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The Global Recruiter continues to salute all of the key workers that are currently 
fighting the Coronavirus Pandemic. As always we are here to support you by 
broadcasting information and advice enabling you to gain a better understanding 
of how the staffing industry is working together to support the workforce. Keep up 
to date via our news service on www.theglobalrecruiter.com 

We are pleased to announce that in the coming weeks we will be launching a 
brand new platform for all that are interested in the growing digitalisation of the 
recruitment process. The Digital Recruiter, will offer content giving you the latest 
insights into the technologies that are helping to shape the future of the staffing 
industry and will help you with your processes and efficiencies within your 
business. Keep an eye out for the launch in due course. 

Stay Safe and Healthy Everyone
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The recruitment software 
that you wished for

The next chapter 
in recruitment software.

www.itris.co.uk

Itec Systems is currently 
celebrating the launch of its eagerly 
anticipated product, itris 9.

With an increasing demand for security and flexibility, itris 9’s 
unique hybrid cloud technology gives recruiters confidence 
in accessing their data securely from any location through its 
advanced user interface.

After being rebuilt from scratch with a focus on user experience, 
their new product allows its users to unlock their true potential 
by maximising their efficiency and productivity. Off the shelf, 
itris 9 provides a range of functionality including DaXtra parsing, 
state of the art dashboards and powerful process automation 
as standard. This gives recruiters worldwide the optimum 
tools they need to be successful, putting them ahead of the 
competition. 

Paul Sangster – Associate Director of Sales and 
Marketing

“We are extremely excited to present our new product to the 
market which we have worked meticulously on for the last few 
years. Our unrivalled experience together with industry-leading 
technology has enabled us to develop the perfect platform for 
recruiters.

Having worked in this industry for over 10 years, I have seen 
a huge amount of change to the recruitment software market. 
There has been a gap in the technology space for some time 
now, with many users frustrated with the lack of innovation 
and support from suppliers. We recognise the importance of 
the services we offer alongside itris 9 and invest heavily in our 
workforce and resources, so we can offer exceptional support 
and guidance to our customers.”

Chris Brind – Managing Director

“We are the first supplier to rebuild their software from the 

ground up and this is reflected in its attention to detail, speed 
and performance. Our staff have worked extremely hard and I 
am confident that we can deliver what I believe to be the future 
in recruitment software.

Our vision has always been to create software which is valued 
by its users and recognised for being innovative within the 
recruitment industry. One of the benefits of being a traditional 
software house is that we have full control over our products 
and future roadmap. We have some big plans for itris 9 and 
will be announcing a tonne of new features over the coming 
months.”

Jim Denning – CEO, LHi Group

“We are always looking to invest in the best tools and platforms 
to benefit our sales consultants and support our fast-growing 
global business. We implemented itris 9 earlier this year to 
further support our consultant processes and improve our 
customer management. Not only is it aesthetically pleasing 
but also user friendly and intuitive as it reflects the recruitment 
lifecycle in a more continuous way.

Additions such as the Kanban board for job activity, has made 
it easier for consultants to track job flow and the new CV 
Marketing Hub makes the process of CV marketing much more 
simplified, saving time and energy for consultants. The new and 
improved dashboard is a great way of focusing consultants to 
look at the most pressing activities (that will generate revenue 
in the near future) and of course, being cloud based has been a 
real asset to us in the increasingly remote world.“

itris 9 clearly stands out in what has become a very crowded 
market and undoubtedly offers a product the recruitment 
industry has been waiting for.
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responsibility; stand-alone entities 
to ecosystems; and employees 
and jobs to people, work and skills. 
The paper includes examples of 
companies that have put these 
principles into action — from 
upskilling their workforce to 
sharing workers to avoid layoffs.
“As companies enter a new 
normal following the COVID 
shock, they must place talent 

at the heart of their business,” 
said Saadia Zahidi, managing 
director, World Economic Forum. 
“By fundamentally revaluing and 
investing in their workforces, 
organisations will be better able to 
do what is right for their business, 
their employees and societies.”
The white paper is available to 
download for free here.

NEWS

LEADER 
ANNOUNCED

7

For the latest industry news log on to www.theglobalrecruiter.com or sign up for our regular news by email

Everest Group has 
recognised Guidant Global 
as a Contingent Workforce 
Management (CWM) Leader 
in its Services PEAK 
Matrix™ Assessment 2020.
Everest Group scored 
Guidant Global highly on 
a number of categories, 
including vision & strategy, 
innovation & investment, 
market adoption and 
portfolio mix. The 
assessment recognised 
the company’s focus on 
becoming a strategic partner 
for its clients and going 
beyond the core tenants 
of a contingent workforce 
program to ensure 
businesses make strategic 
talent sourcing decisions.
Guidant Global’s 
investments in its 
technology offering was 
also cited as a factor for 
its Leader status, with 
the firm’s development 
of technology to manage 
a client’s procurement 
responsibilities and its 
partnerships with multiple 

vendors contributing to 
the technology to enhance 
direct sourcing and in 
automation capabilities, 
have significantly increased 
its value proposition for 
buyers. This differentiation 
helped to position Guidant 
Global as a Leader on 
Everest Group's CWM PEAK 
Matrix® 2020.”
Simon Blockley, CEO of 
Guidant Global, commented 
on the announcement:
“Now more than ever 
employers need strategic 
contingent workforce 
management solutions, so 
to be recognised as a leader 
in this field is testament to 
our people’s dedication to 
deliver the best service to 
the organizations we work 
with. As Covid continues 
to put more pressure on 
firms to tap into the fluid 
workforce, employers need 
a truly innovative, global 
solution and that’s what we 
as a business strive for on a 
daily basis.”

