, east to Highway 11) 
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- Eastern Ontario  
(western boundary: Lake Simcoe and Highway 11; includes Durham 
County) 
- South Western Ontario  
(boundaries: north to Barrie, east to Lake Simcoe and Halton) 
- South Central Ontario  
(boundaries: GTA to Lake Simcoe, including Peel Region, Mississauga
and Oakville) 
 
Thank you for filling out this survey. 
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Environmental Scan 
of Employment 
Sector E-Services 
 
 
 
 
 
 
The scan sets the 
stage for a 
contextual inquiry 
and user testing to 
be performed by 
OAYEC with youth 
and employers 
across the province  
 

Providing Effective E-Services for Job Connect 
Clients and their Potential Employers 
 

Environmental Scan of Employment Sector E-Services 
 
 
Introduction 
 
 
The Environmental Scan of employment web sites is an initial stage in the 
review and assessment of e-services offered to job seekers, career planners 
and employers, especially those services that may be applicable to Job 
Connect eligible clients. The scan sets the stage for a contextual inquiry 
and user testing to be performed by the Ontario Association of Youth 
Employment Centres (OAYEC) with youth and employers across the 
province in early 2004.  
 
This document considers the various sectors involved with employment e-
service provision, details the e-services offered, and suggests some of the 
challenges with these services as they presently stand. These challenges 
will be investigated further by OAYEC in continuing research. 
 
The Environmental Scan was performed by OAYEC through a variety of 
methods. Employment web sites that serve clients and employers in 
Ontario were reviewed. Surveys were distributed to Job Connect 
deliverers, youth and employers of youth. Focus groups were conducted 
with youth in two employment centres. A literature review also informed 
the analysis. Of special note, the 2003 Base Line Inventory of Job Connect 
delivery web sites by the Ministry of Training, Colleges and Universities, 
was a particularly important secondary resource. Details on methodology 
are included in the appendices. 
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Focus group youth 
pointed out that 
being able to search 
by industry or job 
title was not helpful 
when most youth are 
willing to take any 
form of work, lack 
the experience to 
claim a job title, or 
have not yet 
selected an 
occupational 
industry. 
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Comparison of Sectors 
 
 
Public, Private and Non-Profit 

 
Private sector sites contain some of the most advanced services and tools, 
such as online portfolios, emailed newsletters and alerts, and support for 
large hirings. Most of these sites are online services only, with no offline 
presence. The more well-known private sector sites load easily and are 
well designed, with a clean and consistent look, organized content, concise 
writing, and plenty of navigational tools and cues. They utilize the most 
advanced e-business tools, such as the latest in search technology, and 
provide a variety of services. Their job databases consist of a large quantity 
of available jobs and their news pages contain daily links. They offer 
interactive options that help the user feel connected to other people; e.g. 
experts who can be emailed and message boards. These sites also have 
advertisements on most pages. Animated advertisements can be 
particularly distracting and annoying.  
 
The popular private sites tend to list positions to their job databases that 
are for career-oriented job seekers, rather than for entry level, short-term 
or seasonal workers. These sites also appear to have a substantial audience 
of employed users as is implied by articles, tips and "boss panic buttons". 
The two private sites most frequented by surveyed youth are Monster and 
Workopolis. Tied for second place, they are the most visited employment-
related sites next to the HRDC Job Bank. However, they are not 
considered by respondents to be particularly useful. This is likely because 
their job postings tend to be geared more towards the experienced worker, 
with few entry-level postings, and because they provide limited regional 
specific search options. Also, focus group youth pointed out that being 
able to search by industry or job title was not helpful when most youth are 
willing to take any form of work, lack the experience to claim a job title, or 
have not yet selected an occupational industry. 
 
Sites from the public and non-profit sectors are less easy to categorize. 
They range from the highly popular national Job Bank to region-specific 
community sites. Many are operated through partnerships between 
different levels of government and other organizations. Only some offer 
off-line services that are directly complimented by the site.  
 
Some of these sites use dynamic design extensively, although not always 

t body copy here… 
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successfully. For example, pages may take a long time to load via dial up. 
Some, such as TVO's Career Matters, are heavily designed with extensive 
animations and graphics. On the other hand, any site from the 
Government of Canada, such as the Job Bank or Job Futures, has few 
graphics and no animations.  
 
Many public and non-profit sites provide a variety of e-services, although 
none maintain as many as the popular private sites. Job boards tend to 
focus on regions, such as Brant Jobs or Durham Region Employment 
Network, with most job boards, aside from those from Job Connect 
deliverers, based in southern Ontario. However public and non-profit 
providers do not charge their users for their e-services, although they will 
sometimes require them to register for the more sophisticated ones, such 
as online portfolios and job and resume posting. The one notable 
exception to this is the large hiring e-service package offered by a Job 
Connect agency. 
 
A handful of public and non-profit sites are developed specifically for a 
youth audience. Mainly these are career-oriented, such as HRSD's Job 
Futures and TVO's Career Matters. Durham Region's TradeAbility and 
the Halton Industry Education Council’s ApprenticeSearch are two 
regional sites for youth interested in careers in the trades. MazeMaster, 
"Canada's youth portal", is a partnership between the Roman Catholic 
School Board and HRSD. It provides a job board as well as career 
planning services and tools. However, the board is not very active, with 
jobs only for Ontario and events located primarily in the GTA.  
 
Based on a review of these web sites, few employment agencies from any 
sector offer personalized and interactive e-services, such as e-counselling 
and online workshops.  
 
Job Connect Regional Differences 
 
A review of Job Connect web sites immediately reveals regional 
differences. These differences reflect the technological expertise and 
infrastructure available, and the needs perceived by clients and employers 
within the region. 
 
The North: 
 
Generally speaking, web sites of the northern Job Connect region are 
simple, with few dynamic components. E-services are limited to outreach 
for off-line services, some general information on job search techniques, a
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ew local job boards, and links or contact information for related 
ommunity services.  

owever, this minimalism does not indicate little interest in the Internet. 
orthern Job Connect deliverers are keenly aware of the potential of e-

ervices. Many northern managers participate in a very active online 
iscussion forum, and northern employment counsellors responding to 
AYEC's survey felt that a youth online forum was a service missing 

rom the Internet. At the Fall 2003 regional meeting, northern managers 
xpressed their frustration with unstable utilities supporting Internet 
ccess (e.g. electrical power outages), lack of technical expertise in their 
ommunities and little employer interest. The north was also the most 
esponsive region to OAYEC's survey of staff in charge of web sites, with 
3% of responses coming from this region.  

n general, northern deliverers perceive a need among their youth clients 
or e-services. Managers at the Fall meeting reported maintaining contact 
ith some Job Connect clients more successfully through email than 

elephone. Others described surprising web design skills on the part of 
igh risk youth. Surveyed employment counsellors and staff in charge of 
eb sites indicated that the ability to reach clients who lived far from their
entre was the greatest advantage of web services (although many were 
lso aware that not all youth have access). By tapping into youths' interest 
n the Internet and over coming geographical barriers, northern agencies 
re discovering that e-services are an excellent way to enhance already 
xisting employment services, as documented by the MTCU 2003 report 
An E-Business Direction."  

owever, Northern Job Connect deliverers at the Fall regional meeting 
lso noted a variety of barriers to meeting clients' needs for e-services. 
any areas in the north must cope with fairly regular Hydro black outs 

hat interrupt services and sometimes destabilize the technology; this is 
specially true in the Hearst area. Recently service providers have become 
ore established in many areas, but for some time agencies found 

hemselves bounced from one Internet service provider (ISP) to another. 
This phenomenon was seen in southern Ontario in 1999-2001 as large 
tilities, such as Rogers and Bell, bought into the Internet service 
rovision market.) Remote, northern communities, particularly those with 
truggling local economies, have a hard time finding and maintaining 
echnical expertise. Although agencies in urban centres may have high-
peed access, they are aware that clients in out-lying areas do not, so web 
ites must be built to accommodate low-speed modem access. As Internet 
ccess improves through Community Access Program (CAP) sites and 
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Connect Ontario (COBRA), infrastructural issues may be soon be 
resolved in many Northern communities. 
 
