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European Framework agreement for a quality service 
in central government administrations (12.12.12)
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20 commitments to bring flesh to 
• General interest/common good
• Rule of Law ( national, EU and international);
• Welcome;
• Equity;
• Integrity;
• Efficiency;
• Quality of Life at Work 
• Communication and Transparency
Based on effective practice of social dialogue; 
sufficient resources and consultation of the users

Monitoring application of the Agreement by end of 
2014 (every two years)
1-year project ( Nov.2013/Nov 2014) with a focus on 
services/administrations dealing with people in a 
vulnerable situation



Project quality administration for vulnerable 
people

• Objectives
To promote and help implement the Agreement at national level 
in a context of a deep social and economic crisis
• How? 
To focus on administrations dealing with groups in vulnerable 
situation; to examine the situation in the following services:

→Asylum claims 
→Youth unemployment
→Pensions with focus on  low income pensioners

• Coverage: 13 countries  
Belgium, Czech Republic, Finland, France, Germany, Greece, 
Italy, Lithuania, Luxembourg, Malta, Romania, Slovakia, and 
Spain
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Project quality administration for vulnerable 
people

Young unemployed
• Based on ILO definition, Eurostat defines unemployed as 

persons without work; are available to start work within  next 
two weeks; and have actively sought employment at some time 
during the previous four weeks.

• In  EU-28  57.5 million persons aged 15-24, of whom 5.6 million  
unemployed

• NEET indicator “not in education nor in employment” : 7.5 M
• Youth unemployment rate : twice as high as adults’: In Sept. 

2014,  youth unemployment rate : 21.6% in the EU28 -  lowest 
rates in Germany;  Austria ; and the Netherlands; and the 
highest in Spain; Greece ;  Italy and Croatia 

• Crisis has significiantly increased youth unemployment 
• EU Youth garantee with a focus on public employment services
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Project quality administration for vulnerable people 
Asylum-seekers

• 1951 UN Geneva convention status of refugees:  “Well-founded 
fear of being persecuted for reasons of race, religion,  
nationality, membership of a social group,  or political opinion..” 

• 10.4 million refugees in the world, half  in Asia, 28% in Africa. 
• in the EU 436 000 registered asylum claims  in  2013 with large 

national variations, of whom 34% were granted refugee status or 
humanitarian protection

• One of 4 asylum applicants is less than 18, 1 of 3 is a women
• EU legal framework including on asylum procedures and 

Reception Conditions - humane material reception conditions 
(such as housing),  respect of  fundamental rights, detention as 
last measure resort.

• Challenge on south Mediterranean borders, EU shared 
responsibility and solidarity 



Project quality administration for vulnerable people 

Low income pensioners
• Retirement age: from 60 to 67
• 17% of the population in EU 28 at risk of poverty or 

social exclusion in 2012 after social security 
transfers, highest levels in Bulgaria, Spain, Romania 
and Greece

• 12.8% of over 65s in OECD live in income poverty i.e. 
below half national median income

• In most countries, poverty risk higher for older 
women in particular women aged 75+
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Project Quality Administration for vulnerable 
people 

3  steps: 
• Desk analysis of existing literature; 
• Survey of a sample of managers, employees and users of the 

three services identified,  complemented with 4 focus groups 
in Romania, Italy, Belgium and France

• Meetings with HRM managers, employees, trade union 
representatives and users 
– 2 regional seminars –Bucharest and Roma 
– Final conference on 6-7 November, Paris

 Research conclusions 
 Policy recommendations  by social partners : first draft 

prepared by SDC CGA steering group discussed in Paris- 
Adoption scheduled for 25 November
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Next steps

• Dissemination of research  results
• Dissemination of policy recommendations
• Monitoring of application of Agreement 

every two years -2014-1016…
• Accountability: report to DG/TUNED 

informal meeting on 5 December 2014, 
Italian EU presidency
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