VALUE TALENT 
Willis Towers Watson and the 
World Economic Forum have 
published “Human Capital as an 
Asset: An Accounting Framework 
to Reset the Value of Talent in the 
New World of Work,” a new white 
paper that provides organisations 
with a model to reshape how  
they value and make decisions 
about their workforces in a  
post-COVID-19 world of work. 
“COVID-19 has accelerated a shift 
to new ways of working, prompting 
companies to rethink how, where 
and by whom work gets done,” 
said Ravin Jesuthasan, managing 
director at Willis Towers Watson 
and co-author of the paper. “As 
companies look to reset their 
business models, they need an 
approach to valuing talent not 
as an expense but as an asset 
so that boards and management 
can be held accountable for their 
investment in people and for 
delivering better outcomes.”
The paper, which draws on 
principles developed by Willis 

Towers Watson and the World 
Economic Forum in an earlier 
publication, outlines a human 
accounting framework that can 
help organisations measure 
and quantify the contribution of 
their people in the same way it 
measures returns on financial and 
intellectual capital. A company’s 
intangible assets, including human 
capital, are now estimated to 
comprise on average 52 per cent 
of its market value.
In addition to providing an 
update on how companies are 
incorporating human capital 
metrics into their financial and 
operational measures, the paper 
also considers how some of the 
dramatic impacts of the COVID-19 
crisis on labor markets could have 
been mitigated if companies had 
valued their human capital better.
The framework outlines seven 
guiding principles to shift how 
organisations value people. 
These include shifts from profit to 
purpose; corporate policy to social 
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The Global Workforce Revolution 
report, which launches today 
from Remote, identifies the key 
priorities for companies looking 
to extend remote and flexible 
working practices as a result of 
the Covid-19 pandemic. 
The research found that remote 
working raises issues around pay 
equality, with forty nine per cent 
believing that pay and benefits 
should be based on ability, 
regardless of where an employee 
is located, thirty per cent still 
agreeing that pay and benefits 
should be adjusted based on 
local cost of living and twenty one 
per cent believing it should be a 
combination of the two. 

With many companies traditionally 
providing weighted salaries for 
those working in Greater London, 
this highlights the need for the 
introduction of carefully thought 
through remote working policies.
The data also uncovered the 
workplace benefits most desired 
by remote workers, with pension 
schemes coming in top with forty 
one per cent of workers choosing 
this as important, thirty nine 
per cent selecting home office 
allowance and thirty six per cent 
choosing healthcare (respondents 
were asked to pick their top 3).
What’s more, seventy per cent of 
people confessed they would stay 
with their employer at least one 

year longer if remote working was 
an option; 1 in 5 (twenty two per 
cent) said they would stay 10+ 
years longer.
Job van der Voort, Co-founder 
and CEO at Remote, commented: 
“Going remote is not just a 
matter of replicating physical 
work processes in a virtual 
environment. Remote working can 
be transformational for a business 
and its employees, but there are 
different considerations. Equality of 
pay, clear benefits and connectivity 
are all key for remote workers.”
The report also reveals that 
workplace culture is key to hiring 
and retaining the best talent, with 
forty seven per cent agreeing 

culture is important for hiring 
whilst forty eight per cent agreed 
it was a crucial factor in retaining 
talent. For professionals over the 
age of 55, trust was considered to 
be the most important factor (fifty 
three per cent).
The biggest perceived barriers to 
remote working are uncovered 
within the report as time 
differences (thirty five per cent), 
IT set-up (thirty four per cent), 
lack of face to face contact (thirty 
one per cent), language barriers 
(thirty per cent), challenges with 
compliance to local labour laws 
(twenty five per cent) and set-up 
and management of new legal 
entities (twenty per cent). n

Across the world, older workers 
make up a growing proportion 
of the workforce – according to 
research by the International 
Longevity Centre UK (ILC), in 
the UK alone, the share of the 
workforce aged 50 and over rose 
from 26% in 2004 to 32 per cent 
in 2018 and is projected to rise to 
37 per cent by 2040. This trend is 
mirrored all across the G20. 
Professor Andrew Scott, Professor 
at the London Business School 
commented: 
“Over the last decade, 100 per 
cent of the employment increase 
in the G7 is accounted for by an 
increase in employment by those 
aged over 55. The labour market 
has changed dramatically and 
countries need to focus on how 
to support an economic longevity 
dividend.” 
Lily Parsey, Global Policy and 
Influencing Manager, ILC argued: 
“Harnessing the potential of 
workers of all ages will be crucial 
in the post-pandemic recovery and 
could deliver a significant longevity 
dividend to economies across  
the world.” 
“Our analysis found that older 
workers already earn 30 per cent 
of total earnings in the UK and this 
could rise to 40 per cent (or £311 
bn) by 2040.” 
“But too often, barriers like poor 
health, caring responsibilities or 
ageism in the workplace shut older 
workers out of the job market. In 
the UK, about a million workers 
between 50-64 are forced out of 
the labour market early due to 
health and care needs or caring 
responsibilities.” 
“With an ageing workforce, we 
need to fundamentally rethink 
the way we work, learn and live. 
Especially in the context of the 
ongoing pandemic, we cannot 
afford to leave anyone behind.” 
“Longer and changing working 
lives will not only affect older 
workers but the way in which we 
plan the future of work for young 
and old alike. We need to design 
jobs and workplaces that work for 
all of us, regardless of age.” 
Tomorrow, ILC, the UK’s 
specialist think tank on the 
impact of longevity on society 
is launching an international 
programme of work “Work for 
tomorrow”, supported by the 
Innovation Resource Center for 

Human Resources (IRC4HR), 
to identify the challenges and 
innovations that respond to an 
ageing workforce through a global 
innovations competition. Over 
the coming year, a global panel 
of expert judges will judge and 
award the best innovations from 
employers, HR professionals and 
start-ups that respond to an  
ageing workforce. 
Jodi Starkman, Executive Director, 
Innovation Resource Center for 
Human Resources commented: 
“Our research programmes reflect 
a belief that when you design work 
and work environments that are 
inclusive, everyone benefits. The 
challenges of an ageing workforce 
in the midst of a global pandemic 
provide some unique opportunities 
to experiment with new ideas. An 
inclusive innovation competition is 
a creative and scalable vehicle for 
identifying solutions and changing 
the narrative around what is 
possible. We are excited to be 
supporting ILC in this important 
work.”
George MacGinnis, Healthy 
Ageing Challenge Director, UK 
Research and Innovation added:
“There is so much to be gained 
from an age-diverse workforce 
and never more so as we enjoy 
the prospect of longer lives. Yet 
there is still much to learn about 
how to make the most of this 
opportunity, particularly at a time 
when intergenerational fairness is 
challenged by recent events.” 
“We know many people fall out 
of work through ill health and 
from caring responsibilities. They 
also find the route back into work 
particularly challenging, so much 
so that large numbers never 
make it. This fuels a widening 
gap between the experience of 
the richest and poorest in society. 
Innovation, supported by  
high-quality research, will play 
a key role in helping employers 
realise the rewards offered by our  
longer lives.” 
Caroline Waters OBE, Chair, 
Equality and Human Rights 
Commission argued:
“The G7 has a deepening 
dependency for growth on the 
continued involvement of workers 
aged over 55. The same group 
that has been disproportionately 
impacted by restrictions imposed 
by the COVID-19 lockdown and 