Besides these technical issues, northern deliverers at the regional meeting 
reported that many employers are not using the Internet. Industries 
prevalent in the north, such as mining and forestry, were described as not 
using e-services, particularly to post entry-level jobs appropriate to the 
average Job Connect client. Job Connect managers described themselves 
as conduits between client and employer, a role they played long before 
the Internet. Where online job boards exist, most listings are clipped from 
the newspaper or faxed to the employment centre requiring staff time to 
input the listings to the web site. Northern managers and staff say that 
employers who use online job boards appreciate the community 
knowledge of local employment services. In comparison, the employer 
who calls the HRDC Job Bank is put in contact with operators based in 
Sudbury who, of course, do not understand local addresses or other 
specifics.  
 
However, the success of a job board can create a new challenge for 
northern Job Connect deliverers. Because travel is such a barrier for 
clients, when services become available online, many stop visiting the 
centre. The more people visit the web site, the less they visit the centre. 
Fewer visits to the employment centre lowers IRS statistics. Almost half 
of northern respondents to OAYEC web administration survey felt this 
phenomenon was the greatest challenge to providing e-services. Besides 
affecting intake numbers, this also inhibits staff's "interaction with locals", 
as one survey respondent put it, limiting their connection with their 
community, the very trait that distinguishes them from the larger job 
boards and employment services in general. Noting that visits to their web 
sites are not random has led some northern agencies to include web site 
traffic in IRS statistics. For example, when the Red Lake agency posts its 
weekly job board updates on Wednesdays, traffic to the site, and 
particularly the job board, sky-rockets. (For more on Red Lake's successful
job board, see the E-Business Internet-based Tool Inventory under "Job 
Boards".) 
 
The East and Southwestern  
 
Web sites in the east-west corridor of the southern part of the province 
are often complex, easy to navigate and regularly updated. In general, they 
reflect a level of technological sophistication -- seen in their architecture 
and design, content management and marketing techniques -- not 
demonstrated by the other regions. These two Job Connect regions have 
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also developed innovative e-services and tools. (See for example 
Employment Planning and Counselling Peterborough's applications 
described under "Job Boards" in the E-Business Internet-Based Tools 
Inventory, or under "Large Hiring Packages" described below in this 
report.) 
 
While certainly the creativity, skill and ambition of deliverers in the east 
and southwestern regions deserve applause, these successes are also 
founded in a particularly conducive environment. In these regions the 
need for e-services is evident. The eastern and southwestern regions are 
rural enough to make transportation an issue for many clients. Because the 
Internet is fairly accessible, more employers and clients are using e-
services generally, so have the necessary skills, access and expectations to 
heighten this need. 
 
Unlike their peers in the north, Job Connect deliverers in these regions 
have the ability to fulfill the need. The utility infrastructure -- stable service
providers, the availability of relatively inexpensive high-speed access, and 
stable hydropower -- is well established in most parts of these regions (the 
one exception being the area north of Kingston stretching to Pembroke 
and this is rapidly improving). There are also large enough urban centres 
to attract and/or provide consistent technology expertise and training. 
 
The Central Region 
 
It is initially surprising to find that the web sites of Job Connect deliverers 
in Canada's most populated region are not highly active, complicated or 
sophisticated. This difference is once again due to the environment in 
which these Job Connect deliverers operate. A number of factors are at 
work here: 
 

Larger Organizations: While almost all deliverers in the central region 
have a web presence, in many cases this presence is limited to one 
web page of a larger site. This is because almost three quarters of 
these deliverers are a part of much larger organizations, such as 
YMCAs, colleges or community centres. As a central region manager 
explained, planning, designing and building a web site takes a great 
deal of time and energy; it takes that much more time and energy 
when the site is for a large organization serving vastly diverse clients 
and providing a variety of services.  

 
Transportation Less of an Issue: Because it is largely urban, central region 
agencies also do not face the distance challenge that affects other 
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Web sites of Job 
Connect deliverers in 
Canada's most 
populated region are 
not highly active, 
complicated or 
sophisticated. 

 

regions. In the GTA, at least, there are public transportation options 
for clients. This decreases the client's need to access services remotely, 
and thus the deliverer's obligation to meet this need.  
 
Online Job Boards Already Available: Unlike other regions of the 
province, there are more job boards with postings relevant to 
residents of the GTA and surrounding areas. These are provided by 
other private, public and non-profit employment services. How 
applicable these job boards are to Job Connect eligible youth remains 
to be assessed. However, to produce another job board may duplicate 
e-services already available. 
 
Competition: In the GTA there is competition between Job Connect 
agencies to reach youth and secure potential employers. This 
competition is sparked by a desire to serve clients and fueled by 
funders expectations for numbers of clients served. Developing and 
maintaining an online job board can be a large investment of staff 
time and energy, especially when the agency does not already have a 
strong web presence. Online job boards do not limit the access of 
users. Therefore a youth using the computer lab at Agency A may visit
the job board of Agency B and find a job. Which agency can 
document this client's success, assuming the client recognizes and 
reports learning about the job on the board of Agency B? There is 
also the worry that Agency A may simply "scoop" the job posting 
from Agency B's board, cutting and pasting it directly into their board. 
This conundrum has made some agencies very cautious about 
investing in job boards. 
 

ilar issue arises with regards to employers. Established relationships 
 employers are especially important to the success of a Job Connect 
erer because it is through rapport that an employer is likely to provide 
raining and supportive work environment high risk youth require. Job 
lopers invest much into building partnerships in their communities. 
ing a job or an employer's name to a public space on the Internet 
es these partnerships visible to other organizations and possibly leave 
mployer open to "poachers".  

ral region Job Connect deliverers are investigating ways to overcome 
 challenges, especially those deliverers whose primary service is youth 

loyment. For example, one youth employment centre has hired a 
ultant to help them understand the needs of their clients and consider 
vice strategies. Two other deliverers have their sites under 
truction. Off-line, job developers and employment counsellors are 
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establishing cross-agency networks that may help them develop online 
partnerships in the future.  
 
One Central Job Connect deliverer does provide a very active and 
successful web site. Youth Employment Service, Toronto, offers a 
dynamic site with a job board, resume posting service for clients and 
employers, virtual expert, tips, registration for off-line services and 
resource listings. This site is reviewed in more detail in the E-Services 
report on Internet-Based Tool Inventory, under "Forms: Registration".
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E-Services Available  
 
 
The following employment-related e-services are categorized by the client 
audience they were designed to serve. A service is generally developed for 
job seekers, individuals planning their careers, or employers. Employment 
counsellors and job developers will utilize all these online services as they 
provide clients with support. 
 
 
Services for Employers: 
 
General Information (Excluding Links to External Documents) 
 
General information for employers is e-content regarding issues such as 
labour laws, market prospects, and recruiting techniques. Often this 
information is designed for the human resource departments of larger 
companies, rather than for smaller companies with few or seasonal staff. 
Sites providing such information are: private companies that offer further 
services for a fee, public agencies that provide government related 
information (e.g. employment insurance benefits or Canadian labour 
market information), or sites serving specific employment sectors.  
 
