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Recruitment process in the 80’s
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Now in 2019…

has the candidate  
experience changed  

that much? 
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candidate expectations 
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Now in 2019…

has the candidate  
experience changed  

that much? And what about workplaces?











Is work a place anymore?
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tougher war for talent
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Our story
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to become a trusted 
partner in our 
technology-driven world

by delivering our 
human forward 

experience
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our dream 
The Human Forward Experience

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

• transforms transactional interaction into 
relational experiences 

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

• drive incremental innovation, define future 
experience and help building it
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the human forward experience  
comes to life with our three Human Forward brand promises
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You get insight into how your 
HR services needs are being 
met

Client

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

Candidate

Promise 1

Transparency

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

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

Candidate

Promise 2

Guidance

Your future human resource 
needs are anticipated, 
planned for and fulfilled.Client

Your next job finds you before 
you start looking.

Candidate

Promise 3

Proactive
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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 

customers
Active input for improvement 

Involvement employees Committed to own task Committed to customers Committed to organisation
Churn employees High Average Low
Response external 
developments Reactive

Proactive to customers, reactive to 
employees

Proactive

Organisation 
development Conservative

Innovative front-office, conservative 
back-office

Innovative

Churn customers High Average / Low Low
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The most important issue for Customer Experience is knowing 
what the real AND latent drivers are.
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90% 
subconscious 
decision making

90% conscious 
research
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It is the combination of emotional AND transactional 
experience that makes the difference.
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Why 8+? Because it has been proven that an 8 is the lever for 
more loyalty, recommendation and trust.
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customer experience  
orchestrates seamless experiences by building connections
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to ensure that every touch point 
answers an unserved need

connects the user needs

to encourage the required 
collaboration to enable excellence

connects the organization

to enable continuous experiences 
through the whole journey

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

Based on the end to end journey and the 
detailed journeys, questionnaires are 
developed on transaction and emotion.

we find the real drivers of satisfaction through 
a scientific analysis.

Then we use tooling to measure the 
drivers real time and continuously…

…and train & facilitate Customer Delight 
Angels to create delight in their branches

1

2

3

4

5 Anchor the customer delight way of working



Our customer delight approach allows us to move the needle

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... 

             Latent drivers

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

Data driven journey 
towards a human centric 
organization

.. 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...

Empowering those who can make a 
difference
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the delight approach gets us to where we want to be.  
we’ve hit the 8 for Randstad Staffing Candidates in Belgium!

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

  
  From “Funky business”









What’s left?

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



Are you 
ready?



Thank you! 

ximo.soler@randstad.com



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

1:50-2:10PM

BREAKOUT
BREAK 20 MINUTES