long-term health outcomes. To 
prevent more, older workers being 
frozen out of the global workforce 
we must break the emerging 
correlation between age and 
vulnerability that drives denial of 
rights and services and reduces 
our capability as a nation and an 
economy.”Nic Palmarini, Director, 
UK’s National Innovation Centre 
for Ageing added:
“An ageing workforce is not just 
a matter for older adults. Our 
research suggests the way to 
deal with it in a structural way is 
to imagine a new season building 
– within the workplace – an 
intergenerational pact, developing 
new languages, creating 
platforms for learning exchange 
and common growth, leveraging 
life-based experience as a career 
driver. When generations come 
together, everyone benefits.”
Stefan Stern, Author and Journalist 
concluded:
"The organisations of the future 
will surely be more diverse and 
also multi-generational. This will 
make them more interesting but 
potentially also harder to lead and 
manage. We need to have the 
best-informed conversation we 
can about all this and I'm glad to 
see ILC UK playing a leading role."

PAY EQUALITY AND BENEFITS KEY CONSIDERATIONS

SUPPORT AN AGEING WORKFORCE

Applicants are outweighing job 
vacancies, with increases as high 
as 1363 per cent for certain roles 
in the four months from March to 
July, according to research from 
Search Consultancy. 
The ratio of applicants applying  
for all available jobs has, on 
average, more than doubled 
during the pandemic when looking 
at year-on-year comparisons, with 
a major spike as the UK entered 
its fourth month of lockdown.
Search Consultancy is a provider 
of recruitment and executive 
search services to UK businesses. 
On analysing the market shift over 
the course of the year with huge 
increases in certain roles, pointing 
to a shift from a candidate-led job 
market to a client-led one.
Compared to the same period in 
2019, the response-to-application 

ratio from March 2020 – July 
2020, showed an increase of  
144 per cent year-on-year.
The picture is more stark when 
comparing like-for-like application 
data from pre-lockdown with 
those towards the end. Search 
looked at the number of people 
applying for the same roles in 
March and July of 2020 and 
the results show staggering 
increases, in some cases by over 
1300 per cent.
With demand shifting, Search has 
pivoted towards providing extra 
support for candidates with the 
provision of help and resources 
and in many instances helping 
them transition to completely  
new sectors.
From the start of the pandemic 
up until the end of June, Search’s 
specialist hospitality team placed 

more 400 temps into healthcare 
roles, and provided care homes 
and hospitals with kitchen staff, 
ward assistants and porters to 
meet the demand.
This was in addition to the 1,300+ 
health and social care temps 
that Search had also placed into 
key worker positions through its 
specialist healthcare division. 
Dominic Starkey, Search Group 
Marketing Director, said:
“We are experiencing more than 
double the amount of applications 
to any job we post compared with 
last year. And for some roles, such 
as General Manager positions, 
the number of applications for 
advertised roles has jumped by 
over 1300 per cent.
“This points to a UK job market 
that is drastically shifting from one 
where candidates enjoyed the 

balance of power, to one that now 
very much favours employers. It is 
a trend that look set to continue.
“Though Britain is slowly getting 
back to work, as restrictions ease, 
factors such as a second wave of 
the virus and an abrupt end to the 
Brexit transition period will likely 
see this ratio continue or even 
increase further.
“Employers are in a position 
now where they’re spoilt for 
choice when it comes to filling 
positions, but for candidates 
it’s an uncomfortably crowded 
marketplace. As a multi specialist 
recruiter we are well placed to 
help people understand their 
options and where they have 
transferable skills to explore 
other sectors where there are 
opportunities, seen by the pivoting 
within our hospitality team.”

SHIFT IN DEMAND
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It has been more than a decade since the global financial and 
economic crisis disrupted economies and labour markets around 
the world and led to a surge in the number of unemployed 
workers. Since then, global and regional unemployment rates 
had returned to pre-crisis levels. This trend, among others, is 
now being disrupted by a new crisis that is likely to prove more 
damaging than the one 10 years earlier. The global economic 
crisis initiated by the Covid-19 pandemic is very different in 
character to the financial crisis of 2009. While the latter was 
created by the actions of market participants and exposed 
underlying weaknesses in our financial systems, the current 
crisis is a health crisis which is significantly impacting both 
supply and demand in the real economy – not least due to the 
necessary containment measures (e.g. lockdowns) implemented 
by governments around the globe.
In 2019, the global unemployment rate stood at just below 5 
per cent. The OECD unemployment rate dropped from above 8 
per cent in 2010 to 5 per cent in 2019 (cf. WEC Global Labour 
Market Fact Sheet). Just before the pandemic, the US rate 
reached its lowest level in 50 years. As the outbreak of the virus 
has grown into a full-scale pandemic, so this trend is being 
significantly upset. As economies are hit by vast disruptions of 
global supply chains, demand for labour is plunging in many 
sectors. This development is further exacerbated by the shock 
to consumption. As governments around the world initiate 
lockdowns for undetermined lengths of time in an attempt to 

11VIEW FROM WEC 

flatten the curve of new infections, a large share of private 
consumption is being erased. The OECD estimates the direct 
initial shock of confinement measures on private consumer 
spending to be around one-third in advanced economies. This 
can create a vicious circle, as lower demand leads to lower 
revenues for firms, which leads to higher unemployment and, in 
turn, again to lower demand. While governments take action to 
curb the growth in unemployment (e.g. through firm subsidies, 
short-time working schemes), the fact that economic activity 
is essentially in hibernation will result in unemployment rates 
rising significantly. In the US, 17 million people registered 
for unemployment benefits in March alone, a gigantic and 
unprecedented surge. The ILO expects the second quarter of 
2020 to see a 7 per cent loss of working hours globally, which is 
equivalent to 195 million full-time jobs. Their previous estimate 
of 25 million additional unemployed in 2020 (in the worst case 
scenario) is already outdated and actual figures will likely be 
significantly higher.
Alternative working arrangements have been on the rise in 
recent years, with the segment of online platform work having 
experienced significant growth up until the pandemic. While 
there is no clear cut figure on the actual share of “gig workers” 
in the labour force (estimates range from 0.5 per cent to 2.5 per 
cent depending on definition and research methodology), it is 
clear that the number of self-employed platform workers has 
grown considerably and rapidly. The Online Labour Index, which 