Job Connect deliverers provide some content for employers on their web 
sites. They describe the Job Connect program, offer links to relevant 
government sites, list eligibility criteria and occasionally provide 
application forms that can be either downloaded or completed online by 
the employer. Employment agencies that offer Job Connect may also offer 
other services for employers, such as workplace health and safety training, 
and will provide information about these services on their web sites as 
well. 
 
Job Posting 
 
This is the most commonly offered e-service for employers and is 
provided by all of the private and public employment-related sites that 
cater to job seekers. About a third of Job Connect deliverers list job 
openings on their web sites.  
 
Employers who post jobs online must be registered with the agency or site 
providing the service. In the case of private sites, this means that they will 
also have to pay a fee, which can range dramatically from $369/60 days 
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(Monster) to $1000/month (GlobeCareers). Public sites, such as the 
popular Job Bank, and non-profit sites, including all Job Connect 
deliverers, do not charge for this e-service.  
 
To begin the process, the employer selects an appropriate online board, 
which can be a challenging task due to the number of boards available. 
She/he then posts a job description with as many or as few details as 
deemed appropriate. Employers who are scanning the market for potential
employees may post very open-ended descriptions, however, most 
employers do not wish to be flooded with resumes. On most large private 
sites, the posting can only be sent to the site via an automated electronic 
process. However, Job Connect deliverers and other non-profit and public
sites accept postings by phone, fax or email. Only six of the 12 Job 
Connect deliverers with job boards responding to OAYEC's survey report
offering automated job posting.  
 
Over the past few years, the market in electronic job posting has 
exploded, with more and more job boards available, many specializing in 
specific sectors. Placement USA.com noted in July 2003 that employers 
who use the large sites, like Monster and HotJobs, to advertise their 
positions have been "buried in resumes" and more and more employers 
are turning to smaller sites. Niche sites are believed to provide employers 
with applicants who are more focussed in their job search. 
 
Resume Databases 
 
These online databases provide employers with the resumes of available 
workers. Many of the private sites offer this e-service. According to 
MTCU's Base Line Inventory, only four Job Connect delivery sites offer a 
resume database available to employers online, while twelve sites provide 
some form of resume posting (2003: 3, 12). To access private companies' 
resume databases, the employer must pay for the e-service. However, 
public and Job Connect deliverers’ sites do not charge a fee. 
 
Usually employers review the resume database using search tools to select 
keywords specific to an occupation. This filters the resumes; the resumes 
with the highest number of keywords are the only ones considered by the 
employer. Some Job Connect deliverers will have staff manually select 
appropriate resumes from a database for employers to review, but this is 
not carried out online. 
 
The job board application designed by Employment Planning and 
Counselling Peterborough and used by it and three other Job Connect 
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deliverers does not allow employers to review resumes without posting an
opening to the site first. This prevents employers from designing job 
postings based on resumes they see and limits the uses of the e-service by 
parties who are not actually hiring, such as journalists or stalkers. 
 
Large Hiring Packages 
 
This is an e-service only offered by a few private sites and one Job 
Connect deliverer, Employment Planning and Counselling Peterborough 
(EPCP). It is used by employers opening up branches in new locations. A 
special online location is set up for the employer. In this space, they 
describe their company, post positions and collect resumes.  
 
The online hiring package offered by EPCP allows the employer to 
collect, review and sort resumes. This can be performed from more than 
one remote location so that staff in various locations can evaluate and 
discuss applicants. The e-service facilitates the initial stage of hiring 
without the employer having to establish a physical location in the 
community. EPCP hiring package is available for purchase to other 
community non-profit agencies and can be redesigned to reflect the needs
and style of its purchaser's online presence. 
 
 
Services for Job Seekers: 
 
General Information 
 
General information for job seekers covers a variety of topics and is 
available in different formats. Topics include resumes, cover letters, 
interviewing and job search techniques. Job Connect deliverers tend to 
offer this information on static web pages or as downloads. Workopolis 
has detailed tutorials available on static web pages as well, however, some 
private sites provide this material in more interactive ways, such as 
Monster's "virtual interview" -- a survey that allows the user to test 
his/herself with common interview questions and then view the correct 
answers.  
 
Because Job Connect deliverers and some other public and non-profit 
agencies have off-line services (unlike many private employment 
companies), program information will also be advertised on web sites 
along with contact numbers, location, and times of operation. Some Job 
Connect deliverers include photos of staff and the agency itself on their 
sites in order to establish a connection for users to their offline services.  
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Job Boards: 
 
Job boards are lists or databases of available employment. Each entry 
includes a brief description of the position, with required skills and 
training, and the location of employment. Sometimes the employer's 
name, the wage/salary and other details are included. Often job boards 
can be searched by particular categories, such as location or occupation.  
 
There is a range of complexity to job boards. For example, the HRDC Job 
Bank serves all of Canada. It provides a variety of search tools to help the 
user filter out jobs that are not relevant. On the other extreme, some Job 
Connect deliverers and other non-profit community agencies provide only 
a handful of local job listings and these are updated infrequently. 
 
The success of a job board depends on the quantity and quality of its 
listings. The board needs to contain enough job openings that users are 
offered some choices in employment. These openings must be current, 
but they also must be relevant. As more and more jobs are posted online, 
users must sometimes sort through hundreds of entries in order to find 
positions relevant to their particular geographical location, interests, skill 
levels and experience. Many job boards are providing complicated search 
tools to assist users in this filtering process.  
 
As a way to provide relevant postings, there has been a movement in the 
private sector toward niche job boards; that is, boards that cater to a 
specific population or employment sector. For example, CoolJobs posts 
positions only for the hospitality sector. Campus Workopolis, on the other 
hand, lists openings applicable to new graduates or post-secondary 
students. CanJobs, another private employment service, truly 
demonstrates the niche trend, with subsidiary sites for Canadian provinces 
and cities, as well as various occupational sectors (AutoJobs) and 
populations (RuralJobs). Even within an employment web site, there may 
be more than one job board. Monster now offers a "student and entry 
level" job board. 
 
Among public and non-profit sites, this niche trend has not become 
established. However, MTCU's Base Line Inventory found that six of 110 
Job Connect delivery sites provide job boards specific to Job Connect 
clients and three of 90 provide student boards (2003: 6, 7). 
 
For more information on job boards, see the "Job Board" entry in 
OAYEC's Inventory of Internet-Based Tools. 
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Resume Posting 
 
Resume posting is offered to job seekers as a way to advertise one's 
experience and achievements online to potential employers. The user 
uploads his/her resume to a database. Some consideration must be put 
into the design of these resumes because it will likely be searched by 
employers for key words related to an occupation. Therefore, sites that 
offer this service usually (but not always) offer tips on how to best present 
the information and format the file. 
 
Issues of privacy must also be taken into consideration since a resume 
contains information that can identify its owner. Some users are 
uncomfortable with this aspect of resume posting, either for reasons of 
personal safety and security, or because they do not want their present 
employer to realize they are looking for other employment. Employment 
sites that offer this service generally also provide users the option of 
disclosing only certain information in their resume. 
 
When resume posting first became available it was a successful job search 
strategy, but because many people are now using this service, there is 
much more competition. As well, the user is not creating a resume for a 
specific position, which is generally how successful resumes are designed.  
 
Only a few Job Connect deliverers post resumes to their online databases, 
according to MTCU's 2003 Base Line Inventory of Job Connect deliverers
(2003: 3, 9). However, many will accept resumes from clients as email 
attachments or attachments to online forms. The resumes are then 
reviewed and critiqued by counsellors (discussed below in "Counselling 
and Advice") and may be added to an off-line database, with the client's 
permission, for future use with employers. 

