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What’s your story?
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Now In 2019...
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45%

expect to hear back
from an employer

within
3-5 days

21%

expect to hear back
within 48 hours!

66%

have applied for a job

online - and never
heard back

It's most
Important for
the hiring
process to be:

56% - Simple
27% - Convenient
17% - Fast

/9%

agree: "My experience
when applying for a
job affects my overall
opinion of the
company."







Now In 2019...
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Is work a place anymore?

How will the following employee types change as a share of your total labor force over the next 10 years?

Moderate About the same Moderate Net increase -

decrease increase decrease
Qutsourced workers 4% 42% 39% 10% 41%
SOW consultants 2% 12% 33% A0% 14%

Independent contractors

Part-time employees




NUMBER OF YEARS IT TOOK FOR EACH

PRODUCT TO GAIN 50 MILLION USERS:

Airlines Automobiles  Telephone Electricity Credit Card

X=>Q@F

68yrs 62yrs 50yrs 46yrs 28yrs 22yrs 18yrs

Computer Cell Phone nterne
%

14yrs 12yrs 7yrs 4yrs 4yrs 3yrs  2yrs
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Disruption: The Unicorn Club
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Disruption: The Unicorn Club
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= HR TECH: 125+ COMPANIES REINVENTING HUMAN RESOURCES

COMPENSATION AND BENEFITS
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tougher war for talent

Job openings and hires

Employment
7 500 — Job openings — Hires — Employment 150,000
7,000 148,000
6,500 // 146,000
6,000 y 144,000
5,500 JW“ 142,000
5,000 ‘" 140,000
4,500 AN A 138,000
4,000 = 136,000
3,500 / \ "’ 134,000
3,000 \N // /; 132,000
2,500 S 2 130,000
2,000 128,000
1,500 126,000

2000 2001 2002 2003 2004 2005 2006 2007 2008 2009 2010 2011 2012 2013 2014 2015 2016 2017

RS

Sources: U.S. Bureau of Labor Statistics, Current Employment Statistics, and Job Openings and Labor Turnover Survey.
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awareness»

y awareness searching s
+ @engaging profile building +
+ requesting applying (to job) «
» advising testing
contracting interviewing T

‘ candidate

selection offer «
. monitoring onboarding «
« billing training +
+ feedback time-keeping *
« retention payment ¢

feedback «

succession +
redeployment

E

RS

strictly confidential - internal use only, do not distribute






our dream
The Human Forward Experience

o delivers consistent experiences that feel
inherently more human at all digital and
physical touch points

e transforms transactional interaction into
relational experiences

e empowers our people to unlock the
lifetime value of clients and candidates

o drive incremental innovation, define future
experience and help building it

BN




the human forward experience
comes to life with our three Human Forward brand promises

9 Transparency

@ You get insight into how your O
. HR services needs are being .
_ met

Client Client

You get insight into where you
stand in your job search.

RS

< ) Guidance

You will have a partner
providing HR guidance and
expertise in every stage of
your business lifecycle

You will have a partner in every
step of your career journey.

1 Proactive

‘ Your future human resource

needs are anticipated,
planned for and fulfilled.

Client

Your next job finds you before
you start looking.

>0




In essence, customer and employee delight helps us to
transition toward a human centric organisation.

Product(ion) centric

Customer centric

Human centric

Vision

Focus on product

Focus on customer

Focus on purpose and people: both
customer and employee

Management style

Directive, top-down

Well-defined responsibilities

Autonomous responsibility,
bottom-up

Vision operating results

Profit is primary goal

Customer experience is primary goal,
profit is consequence

Human centricity is primary, profit is
a consequence

Cooperation

Everybody has his own tasks

Cooperation within the department

Cooperation between the
departments

Vision role employee

Passive execution

Execution focused on helping

Active input for improvement

customers
Involvement employees Committed to own task Committed to customers Committed to organisation
Churn employees High Average Low
Response external : Proactive to customers, reactive to :
Reactive Proactive
developments employees
Organisation : Innovative front-office, conservative :
Conservative . Innovative
development back-office
Churn customers High Average / Low Low

e



The most important issue for Customer Experience is knowing
what the real AND latent drivers are.

T
\HEART

subconscious - - 90% conscious
decision making research

e



It is the combination of emotional AND transactional
experience that makes the difference.

©
Satisfied customer E mOtion
c /Touch T

Transaction
/Tech

A

EMOTIONAL
EXPERIENCE

Fulfilled needs

@

Unfulfilled needs

FUNCTIONAL
EXPERIENCE

&

Unsatisfied customer



Why 8+7? Because it has been proven that an 8 is the lever for
more loyalty, recommendation and trust.

High customer satisfaction scores derives higher loyalty, trust and likelihood to recommend

100% v ow LOYalty
% of customers who are highly loyal (scoring
9 or 10 for intention to remain a customer)
o

80% < +. Recommendation
% of customers who have recommended the
organisation

60%

_ Trust

% of customers who give the organisation a high
trust rating (scoring 9 or 10 for trust)

40%

20%

0%

1-19 2-29 3-39 4-49 5-59 6-69 /-/79 8-89 9-100

]




customer experience
orchestrates seamless experiences by building connections

What do | want?
Do | want to stay
employed by

randstad? Ny
/?QS Pe
CT

connects the user needs

to ensure that every touch point
answers an unserved need

What jobs would

connects the journey

to enable continuous experiences
through the whole journey

Is my profile
strong enough

to be a match?

connects the organization

to encourage the required
collaboration to enable excellence




Customer Delight is a pragmatic approach to enhance
satisfaction of candidates, clients and employees.