Robin Lechtenfeld, Labour market intelligence officer,  
World Employment Confederation, explains the low records.

tracks activity on the largest English-speaking online labour 
platforms, shows that activity grew by fifty per cent between 
2016 and 2020, reaching its highest level in February of this year. 
Since then however, activity has plunged. As firms struggle for 
liquidity, so demand for independent contractors falls. 
The current situation is especially disruptive for self-employed 
workers, who often lack the same access to social protection 
as employees. With economic activity forced to a halt, these 
individuals, which are typically already exposed to greater 
financial risk than dependent employees, are in dire need 
of support through government aid packages. A number 
of countries are delivering this support to these especially 
vulnerable workers, although measures differ in terms of 
accessibility and speed of aid distribution. During crises, the 
role of the state typically expands, with many competences 
remaining in place indefinitely. It may very well be the case  
that social protection systems will be more supportive of  
self-employed workers even after the coming global recession  
is over. 
In the EU in 2018, there were nearly 13 million “EU-28 movers” 
of working age (EU citizens residing in an EU country other than 
their country of citizenship). This figure had been growing at an 
annual rate of around 5 per cent in the preceeding years. The ILO 
estimates that in 2017 there were 164 million migrant workers 
globally. International labour mobility is key to many economies 
but may now also be disrupted for some time. Governments will 

slowly loosen confinement measures at various stages to restart 
their economies, but uncertainty and unease among workers 
may nevertheless result in reduced international labour flows , 
even after borders are reopened .
in OECD countries, income inequality within countries stands 
at its highest level in over a century. The current pandemic and 
containment measures are likely to exacerbate this trend further. 
Low-skilled, low-paid workers are disproportionally represented 
in the most heavily affected sectors of economies. Furthermore, 
while teleworking is a valuable option for many workers during 
lockdowns, people in the lowest percentiles of the income 
distribution work in jobs that cannot be performed from home.
To overcome this crisis, interest rate cuts and government bond 
purchases alone will not work. Targeted support measures are 
needed. Governments are advised to provide adequate support 
to fill social protection coverage gaps, especially for vulnerable 
workers. Flexible working arrangements (e.g. short-time 
working schemes) are useful tools that have proven their value 
in the past in terms of curbing unemployment and restarting 
the economy quickly. Access to benefits, funds and financial 
support packages for firms and workers regardless of their 
employment relationship are critical. The private employment 
services industry can also play a valuable allocative role, by 
facilitating movement of workers from “closed” industries to 
sectors with high demand for labour, such as the health-care 
industry. n
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WHAT’S THE 
POINT?
Gillian McKearney, Head of UK Immigration and Pip Hague, associate, 
Fieldfisher assess the UK's new immigration system.

With the new horizon for non-native workers in the UK swept under the 
carpet initially by indecisiveness over Brexit, then Covid-19, and perhaps 
now that the UK has officially entered a recession for the first time in 
a decade, understandably, it's been hard to and will continue to be, to 
focus efforts as to what will happen when the transition period ends on 
31 December 2020 and the UK's new points based immigration system 
kicks in. 
This change will mark one of the most significant developments to UK 
immigration law in the last four decades, changing the way in which UK 
companies can recruit and employ workers, whether they rely on EU or 
non-EU national workers.

What are the key changes?

Essentially, from January 2021 the UK's new points based immigration 
system will level the playing field for those across the globe looking to 
work in the UK and for businesses looking to hire internationally as EU 
national candidates will require sponsorship and a UK visa in the same 
way as non-EU national candidates. However, EU workers arriving in the 
UK before 31 December 2020 will not require sponsorship as long as 
they apply to the EU Settlement Scheme by 30 June 2021. 
Recruiters who tend to focus on the EU for their candidate pool should 
maximise the opportunities presented in the transition period to bring EU 
workers into the UK from now till 31 December 2020 and encourage them 
to apply to the EU Settlement Scheme prior to 30 June 2021. With the UK 
officially in a recession, it is likely that recruitment will be stalled for many 
businesses but in the long-term, taking advantage now of this flexibility 
could pay off for many.
For global companies who recruit from all over, the new system may 
come as welcome news as processes and compliance burdens are likely 
to ease. Effective from January 2021, most non-native workers will be 
able to switch from one immigration route to another instead of having to 
fly to their country of origin to apply. This will reduce some of the delays 
and costs currently associated with the recruitment of sponsored workers. 
In particular, those in the ICT route will be permitted to switch into the 
main Tier 2 route whereas they could not previously, which may open up 
a pool of Tier 2 ICT workers to new sponsors.
A graduate route will be launched in summer 2021, which will allow 
international students to work or look for work for up to two years 
after their studies have ended. This move will make it far easier for 
international graduates to enter the UK job market; will open up a pool of 
talent for employers free of sponsorship costs; and will encourage more 
students to come to the UK to study.

Moreover, whereas before only graduate level roles could be sponsored, 
this will be opened out, so a much wider range of roles will now be 
open to sponsorship. For example, new roles such as bricklayers, retail 
managers, and restaurant managers can now be sponsored.
The new entrant route will also be expanded to include those working 
towards professional qualifications or moving into postdoctoral positions. 
The last key update that will come as a welcome relief to some employers 
is that the salary levels will fall from £30,000 to £25,600 per annum. For 
some applicants including new entrants or those in shortage occupation 
roles or holding a relevant PhD in a STEM subject, they may qualify with 
a salary as low as £20,480.
However there will unfortunately be no visa route for lower-skilled workers 
and businesses in sectors such as social care who rely on EU national 
workers may suffer. The government expects these employers to look at 
alternatives such as automation and apprentice schemes.
An additional and significant downside is that there will be associated 
costs for sponsorship which some employers will struggle to afford. For 
instance, the Immigration Skills Charge, which will be between £364 to 
£1000 per year per visa and the Immigration Health Surcharge, costing 
£624 per year will still apply. Another requirement which might be tricky 
for recruiters and cause delays is that applicants must prove they speak 
English at AS-level, which may cause issues for some.
The UK's new points based immigration system will have winners and 
losers but the Government has shown some willingness to support UK 
businesses in the face of likely worker shortages. Recruiters should  
be forward planning now to take hold of opportunities and avoid  
non-compliance penalties post-Brexit. While recruiters have a lot 
of obstacles to factor in, it's time to put immigration and personnel 
management back at the forefront. n
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Daily payroll.