 
Online Workshops 
 
Online workshops are an opportunity for clients to learn or review 
employment-related information. This e-service includes interaction with 
an employment counsellor and other clients, distinguishing it from general 
information online resources, which offer no interactivity with other 
people, and one-on-one e-counselling, which limits the interactivity to an 
employment counsellor. (One-on-one e-counselling will be discussed 
further below.) No private or public sites offer online workshops, but Job 
Connect deliverers and other non-profits are exploring this e-service as an 
alternative way to reach clients. For example, FOCUS Community 
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Development Corporation in Alliston and Victoria County Career 
Services, have presented online workshops in the past year. These are 
reviewed in detail in OAYEC's E-Learning report. A few other non-
profits, such as Skills for Change, based in Toronto, also have recently 
begun to offer online workshops related to employment.  
 
 
Services for Job Seekers and Individuals Planning Careers: 
 
Counselling and Advice 
 
Through this e-service, the user can contact the employment-related web 
site in some fashion and receive feedback. The level of personalization of 
the feedback varies. It is done mainly through email, although some sites 
provide users with a request form that can be completed online. Once 
received, the user's query is responded to, usually with the query and 
response posted to the web site (with identifying information removed) so 
that other users can learn from the exchange as well. This posting strategy 
is common on privately owned sites, such as Workopolis, and some public
and non-profit sites, such as MazeMaster. 
 
A few Job Connect deliverers have experimented with discussion boards, 
where users post their questions and a "virtual expert" responds. 
However, these have not been very successful. On the other hand, 
counselling via chat seems to hold potential because so many youth use 
this tool for personal reasons and are thus familiar and comfortable with 
the format. One-on-one chat counselling is also very personal and private, 
compared with emails posted to a web site or discussion groups. It also 
occurs in "real-time" so that the client has immediate information 
regarding her/his personal concern.  
 
In some cases, the user may attach a resume or cover letter for review by a
counsellor. Edits to the document can be sent back and forth between the 
counsellor and the client. Besides content revisions, the counsellor can 
also advise the client regarding formatting in order to ensure that the 
resume is transmitted properly. Private sites charge for this e-service. Job 
Connect deliverers do not, but will require that the user register as a client 
with the agency and sometimes request that the user visit the employment 
centre to review the edits.  
 
Online Portfolios  
 
Online portfolios allow a registered user of a site to save documents to the
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site's web server so that the user can access documents remotely (without 
saving them to a disk or computer drive). For example, the Job Bank 
allows users to save resumes to its online workspace and Career Cruising 
provides users with an electronic location in which to save occupational 
and educational searches.  
 
This e-service is offered by many private and some public sites, but not 
through any Job Connect deliverers to date. Some Job Connect agencies 
may allow clients to save their job search and career planning information 
to a network that can be accessed from any computer in the agency's 
computer resource centre, but the client cannot then access the document 
from their home or another computer outside the agency.  
 
 
Services for Individuals Planning Careers: 

 
General Information 
 
General information for career planners is provided through static web 
pages, or more often, through databases that may include video or audio 
clips of interviews with workers in specific fields. Online career 
information will cover two main topics: 1) occupations, with data on job 
descriptions, skills required, market prospects, salaries, and interviews with
people who work in the occupation; and 2) the education and training 
programs that can prepare an individual for entry into a specific 
occupation.  
 
These extensive data are provided only by public and private career 
focused sites. Job Connect agencies will not provide such content, 
although they will utilize the resource listings discussed below to direct 
users to these e-services. 
 
Assessments 
 
Online assessments help a user learn what occupations may be suitable 
based on his/her likes, dislikes, abilities and talents. These assessments are 
done through surveys that compare the user's responses with those similar 
to others employed (happily, one would assume) in the particular 
occupation. Once the user receives the results, she/he is then directed to 
further information on the site regarding the occupations.  
 
These assessments are available on all the career-oriented private, public 
and non-profit web sites, such as Career Cruising, Career Matters and 
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ApprenticeSearch. Job Connect deliverers do not offer online assessments 
themselves, although they will direct users to sites that provide them. 
 
 
Services for All Users: 
 
Announcements and Newsletters 
 
Private sites offer registered users various information. This e-service is 
used to provide many users with current information in a simple, low cost 
format. This service is mainly directed at job seekers and is provided 
through email, or in the case of Monster.ca, through cell phone text 
messaging. Registered individuals receive daily tips or news on job 
markets. On some private and one public site (the Job Bank) the user can 
also register for job posting alerts related to specific occupations. In order 
to keep job boards fresh, employers who post openings will also be alerted 
after a specific period of time to see if the position is still available or 
should be removed.  
 
Only a few Job Connect deliverers offer this cost efficient and low tech e-
service. It can be a useful way to alert clients about upcoming on- and off-
line events such as workshops or job fairs. 
 
Connections to External Resources 
 
Employment related sites include links to other online resources, and in 
some cases information on off-line resources as well. Databases or lists of 
links on static web pages are used to direct users to related sites, such as 
those providing legal, market or salary information. The effectiveness of 
this e-service depends upon the relevancy of the resources, the user's 
ability to search them and that the links are not "dead". 
 
Sixty-four percent of Job Connect agencies polled in the MTCU Base Line 
Inventory provide links relevant to job seekers; 53% provide resource 
links for employers (2003: 3). Some Job Connect deliverers use this form 
of e-service to avoid duplicating services already available online. For 
example, if job boards are available that serve an area well, these will be 
provided as links for the user, rather than invest staff time into developing 
and maintaining a job board on the Job Connect site. 
 
Off-line resource listings may direct users to books and recruiting or 
resume writing services. Non-profit and Job Connect deliverers will 
suggest other services in the community that may be of use to clients, such
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as housing, child care or training programs. 
 
 
Services Related to Employment E-Services  
 
The usefulness of e-services is related to users' skills and access to the 
Internet. Private and most public employment services do not offer any 
services that support the user in this way. However, many Job Connect 
deliverers provide off-line services that help clients and employers take 
advantage of employment related e-services.   
 
Access to Computers and Internet for Clients 
 
For youth out of work and out of school, access to computers for word 
processing and the Internet is limited to what is available in their homes or 
in their communities. Only a few other non-profit employment agencies 
and as well as Community Access Programs (CAP) at libraries and 
community centres provide Internet for free. According to MTCU's Base 
Line Inventory, ninety percent of Job Connect agencies provide Internet 
access (2003: 3).  
 
Computer Skills Training for Clients 
 
Many Job Connect deliverers offer optional Internet training workshops 
for clients; for example, Woodgreen Community Services in Toronto and 
Kingston's KEYS provide various Internet related workshops for clients 
(Job Connect and others). The counsellors in charge of these trainings 
have changed the workshops as the technology, job markets and clients' 
skills evolve. A few deliverers offer lengthy computer training programs 
from their centres. For example, the Youth Employment Centre at 
Toronto's St. Stephen's Community House has offered the Youth and 
New Media Programs for six years. In this program, high risk youth learn 
extensive Internet search techniques and as well as web site design skills. 
 
Connecting Employers 
 
Job Connect deliverers act as "conduits", as one manager described, 
between the client and the employer by getting the job posting from the 
employer and making it accessible to the client. Anecdotal information 
suggests that many Job Connect employers are not using the Internet at 
all. This limits the chances that such employers will post openings to 
online job boards, an important online e-service for clients. To overcome 
this issue, the job developer at KEYS provides one-on-one training for 
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employers on how to post a listing to the agency's electronic job board.  
 
 
Problems and Challenges 
 
 
In Fall 2003 OAYEC performed focus groups with youth and surveyed 
youth and Job Connect deliverers regarding e-services. The following 
problems were identified. Where possible, these issues will be examined 
further by OAYEC in the E-Services contextual inquiry and user testing. 
 