Based on the end to end journey and the Then we use tooling to measure the
detailed journeys, questionnaires are drivers real time and continuously...
developed on transaction and emotion. g o uwmm o corammcimemsrmmonor

\ | \ | Il C-SAT Candidates  --- Drempelwaarde C-SAT Customers

10 w
5.0 JS— 00 ................ © © OQ 90 8.0 |

Journey of the Talent

receive job

assignment

74 7.3

1 register and Ifind a great The talent is i taleqt ‘ ‘
My receive talent talent via working for me st?ps worlflng ‘ ‘
I register and Ifind a new I'm working (temporary) profiles Randstad via Randstad gr ";‘:tv'; 1 10 1 10 L L
job via via Randstad e 1 o 1

stops working
for me via

receive talent talent via working for me

o ~ - — e

profiles Randstad via Randstad

offers Randstad i i i i
stops W 61.5% (1329) positive (8-10) N=2160 W 54.4% (705) positive (8-10) N=1296 I register Iind a job / candidate I'am at work / My job ends /
21.2% (457) neutral (6-7) @=20220 34.0% (441) neutral (6-7) @=28726 Candidate works for me Ca"d'di‘_e quits
Tl 1) GmEE: i ReTeEag) " W 17.3% (374) negative (1-5) 10.7% W 11.6% (150) negative (1-5) 45% [RRiY
Customer journey . Baseline driver survey Baseline driver survey Baseline driver survey 2016 o
Randstad makes me feel good > > > >
? (1) (1) (1)
£ £ £ £
1
3 3 3 3 i i
Journey of the Customer K= — e — C-SAT 'l register for a = Details RSS - 'l register for a job' - Candidates NL - Top 7 items based on impact van 25-07-2016 t/m 09-05-2017 = Details
b 3 3 3 job' - Candidates NL
= © '© ‘© M Score 1-5
I register and Ifind a great The talent is The talent % k] ° ® b y 5
3 o a a

Randstad )
I'm in contact with Randstad 1
1 10
) ) De consultant is Ik kreeg snel te De consultant geeft Ik weet direct waar ik Ook bij afwijzing krijg  De gstin het De c Itant stelde
Randstad makes me feel good and creates a connection with me and my company 71 enthousiast over horen of de me proactief advies  aan toe ben (na het ik goede feedback kantoor was me direct op mijn
W 58.8% (470) positive (8-10) N=800 mijn sollicitatie werkgever mij een hoe ik mijn kansen reageren op de over het waarom van vriendelijk gemak
20.6% (165) neutral (6-7) @=3968 interessante op werk kan vacature) de afwijzing
W 20.6% (165) negative (1-5) 20.2% kandidaat vond. vergroten.
Continuous survey Continuous survey o

we find the real drivers of satisfaction through ...and train & facilitate Customer Delight
a scientific analysis. Angels to create delight in their branches

lam at work - Candidates Top 10 items with highest impact Score
Hlumaneness — 1. The team of Randstad empathize with 1. 3.8
(B=.55) B my situation
055 | 2. Randstad gives me personal attention. 2. 3.8
_ 3. | feel treated by Randstad as a human 5. 41
(B=.39) C-Sat being and not as a file .
~>d ~ 4. My salary is paid in time. 4. 46
8.1 B | 5. The payment frequency is fine. 5. 44
0.39 6. Payment usually goes right/error free. 6. 4.1
R2=55% ~ /. If payment goes wrong, it is corrected 7. 41
quickly
~ 8. Randstad connects in a pro active way if 8. 3.7
| want to be employed.
L o,go = 9. ltis nice that we evaluate my 9. 35

employment periodically.
~ 10. The consultant periodically checks how  10. 3.2
things are going.

e Anchor the customer delight way of working



Our customer delight approach allows us to move the needle

Pt . Q

Latent drivers

Our scientifically proven methodology
makes sure we find the real, latent drivers
in each journey of our candidates to
create impact where it matters to them...

BN

Empowering those who can make a
difference

.. with our bottom-up approach to ensure
that our employees know and feel that
they are the ones that make the
difference. With very small changes in
behavior, they can have a huge impact...

Data driven journey
towards a human centric
organization

...and we have a data-driven
approach to see whether we are
moving toward the culture of human
centricity we want to achieve.



the delight approach gets us to where we want to be.
we've hit the 8 for Randstad Staffing Candidates in Belgium!

2016 /.4
c-Sat 78

2017

2018 8.0

2016 15
2017 21

v O

26

This Is extra special, since almost all companies struggle to move beyond the 7 or 7.5 average!
RS Belgium had been between 7 and 7.4 c-sat in the last 15 years. 41



How does your industry look like?

“A surplus of similar companies, employing
similar people with similar educational
backgrounds, having similar ideas and producing
similar things with similar quality and at similar
prices”

BN
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What's left?

"90% of global businesses will
differentiate themselves via
customer experience rather
than price or product by 2020"
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BREAKOUT

BREAK

1:50-2:10PM

We’'ll be back in 20 MINUTES
In the meantime, why not
grab a tea or coffee outside?