Advance payments available on request.
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Ongoing Legislative assistance and consulting.

K.I.D. (Key Information Document) details about pay,
holiday entitlement and other benefits for all workers.

At DNS Umbrella, we understand how critical it is for agen-
cies to receive a smooth and compliant service and hence 
take a very diligent approach in dealing with agencies.
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SUPPLY SIDE

Demonstrate to end clients that you understand the challenges they’re 
facing, and propose effective solutions, such as: 
• Assessing their workforce – end hirers risk losing resources  

or paying increased costs for newly ‘inside’ contractors.  
This can be planned for by identifying resource gaps early, 
changing arrangements, communicating with contractors, and 
quantifying costs. 

• Providing SDSs – providing an SDS and ensuring it’s passed 
along the supply chain correctly is complicated. As it’s the end 
hirer’s responsibility to produce the SDS, demonstrating you 
understand the risks, and providing hirers with an efficient, reliable, 
and insurable assessment tool should help you win business.

• IR35 complexity – IR35 is complex, but with early preparation, 
you can proactively speak to customers, answer their questions 
and educate them on how to keep talented contractors working 
compliantly. Plus, having greater involvement with clients now 
means contracts can be reviewed and working circumstances 
adapted to increase chances of an ‘outside’ IR35 determination.

Although identifying these risks is important, if you begin 
preparing early, you can take advantage of the complexity of IR35 
by approaching end hirers and contractors from a position of 
knowledge – answering their IR35-related questions and providing 
solutions to their problems. This will highlight your agency as a 
trusted thought-leader.
JSA can help you create an action plan for working with your 
contractors and end hirers to manage the IR35 reforms. Get started 
with a free sample assessment to view a snapshot of your likely 
situation come April. JSA can then help develop and implement 
effective solutions tailored to your individual concerns.
Whether you’re looking for an efficient and insurable assessment tool, 
alternative working options for newly ‘inside’ contractors, or detailed 
advice on managing the complexity of IR35, JSA can provide the tools 
and expertise you need. 
Contact JSA on 01923 257257 or email hello@jsagroup.co.uk. n

Although the IR35 (off-payroll) reforms have been postponed until 
next April, it’s never too early to start preparing. The earlier your 
agency begins preparations, the better positioned you’ll be next year 
to avoid compliance headaches. 
As we all know, liability for determining a contractor’s IR35 status 
and taxing them correctly will now fall to the end hirer (unless 
they’re ‘small’), though HMRC will often collect unpaid taxes from 
employment agencies. This leaves you open to two key risks: 
1) End hirer makes an ‘outside’ IR35 decision
While continuing to engage ‘outside’ contractors where possible  
is ideal, it’s also a risk for your agency if HMRC challenges the  
status successfully. 
To mitigate this risk, prepare your contingent workforce by making 
them aware of the reforms and conducting robust and insurable 
assessments. Starting now will give you time to amend contractors’ 
working practices or contracts, so they can continue operating 
‘outside’ compliantly.
2) End hirer makes an ‘inside’ IR35 decision
Newly ‘inside’ contractors will have to accept lower take-home pay, or 
you’ll need to pay them more to retain them, this presents the risk of a 
dissatisfied contingent workforce. 
If valued contractors are newly ‘inside’, preparing early gives you time 
to contact them, understand whether they’re likely to move elsewhere 
for an ‘outside’ contract, and be the agency to help them find an 
‘outside’ role before April 2021. This will prevent you from losing 
talented workers.

The Opportunity

While there are risks associated with the reforms, these shouldn’t be 
your focus. Instead, use your knowledge of IR35 as an opportunity to 
attract new business.
As the saying goes, knowledge is power. Working knowledgeably 
and in an organised manner with your supply chain will give you a 
competitive advantage by highlighting your business as a source of 
clarity amid the complexity. 

YOUR COMPETITIVE 
ADVANTAGE 
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Del Williams, Sales Director at JSA Group explains how to best use IR35. 

www.theglobalrecruiter.com

Technology for the 
global staffing industry
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VIEWPOINT

Rebecca Hourston, managing 
director, global head of Women’s 
Leadership Programs, Talking 
Talent discusses Prioritizing 
female leadership right now. 

ENLIGHTENED 
BUSINESS

We kept wishing the world would change. Almost overnight, the wish 
has been granted – only not quite in the way we’d imagined. Watching 
the Covid-19 pandemic sweep across the globe, forcibly shunting 
individuals, businesses, and entire economies into behavior they'd 
never imagined possible, has left us clutching for hope. How can 
we harness this vast, ruinous, desperately fast change, and extract 
from it the prescription for leading our world of work into a lastingly 
transformed future? 
So much has been rotten, or stagnant, or behind the curve, or turgidly 
repetitive: the glacially slow progress towards gender balance; the 
gender pay chasms (never mind gaps); the unspoken rule that we 
have to pretend we don’t have families or home-life commitments 
to juggle; and rigid presenteeism have made securing a genuinely 
career-propelling flexible or part-time role about as likely as no-one 
speaking on top of each other on your next Zoom team call. 
Fast-forward, and mixed up within all the heartache, tragedy and 
extreme disruption of these first few months of 2020, there are 
brilliant, inspiringly inclusive ways of working popping up all over  
the place – from the surge in reliance on previously untouched  
video-conferencing platforms to the creative ways teams are finding  
to connect, share, and (even) celebrate special occasions while  
working remotely.
• The concepts of 'inclusion' and 'inclusive leadership' and how 

businesses must eschew the misguided
• The need for businesses to focus their efforts on maintaining  

the progress already made in developing female and other  
minority pipelines

• How the government's act of lifting the gender pay reporting 
requirement for this year is not a free pass for businesses to ease 
up on efforts – this is a test and will reveal true intentions

• The importance of momentum and how this time of change 
provides businesses with the perfect opportunity to take action  
and improve our working world n 
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Benefi ts to your business:

We engage contractors on behalf of agencies 
and manage the entire procure-to-pay 
lifecycle for contingent talent. From Australia 
to America, onboarding to offboarding and 
everything in between, we’ve got all contractor 
engagements covered for you. 