 
Problems Identified by Youth 
 
Local Job Boards 
 
There was concern among a few Job Connect deliverers that there are 
already too many job boards. Some areas of the province, for example, 
Durham county and the Brantford/Hamilton/Guelph region, appear to 
have a number of e-services available. Other areas, however, have 
markedly less online job posting venues.   
 
Certainly for the youth participating in OAYEC's research, local job 
boards were an important issue. Focus group youth, especially those in the 
rural community, complained that they could not find many listings for 
their community. This problem was also identified by almost half (44%) of 
youth surveyed by OAYEC.  
 
Job Boards Serving New Workers  
 
Youth in OAYEC's focus groups strongly advocated for job boards that 
specified skill and experience level. They were frustrated with sites such as 
Workopolis and Monster because the majority of positions offered on 
these sites required occupational experience. They suggested that job 
boards allow users to search by education level or age. Half of youth 
surveyed felt that ways to find a job that fits their skills and interests were 
missing from the web. For surveyed youth, this was the greatest problem 
with the web. 
 
How to be an Apprentice 
 
Forty-seven percent of surveyed youth felt that information on how to 
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become an apprentice was missing from the web. This issue was also 
identified by employment counsellors. 
 
Presently, there are two web sites that focus on apprenticeship: 
ApprenticeSearch and TradeAbility. However, TradeAbility is very new 
(launched in Fall 2003). Both it and ApprenticeSearch focus on serving 
particular areas in Ontario.  
 
Online Workshops 
 
Online workshops were also identified by surveyed youth as a useful 
service missing from the web. This was especially true for those who were 
not in school and living in communities with populations under 49,000: 
53% of these youth identified this as an absent e-service. 
 
 
Problems Identified by Job Connect Deliverers 
 
Ways to Maintain E-Services 
 
Eighty-two percent of staff in charge of web sites reported that a problem 
with providing e-services is maintaining and expanding them once they 
were initiated. Almost half of respondents identified this issue as the 
greatest challenge. Because Internet technology changes so rapidly and the 
clients' interest in the Internet is growing, agencies feel tremendous 
pressure to provide well maintained sites with dynamic components, such 
as searchable job boards, remote registration and online counselling. 
However, providing these services requires that staff are familiar and 
comfortable with the technology and that the agency's equipment and 
software is up-to-date and efficiently administrated.  
 
Employers Do Not Post to Online Job Boards 
 
In some areas of the province, and amongst some sectors, it appears that 
employers do not post to online job boards. When they are willing, 
employers may need some education as to how to post a job so that it 
achieves the desired results. 
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Youth Online Forum 
 
Some northern employment counsellors suggested the development of an 
online youth forum. This space could provide opportunities for peer 
support and networking during career planning and job searching. 
Managers of northern Job Connect agencies utilize an online space with 
great success. Possibly such a forum would also be useful for youth living 
in remote areas. 
 
 
Other Problems and Challenges 
 
The following issues were not identified by youth or service providers. 
However, they are realities that exist in the larger context of the Internet 
and deserve acknowledgement. 
 
Accessible Web Sites for People with Disabilities: 
 
Youth with visual disabilities, learning disabilities and other challenges are 
rarely served appropriately by employment related e-services. The scan of 
employment sites revealed that few private, public or non-profit sites 
follow standards that would ensure accommodate such users. In the 
United States, legislation requires that any organization receiving a certain 
amount of government funding ensure that its e-services are accessible to 
people with disabilities.  
 
Some aspects of accessible e-services are complex and demand good 
knowledge of screen reading technological requirements. Other aspects 
are simpler and can easily be avoided or incorporated into a web site's 
design. For example: 
 

graphics that are not labelled in the html coding (the "alt" tag) will not 
be read by screen reading devices; this is especially an issue on sites 
that use graphics for navigational purposes 

PDFs are downloaded as graphics and thus cannot be read by screen 
reading devices; include information on PDFs in Word documents or
HTML web pages 

navigation that is dependent upon colour may not be visible to a person
who is colour blind; include other cues besides colour to guide the 
user 

the user should be able to increase text size (through the browser 
preferences) without running into dramatic problems in page layout 
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printed information in graphics -- for example, on a navigational bar -- 
cannot be increased in size because browser preference changes only 
affect text 

strong contrast between text and its background ensure that the text is 
readable; however, some colour contrasts are not visible to people 
who are colour blind 

animations that flash repeatedly may cause epileptic seizures 

ther information on accessible web page design is available online 
ough the Information Technology Technical Assistance and Training 
tre: http://www.ittatc.org/training/webcourse/ 

t Messaging: 

er the next few years, more people, especially youth, will be accessing 
 Internet via cell phone technology, which utilizes text messaging 
ilar but not identical to the instant messaging protocol used for chat. 
e private web site, Monster, is already capable of sending out job 
ting alerts to a user's cell phone. Employment agencies providing e-

vices especially to younger clientele, who are avid users of instant 
ssaging and cell phones, may consider planning ahead for ways to serve 
l phone users.   35
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Conclusion 
 
The private sector web sites tend to incorporate sophisticated 
technologies and provide a wider variety of e-services than the other 
sectors. These sites also appear to lead market developments, such as the 
trend in niche sites. Unlike private sites, public and non-profit sites offer 
free e-services and focus on local or regional needs, as seen in online job 
boards. Job Connect deliverer sites, and some other non-profits, offer e-
services that involve more personal connection with users, such as one-
on-one e-counselling and online workshops. Job Connect deliverers also 
provide off-line services that improve users' access to and ability to utilize
e-services. 
 
This initial review has identified gaps and user needs not met by the 
presently available e-services. As well, challenges specific to Job Connect 
delivery agencies have been noted by employment counsellors. These 
problems will be examined further as OAYEC continues its research of 
employment related e-services. 
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Youth Focus Group Script 

 
The following is a script to guide the youth focus groups. It should be treated as a 
general format and structure, with the understanding that wording may change in 
response to participants.  
 
<hand out consent forms as youth come into the room> 
 
Thank you for coming – I am Phillip, a researcher working for the 
Ontario Association of Youth Employment Centres. 
 
These focus groups are part of a project we’ve undertaken to find out how 
young people use the Internet to find jobs. We are also interested in your 
feedback on some ideas that we’ve had about new online services for 
youth. 
 
First, we want to talk about your job search. Questions … 
 

What kind of work are you looking for right now? Short term job? 
Or first step in a career? 

 
Now, let’s talk about the Internet and the kinds of web sites that you use. 
When we talk about web sites we mean anything that you do with a web 
browser, such as Internet Explorer, which would include using everything 
from sites like Hotmail tojob search web sites and web based games. 
Questions …. 
 

In general, what web sites do you visit most frequently?  
What do you like the most about these sites? 
What don’t you like? What is frustrating? 

 
We also want to talk specifically about web sites that you use to find jobs. 
Questions … 
 

What do you think of when I say ‘employment web sites?  
Monster, HRDC Job Bank, local centre site, other government sites? 
Have any of these services been useful to you? If so, how? 
Are there any that you thought were a waste of your time? Why? 

 
Why do you visit employment web sites? What do you think they are 

going to offer you? 
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• Which o
covered
poorly?

 
Now we’d like to
want to volunteer
computer connected t
 

• Have you
• Was it to

• If not, w

 
Finally, we want t
have been explor
reactions.  
 

• If your cent
developers
you prefer
to meet w
want the o

 
• If your cent

you visit it
these listin
education 
 

• Would you 
by skill or 
“food serv
 

• Would you 
Job listings 
Career planning 
Contact with counselor 
Contact with job developer 
Contact with employer 
Other 
f the topics we just discussed do you think are well 
 by employment sites? Why? Which topics are covered 
 

 look at <insert site name here> together. Does anybody 
 to surf the site while we all look at it. <go to the site using 
o projector> 

 been to your centre’s web site? 
 useful? How? 
• Find job / talk to counselor / find out about 

training / career planning? 
hy?  
• Confusing / uninteresting / no new info / no job 

listings / too general and generic? 

o talk about some ideas for online job services that we 
ing. I will throw them out and you can offer your honest 

re were to offer online chat with counselors or job 
, would you use it? What about e-mail? Which would 
? In either case, how would this be better than coming in 
ith them? If you had this form of contact, would you also 
ption of meeting in person? 

re’s web site offered up to date, local job listings, would 
 more often? What information or features would make 
gs most useful to you? Search by skill / search by 
level / contact employer? 

use an online service that allows you to search for jobs 
experience level as opposed to a typical job category like 
ice”? 

consider taking online workshops? What topics would 
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you be most interested in? Writing your resume and cover letter? 
Finding out more about a potential employer? Posting a resume on 
the web? Learning about the skills you need to pursue a specific 
career? 

ould you be interested in participating in a youth online forum 
where you swapped tips and information with other youth? If no, 
why not? If yes, would you want an employment counselor to 
facilitate discussion or deliver daily or weekly discussion topics?  

ow helpful would it be to have an ‘e-mail me the job listings’ 
service? If so, what information would you want to see included in 
the e-mail messages? Link to version of job / contact information 
/ skills information? Example site: 
http://www.jobsetc.ca/toolbox/job_alert/jobAlert.sdo?lang=e)  

ould you attend offline workshops on how to use the web more 
strategically in your job search? 
 
you for participating in this focus group. Your ideas have been 
elpful. As a final step, we’d like to ask you to fill out a survey. 
 survey completion instructions>  
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Youth Interview Script 
 
The following is a set of questions for one-on-one interviews with youth.  
 
<start by getting youth to sign consent form> 
 
Intro 
 

• What kind of work are you looking for right now? Short term job? 
Or first step in a career? 

 
Securing jobs online (only for youth who have jobs or internships) 
 

• Have you had interviews for jobs that you have found on the web? 
Employment offers? A job you have actually taken? 

• What web site did you find it on? 
• How did you find out about this site? Were you using it regularly?  
• Were you getting e-mail updates? 
• Which aspects of your job search happened on line?  

Just the job listing? Or did you also submit a resume, 
contact with employer or get support from job developer 
over the Internet? 

• Did you find it hard to look for jobs on the Internet at first? What 
changed? 

• Also, are there any career planning sites that helped you in your job 
search? 

 
Obstacles to employment (only for youth who have not found jobs) 
 

What has been your biggest obstacle to gaining employment? 
Has the internet been helpful in any way toward overcoming that 

obstacle?  
•    If so, how? If not, why not? 

How often have you felt frustrated when using the internet / web in 
your job search? What was the source of frustration? What would 
make the experience better? 

   local jobs / jobs by e-mail / access to a counselor / more 
specific info on skills needed for job / online advice from 
developer on a job lead I have found / online 
workshops? 
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Finding accessible jobs 
 

How far from home are you able to work?  
Is the web helping you find jobs that are within a travel distance that

you can get to? 
Does the web help you find job leads that match your skills set? 

 
Offline activities  
 

What services are you using at the employment centre?  
counselor / developer / workshops / skills training? 

What else are you doing outside the centre? 
What have you found the most useful? 

 
Online interaction with job counselors  
 

Do you ever communicate by e-mail or chat with your counselor? 
Job developer? 

If yes, do you find this useful to you? How? 
If not, would you like to communicate this way? 
Have you ever taken online workshops?  
If so, were they helpful? 
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(for winter 2004 
focus 
group/interview 
participants) 

Youth Questionnaire - Winter
 
The following survey will be administered to 
focus groups. It will be distributed online and
 
This short questionnaire is for youth. 
improve the web services of youth em
you find the right work quicker. 
 

When you visit a job-related web si
all that apply. 

 
Information about employers
Ideas about different kinds of
Job placements, co -ops, inte
Tips on resumes and intervie
What training and education 
A job 
How to find a job that fits m
Employment services in my c
Other (please specify) 

 
What job -related web sites have yo

 
ApprenticeSearch 
MazeMaster 
Careermatters.TVO 
JobFutures 
HotJobs 
HRDC Job Bank 
CareerCruising 
Monster 
Workopolis 
Local youth employment cen
Other (please specify) 

 
The best job-related site is: …. (ope

 
What are the most useful things yo

sites? Check all that apply. 
 

 

 
 Focus Groups 

all youth participating in interviews and 
 in a paper format. 

Your feedback will be used to 
ployment agencies so we can help 

te, what are you looking for? Check 

 
 jobs or occupations 

rnships or apprenticeships 
ws 
I need 

y skills and level of experience 
ommunity 

u visited? Check all that apply. 

tre's site 

n ended) 

u have found or done on job-related 
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What 

web 
 

 
Have 

 

 
If you  

usefu
 

On jo
that a

 

 

A survey for figuring out my skills and interests 
Downloaded a form 
E-mailing or chatting online with an employment counsellor 
Booking a workshop 
Resume and cover letter tips 
Pictures of the employment centre or the staff 
A local job board 
Other (please specify) 

is the single most useful thing you have found on a job related 
site?  

A survey for figuring out my skills and interests 
Downloaded a form 
E-mailing or chatting online with an employment counsellor 
Booking a workshop 
Resume and cover letter tips 
Pictures of the employment centre or the staff 
A local job board 
Other (please specify) 

you ever visited your local employment centre’s web site? 

Yes 
No 
Don’t know 

 have visited your local employment centre's site, what's the most
l thing on it? (open ended) 

b-related sites, have you ever done any of the following? Check all 
pply. 

Checked out a job board 
Searched a job database 
Posted your resume 
Searched a database to find a resource or learn about an 

occupation 
Become a member/registered with a site 
Created and saved a resume, coverletter or other file to an online 

portfolio 
Filled out a survey or feedback form 
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What'  

work
 

 
How
infor

 

 
Wha
one o

 

 
Whe

 

 

Posted to a message board 
Used a chat 
Emailed in a question 
Downloaded forms and/or documents 
Other (please specify) 

s missing from the Internet for youth who want to find out about
? Check all that apply. 

Ways to find a job that is in my town/city  
Ways to find a job that fits my skills and level of experience 
Emailing or chatting with an employment counsellor 
Online workshops 
Other (please specify) 

 often have you used the web to look for job related 
mation? 

Every day 
1-3 times a week 
1-3 times a month 
Other (please specify) 

t has been the most helpful as you have looked for work? Check 
nly. 

Talking to an employment counselor 
Workshops 
Visiting web sites for work related info including job postings 
Asking everyone I know if they know about work 
Jobs posted at an employment centre 
Employment centre resource areas (books, newspapers, 

computers) 
Other (please specify) 

re do you access the Internet? Check all that apply. 

At an employment centre 
At a friend's 
At a café or other location where you pay for access 
At school 
At the library or another community service 
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How

 

 
Whic

 

 
You

 

 
You

 

 
You

 

 
Mos

 

 
 

 

At home 

 often do you use the Internet? 

Every day 
1-3 times a week 
1-3 times a month 
Other (please specify) 

h of the following do you do online? 

Chat / instant messaging 
E-mail 
Surf web sites 
Download music 
Play games 
Other (please specify) 

 are: 

Male  
Female 

 are: 

16 - 20  
21 - 24 
25 or older 

 are: 

In school  
Not in school 

t school you have completed: 

Completed high school 
Completed college or university 
Completed apprenticeship/trade/vocational program 
Have not completed high school 
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19. 