CONTRACTOR MANAGEMENT 
SPECIALISTS

Seamless experience for contractors

Digital onboarding processes

No engagement risks

Visibility of spend 

Increased productivity

Increased access to talent

Business insurances at lower cost

Complete fl exibility

+61 3 9600 0333 enquiries@entitysolutionsgroup.com entitysolutionsgroup.com

CONTRACTOR
MANAGEMENT

PAYROLL
SERVICES

MIGRATION
SERVICES

Get in touch today to discuss a workforce solution that’s right for you:

We specialise in:



ANALYSIS

Gordon Stoddart Co Founder at TRN and TRNWorld asks what are 
you planning for your business.

WORKFORCE 
STRATEGIES

client needs. Get it right and you’ll find out information that’ll help you 
understand the long, medium and short term resource requirements. 
This is consultancy, this is business coaching. It involves a series of 
questions which begin with bigger picture strategic questions and end 
with shorter term tactical questions.
1. It starts with strategy and understanding the strategic intent of the 

business. The questions we should be asking should be along the 
lines of … Where and how do you successfully compete in the 
market? How will you win and outperform the competition? What 
makes you or will make you stand out?

2. Understanding the strategy allows us to move onto the second 
question that’s critical to workforce planning and focus on 
organisational capability (as in what do we need to be damn 
good at). Relevant questions are therefore ones such as What 
organisational capabilities are critical to the success of the 
business? What competencies do we need to excel at to succeed? 
What capabilities to we need to excel at to compete? What are 
the key roles or positions in the company that will deliver value to 
customers in unique ways?

3. The next area of questioning should be around what Ulrich calls 
strategic wins. These are the wins that the client needs to achieve 
and involves questions like What strategic wins do you want/need 
to see happen in the short/medium/long term? What would success 
look like against key strategies?

4. Once a business knows the strategic wins, it can start identifying 
the critical tasks with questions like… To achieve those strategic 
wins, what needs to happen? What will the key plans and projects 
be? What needs to change to deliver those strategic wins?

Businesses and organisations are, or should be, dynamic, agile and 
able to move fast when required. Many years ago when I was HR 
Director for a FTSE business, I learnt the art of what was known 
then as manpower planning. This meant in simple terms that I was 
required to calculate the future headcount requirements of the 
business to deliver the agreed strategy of the business. With the 
plan in place I was then responsible for ensuring that the structure 
evolved, the roles within the structure were defined and clear and the 
right people were in the right roles. We had multiple businesses and 
divisions across Europe and during my time we executed a number 
of acquisitions which needed to be merged into the group. Change 
was a constant and the resource planning activity was a continuous 
activity. It wasn’t just about finding the right pieces for the puzzle, it 
was out was working out what the puzzle should look like. It was one 
very, very big spreadsheet – we had 9,000 employees – mapping out 
who was needed where by when helped us plot when we needed to 
bring in talent and where we ideally needed to move people up (which 
in turn shaped the development priorities). Right people in the right 
jobs is an obvious concept – easy on paper, harder to make happen 
and so critical to the talent management strategy of the business. 
I was recently when running a workshop of recruitment business 
leaders and it became clear that not that many were really familiar 
with the concept of resource or workforce planning as it is now 
known. As talent acquisition experts, recruitment agencies and 
their consultants really need to understand the key principles and 
challenges that their clients are facing. If we want to be experts, 
specialists, true consultants and strategic partners to our clients, 
we need to think like internal Heads of Talent/People/HR are (or at 
least should be) thinking. Our confidence in these concepts and our 

ability to talk the talk and ask the right questions is what positions 
us as credible and potential strategic partners. Putting myself in the 
clients shoes to help them solve their long-term challenges is what 
leads to a long term relationship. And if you have clients that don’t 
have these strategic experts within their organisation, understanding 
resource planning will educate them and shape their talent strategies. 
If you want the most powerful way to create engagement and build 
relationships, help clients think differently and better.
So many TRN members have done some brilliant work developing 
solutions and are very much focused on selling solutions to clients  
(as opposed to filling jobs). Understanding workforce planning will 
help us to take a more consultative approach and develop fit for 
purpose solutions. 
The current economic reality means that nearly every business of 
every shape and size is looking to rightsize, downsize, upsize or 
reshape in some way and resource/workforce planning is more 
important than ever. Businesses and organisations need the right 
structure, talent and culture to succeed and remain lean and efficient. 
Change, change and more change is coming and businesses will 
need to be in a perpetual state of transformation. Workforce planning 
will be more important than ever. 
So how does it work and how can we use it have different 
conversations? The master of this, and most things to do with the 
workforce and talent is Dave Ulrich. If you want to share some 
thought leadership with your clients or ensure you have enough 
expertise to educate your clients, follow Dave. He’s the man. 
In simple terms workforce planning requires an organisation to ask 
itself a series of questions. These same questions that can be used 
by recruitment consultants to really design and align solutions to 
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5. Reviewing the critical tasks enables a business to break down 
the tasks, plans and projects and understand the implications 
on resources. What does that look like? What are the impact of 
resources? What will you need more of, less of?  

6. Resource options – having broken down the tasks, we start getting 
into the specific resources that will best deliver those task. What 
resource is therefore needed? What roles are therefore needed? 
When are they needed? How could those roles be filled – full time 
employee, outsourced employee, interim employees, contractors, 
AI (are there technology enabled solutions that could carry out 
certain of the tasks)?

These are the questions that organisations of every size should be 
asking themselves and that as strategic partners and experts in all 
things talent we should be finding out. I’ve worked with recruitment 
businesses leaders helping them to develop an equivalent of my 
‘very very big spreadsheet’ to help support clients map out the future 
resource requirements to deliver the strategy. It works, it’s value, it’s 
consultation, it’s partnership.
I’ve long believed that the art of ‘business coaching’ and working 
out the right questions to ask our clients is an art and a craft that not 
enough people within recruitment excel at. We should be investing 
effort, energy and time to help our consultants excel at asking laser 
like questions which open up conversations. Workforce planning done 
right creates a simple structure to shape those questions and every 
‘expert’ in talent should have it in their toolkit. 
For further information on TRN and the tools, development and 
support on offer, please don’t hesitate to contact us via  
support@therecruitmentnetwork.com n 



www.theglobalrecruiter.com

SELF-AWARENESS
John Hackston, Head of Thought Leadership at The Myers 
Briggs Company asks, Is this the way ahead for diversity?