• 
• 
• 
• 
• 

20. 

• 

• 

• 

• 

----------------- 
The following two questions were excluded from paper surveys because the researcher 
could document the location of respondents. Surveys performed online did include these 
questions. 
----------------- 
 

What's the population of the town or city where you live, or the 
nearest town or city? 

 
Less than 9,999 
10,000 – 49,999 
50,000 – 399,999 
400,000 – 799,999 
Greater than 800,000 

 
What part of Ontario do you live in? 

 
Northern Ontario (boundaries: south to Orillia, east to Highway 

11) 
Eastern Ontario (western boundary: Lake Simcoe and Highway 

11; includes Durham County) 
South Western Ontario (boundaries: north to Barrie, east to Lake 

Simcoe and Halton) 
South Central Ontario (boundaries: GTA to Lake Simcoe, 

including Peel Region, Mississauga and Oakville) 
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Consent Form 

Consent Form 
 
I, _____________________________ (please print name), voluntarily 
consent to participate in a focus group on date + location 
 
I understand that… 
 

the purpose of this research is to help youth employment centres, and 
the provincial Ministry of Training, Colleges and Universities, know 
what youth want and need to see on the web as they look for work 
and learn about career opportunities 
 

this research is being performed by the Ontario Association of Youth 
Employment Centres (OAYEC) 
 

in this focus group I will be asked to share my views and experiences 
about using the web when I've looked for work or career planned 
 

I will receive a $10 honourarium at then end of the session for 
participating 
 

I am free to ask questions at any time about this research and the 
organizations involved, and the researchers will answer my questions 
to the best of their abilities 
 

I may leave at any time; however, I will only receive the honourarium if 
I remain until the end of the session 
 

the discussion will be tape-recorded 
 

my comments may be quoted in the final research reports, but I will 
not be identified 

 
my name, and any information that may identify me, will not be made 

public at any point in this research 
 

I will fill out a short, anonymous survey at the end of our discussion 
 

the research outcomes will be shared with employment centres and the 
Ministry of Training, Colleges and Universities, and a research report 
will be available on the OAYEC web site (www.oayec.org) in 2004 

 
Signed: ________________  Date: ___________________ 
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1. 

2. 

3. 

4. 

5. 

6. 

 
A Survey for Employers of Youth 

Who Use the Web to Hire 
 
 
The purpose of this short survey is to ensure that the youth employment 
sector is providing employers with the most effective web-based supports.
Your feedback will help us improve our services.  
 
 

If your business has a web site, do you post job openings on the site? 
 
       never … rarely … sometimes … often … always 

 
Do you post job openings to job boards on the web? 

 
       never … rarely … sometimes … often … always 

 
Do you post internships on the web? 

 
      never … rarely … sometimes … often … always 

 
Do you review resumes posted on the web? 

 
     never … rarely … sometimes … often … always 

 
Do you use other services on the web to find and hire employees?  

 
     Yes/No 
 
If yes, what are they? 
 
______________________________________________________ 

 
Which web sites do you visit for these services? Check all that apply. 

 
- local employment agency's site,  
  name of organization if know: ____________________ 
- HRDC Job Bank 
- HotJobs 
- MazeMaster 
- Monster 
Providing Effective E-Services for Job Connect 
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Survey for Employers 
of Youth  
- Workopolis 
- other (specify): ________________________________ 
 
hy do you use the web to find and hire employees? Check all that apply. 

  
- low cost 
- time efficient 
- broader selection of applicants 
- access to other hiring options and opportunities (subsidies, interns) 
- do not use the web to find and hire employees  
- other (specify): ________________________ 
 
ased on your experience, would you recommend the web services 
you've used to other employers? 
 
     Yes / No 

hat needs to be improved about these services? 
 
__________________________________________________ 
 
What sector do you represent? 
 
- service (including accommodation, food, beverage and tourism) 
- retail 
- construction  
- manufacturing  
- agriculture 
- forestry and mining 
- IT 
- business and finance  
- education and government  
- health and caregiving 
- arts and culture 
- other (specify): __________________________________ 

Which of the following characterize your workforce? Check all that 
apply. 
 
- workers tend to be younger 
- workers tend to be newcomers 
- experience high turnover 
- skill shortage 
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(fall 2003, 
performed online 
 

- seasonal work 
- new hires tend to require university or college diploma 
- new hires must have high school diploma 
- we will hire youth who have not finished high school 
 
What best describes the location of your business? Check one. 
 
- Northern Ontario (boundaries: south to Orillia, east to Highway 11) 
- Eastern Ontario (western boundary: Lake Simcoe and Highway 11; 
includes Durham County) 
- South Western Ontario (boundaries: north to Barrie, east to Lake 
Simcoe and Halton) 
- South Central Ontario (boundaries: GTA to Lake Simcoe, including 
Peel Region, Mississauga and Oakville) 
- business has branches throughout the province 
 
What is the population of the town or city in which your business is 
located? 
 
- less than 9,999 
- 10,000 – 49,999 
- 50,000 – 399,999 
- 400,000 – 799,999 
- greater than 800,000 
 
OPTIONAL: Would you be willing to be interviewed about your use 
of the web to find and hire employees? The interview would be 20 
minutes long and performed over the telephone. If yes, please give us 
the following contact information: 

ame:    
  

hone (with area code) or email: 

Thank you for completing this survey!
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Script 
EMPLOYER INTERVIEW SCRIPT 
 
 
QUESTIONNAIRE PURPOSE 
 
The responses to questionnaire will provide an understanding of how e-
services (online job postings, electronic screening tools) are currently used 
and/or could be used to support the hiring process for Ontario businesses
and organizations.   
 
This information is being collected by the Ontario Association of Youth 
Employment Centres and will be reported to the Ministry of Training, 
Colleges and Universities to inform decisions regarding the use of e-
services within provincial programming. 
 
 
GENERAL QUESTIONS 
 
1.  How many employees do you have? 
 
2.   How many of these employees are youth (ages 16-24)? 
 
3.   What sector does your business or organization represent? 
 
4.a)   Does your organization use the Internet and/or e-services on a 
regular (daily or weekly) basis?  (E-services: for example, using an online 
employment service, online banking or providing a company web site) 
 
4.b)  What types of functions are used (e-mail, web for research, etc.)?   
 
5.   What challenges, if any, has your organization faced in using the 
Internet or e-services in the workplace? 
 
 
QUESTIONS REGARDING HIRING PROCESS 
 
6.   Please describe the typical process that your business or organization
follows once it has determined a need to hire additional staff.  Please 
consider the following questions in your response:  Where do you 
advertise job postings?  How do you decide where to advertise?  How do 
you screen resumes?  How many interviews do you have?  Is there any 
testing involved in your hiring process?  What external supports (such as 
your local employment centre) do you use, if any? 
Providing Effective E-Services for Job Connect 
Clients and their Potential Employers 
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7.   What challenges does your organization face during the hiring 
process?  Please consider each step in your hiring process; everything from 
writing a job description to advertising a job, to reviewing resumes, to 
interviewing candidates, to checking references, and so on. 
 
 
QUESTIONS REGARDING USE OF E-SERVICES 
 
8.a)   Has your organization used e-services in the hiring process?   
 
If yes, please go directly to question 9.  If no, please answer 
questions 8.b) and 8.c) below, and then proceed to question 10. 
 
8.b)   If your organization has not used e-services in the hiring process, 
please explain why e-services have not been used. 
 
8.c)   If you have not used e-services to support your hiring process, 
would you use them if someone were available to walk you through the 
process of using them for activities such as posting jobs online or 
screening resumes? 
 
9.a)   If your organization has used e-services in the hiring process, 
please describe the experience.  Please describe the specific service(s) used, 
how your organization learned about the service, whether it was free of 
charge or a fee for service, what purpose(s) were served by using e-
services, etc., including any details specific to hiring youth.   
 
9.b)   If your organization has used e-services as part of the hiring process, 
what has worked well?   
 
9.c) What has not worked well in using e-services as part of the hiring 
process?   
 
9.d)   How could e-services improve the hiring process for your 
organization? 
 
9.e) If you have used e-services in your hiring process before, would you 
use e-services again? 
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COMMENTS 
 
10.  Are there any questions that you'd like to ask or additional 
comments you'd like to offer? 
 

Thank you for your time.  Your input is very much appreciated.
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WEB SITES USED BY EMPLOY
 

Online services of local empl
HRDC Job Bank, free of cha
Business or organization web
Monster.ca (3) and Workopo

screening and resume e-mai
Online services of post-secon

(2) 
Charity Village, free of charge
HRDC’s Electronic Labour E
forinfo.com (community volu

(1) 
Apprenticesearch.com, to fin
jobsetc.gc.ca, an HRDC site t  

as listings from Job Boom a
charge (1) 

Hcareers.com, a site that spec  
charges $140 per posting (1)
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Web Sites Used by 
Employers 
 
ERS: 

oyment center, free of charge (9) 
rge (6) 
site (4) 
lis.ca (2) for job posting, resume 
ling for a fee  
dary institutions, may require a fee 

 (2) 
xchange (ELE), free of charge (1) 
nteer organization), free of charge 

d mechanics, free of charge (1) 
hat includes Job Bank listings as well
nd some private sector sites, free of 

ializes in the hospitality industry and
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Methodology  
Adult Help Centre Supplement Methodology 

 
The Adult Help Centre Supplement relied upon a number of different 
means of gathering data to inform this paper.  An overview of the services
offered by web sites maintained by Job Connect agencies serving adults 
was performed.  In addition, data was collected from job seekers, 
employment counsellors and staff in charge of web sites through surveys.  
These surveys were based on the surveys designed by OAYEC to insure 
consistency in research data.  The survey results are represented below. 
 
Web-use and Adults: Questionnaire for Employment Counsellors 
 
In your estimation what percent of clients over 24 years of age use the 
web when looking for work or career planning?  
 Response Total 
0-20% 1 
21-40% 7 
41-60% 11 
61-80% 10 
81-100% 3 
  
Total Respondents 32 
(skipped this question) 0 
  
  
Have you observed common characteristics among adults who do 
<underline>not<underline> use the web?  
  
Total Respondents 30 
(skipped this question) 2 
  
  
Do you think using the web is an important component of a job search 
or career planning?  
 Response Total 
Yes 31 
No 1 
  
Total Respondents 32 
(skipped this question) 0 
  
Providing Effective E-Services for Job Connect 
Clients and their Potential Employers 
 

131 



Providing Effective E-Services for Job Connect 
Clients and their Potential Employers 

 

 

Appendix 10 
 
Adult Help Centre 
Supplement  
Methodology 
  
Optional Comments:  
  
Total Respondents 9 
(skipped this question) 23 
  
  
Do you often refer adults to the web?  
 Response Total 
Yes 29 
No 2 
  
Total Respondents 31 
(skipped this question) 1 
  
  
If you do refer adults to the web please rate what kind of sites you most 
often recommend.   
 Least 

Often  
Rarely  Occasionally  Often  Most 

Often  
career planning 
(assessments 
occupations etc.)  

0 3 7 7 1 

training and 
education 
resources  

3 6 7 4 0 

job search 
resources (job 
postings resumes 
interviews etc.)  

0 0 3 6 18 

sites representing 
specific fields 
(ApprenticeSearch 
CharityVillage)  

0 4 5 10 6 

sites for specific 
groups of people 
(ACTEW 
RuralJobs)  

14 7 5 0 2 

  
  

Total Respondents 31 
(skipped this question) 1 
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Supplement  
Methodology 
  
If you do refer adults to the web what one web site do you most often 
recommend?  
  
Total Respondents 29 
(skipped this question) 3 
  
  
If adults in your community are using employment related sites in your
perception which ones are they visiting? Check all that apply.  
 Response Total 
CareerCruising 9 
Monster 26 
CareerClick 11 
HRSD Job Bank 29 
HotJobs 8 
ApprenticeSearch 12 
Workopolis 25 
JobShark 5 
my employment centre's site 23 
Other (please specify) 10 
  
Total Respondents 30 
(skipped this question) 2 
  
  
If adults in your community are using employment related sites in your
perception what specific tools are they using on these sites? Check all 
that apply.  
 Response Total 
chats 2 
registration 18 
resource databases for information on training occupational  
 and other resources 19 
email 17 
downloadable documents and forms 11 
message boards  3 
interactive surveys or feedback forms 0 
resume posting service 24 
job databases (offers search options) 25 
job boards (no search option) 19 
Other (please specify) 0 
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Total Respondents 31 
(skipped this question) 1 
  
  
Based on your observations of adults what tools do you think they are 
finding most useful on employment related web sites?   
  
Total Respondents 29 
(skipped this question) 3 
  
  
If your employment centre has a web site in your opinion what is the 
most useful tool for adults on the site?  
  
Total Respondents 29 
(skipped this question) 3 
  
  
In your opinion what is missing from the web that could serve adults 
well?  
  
Total Respondents 17 
(skipped this question) 15 
  
  
To the best of your knowledge how are employers who hire adults using 
the web?  
 Response Total 
they post jobs to job boards 26 
they rarely use the web 6 
they post jobs to job boards but only seasonally 4 
they download Job Connect application forms from the web 1 
they learn about Job Connect on the web 7 
Other (please specify) 2 
  
Total Respondents 30 
(skipped this question) 2 
  
  
In your opinion what are some useful tools on the web for employers of 
adults?  
  
Total Respondents 23 
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(skipped this question) 9 
  
  
As an employment counsellor web-tools -- such as job boards email and 
online databases –help you work more effectively.  
 Response Total 
strongly agree 16 
agree 14 
mixed feelings/no opinion 1 
disagree 0 
strongly disagree 0 
  
Total Respondents 31 
(skipped this question) 1 
  
  
Which tools help you work more effectively as an employment 
counsellor?  
 Response Total 
job boards (no search option) 11 
chats 1 
job databases (offers search options) 28 
downloadable documents and forms 21 
interactive surveys or feedback forms 4 
message boards  3 
resume posting service 11 
email 23 
registration 8 
resource databases for information on training occupational  
 and other resources 28 
Other (please specify) 3 
  
  
Total Respondents 31 
(skipped this question) 1 
  
  
If your employment centre has a web site what aspect of the site do you 
find most useful for your work?  
  
Total Respondents 26 
(skipped this question) 6 
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If your employment centre has a web site is there an aspect of the site 
that you find very frustrating or that interferes with your productivity? 
  
Total Respondents 25 
(skipped this question) 7 
  
  
If your employment centre has a web site do you have any general 
comments about it?  
  
Total Respondents 16 
(skipped this question) 16 
  
  
Which Job Connect region is your employment centre located in? 
 Response Total 
Northern  1 
Eastern  8 
South Western  14 
South Central 8 
  
Total Respondents 31 
(skipped this question) 1 
  
  
What is the general population of the town or city in which your centre is 
located?  
  Response Total 
less than 9999 0 
10000 – 49999 5 
50000 – 399999 26 
400000 – 799999 0 
greater than 800000 0 
  
Total Respondents 31 
(skipped this question) 1 

 
* * * 
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