Way back in early March, when the pandemic was getting underway 
in the UK, the coronavirus was seen as something that impacted 
everyone without discrimination. Surely, it was thought, a virus would 
not care whether you are black or white, or male or female, rich or 
poor. Of course, it has become very clear that this is not the case. 
Research by Public Health England shows that older people are more 
likely to be severely affected than younger people, men more than 
women, Black, Asian and Minority Ethnic (BAME) groups more than 
white groups, and those on lower incomes more than those on higher 
incomes.
These discrepancies have and continue to have an adverse effect 
on diversity in the workplace. Things were hardly perfect before; the 
latest figures suggest that just eleven per cent of executive directors 
in FTSE100 companies are women and that only 2 per cent of 
executive directors of the top 150 FTSE companies would describe 
themselves as black or minority ethnic. But the coronavirus has the 
potential to exacerbate this situation still further. There are several 
reasons for this, including:
• Many people have been able to switch to working from home 

during the pandemic, but many others have not, especially those 
in lower paid manual jobs, many of whom have been furloughed or 
laid off. People in these roles are disproportionately more likely to 
be women and/or from a BAME background, with the result that the 
UK workplace is becoming less diverse.

• Frontline workers are also more likely be women and/or from a 
BAME background. By the nature of their jobs they are more likely 
to be infected and thereby to be incapacitated in the short term or 
in some cases the longer term (or worse). 

• Childcare has become an issue during the pandemic, but the 
additional burden has tended to fall more on women than on men. 
A report from the Institute for Fiscal Studies shows that mothers 
are more likely than fathers to have quit or lost their job, or to have 
been furloughed, since the start of the lockdown. Mothers in paid 
work now spend a third less hours at their job than do fathers, 
and during the time that they are working, they are interrupted 
significantly more often. In our own research at the Myers-Briggs 
Company, we found that women were significantly more concerned 
than men about having children at home for an extended period, 
and were finding it more difficult to remain focused when they were 
working from home. The net result is that mothers will have had 
less time to concentrate on their jobs than fathers, which could 
have a significant long-term adverse effect on their careers. This 
may be compounded by feelings of survivor guilt; we found that 
women were more likely than men to feel guilty about still being in 
work when others had been laid off or furloughed.

• Other research has shown that BAME women have been more 
severely affected by the pandemic than white women.

So, it seems as if we may be drifting towards a less diverse 
workplace, and maybe one in which less attention is paid to issues 
of diversity and inclusion. Many organizations are faced with falling 
sales, fewer staff trying to do the same amount of work, and other 
problems. When the business is desperately trying just to keep the 
lights on and stay afloat, other considerations will take a back seat. 
Many businesses welcomed the government’s move to suspend the 
need for gender pay gap reporting as this meant there was one less 
task to do, and half have not published figures this year. 
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CORONAVIRUS
& CONTRACTOR EXPENSES
Traditionally, umbrella companies have structured the 
contract and payslip based on National Minimum Wage 
(NMW) + a discretionary bonus. The pay is structured 
in this was to limit umbrella companies exposure 
to non-payment and to ensure that they meet NMW 
requirements.  This has also enabled some umbrella 
companies to allow qualifying employees to claim tax 
relief on main site travel and subsistence costs.

In 2016, there was a legislation change which meant 
that only umbrella employees who aren’t under the 
supervision, direction or control of the end client were 
allowed to claim tax relief on these types of expenses.  
The introduction of the Optional Remuneration 
Arrangements (“OpRA”) legislation in 2017 resulted in 
a further restriction on availability of tax relief on these 
expense claims, as they could no longer form part of a 
salary sacrifice scheme.  Umbrella companies paying 
NMW, plus a discretionary bonus, were not sacrificing 
salary in exchange for tax free expenses, so were not 
caught by this rule change.

These rules and contractual structures have worked 
for the majority of umbrella companies, until the recent 
pandemic and the introduction of Furlough. Based 
on the above contractual agreement, only the NMW 
part would be allowed in the calculation of payment 
under the Coronavirus Job Retention Scheme (“CJRS”).  
Many umbrella companies have recently tested the 
discretionary nature of their pay and concluded it is not 
discretionary at all, and therefore able to be included in 
the calculation of the CJRS grant payment.

What does this mean for expenses? 

That is a question that most people have ignored and is 
a very important one! 

Due to clarification of the discretionary element of the 
pay (i.e. it is not discretionary), the payment of tax free 
reimbursement of travel and subsistence costs is no 
longer available to umbrella companies who have based 
their CJRS grant claim on 80% of the full salary as they 
would breach the OpRA rules.  If they were to argue that 
the NMW + Discretionary Bonus construct is correct, 
then they would be flouting the rules of CJRS and likely 
have to repay this as the government look to crack down 
on non-compliant furlough claims.  Essentially, you 
can’t make a different argument about the discretionary 
pay element when considering expenses and the CJRS 
scheme.

As a recruitment agency, you need to make sure your 
supply chain is compliant and financially robust. Any 
of your current umbrella companies who have made 
payments to furloughed employees based on 80% 
of the full earnings and who continue to reimburse 
tax free travel and subsistence expenses, risk HMRC 
investigation and financial loss and are also exposing 
you and your business to risk under the Criminal Finance 
Act.

The additional benefit to the worker when making 
this change is simply that their entire payment (less 
employment costs) will be classified as a salary and 
therefore remove the common dissatisfaction of 
contractually only being entitled to NMW. This will also 
help contractors when applying for credit, such as 
mortgages & loans.  

With the changes to IR35 coming in 2021, where the 
responsibility for determining a contractor’s IR35 status 
shifts from the contractor to the end hirer, we will see 
even more contractors moving from working within a 
PSC to an umbrella solution. This will undoubtly see 
a rise in the use of non-compliant umbrella solutions. 
We’re recommending all recruitment agencies to stay 
vigilant when it comes to managing your PSL, and the 
solutions your contractors use.

For advice on compliance, industry changes and all 
things contracting, reach out to our experts today.

SPEAK TO THE EXPERTS

01925 694 521 | agencies@brookson.co.uk 
brookson.co.uk/globalrecruiter
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However, this could mean that organizations see diversity issues as 
less important at the moment. 
Nothing could be further from the truth. In times of crisis, it is even 
more important that organizations have a diversity of people, ideas, 
and attitudes. There is for example solid evidence that companies 
with female representation at board level perform better than those 
that do not. One of the beneficial effects of diversity, especially in 
the current situation, is that it can act as a counter to ‘groupthink’. 
In the rush to make a decision and do something, data and opinions 
that run counter to the line of thinking put forward by majority, or by 
a leader, are often glossed over. Retrospective analyses of failed 
projects typically reveal that concerns surfaced early on but were then 
ignored, with those who signalled the red flags being marginalized or 
excluded. In this context, it is interesting to note that research shows 
that men are more likely to be overconfident about their abilities than 
women, even in cases where women have an objectively higher 
level of ability – a phenomenon which may have the effect of further 
reinforcing the glass ceiling.
How can groupthink be avoided? How can organizations ensure 
that diverse voices are listened to? One answer is to take action 
to increase the self-awareness of managers and their teams. By 
becoming more aware of their own personality, behavioural style and 
biases, people can make more informed decisions, and overcome 
the effects of groupthink. Leaders can appreciate their own strengths 
and limitations and begin to see the value of alternative views. This 
more accurate self-perception results in better performance. For 
example, a recent study carried out for the Royal Navy found that 
more self-aware leaders were better at adjusting their leadership style 
as circumstances changed.

Unfortunately, self-awareness isn’t a common quality; research by 
The Eurich Group suggests that only ten to fifteen per cent of people 
can be described as ‘self-aware’. Fortunately, there are many ways 
in which individuals can increase their self-awareness (coaching, for 
example), but one of the most cost-effective is the use of personality 
questionnaires such as the Myers-Briggs Type Indicator® (MBTI®) 
assessment. Using this or similar tools helps people to understand 
why they tend to think and act in particular ways and also how they 
differ from other people. Crucially, these differences are presented in 
a positive way. Rather than being a source of possible conflict, such 
differences in personality and attitude become an opportunity for 
collaboration, building on the strengths of individuals in a team while 
compensating for each other’s blind spots. 
This increased awareness of others’ personality can greatly 
enhance the way in which a team solves problems, avoiding 
groupthink. Problem-solving typically involves two phases; gathering 
information and then using that information to make a decision. In the 
information-gathering phase, some individuals will tend to pay much 
more attention to the lessons of past experience and to specifics; 
others will be more focused on the big picture and on the future. Both 
are needed, but without any direction, the strongest or loudest voices 
will prevail. In a MBTI-facilitated session, equal time is allocated to 
both approaches, allowing a diversity of views to be aired. In the next 
stage, some people will naturally tend to make their decisions on the 
basis of objective logic, often neglecting to consider the effect that the 
decision will have on people; others will take the opposite approach. 
Using the MBTI assessment creates a framework that allows both 
approaches to be heard and given equal airtime, resulting in a more 
balanced decision.
Increasing the self-awareness of employees does not of course 
automatically compensate for the decay in diversity currently being 
seen in UK businesses. But it does enhance people’s appreciation 
of other approaches and other points of view. By helping individuals 
and teams to understand the importance of a diversity of personality, 
it opens the door to an understanding of the importance, and the 
advantages, of other forms of diversity too, and starts to build a 
more inclusive view of the world. And as we weather the storms of 
coronavirus and look out at a changed business landscape, this can 
only be a good thing. n

Problem-solving typically 
involves two phases; 
gathering information and 
then using that information 
to make a decision. 
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Andrew Rothman of PCRecruiter encourages you to prepare 
to make the most of interviews.

REMOTE CONTROL
Many recruiting and staffing professionals have always worked from home 
and are used to conducting interviews with candidates remotely. That 
number has risen substantially this year, and not everyone is ‘at home’ with 
the process. Whether you’re an old hand at webcam interviews or new to 
the scene, here are some tips and reminders to make yours every bit as 
professional and effective as an in-person meeting.

Prepare your tech

Technological hitches are a serious disruption for remote interviews, so 
mitigate them in advance. Whether you’re using a standard video chat tool 
like Microsoft Teams, Zoom, Google Meet, Skype, etc. or a purpose-built 
video interview system like SparkHire, it’s important to verify your setup. 
If you haven’t used your meeting app in a day or two, check for pending 
software updates well in advance of the meeting. You’ll also want to test 
that your mic and webcam are functioning as expected ahead of time. 
Although most video meeting software will include some form of built-in 
noise reduction and voice enhancement, you’ll always get better clarity out 
of a decent headset or USB mic when compared to your laptop’s built-in 
one. If you do a lot of web conferencing, you may find the investment in a 
higher quality microphone worthwhile.
If you’re using a wifi connection, situate yourself as near the router as 
possible and use a speed test site to confirm a strong connection before 
you start. 
Even the best laid technical plans can fail, so keep the candidate’s phone 
number and email handy in case the meeting link should fail. If you run 
into connectivity issues mid-call, you can always try disabling the video to 
temporarily reduce the strain on the network.

Prepare your candidate

To get the most out of your time on camera, clear communication is 
invaluable. Of course this includes rudimentary steps like making sure 
the candidate has the correct meeting details, software, and internet 
capabilities, but it’s just as important to clarify the details about who will 
be on the call and what everyone’s expectations from the meeting will be. 
Keep in mind that talking in front of a camera doesn’t come naturally or 

comfortably to everyone, so anything you can do to put the candidate at 
ease beforehand could significantly improve their performance.

Prepare yourself

Preparation maximizes the professional appearance and value for both 
you and your candidate. Make sure you’ve got the interviewee’s record 
open in your recruitment CRM/ATS before signing on, with a candidate 
data sheet or interview questionnaire to help you organize thoughts and 
stay on track. Your database software should have the tools to create and 
store these forms.
Aside from the technical and procedural details, signing into any web 
meeting is like preparing for a broadcast. Give some consideration to your 
‘scenery’ and clear distractions from your background so the candidate 
can focus on you. You may also want to evaluate your lighting so you are 
clearly and comfortably lit. Dress as you would for any in-person meeting 
(at least from the waist up!)
If you share your space with others, set yourself up in a low-traffic area, 
and preferably with a door you can close. Prepare your computer and 
phone for focus by disabling any chats, alerts, ringtones, or alarms.

Make the call

With the prep work out of the way, you’ll be ready for a productive 
interview. Speak clearly and calmly, laugh when appropriate, and 
demonstrate to the candidate that you’re just as engaged as you would be 
if you were meeting in the flesh.
Treat it like a long-distance call and pause for any delays after a sentence 
or before a question so you’re not speaking over each other. Try to look 
straight into the camera rather than at your screen as much as possible. 
This takes some effort, but makes the call feel much more personal. And, 
as you would with any interview, wrap up with next steps and a warm thank 
you for their time.
If you want to represent your agency in the most professional manner 
possible and get the most out of everyone’s valuable screen time, a little 
preparation goes a long way. n


